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1.  Introduction 
The Alameda-Contra Costa Transit District (AC Transit) is an innovative, modern bus system, owned 

by the public of the East Bay. Its family tree dates back to 1869, the year America’s two coasts were 

joined by transcontinental rail. In the same year, AC Transit’s predecessor began carrying passengers 

from the Jack London Waterfront into burgeoning Oakland in a horse-drawn rail car. 

 

The AC Transit service area consists of a linear strip on the eastern shore of San Francisco Bay, from 

Contra Costa County and the city of Richmond in the north, to Alameda County and the city of 

Fremont in the south. The service area is predominantly urban, and 13 cities are included within the 

District, as well as several unincorporated areas of the two counties of Alameda and Contra Costa.     

 

The District operates three main types of fixed-route bus service: East Bay local, Transbay, and Rapid. 

East Bay local routes provide local-stop service within the AC Transit service area. Transbay routes 

provide limited-stop and/or direct service from areas in the East Bay to either the Transbay Terminal 

in downtown San Francisco, or to other areas outside the immediate local area, such as in San Mateo 

and Santa Clara Counties.  Rapid Service is a designation aimed at a limited-stop frequent service that 

operates along the District’s major corridors and will include the District’s Bus Rapid Transit route 

that is currently under construction.   

 

The District also participates in the East Bay Paratransit Consortium with the Bay Area Rapid Transit 

District (BART) to provide complementary paratransit service under the Americans with Disabilities 

Act (ADA).  The Consortium contracts with a central broker, who in turn, contracts with multiple 

service providers. 

 

Title VI of the Civil Rights Act of 1964 provides that "no person in the United States 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" (42 U.S.C. Section 2000d).  The Federal Transit Administration (FTA) is responsible for 

ensuring that its funding recipients fully comply with Title VI in their planning and implementation 

processes. Pursuant to Title 49 U.S.C. Chapter 53, as amended, AC Transit is a designated recipient of 

funds under FTA sections 5307 and 5309.  

 

AC Transit operates service without regard to race, color, or national origin and is committed to 

ensuring that no person is excluded from participation in, or denied the benefits of its transit services 

on the basis of race, color, or national origin, as outlined by the provisions in Federal Transit 

Administration (FTA) Circular 4702.1.B.  
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The 2014 AC Transit Title VI Program includes the following General and Transit-specific 

requirements per Appendix A of FTA circular 4702.1B, as reflected in the table of contents: 

 

 General Requirements (Chapter III) 

 Title VI Notice to the Public, including a list of locations where the notice is posted 
 Title VI Complaint Procedures (i.e., instructions to the public regarding how to file a Title 

VI discrimination complaint) 
 Title VI Complaint Form 
 List of transit-related Title VI investigations, complaints, and lawsuits 
 Public Participation Plan, including information about outreach methods to engage 

Minority and limited English proficient populations (LEP), as well as a summary of 
outreach efforts made since the last Title VI Program submission 

 Language Assistance Plan for providing language assistance to persons with limited 
English proficiency (LEP), based on the DOT LEP Guidance  

 A table depicting the membership of non-elected committees and councils, the 
membership of which is selected by the recipient, broken down by race, and a description 
of the process the agency uses to encourage the participation of minorities on such 
committees  

 A description of how the District monitors its subrecipients for compliance with Title VI, 
and a schedule of subrecipient Title VI Program submissions  

 A Title VI equity analysis if the District has constructed a facility, such as a vehicle storage 
facility, maintenance facility, operation center, etc. 

 A copy of board meeting minutes, resolution, or other appropriate documentation 
showing the board of directors or appropriate governing entity or official(s) responsible 
for policy decisions reviewed and approved the Title VI Program. For State DOT’s, the 
appropriate governing entity is the State’s Secretary of Transportation or equivalent. The 
approval must occur prior to submission to FTA. 

