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EXECUTIVE SUMMARY

The following Language Assistance Plan (LAP) is based on a collaborative effort between the
North County Transit District (NCTD), the Metropolitan Transit System (MTS), and the San
Diego Association of Governments (SANDAG) to identify the language assistance needs for
persons of Limited English Proficiency (LEP). Conducted in 2019, included is the development
of the Four Factor Analysis as follows:

Factor 1: The number or proportion of LEP persons eligible to be served or likely to be
encountered by a program, activity, or service of the recipient or grantee.

Factor 2: The frequency with which LEP individuals come into contact with the program.

Factor 3: The nature and importance of the program, activity, or service provided by the
recipient to people’s lives.

Factor 4: The resources available to the recipient and costs.

Identification of LEP Individuals

Following Factor 1 United States Department of Transportation (US DOT) Guidance, multiple
sources including the US Census Bureau, American Community Survey (ACS), US
Department of Labor, California Department of Education, and the San Diego County
Department of Mental Health were used to determine the number of LEP individuals in the
county. According to these findings, over 59,000 people over the age of five (5) speak English
“less than well” in the NCTD service area, accounting for 6.99 percent of the total population
in the service area over the age of five (5).

Language Assistance Measures

Current language assistance measures are presented. Current language assistance
measures were compiled by interviewing and surveying key staff who regularly work on
outreach efforts and customer service. These measures include the means of written, oral,
and customer service language assistance; resources and strategies for community outreach;
interface at NCTD facilities and on NCTD vehicles; and public/press relations.

Training Staff

Following DOT guidance, NCTD staff training by NCTD’s Civil Rights Officer will be
implemented according to the Four Factor Analysis and this LAP. Specific training elements
are discussed in this report.

Providing Notice to LEP Persons

Laid out within the LAP are the ways that NCTD provides notice to LEP persons. Additionally,
due to this process, supplemental methods will be added. These are also detailed in this
report.

Monitoring and Updating the LAP
Lastly, to ensure compliance and practical implementation by all agency staff, this LAP details
how monitoring and updating will occur on a triennial basis.
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. NCTD BACKGROUND

The North San Diego County Transit Development Board (NSDCTDB) was created by
California Senate Bill 802 on September 20, 1975. The Board was created to plan, construct
and operate, directly or through a contractor, public transit systems in its area of jurisdiction.

On January 1, 2003, a new state law was enacted (SB 1703) that essentially transferred future
transit planning, programming, development and construction to SANDAG, San Diego's
regional planning agency. The NSDCTDB continued to operate the BREEZE, COASTER, and
SPRINTER. In this new role, NCTD continues to provide integrated public transit service
within the North San Diego County region.

On August 30, 2005, the North County Transit District Act was amended to rename the District
to North County Transit District (NCTD), and this formal name change was effective January
1, 2006. NCTD'’s services are a vital part of San Diego’s regional transportation network.

Service Area

NCTD provides more than 10.3 million passenger trips per year in North San Diego County.
NCTD provides service over a 1,020 square mile area with a population of approximately
849,000 people. Included in the service area are the cities of Carlsbad, Del Mar, Encinitas,
Escondido, Oceanside, San Marcos, Solana Beach, and Vista. The service area also includes
areas of unincorporated North San Diego County, including Fallbrook.

The services provided by NCTD include BREEZE fixed route bus, FLEX deviated fixed route
and on-demand routes, COASTER commuter rail, SPRINTER hybrid rail, and LIFT paratransit
service. For fiscal year (FY) 2019, the BREEZE/FLEX services carried over 6.4 million annual
passengers, COASTER commuter rail trains carried over 1.4 million annual passengers, while
the SPRINTER light rail service carried over 2.9 million annual passengers. LIFT paratransit
service carried over 168,000 passengers in FY 2019.

NCTD riders also have access to other regional transit systems and transportation services
in San Diego County, Riverside County, and Orange County. These services include MTS,
Riverside Transit Agency, Metrolink, and Amtrak.



. PURPOSE

NCTD recognizes the importance of effective and accurate communication between its
personnel and the community that they serve. Language barriers can impede effective and
accurate communication in a variety of ways. Language barriers can sometimes inhibit or
even prohibit individuals with LEP from accessing and/or understanding important rights,
obligations, and services, or from communicating accurately and effectively in difficult
situations. Ensuring maximum communication ability between NCTD personnel and all
segments of the community serves the interest of both. LEP is a term used to describe people
who do not speak English as their primary language and who also may have limited ability to

read, write, or understand English.

Providing LEP persons with meaningful access to NCTD'’s services is important to NCTD. It
is the intent of the District that the LAP helps to ensure equal access to transit and as it works
together with the LEP community, to provide meaningful access to safe, convenient, reliable,
and user-friendly transit services throughout NCTD’s service area.

The purpose of this plan is to establish effective guidelines, consistent with Title VI of the Civil

Rights Act of 1964, for NCTD personnel to follow when providing services to, or interacting
with, individuals who are LEP.

.  TITLE VIPOLICY STATEMENT SUMMARY

NCTD gives public notice of its policy to ensure full compliance with Title VI of the Civil Rights
Act of 1964 and all related statues. Title VI requires that no person in the United States of
America shall, on the grounds of race, color, or national origin, be excluded from the
participation in, be denied the benefits of, or be otherwise subjected to discrimination, under
any program or activity for which NCTD receives federal financial assistance. NCTD ensures
that every effort will be made to prevent discrimination through the impacts of its programs,
policies, and activities on minority and low-income populations. In addition, NCTD will take
reasonable steps to provide meaningful access to services for persons with LEP.

NCTD has, as a normal part of doing business, committed to ensuring that publications
intended for public outreach or public involvement, where appropriate, will be also offered in
Spanish (NCTD'’s largest LEP population) and Viethamese, Chinese, Tagalog, and Korean,
upon request. NCTD will continue to monitor requirements and add other languages when
they meet the required LEP threshold.

IV. NCTD LEP SERVICES STATEMENT

NCTD strives to provide effective, efficient, and equitable service to all individuals regardless
of their ability to read, write, speak, or understand English. Service delivery options
(translation of publication, oral language assistance, etc.) are available to all LEP individuals,
enabling them to communicate effectively with NCTD in person, over the phone, in writing,
and through electronic media.