 

Requirements of Fixed Route Transit Providers  

 Service standards 
o Vehicle load for each mode 
o Vehicle headway for each mode 
o On time performance for each mode 
o Service availability for each mode 

 Service policies 
o Transit Amenities for each mode 
o Vehicle Assignment for each mode 

 Demographic and service profile maps and charts 
 Demographic ridership and travel patterns, collected by surveys  
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 Results of their monitoring program and report, including evidence that the board or 
other governing entity or official(s) considered, was aware of the results, and approved 
the analysis 

 A description of the public engagement process for setting the “major service change 
policy,” disparate impact policy, and disproportionate burden policy 

 Results of service and/or fare equity analyses conducted since the last Title VI Program 
submission, including evidence that the board or other governing entity or official(s) 
considered, was aware of, and approved the results of the analysis 

 
Overview of Title VI Program  
 
The commitment to Title VI compliance is an essential element of the AC Transit Title VI Program and 

the District’s operation. A key aspect of the Program is the goal of integrating Title VI and 

Environmental Justice awareness into all activities and the general knowledge base of the agency.  

The efforts associated with updating the Language Assistance Plan and the Public Participation plan 

that led up to the adoption of this program have assisted the District in developing strategies and 

practices that will continue to ensure on-going compliance with Title VI and Environmental Justice 

principles.  These include: 
 

1. Title VI/Environmental Justice policies (Major Service Change, Disproportionate Burden, 

Disparate Impact, Transit Service Monitoring, Notice to Beneficiaries, and Complaint policies) 

that lay out methods and practices of ensuring compliance. 

2. District wide Title VI awareness training and materials aimed at educating staff about how 

Title VI applies to the District as well as to department work activities, including changes to 

the Operator User Guide that all drivers receive.   

3. Updated Language Assistance Plan and Public Participation plan that focus on improving and 

integrating language assistance measures, including enhanced language assistance 

infrastructure that supports targeted approaches to LEP populations 

4. Language assistance training and materials for frontline staff to ensure that they understand 

how to request and receive language assistance for their customers, regardless of the 

language being requested or under what circumstances translations are needed. 

5. Creation of a Title VI Program element within the “Project Charter” process currently 

undertaken during the development of a capital or major project that considers the needs of 

Minority, low-income, and Limited English Proficient populations in the early planning of 

projects or programs. 

6. Website improvements for providing information about Title VI in general and in languages 

other than English by creating a Title VI page that can become the repository for notices, 

reports, translations, and other relevant information.  

7. Blueprint for future improvements to Board policies and District practices to ensure 

effectiveness of compliance and monitoring activities.  
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2.  Certifications and Assurances—Board Adoption of Program 
The FTA’s Fiscal Year 2014 Certifications and Assurances were published on January 31, 2014, and 

current FTA recipients such as AC Transit were required to submit their FY 2014 Certifications and 

Assurances within ninety (90) days from the date of that publication. The District’s Fiscal Year 2014 

Certifications and Assurances were signed and uploaded to TEAM – the FTA’s online reporting site for 

recipients of FTA funds on March 18, 2014.  Here is a screen shot of that proof: 

 

The AC Transit Board of Directors adopted the Title VI Program contained herein on September 24, 

2014. 
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3.  Title VI Notice to Beneficiaries 
Based upon the adoption of Board Policy 551, a notice to the public about their rights under Title VI 

has been placed on-board buses, in public ticket offices, at AC Transit stations and public meeting 

rooms (such as the AC Transit Board Room), and on the AC Transit website. The notice contains a 

commitment 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 protected by Title VI; details about how to 

get more information about Title VI; and instructions for filing a Title VI complaint. It includes the 

District’s mailing address, telephone number, online contact information, and email address, and is 

presented in English, Spanish, and Chinese. 

 

The District is also working with the East Bay Paratransit Consortium to make changes to its website 

which will improve access to information for riders who have limited proficiency in English, and to 

streamline the Consortium’s Title VI complaint process. 

 

Appendix A contains the complaint form in English, Spanish and Chinese. Further translations into 

additional languages are anticipated based on the recommendations of the Language Assistance 

Plan.  
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4.  Title VI Complaint Procedures  
AC Transit’s Title VI Complaint procedures are outlined in Board Policy 551, provided in Appendix B, 

and provided here for reference.  Per the previous section, the Title VI Complaint Form is provided in 

Appendix A in English, Spanish and Chinese. 

 

TITLE VI COMPLAINT PROCESS 

 

The District shall take any Title VI violation complaint seriously and act quickly to identify, resolve, or 

remediate any identified issue. Additionally, as part of the District’s goal to incorporate 

environmental justice into its mission and ongoing activities, although low-income populations are 

not a protected class under Title VI, the District intends to receive complaints related to low-income 

status through the Title VI complaint process. 

 

A. Communication with Claimant  

It is AC Transit’s intent to communicate with the claimant throughout the Title VI complaint review 

process, regardless of the outcome of the investigation.  

 

B. Posting of Title VI Complaint Notification  

The following notice will be placed on-board buses, in public ticket offices, and public meeting rooms 

(such as the AC Transit Board Room), and on the AC Transit website, in English, Spanish, and Chinese:  

 

AC Transit 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 protected by Title VI of the Civil 

Rights Act of 1964, as amended (“Title VI”).  If you believe you have been subjected to discrimination 

under Title VI, you may file a written complaint. Please complete the online form and address your 

complaint to:  

AC Transit Title VI Coordinator 

1600 Franklin Street 

Oakland, CA 94612  

(510) 891-5470 

 

For the online form, go to www.actransit.org/customer/contact-us/   

 

C. Receipt of Complaint  

There are several ways that Title VI complaints are received:  

 Mail—On-board buses and AC Transit’s website currently list instructions on filing a Title VI 

complaint that provides an address for submitting a Title VI claim.  The complaint form is 

available in English, Spanish, and Chinese. 
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 Email or Phone—Individuals can register a Title VI complaint through the AC Transit customer 

feedback webpage, which forwards the item to the Title VI Compliance Review department 

for Title VI review. Individuals may also make a complaint by phone. 

 

D. Review of Complaint  

A complaint must be filed within 180 calendar days of the date the claimant believes the 

discrimination occurred.  Upon receipt of a complaint, the Title VI Coordinator reviews the issue to 

determine if it is raises a Title VI concern (i.e. relates to the exclusion from participation in, or denial 

of benefits of, services on the basis of race, color, national origin, or low-income status).  All Title VI 

Complaint files are kept for a minimum of 10 years.  

 

If the claim is not related to Title VI, but to other issues, the Title VI Coordinator forwards the 

complaint to the appropriate department for resolution and sends a letter to the claimant explaining 

the process, providing a copy to the Legal Department for its files. Departments that are responsible 

for the resolution of the claim are responsible to investigate the issue and respond to the claimant.  

 

Upon determining that the claim raises a Title VI issue, a Title VI investigation will be undertaken. The 

Title VI Coordinator will send a letter to the individual to notify the claimant that AC Transit will 

conduct an investigation of the claim, copying the Legal Department for its files and assistance.  

 

E. Investigating Title VI claims  

Staff shall review the complaint to determine if it raises any Title VI issues, using Federal Transit 

Administration guidance.  Staff shall complete their review no later than 60 calendar days after the 

date AC Transit received the complaint.  If more time is required, the Title VI Coordinator shall notify 

the claimant of the estimated time-frame for completing the review. 

 

If it is found that there is or has been a violation of Title VI, staff will identify immediate remediation 

for consideration by the General Manager and/or Board of Directors. AC Transit will send a letter to 

the claimant stating the outcome of the investigation. If a violation exists the claimant will be advised 

of any remediation action that is being proposed or undertaken. Additionally, staff may recommend 

improvements to AC Transit’s processes relative to Title VI and environmental justice, as appropriate. 

Conversely, if the claim is invalid, erroneous, or does not represent a Title VI violation, the Title VI 

Coordinator will send a letter to the claimant with their findings. 

 

F. Request for Reconsideration 

If the claimant disagrees with the response, they may request reconsideration by submitting the 

request in writing to the General Manager within 10 calendar days after receipt of the response. The 

request for reconsideration shall be sufficiently detailed to contain any items the claimant feels were 
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not fully understood by the Title VI Coordinator and/or other staff reviewing the claim. The General 

Manager will notify the claimant of their decision either to accept or reject the request for 

reconsideration within 10 calendar days. In cases where the General Manager agrees to reconsider, 

the matter shall be returned to the Title VI Coordinator to re-evaluate.  

 

G. Submission of Complaint to the Federal Transit Administration  

Claimant may also file a complaint directly with the Federal Transit Administration at FTA Office of 

Civil Rights within 180 days of the alleged discrimination at:  

 

Federal Transit Administration 

Attention: Title VI Program Coordinator 

1200 New Jersey Ave. SE 

Washington, DC 20590  
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5.  List of Transit Related Title VI Investigations, Complaints and Lawsuits 
Complaints, if any, are tracked in the following format, with the name of complainant protected 

for privacy concerns.   