On August 11, 2000, President Clinton signed Executive Order 13166, Improving Access to
Services for Persons with Limited English Proficiency. It directs federal agencies to examine
the services they provide and develop and implement a system by which LEP persons can
meaningfully access those services. Federal agencies were instructed to publish guidance for
their respective recipients in order to assist them with their obligations to LEP persons under
Title VI.

On December 14, 2005, the DOT published revised guidance for its recipients on the
Implementation of Executive Order 13166, “Improving Access to Services for Persons with
Limited English Proficiency”. LEP is a term used to describe people who do not speak English
as their primary language and who also may have limited ability to read, write, or understand
English. The foregoing Executive Order states that Title VI and its implementing regulations
require that DOT recipients take responsible steps to ensure meaningful access to the
benefits, services, information, and other important portions of their programs and activities
for individuals who are LEP and that recipients should use the DOT LEP Guidance to
determine how best to comply with statutory and regulatory obligations to provide meaningful
access to the benefits, services, information, and other important portions of their programs
and activities for individuals who are LEP.

The Federal Transit Administration (FTA) references the DOT LEP guidance in Circular
4702.1B, Title VI Requirements and Guidelines for Federal Transit Administration Recipients,
which was finalized on October 1, 2012. Chapter Il Part 9 of this Circular reiterates the
requirement to take responsible steps to ensure meaningful access to benefits, services, and
information for LEP persons and suggests that FTA recipients and sub-recipients develop a
language assistance plan consistent with the provisions of Section VII of the DOT LEP
Guidance. The FTA Office of Civil Rights also released a handbook in 2007 for transit
providers (Implementing the Department of Transportation’s Policy Guidance Concerning
Recipients’ Responsibilities to Limited English Proficient (LEP) Persons [FTA 2007]) to give
technical assistance for the implementation of the DOT LEP guidance.

Transit agencies that provide language assistance to persons with LEP in a competent and
effective manner will help ensure that their services are safe, reliable, convenient, and
accessible to those persons. These efforts may attract riders who would otherwise be
excluded from participating in the service because of language barriers and, ideally, will
encourage riders to continue using the system after they are proficient in English and/or have
more transportation options. Catering to LEP persons may also help increase and retain
ridership among the agency’s broader immigrant communities in two (2) important ways: 1)
agencies that reach out to recent immigrant populations in order to conduct a needs
assessment and prepare a language implementation plan (pursuant to the DOT LEP
Guidance) will send a positive message to these persons that their business is valued; and 2)
community outreach designed to identify appropriate language assistance measures can also
assist the agency in identifying the transportation needs of immigrant and linguistically isolated
populations and ensuring that an agency’s transit routes, hours, and days of service, and
other service parameters are responsive to the needs of these populations. Additionally,
transit agencies that conduct outreach to LEP persons can increase their potential for
recruiting bilingual employees to better serve the needs of the community. In summary,
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serving the needs of LEP persons is not only a good business decision but also fulfills the
mission of the transit agency to serve the public.

NCTD supports the goals of the DOT LEP Guidance to provide meaningful access to its
services by LEP persons. NCTD has resources to provide oral and written language
assistance services to LEP individuals. Each of the mentioned resources were used to guide
the required Four Factor Analysis performed by SANDAG and this LAP.

NCTD has developed this LAP to address the needs of the LEP populations in the NCTD
service area. Following DOT LEP Guidance, included in this report are the following five
sections:

1. Identifying LEP individuals who need language assistance in NCTD’s service
area as prescribed in SANDAG’s Four Factor Analysis

Providing language assistance measures

Training staff

Providing notice to LEP persons

Monitoring and updating the Plan

abrwn

V. EOUR FACTOR ANALYSIS

This section documents the research done to identify LEP populations in the NCTD service
area. For the purposes of this publication, individuals who do not speak English as their
primary language and who have a limited ability to read, write, speak, or understand English
are considered LEP.

A. Factor 1: The number or proportion of LEP persons eligible to be served or likely to be
encountered by the transit service.

Factor 1 Analysis findings indicate that 6.6 percent of the population within the NCTD service
area speaks English “less than well”. The top five (5) languages spoken other than English
are Spanish (5.41 percent of the NCTD service area population), Viethamese (0.23 percent),
Chinese (0.18 percent), Tagalog (0.14 percent), and Korean (0.11 percent). Combined, these
five (5) languages include 91.9 percent of the LEP population in the NCTD service area.

There were several key findings revealed in the analysis of the data:

e Approximately 30 percent of persons in the NCTD service area speak a language
other than English at home.

e 6.6 percent speak English less than “well” (includes those that speak English “not
well” and “not at all”);

e Spanish is the second most predominant language, after English, spoken in the
NCTD service area;

e Of the languages spoken in the region, Table 1 shows the languages with over 1,000
LEP speakers;



Table 1: LEP Speakers by Language in NCTD Jurisdiction

Language = opLuT::ti on Percggtegfkg\rlé 2 TotZleerCoe;J I(;Iion
(Age 5+)
Spanish 50,135 81.93% 5.41%
Vietnamese 2,147 3.51% 0.23%
Chinese 1,680 2.75% 0.18%
Tagalog 1,291 2.11% 0.14%
Korean 1,003 1.64% 0.11%

Source: U.S. Census Bureau, American Community Survey 5-Year Public Use Microdata Sample (PUMS) 2013-2017

LEP POPULATION ANALYSIS

The DOT describes LEP as having a limited ability to read, write, speak or understand
English. The DOT and FTA (in both the LEP guidance and Title VI Circular), define this
population as people who reported that they speak English “not well” or “not at all.” Table
2 shows this analysis for the NCTD service area results in an overall LEP population of 7
percent of persons age five (5) years and older.