 

Complaint, 
Investigation 
or Lawsuit 

Name of 
complainant 

Date of 
complaint 

Basis of complaint: 
Race, color, or 
national origin 

Summary Finding Action(s) 
Taken 

Date of 
Response 

                

 

No lawsuits or Investigations have occurred during the program update period.  The following 

complaints have been received and completed between Jan. 1, 2011 and June 30, 2014.   
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Title VI Lawsuits, Investigations and Complaints: January 1, 2011 to June 30, 2014  

Investigations

None

Lawsuits

None

Complaints Name of complainant
Date of 

complaint

Basis of complaint: 

race, color, or 

national origin

Summary Finding Action(s) Taken
Date of 

Response

1 Luen Chan 12/15/2010 Does not say
Alleges specific operator forced him/her to pay extra 

after Clipper card registers payment.

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 1/13/2011

2 Shafiullah Khatri 12/15/2010 Disability
Alleges driver refused local ride on "O" (Transbay) 

route to this passenger using wheelchair

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 10/12/2011

3 Rosana Valentin 9/1/2011 Race 

Alleges Driver says, "This is America, go back to your 

country"; also acts unsafely by stopping on H'wy to 

ask passenger to leave the bus. 

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 9/15/2011

4 Jose G. Delgado 2/24/2012 Race Alleges driver yelled at him for not knowing English.
Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 3/19/2012

5 Sonia Molina 4/16/2012 Disability
Alleges driver refused service to passenger 

w/service animal

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 4/13/2012

6 Felecia Robinson 6/18/2012 N/A Alleges injuries to daughter while on the bus Injury claim, not Title VI Forwarded to Risk Management 7/18/2013

7
Geoffrey & Diane 

O'Connor
9/10/2012 Age discrimination

Alleges driver shouted and acted angrily; refused 

them a ride

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 9/12/2012

8 Jung Hyun Lee 11/5/2012
National Origin & 

Gender

Alleges driver did not intervene when another 

passenger harrassed this passenger

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 11/12/2012

9 Sheila Campos 11/8/2012 Race, Color
Alleges driver would not open door for a group of 

"Mexicans and Asian"

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 11/12/2012

10 Ourania N. Tserotas 11/14/2012
Age/disability 

discrimination

Alleges driver treated an older passenger 

w/developmental disabilities rudly; didn't open back 

door for her

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 12/26/2012

11 Zulma A. Lopez 11/27/2012 Race
Alleges driver acted rudely, yelling; treated 

passenger as stupid for not speaking English well.

Claim of one driver's behavior, 

not discrimination

Complaint received in Spanish.  Translated complaint, & response. 

Forwarded to Director of Operations for follow up.
1/8/2013

12 Laurethia Frugé 12/10/2012 Gender

Alleges driver didn't provide info when he had to 

make a detour; believes driver treater her badly 

because she's female

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 1/3/2013

13 Lamon D. Raney 12/11/2012 Does not say

Alleges driver would not permit passenger to carry a 

beverage onto bus, although he allowed others to do 

so.

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 1/2/2013

14 LaTorri Johnson 2/8/2013 Race
Alleges driver refused to provide help to 12 her old 

daughter

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 3/12/2013

15 Mike Green 2/10/2013 Does not say Alleges driver would not let this passenger on bus.
Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 2/26/2013

16 Leiris 4/7/2013 Income
Alleges ACT assigns better buses to wealthier areas 

than to passenger's area

Bus assignments are being made 

equitably

Conducted data analysis of bus assignments in passenger's area.  

Identified shortage of Commuter buses at time passenger is riding, 

but found equitable distribution of bus assignments.  Sent 

response/explanation

5/23/2013

17 Demarquis Sillemon 5/18/2013 Does not say Alleges driver was very disrespectful.
Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 5/29/2013

18 Kaabah Salaam 3/13/2014 Does not say
Alleges driver failed to stop at specific two separate 

times.

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 3/14/2014

19 Micaela McCarty 3/31/2014 Race
Alleges driver called passengers and cousin names; 

put passengers at safety risk

Claim of one driver's behavior, 

not discrimination
Forwarded to Director of Operations for follow up. 4/8/2014
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6.  Public Participation Plan 
In order to carry out its mission of connecting communities with safe, reliable, and sustainable 

service to its fullest potential, the AC Transit District aims to receive input from all of its stakeholders, 

regardless of race, language, or socioeconomic status.  Outreach to the community recognizes the 

importance of the diversity inherent within the AC Transit service area from both a racial and 

economic perspective.  This includes both informing people about changes in service or fares, and 

engaging them in meaningful decision-making on important issues that may affect their lives or 

livelihoods.   

The Title VI Public Participation Plan (PPP) was created to identify ways of communicating with and 

engaging communities that may have been traditionally underserved, and determine the most 

effective methods of encouraging the participation of these communities along with the greater 

population in decision-making processes.  The PPP is designed to be a living document that will be 

updated often to incorporate new data, methods, and outcomes, as identified through local outreach 

activities and best practices in the field.  AC Transit will work with community partners to identify and 

implement strategies that remove barriers to access and participation for diverse community 

members. 

Appendix C provides the Public Participation Plan in its entirety.  

Plan Background 

The plan considered input from agency staff to gain an understanding of how public engagement 

occurs within the AC Transit District, including how public engagement is incorporated in the 

planning or development process.  The Public Participation Plan also considered the past 

engagement efforts with community forums and advisory groups to identify engagement methods 

that have been successful in the past, based on their intimate knowledge of the community.  Finally, 

the Plan considered the needs of Limited English Proficient populations, in addition to the needs of 

low-income and Minority populations in determining outreach and engagement strategies. 

Plan Context 

The AC Transit service area is a diverse district with a 70.55% Minority population; the District’s 

ridership is 76% Minority.  A large amount of the population speaks a language other than English at 

home, and, as referenced in the Language Assistance Plan, the vast majority of those who speak 

English less than very well speak Spanish (46%).  Another 24% who speak English less than very well 

speak a Chinese language.  As such, engaging these populations will require translation services and 

unique outreach activities. 

From an economic perspective, approximately 29% of the population in the service area would 

qualify as low-income using the definition of having household income of less than 200% of the 
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federal poverty rate.  Further, when compared to the general population there is a greater 

preponderance of lower income households among AC Transit riders, with about 70% being 

considered “low-income.”  

While it is difficult to determine which specific communities may require careful consideration and 

alternative public engagement techniques, the data reviewed indicated that limited English 

proficiency (LEP) as well as income status of some of the residents may represent challenges to 

ensuring that these residents are aware of AC Transit’s services and programs.  These demographics 

may be especially critical when seeking public engagement for issues associated with service or fare 

changes, as the outreach should engage hard–to-reach communities in decision-making as well as 

provide advanced notification when changes have already occurred.   

Existing Outreach and Public Participation Tools 

AC Transit currently has a number of outreach tools that have been used to communicate 

information on programs and plans to the public, in addition to strategies that are used to engage 

the public during the planning and development phase of service and fare changes, studies, or 

projects.  These tools also include the following measures that are identified in the AC Transit Public 

Participation Plan, described in greater detail in the full plan in the Appendix: 

1. Printed Materials 

2. Website and Social Media 
3. Direct Mail 
4. Community Meetings, Workshops, and Hearings 
5. Media, Newspapers, Television, and Radio 
6. Community Coordination 
7. Dedicated Project or Program Centers (BRT Information Center and Customer Service Center) 
8. Customer Service, Telephone Information and Comment Lines 
9. Surveys and Market Research 

Plan Recommendations 

Even though AC Transit has historically been at the forefront of public engagement processes, there 

are several key recommendations that have emerged through the Public Participation Plan 

development process that would help to strengthen the consistency and continuity of the District’s 

community engagement efforts: 

1. Integrate the Language Assistance Plan into the Public Participation Plan recommendations   
The Language Assistance Plan presents recommendations for communicating with Limited English 

Proficiency (LEP) populations in ways that make sense for those populations.  As a result, 

recommendations for communication methods and techniques should be considered in every 

outreach and public engagement activity. 
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2. Develop protocol for determining outreach activities and methods, including methods for 
reaching hard-to-engage populations 

It is recommended that the District address Title VI Compliance, including Public Participation 

Plan protocols, early in the outreach development process to ensure that each public outreach 

campaign or community engagement process considers the needs of the community, including 

those with Limited English Proficiency or income or ethnic considerations.  This includes 

identifying methods of outreach and engagement based on the affected stakeholders’ needs and 

outreach goals. 