Table 2: English Proficiency for the NCTD Service Area

Speaks English

Total Population Speaks Less Than Percentage Less

County . “Well” or T 7 . .
Age 5 and Over  English Only “Very Well” Well than “Well

NCTD

Service 855,725 596,389 199,485 59,851 6.99%

Area

Source: U.S. Census Bureau, American Community Survey (ACS) 5-Year Estimates 2013-2017, Table B16004

The ACS data also includes information on languages spoken for 39 different language
groups (but not by ability to speak English as is available in the ACS data). Table 3 shows
the top ten non-English languages spoken at home in the San Diego region between 2013-
2017 among the total population ages five (5) and older (including both LEP and non-LEP
populations). While there were respondents from all 39 language groups, Spanish,
Tagalog, Viethamese, Chinese, and Korean were the primary languages.



Table 3: Languages Spoken at Home in the NCTD Service Area
Language Spoken at Home

Language for the Population 5 and Over Percent of Total Population
Spanish 202,656 23.68%
Tagalog 11,292 1.32%
Vietnamese 5,957 0.7%
Chinese (incl. Mandarin and Cantonese) 5,512 0.64%
Russian, Polish, or other Slavic lang. 4,039 0.47%
German 3,582 0.42%
French, Haitian, or Cajun 2,884 0.34%
Korean 2,559 0.30%
Arabic 1,578 0.18%
All Other Languages 19,277 2.25%

Source: U.S. Census Bureau, American Community Survey (ACS) 5-Year Estimates 2013-2017, Table C16001

Figure 1 below shows the LEP Census Tracts using PUMA data. The map illustrates the
Census Tracts where the proportion of the population speaking English “less than well” is
greater than 6.6 percent, the service area average. Figure 2 shows the Census Tracts where
the proportion of LEP Spanish speaking population is greater than 5.41 percent, the service
area average. Figure 3 where the proportion of LEP Viethamese speaking population is
greater than 0.23 percent. Figure 4 for Chinese where the proportion is greater than 0.18
percent. Figure 5 for Tagalog where the proportion is greater than 0.14 percent. Figure 5 for
Korean where the population is greater than 0.11 percent.
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Figure 1 — Total LEP Population
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Figure 2 — Spanish LEP Population
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Figure 3 — Vietnamese LEP Population
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Figure 4 — Chinese LEP Population
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Figure 5 — Tagalog LEP Population
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Figure 6 — Korean LEP Population
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B. Factor 2: The frequency with which LEP individuals come in contact with a program,
activity, or service of NCTD

In October 2019, NCTD distributed an anonymous survey to key program areas and assessed
major points of contact with the public. This included NCTD’s bus services (BREEZE Fixed
Route, FLEX On-Demand, and LIFT Complementary Paratransit), NCTD’s rail services
(COASTER Commuter Rail and SPRINTER Hybrid Rail), customer service, purchasing of
passes and tickets, participation in public meetings, and use NCTD’s website. The results of
these surveys are discussed below.

1. BREEZE, FLEX, and LIFT Bus Service

NCTD provides three (3) types of bus services, BREEZE fixed route, FLEX, and LIFT
paratransit. BREEZE fixed route’s service area comprises of over 1,020 square miles with 30
BREEZE routes. NCTD FLEX has three (3) different service models: on-demand, deviated
fixed-route, and point-deviated fixed-route. FLEX on-demand routes take passengers
anywhere within the FLEX zone. FLEX deviated fixed-route service has a set schedule and
route but can deviate from the route up to 3/4 of a mile to pick-up or drop-off customers. FLEX
point-deviated fixed-route has a set schedule and can deviate to certain points along the
route. LIFT complementary paratransit service is provided to eligible individuals with
disabilities who cannot board, ride, or navigate accessible fixed-route bus or train service
because of their disabilities. Eligible individuals are those whose disabilities prevent them
from using a NCTD |lift-equipped bus or an accessible rail system. Eligibility certification for
LIFT paratransit service consists of a completed application and a health care provider form.

Out of approximately 300 contracted BREEZE, FLEX, and LIFT employees, 37 employees
participated in the survey (see Table 4 — BREEZE, FLEX, and LIFT Bus Service LEP Survey
Results). Based upon the results of the survey, the following were the percentage of LEP
languages commonly encountered by BREEZE, FLEX, and LIFT bus operators: Spanish
(95%), Arabic (14%), Vietnamese (14%), German (11%), Chinese-Cantonese (8%), Chinese-
Mandarin (8%), Russian (8%), French (5%), Japanese (5%), Korean (5%), Tagalog (5%),
Dutch (1%), Italian (3%), Persian (3%), and Polish (3%).

i. Eligibility Process for LIFT

1. Application

LIFT paratransit applications are available on paper in English and Spanish. LIFT paratransit
applications are also available in over 100 languages online through Google
Translation. When LIFT paratransit applications are received in a language other than
English or Spanish, correspondence with the applicant is provided in that language using
bilingual in-house staff or contracted translation and interpretation services.

NCTD does not maintain data on the frequency in which LEP LIFT paratransit applicants
come into contact with NCTD through the LIFT paratransit application process. However, the
following general observation were provided by ADARide, NCTD’s paratransit eligibility
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certification contractor: Between October 1, 2018 through September 30, 2019, 1341 LIFT
paratransit applications were received. Google Translate metrics showed that Google
Translate was utilized 127 times to view paratransit eligibility information in a language other
than English, with the majority being viewed in Spanish. No LIFT paratransit applications were
requested to be translated into a language other than English and only a few applicants had
guestions regarding the LIFT paratransit application that required the use a Spanish
interpreter.

2. In-Person Assessments

NCTD conducts in-person assessments following the receipt of a LIFT paratransit application.
NCTD does not maintain data on the frequency in which NCTD comes into contact with LEP
LIFT paratransit applicants. However, the following general observations were provided by
ADARIde: Between October 1, 2018 through September 30, 2019, NCTD conducted 353 in-
person assessments with no requests for an interpreter to be present; Of the 353 in-person
assessments, approximately 12 were conducted in a language other than English by a
companion or personal care attendant; Of the 12 in-person assessment conducted in a
language other than English, nine (9) were conducted in Spanish, one (1) in French, one (1)
in Mandarin, and one (1) in Tagalog.

3. Appeals

LIFT paratransit applicants who were denied eligibility may request an appeal to NCTD’s
Appeals Review Committee. LIFT paratransit eligibility appeals are provided in the language
of the appellant. No data is maintained on how frequent LEP passengers come into contact
with LIFT through the LIFT paratransit eligibility appeals process. However, the following
general observations were provided by the Manager of Paratransit and Mobility Services:
Between October 1, 2018 through September 30, 2019, there were three (3) requests for an
appeal; Of the three (3) requests for a LIFT eligibility appeal, all three were conducted in
English.

ii. Reservations for LIFT

To reserve a trip, eligible customers must call the LIFT Reservation line at least one day prior
to the day of their trip. Customers may schedule rides up to seven (7) days in advance. LIFT
reservations are taken seven days a week from 8 a.m. to 5 p.m. Data is not maintained on
the frequency in which LEP LIFT customers utilize NCTD’s LIFT reservation line. However,
the following general observations were provided by the Manager of Paratransit and Mobility
Services: LIFT reservation staff are bilingual in both English and Spanish; Approximately
120,000 LIFT reservations were made between October 1, 2018 through September 30,
2019. Of the reservations made, 97% of reservations were made in English, 3% in Spanish,
and no reservations were made in a language other than English or Spanish.
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2. COASTER and SPRINTER Service

NCTD provides two (2) types of rail service, COASTER commuter rail and SPRINTER hybrid
rail. COASTER provides commuter rail service along 41 miles of track north and south
between Oceanside and downtown San Diego. SPRINTER provides hybrid rail service along
22 miles of track east and west between Oceanside and Escondido.

Out of approximately 27 Bombardier COASTER and SPRINTER rail operators, 12 employees
participated in the survey (see Table 5 — COASTER and SPRINTER LEP Survey Results).
Based upon the results of the survey, the following were the percentage of LEP languages
commonly encountered by COASTER and SPRINTER rail operators: Spanish (100%),
Chinese-Mandarin (33%), Chinese-Cantonese (25%), Japanese (25%), Korean (25%),
Vietnamese (17%), Arabic (8%), Russian (8%), and Tagalog (8%).

3. NCTD Customer Service Interactions

NCTD Customer Service provides the public with information on services, routes, schedules,
fare as well as taking complaints, comments, and concerns.

NCTD does not maintain data on the frequency in which Customer Service comes into contact
with LEP customers. However, the following general observations were provided by analyzing
the anonymous Customer Service LEP Survey results and through the Customer Service
Manage: Out of approximately 14 Customer Service Staff, 12 employees participated in the
survey (see Table 6 — NCTD Customer Service LEP Survey Results). Based upon the results
of the survey, the following were the percentage of LEP languages commonly encountered
by Customer Service staff: Spanish (100%), Chinese-Mandarin (33%), Chinese-Cantonese
(17%), Tagalog (17%), French (8%), Japanese (8%), Korean (8%), and Vietnamese (8%);
Between October 1, 2018 through September 30, 2019, Customer Service received 63,255
calls; Of the calls received, Customer Service utilized telephonic interpretation services once
for Korean and once for Japanese.

LEP individuals can also come into contact with NCTD at its reception desk at the General
Administrative Office (GAO). No data is maintained on the frequency in which LEP individuals
come into contact with the reception desk at GAO. However, the following general
observations were provided by the GAO receptionist: Out of approximately 25 customer
interactions per week, approximately 3-4 are with Spanish speaking individuals and
approximately 1-2 interactions per month with LEP individuals who speak a language other
than English or Spanish; Of the interactions with LEP individuals who speak a language other
than English or Spanish, only once has the GAO receptionist had to utilize telephonic
interpretation services; All other interactions were with LEP individuals who had a limited
ability to read, write, speak or understand English and who did not need interpretation services
or have brought their own interpreter.

Additionally, LEP individuals can also come into contact with the Civil Rights Officer through
a complaint of discrimination. The Civil Rights Officer provided the following information:
Between October 1, 2018 through September 30, 2019, the Civil Rights Officer received 48
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complaints; Of the complaints received, the Civil Rights Officer has spoken with Spanish
speaking LEP individuals three (3) times through telephonic interpretation services and
received only one (1) discrimination complaint form from a complainant in Spanish; The Civil
Rights Officer has not had received a discrimination complaint in a language other than
English or Spanish.

4. Purchase of Passes and Tickets

LEP individuals can come into contact with NCTD when purchasing a pass or a ticket.
Passengers can purchase single ride fares, day passes, and monthly passes through ticket
vending machines (TVMs), in-person at NCTD Customer Service Centers, bus farebox,
mobile application (i.e., Compass Card), participating retail outlets, through other agencies or
organizations (i.e., San Diego Metropolitan Transit System, Schools, and Social Service
Agencies), and at special events.

Spanish speaking LEP individuals can utilize Ticket Vending Machines (TVMs) to purchase
day passes and tickets for the SPRINTER and COASTER. TVMs are located at all SPRINTER
and COASTER platforms and outside the Customer Service Office at Oceanside Transit
Center. TVMs provide passengers with visual and audio prompts that can be displayed in
either English or Spanish. All other LEP individuals can contact the Customer Service phone
number that is provided on all TVMs for passengers who have questions or issues regarding
the TVM to receive assistance in their language. Data is not maintained on how often LEP
passengers use TVMs.

LEP individuals can also utilize electronic fareboxes on all of NCTD’s buses to purchase fare.
The electronic fareboxes accept coins, cash and valid Compass Cards. LEP passengers who
have general questions or questions on how to use the bus farebox can ask the bus operator.
Many bus operators are bilingual in English and Spanish or other languages. For bus
operators who are not bilingual, the bus operators are trained to refer Spanish speaking LEP
individuals to the Spanish section of the Rider’s Guide, point to the visual decal on the farebox,
or call dispatch for assistance. No data is maintained on how often LEP individuals use bus
fareboxes.

LEP individuals can also utilize NCTD’s mobile application (Compass Cloud) to purchase one
day and monthly passes. Compass Cloud is a mobile application that is shared with the San
Diego Metropolitan Transit System (MTS). Based on data provided by MTS, there were
283,309 ticket purchases through Compass Cloud between August 1, 2018 to August 1, 2019.
Of the languages used to review the information in Compass Cloud, 91.27% were English,
3.75% were Spanish, 1.81% were Chinese, 0.41% were Korean, 0.29% were German, 0.13%
were Portuguese, and 0.10% were French.

Additionally, LEP individuals can purchase day passes and monthly passes in-person at
Customer Service Centers. Many Customer Service staff are bilingual in English and Spanish
or other languages. For Customer Service staff who are not bilingual, the Customer Service
staff are trained to utilize language assistance resources such as the “I Speak” language
identification form, NCTD’s Employee Language List, or telephonic interpretation services.
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No data is maintained on how often LEP individuals use Customer Service Centers to
purchase fare. However, the following general observations were provided by the Manager of
Customer Service: Customer service sells approximately 2,987 day passes, monthly passes,
and compass cards per month; Of the passes and compass cards sold, the following are the
estimated percentages of purchases by LEP customers: English (71%), Spanish (28%),
Tagalog (0.07%), Viethamese (0.9%), Chinese (0%), and Korean (0%).

Lastly, LEP individuals can purchase day and monthly passes at participating retail outlets,
through other agencies or organizations (i.e., San Diego Metropolitan Transit System,
Schools, and Social Service Agencies), and at special events. No data or general
observations are maintained on how often LEP individuals utilize these avenues to purchase
day and monthly passes. However, many retail outlets and other agencies or organizations
have staff that are bilingual in English and Spanish or other languages that are available to
assist LEP individuals. Additionally, LEP individuals can always contact NCTD Customer
Service to be able to receive information in their language should they have any questions
about purchasing day or monthly passes at any of the locations noted above.

5. Participation in Public Meetings

NCTD hosts multiple public meetings on an annual basis. These meetings include a monthly
Board of Director’'s meeting, an Executive Committee Meeting, a Marketing, Service Planning,
and Business Development (MSPBD) Committee Meeting, and a Performance,
Administration, and Finance Committee Meeting. Data is not maintained regarding the
frequency with which LEP individuals come into contact with NCTD during these public
meetings. However, the following general observations were provided by NCTD's Clerk of the
Board: No public commenters have made comments during the Board of Directors meeting
or any other committee meeting in a language other than English in the last year; No
translation requests have been made in the last year for information in a language other than
English.

All other public meetings hosted by NCTD are generally staffed with an employee who is
bilingual in English and Spanish depending upon the type of event that is being hosted and
its location. Upon request, NCTD will provide interpreters for languages other than English
and Spanish. No data is maintained on the frequency with which LEP individuals come into
contact with NCTD during these meetings. However, NCTD has not had a request for an
interpreter in a language other than Spanish.

6. Use of NCTD’s Website

NCTD’s website, GONCTD.com, provides the public with general information including, but
not limited to, services, routes, schedules, fares, Rider's Guide, and service alerts. In April
2019, NCTD launched a new redesigned and reformatted website to allow for an intuitive
design that allows users to promptly find the information they need. Prior to the launch of the
new website, NCTD invited the public to review the website and provide feedback via a survey
to make changes to support the launch of the upgraded website. NCTD received no feedback
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from the public regarding making information on the website available in a language other
than English.

Data is not available on the use of NCTD’s website in languages other than English prior to
the new website launch in April 2019. However, Google Analytics data is available on
languages used on NCTD’s website from April 2019 through December 2019. Between April
2019 through December 2019, a total of 638,830 users have accessed NCTD’s website. Of
the users who accessed NCTD’s website, the following are the percentages of views in a
particular language: English (96.8%), Spanish (1.4%), Chinese (0.3%), Japanese (0.3%),
German (0.2%), French (0.1%), Korean (0.1%), Portuguese (0.06%), Russian (0.06%), and
Italian (0.04%).

22



Table 4: BREEZE, LIFT, and FLEX Bus Service LEP Survey Results

Mode What Area of N. San Diego # of Daily Riders/Members # of Daily LEP Riders/Members LEP Languages Commonly Encountered How often LEP/Week
Oceanside, Vista, Carlsbad, Encinitas, Solana .
BREEZE Beach, Del Mar, La Jolla 251-300 <10 Spanish Rarely
BREEZE Oceanside, Carlsbad, Fallbrook 101-150 51-100 Spanish A few times per day
BREEZE Oceanside, Carlsbad, Camp Pendleton 10-50 NOT ANSWERED NOT ANSWERED NOT ANSWERED
Oceanside, Vista, Carlsbad, Encinitas, Solana . .
BREEZE Beach, Del Mar, Fallbrook, Bonsall 101-150 10-50 Spanish A few times per month
. ) - Arabic, Chinese (Cantonese), Dutch,
BREEZE Oceanside, Vista, Carlsbad, Encinitas, 51-100 10-50 Japanese, Korean, Russian, Spanish, A few times per day
Fallbrook )
Vietnamese
BREEZE Oceanside, Vista, Carlsbad, Encinitas 51-100 10-50 German, Chlnes;zp(g\:?sr;]dann), Japanese, Multiple times per day
Oceanside, Vista, Carlsbad, Encinitas, Solana Arabic, Chinese (Cantonese), Chinese . .
BREEZE Beach, Del Mar, Camp Pendleton 201-250 10-50 (Mandarin), Russian, Spanish Multiple times per day
Oceanside, Vista, Carlsbad, Encinitas, Solana
BREEZE Beach, Del Mar, Camp Pendleton, Fallbrook, 551-600 401-450 Spanish A few times per day
Bonsall
Vista, San Marcos, Escondido, Carlsbad,
BREEZE Encinitas, Solana Beach, Pala, Pauma Valley, 501-550 10-50 Spanish A few times per day
Valley Center
BREEZE Vista, San Marcos, Escondido, Pala, Pauma 151-200 51-100 Spanish Multiple times per day
Valley, Valley Center
BREEZE Vista, San Marcos, Escondido, Encinitas, 551-600 101-150 Spanish A few times per day
Solana Beach
Oceanside, Vista, San Marcos, Escondido,
BREEZE Carlsbad, Encinitas, Solana Beach, Del Mar, 201-250 51-100 Spanish Multiple times per day
Pala, Pauma Valley, Valley Center
Vista, San M E dido, Encinit.
BREEZE 5ta, san Marcos, Escondido, Encinitas, 951-1000 Less than 10 German, Spanish, Tagalog A few times per week
Solana Beach
Oceanside, Vista, San Marcos, Escondido, . . .
BREEZE Pala, Valley Center, Ramona 201-250 101-150 Spanish Multiple times per day
Oceanside, Vista, San Marcos, Escondido, Arabic. Erench. German. Italian. Spanish
BREEZE Encinitas, Solana Beach, Pala, Pauma Valley, 201-250 101-150 ’ ¢ L »op ’ Multiple times per day
Tagalog, Vietnamese
Valley Center
Oceanside, Vista, San Marcos, Escondido, . . .
BREEZE Pala, Pauma Valley, Valley Center 251-300 10-50 Spanish Multiple times per day
Oceanside, Vista, San Marcos, Escondido, . . .
BREEZE Pala, Pauma Valley, Valley Center, Ramona 201-250 51-100 Spanish Multiple times per day
Vista, San Marcos, Escondido, Carlsbad,
BREEZE Encinitas, Solana Beach, Del Mar, Pala, 151-200 10-50 Spanish Multiple times per day
Pauma Valley, Valley Center
BREEZE Escondido 251-300 251-300 Spanish Multiple times per day
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Table 4 Cont'd.: BREEZE, FLEX, and LIFT Bus Service LEP Survey Results

Fallbrook, Bonsall, Pala, Pauma Valley, Valley
Center

Mode What Area of N. San Diego # of Daily Riders/Members # of Daily LEP Riders/Members LEP Languages Commonly Encountered How often LEP/Week
Oceanside, Vista, San Marcos, Escondido,
BREEZE Carlsbad, Encinitas, Solana Beach, Del Mar, 151-200 51-100 Spanish Multiple times per day
Pala, Pauma Valley, Valley Center
Oceanside, Vista, San Marcos, Escondido, . . .
BREEZE Pala, Pauma Valley, Valley Center, Ramona 151-200 51-100 Spanish Multiple times per day
Oceanside, Vista, San Marcos, Escondido,
BREEZE ! ! ! ! 201-250 51-100 S ish Multiple ti d
Pala, Pauma Valley, Valley Center, Ramona panis ultiple times per day
Vista, San Marcos, Escondido, Solana Beach, . .
BREEZE Pala, Pauma Valley, Valley Center 251-300 51-100 Spanish A few times per day
BREEZE Escondido 301-500 10-50 Spanish Multiple times per day
BREEZE Escondido <10 <10 None Rarely
BREEZE Escondido 301-350 151-200 Spanish Multiple times per day
Oceanside, Vista, San Marcos, Escondido,
BREEZE Encinitas, Solana Beach, Fallbrook, Pala, 151-200 10-50 Arabic, Persian, Spanish Multiple times per day
Pauma Valley, Valley Center
Vista, San Marcos, Escondido, Pala, Pauma . . .
BREEZE Valley, Valley Center 251-300 101-150 Spanish Multiple times per day
BREEZE Escondido 401-450 251-300 Spanish Multiple times per day
Vista, San Marcos, Escondido, Encinitas,
BREEZE Solana Beach, Pala, Pauma Valley, Valley 251-300 10-50 Spanish Multiple times per day
Center
Vista, San Marcos, Escondido, Carlsbad, Arabic, Chinese (Cantonese), Chinese
BREEZE Solana Beach, Del Mar, Pala, Pauma Valley, 351-400 151-200 (Mandarin), French, German, Korean, A few times per day
Valley Center Polish, Russian, Spanish, Vietnamese
Oceanside, Vista, San Marcos, Escondido, ) . ) .
BREEZE Pala, Pauma Valley, Valley Center, Ramona 201-250 51-100 Spanish, Vietnamese Multiple times per day
Vista, San Marcos, Escondido, Pala, Pauma . . .
BREEZE Valley, Valley Center 151-200 51-100 Spanish Multiple times per day
Oceanside, Vista, San Marcos, Escondido,
BREEZE Carlsbad, Encinitas, Solana Beach, Del Mar, 201-250 101-150 Spanish Multiple times per day
Pala, Pauma Valley, Valley Center, Ramona
BREEZE Vista, San Marcos, Escondido, Pala, Pauma 251-300 101-150 Spanish, Vietnamese Multiple times per day
Valley, Valley Center
Vista, San Marcos, Escondido, Carlsbad,
LIFT Encinitas, Solana Beach, Pala, Pauma Valley, 501-550 10-50 Spanish A few times per day
Valley Center
Oceanside, Vista, San Marcos, Escondido,
Carlsbad, Encinitas, Sol Beach, Del M
LIFT arisbad, Encinitas, sofana beach, Det Mar, 10-50 10-50 Spanish A few times per day
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Table 5: COASTER and SPRINTER LEP Survey Results

# of Daily LEP LEP Languages Commonly How often
Responder/ Mode # of Daily Riders/Members Riders/Members Encountered LEP/Week
SPRINTER 601-650 201-250 Spanish A few times per day
SPRINTER 801-850 451-500 Chinese (Cantonese), Chin(?se (Mancliarin), Japanese, A few times per day
Korean, Russian, Spanish
SPRINTER 401-450 <10 Spanish Rarely
SPRINTER 251-300 <10 Spanish A few times per day
SPRINTER 251-300 <10 Spanish Rarely
COASTER 901-950 651-700 Spanish A few times per month
COASTER 901-950 10-50 Arabic, Spanish A few times per day
COASTER 951-1000 10-50 Chinese (Mandarin), Spanish, Vietnamese, Multiple times per day
COASTER 951-1000 10-50 Chinese (Cantonese), Chinese (Mandarin), Spanish A few times per week
COASTER 10-50 <10 Spanish Rarely
COASTER 10-50 10-50 Japanese, Korean, Spanish, Tagalog A few times per day
Chinese (Cantonese), Chinese (Mandarin), Japanese, .
COASTER 751-800 151-200 A few times per day

Korean, Spanish, Vietnamese

Table 6: NCTD Customer Service LEP Survey Results

What Area of N. San
Diego

# of Daily Riders/ Members

# of Daily LEP Riders/ Members

LEP Languages Commonly Encountered

How often LEP/Week

Oceanside 101-150 <10 Spanish and Tagalog A few times per week
Oceanside 10-50 10-50 Chinese (Cantonese), Chinese (Mandarin), Spanish Multiple times per day
Oceanside, Escondido 101-150 10-50 Chinese (Mandarin), Spanish, Other A few times per week
Oceanside 101-150 10-50 Spanish Multiple times per day
Oceanside 51-100 10-50 Spanish Multiple times per day
Escondido 51-100 10-50 Spanish Multiple times per day
Escondido 51-100 10-50 Spanish Multiple times per day
Oceanside 51-100 <10 Chinese (Cantonese), Chi.nese (Mandar.in), French, A few times per day
Japanese, Korean, Spanish, Tagalog, Vietnamese
Oceanside 51-100 10-50 Spanish Multiple times per day
Oceanside 51-100 51-100 Spanish A few times per day
Oceanside 51-100 10-50 Chinese (Mandarin), Spanish Multiple times per day
Vista 10-50 <10 Spanish A few times per day
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C. Factor 3: The nature and importance of the program, activity, or service
provided by the recipient to people’s lives.

Using the information gathered in the Factor 2 Analysis, Factor 3 findings suggest that
access to public transportation is highly important for LEP persons. Because public transit
serves such a large number of LEP individuals, results are largely focused around the
need for, and access to, public transit.

D. Factor 4: The resources available to the recipient and costs.

NCTD has many resources available to assist LEP individuals. NCTD has in-house staff
who are bilingual in English and other languages and who may be utilized to interpret
conversations and/or translate documents. NCTD also has retained contractors to
provide interpreting and document translations services. Additionally, NCTD takes
advantage of other resources available such as utilizing the Google Translate widget on
its website and providing notices in community media and newspapers that may be
provided it various languages as necessary for outreach and marketing needs.

VI. LANGUAGE ASSISTANCE MEASURES

NCTD offers a variety of resources/services in multiple languages. These are provided at
no cost to individuals upon request. Services include but are not limited oral interpreters,
written language services, and translation of vital documents. Individuals may request
such resources and services by accessing NCTD’s website or by contacting NCTD’s
Customer Service Department. NCTD provides the following resources and services in
languages other than English:

A. Vital Documents

1. List of Vital Documents

NCTD has identified the following as vital documents required to allow LEP riders to utilize
its services:
I. Rider’s Guide;
ii. ADA Rider’s Guide;
iii. Notices of Public Hearing;
iv. Notices of Service Changes;
v. Application for Reduced Fare Compass Card for Seniors, Individuals
with Disabilities, and Individuals with a Medicare Card;
vi. Application for Complementary Paratransit; and
vii. Title VI Documents (e.g., Notices of Rights Under Title VI,
Discrimination Complaint Form, etc.).

2. Translation of Vital Documents

i. Safe Harbor Provision
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Based on the Four Factor Analysis, NCTD is required to provide language services to the
total number of LEP customers who speak Spanish (50,135), Vietnamese (2,147),
Chinese (1,680), Tagalog (1,291), and Korean (1,003). The LAP estimates that 81.93
percent of all LEP passengers (and 5.41 percent of the total population) in NCTD’s service
area speak Spanish. LEP customers who speak Viethamese, Chinese, Tagalog, and
Korean meet the Safe Harbor provision of FTA Circular 4702.1B; however, all
represented significantly less than one (1) percent of the NCTD service area population.

Additionally, pursuant to NCTD’s Administrative Policy and Procedure GM-0010,
Language Assistance Plan Implementation, NCTD has established a LAP Committee to
review vital document/media requests and to discuss ways to improve accessibility for
NCTD’s LEP customers. The LAP Plan is uploaded to NCTD’s document management
system to enable review by all NCTD staff, available in the General Administration Office
of NCTD, and explained in training sessions for supervisors and other staff who regularly
communicate with LEP customers.

ii. Spanish Translation

Due to the significantly large number of Spanish speaking LEP passengers in Factor 1 as
compared to the other languages as well as the frequency in which Spanish speaking
LEP passengers come into contact with NCTD, NCTD translates all vital documents into
Spanish. NCTD’s Administrative Policy and Procedure GM-0010, Language Assistance
Plan Implementation (Attachment A), establishes this requirement and identifies NCTD’s
list of vital documents/media.

lii. Chinese, Viethamese, Tagalog, and Korean Translation

Based on the Factor 1 analysis, Viethamese, Chinese (both Mandarin and Cantonese),
Tagalog, and Korean met the Safe Harbor threshold with over 1,000 speakers but
combined only represent 0.66% of the NCTD service area population.

Additionally, in reviewing the Factor 2 analysis, LEP customers who speak a language
other than Spanish come into contact with NCTD at a significantly lower frequency. Due
to the lower frequency of contacts and almost no demand for translation in languages
other than Spanish, NCTD will make available certain vital documents in other languages
as necessary or upon request. However, the following vital documents are available in all
languages on NCTD’s website: Title VI Notice, Title VI Complaint Form, Title VI Complaint
Process, and availability for information to be translated into another language.

For Rider’s Guide, notices of public hearings and service changes, and reduced fare and
complementary paratransit applications, NCTD will decide on need for translation into a
Safe Harbor language (or any other language) on a case by case scenario based on the
area, subject matter, and local populations needs or upon request. However, NCTD’s
website includes the Google Translation widget, which allows for information on the
website to be translated into each of NCTD’s LEP languages, plus numerous other
languages.
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. Written Language Assistance
e Bilingual or multilingual versions of:

0 Spanish language fare payment instructions

0 Spanish language system maps and timetables

o Printed Spanish language service change announcements

0 Spanish versions of vital documents/media available on NCTD’s website
e Ticket vending machines with Spanish language functions

. Oral Language Assistance

e Using on-call translation and interpretation services

e Contracting for interpreters on an as-needed basis

e Using bilingual staff to interpret information on an as-needed basis

. Community Outreach

e Input from community-based organizations on conducting outreach to LEP
communities

e “Community Outreach Contacts List” that consists of the emails and contact

information to coordinate with community organizations, employers, advocacy

groups, and other groups with whom NCTD staff would communicate and

provide information to for distribution to traditionally underserved population

segments

Spanish language radio advertisements

Advertisements in ethnic media

Bilingual staff at community outreach events

Translators present at community meetings, as needed

Opportunity for both oral and written comments

. Transit Stations

e Written bilingual English/Spanish instructions on how to make fare payments,
schedules, route maps, and information on how to use the system available in
Riders Guide and ADA Riders Guide

e Staff awareness regarding availability of translated materials

e Announcements at SPRINTER station are recorded in English and Spanish

. Vehicles

e Bilingual operators (limited)

e Visible bilingual English/Spanish schedules, route maps, and information on
how to use the system

e Information on how to request information in another languages, written in each
of the Safe Harbor languages

. Customer Service
e Bilingual English/Spanish customer service staff
e Bilingual English/Spanish interactive voice response utilized
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e “| Speak” Form to identify language spoken by the customer (Attachment B)
e Staff Language List for in-house interpretations/translations
e Telephonic interpretation services

VIIl.  TRAINING STAFE

NCTD ensures that employees are knowledgeable about the District's obligations to
provide meaningful access to information and services for LEP persons. NCTD ensures
that employees having contact with the public have knowledge in the following areas:

e NCTD’s Administrative Policy and Procedure GM-0010, Language Assistance

Plan Implementation;

A summary of NCTD’s obligations under DOT LEP Guidance;

A summary of NCTD’s LAP;

Resources available to determine the language needs of a customer;

Resources available to ensure that access is provided in a timely and effective

manner;

e Working effectively with language interpreters;

e Available documents that have been translated into languages other than
English, and policies and procedures;

e Types of language services available;

e How staff can obtain those services;

e How to respond to LEP callers;

e How to respond to written communication from LEP persons; and

e How to respond to LEP individuals who have in-person contact with staff.

NCTD’s Civil Rights Officer disseminates the LAP policies and procedures to all
employees likely to have contact with LEP customers and will introduce pertinent
employees to LEP policies and procedures by providing LAP training.

IX. PROVIDING NOTICE TO LEP PERSONS

As more thoroughly discussed in earlier sections of this report, NCTD currently provides
notice to LEP individuals in a number of ways. These include:

e NCTD’s Title VI Policy and Complaint Form, located on NCTD’s Website, includes
a summary of language assistance measures NCTD provides and how to request
additional information in another language. NCTD’s Title VI Complaint forms are
translated in all Safe Harbor languages and the Google translation Widget allows
the entire website, including the Title VI webpage to be translated into any
language.

e NCTD’ Title VI Notice, which includes information about the public rights under
Title VI and how to request the information in alternative languages, is provided in
the:

0 InNCTD’s Fixed Route busses and COASTER and SPRINTER rail vehicles
o0 In NCTD’s Rider's Guide
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X.

0 In the lobby of the NCTD’s General Administrative Office, which is printed
in English and Spanish
In NCTD'’s Rider’'s Guides, which is printed in English and Spanish;
0 On a decal placed within each paratransit vehicle, which is displayed in
English and Spanish.
Signs posted at the General Administration Office, transit centers, and
transportation modes as appropriate specifying language assistance availability.
The signs display the most commonly spoken languages in NCTD'’s service area
(English, Spanish, Vietnamese, Tagalog, Chinese, and Korean) stating that
language services are available free of charge to LEP individuals (Attachment C).
o In the case of illiteracy or languages into which written materials have not
been translated, such forms and documents can be read to LEP individuals
in their primary languages
NCTD’s Complementary Paratransit Application, located on NCTD’s website,
includes information regarding how to request an application in an alternative
language. The application is available on NCTD’s website in English and Spanish.
NCTD’s Board Meeting and other Committee Meeting Agendas include a notice
on how to request the agenda in alternative formats or to request other
accommodations to facilitate meeting participation.
NCTD"”s Customer Service telephone line provides a verbal prompt regarding
whether Spanish language assistance is requested.
Translated information for fare changes and other important notices
Access to telephonic interpreters, which includes over 250 languages
Press release distribution to ethnic media, who regularly translate material for their
audiences
Interpreters at community meetings
Presence at community events with LEP attendees
Leveraging community partners to help disseminate notice of availability of
language assistance to LEP populations

MONITORING AND UPDATING THE LANGUAGE ASSISTANCE

PLAN

In monitoring compliance, an assessment will be conducted on a triennial basis to
determine whether the District's procedures allow LEP persons to overcome language
barriers and participate in a meaningful way in the program activities and services to
assess the following:

The current LEP makeup of its service area;

The current communication needs of LEP applicants and customers;

Whether existing assistance is meeting the needs of such persons;

Whether staff is knowledgeable about policies and procedures and how to
implement them; and

Feedback from staff to determine the effectiveness and usefulness of LAP policies
and procedures.
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In addition, the data used to identify LEP persons in NCTD’s service area is compiled by
SANDAG every four (4) years and any updated data will be incorporated accordingly into
NCTD’s LAP upon receipt.

It is NCTD'’s intent to continually evaluate effectiveness and, based on the results, make
modifications where necessary. It is the responsibility of the Civil Rights Officer to
continually review and determine whether new documents, programs, services and
activities need to be made accessible for LEP individuals and provide notice to the LEP
public and to employees of any changes in programs or services. In addition, the Civil
Rights Officer will consider whether changes in demographics, types of services, or other
needs require re-evaluation of NCTD’s LAP.

The Civil Rights Officer evaluates NCTD’s LAP by seeking feedback from the community
and assesses plan modifications based on:

Current LEP population in service area or population encountered or affected;

Frequency of encounters with LEP language groups;

Nature and importance of activities to LEP persons;

Avalilability of resources, including technological advances, additional resources,

and the cost imposed;

e Whether staff know and understand LAP policies and procedures and are able to
implement them; and

e Whether identified sources for assistance are still available and viable.
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ATTACHMENT A

NCTD Administrative Policy and Procedure GM-
0010, Language Assistance Plan Implementation
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ATTACHMENT B

“I Speak” form
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| SPEAK...
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ATTACHMENT C

Notice to Beneficiaries of Rights Under Title VI
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