3. Adopt consistent methods of communication depending upon the intended outreach 
Ensuring that the strategies and methods of public engagement remain consistent between 

efforts, it is recommended that the District have baseline standards for outreach that refine the 

guidance for language assistance, meeting notices, and public information.  Following such 

recommendations would ensure a robust public engagement that responds to both the type of 

outreach being undertaken as well as language or demographic considerations.   
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7.  Language Assistance Plan 
AC Transit believes in the rights of all residents within its community, and wholeheartedly supports 

the overriding goal of providing meaningful access to its services by LEP persons and the entire 

community. 

 

Federal regulations require that agencies receiving federal funds, including AC Transit, “must take 

reasonable steps to ensure meaningful access to their programs and activities by Limited English 

Proficient (LEP) persons.” Toward helping agencies meet that goal, the Federal Transit Administration 

Office of Civil Rights created a handbook which provides step-by-step instructions for conducting the 

required LEP needs assessment with the use of a four-factor analysis.   

 

AC Transit undertook the needs assessment with a determination that all reasonable efforts will be 

made to ensure no member of its public is left underserved due to a limited ability to speak, read, 

write, or understand English. AC Transit believes that providing language assistance to persons of 

limited-English-speaking abilities will have a positive impact not only on LEP persons themselves, but 

also on AC Transit ridership in general. Reaching out to the LEP population sends a positive – and 

truthful – message that they are welcome and appreciated.  

 

Appendix D provides the full four-factor analysis and Language Assistance Plan.  

The Four-Factor Assessment 

This four-factor framework consists of assessing: 

1. Number and proportion of LEP persons served or encountered in the eligible service 

population; 

2. Frequency with which LEP individuals come into contact with the program, activity, or service; 

3. Nature and importance of the program, activity, or service provided by the program; and 

4. Resources available to the recipient and costs. 

 

Factor 1 Results: Identification of LEP Individuals 

Community-based organizations collectively serving hundreds of thousands of LEP persons and other 

populations each year answered survey questions online and spent additional time answering follow-

up questions for this assessment. In addition, a staff review of Census data shows that of the total 

population in the AC Transit Service Area that speaks a language other than English, 20.6% of the 

total population speak English less than very well. This is the LEP population. 

 

By far, the most prevalent languages spoken in the AC Transit Service Area are Spanish and Chinese, 

accounting for nearly seven in ten of all LEP speakers in the AC Transit Service Area. Altogether, there 

are 15 languages spoken by more than 1,000 estimated LEP persons, meeting the US Department of 
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Transportation “safe harbor” designation. The top five languages – adding Tagalog, Vietnamese and 

Korean to Spanish and Chinese – account for more than 83% of all LEP speakers. 

 

AC Transit has created tiers of the language categories and uses this tiering system in determining 

rolling out of recommended actions. The “predominant” or “primary” languages are Spanish and 

Chinese (including both Cantonese and Mandarin). The “secondary” languages are Tagalog, 

Vietnamese, and Korean. The “safe harbor” languages are the remaining 10 languages. 

 

Factor 2 Results: Frequency of Contact by LEP Persons with AC Transit Services 

One-quarter of all AC Transit employees say they encounter LEP riders many times a day.  These LEP 

riders are most often seeking routes/wayfinding information, fares, and schedules. 

 

In line with the Factor 1 data on the types of languages spoken by LEP persons using AC Transit are 

employees’ assessments of the most predominant languages spoken: 76% of employees name 

Chinese, 74% name Spanish, and 20% name Vietnamese. Since the implementation of the language 

assistance system at the AC Transit call center in March 2013, 324 LEP callers have been helped, with 

the overwhelming majority of these callers speaking Spanish. 

 

LEP persons themselves indicated that they use public transportation for a wide range of destinations 

and the level of use indicates clearly how the LEP community relies heavily on public transportation 

in all aspects of daily life.  According to the 2012 Ridership survey, nearly one-third (32%) of all riders 

speak a language other than English at home. Spanish speakers make up 17% of AC Transit’s ridership 

base. The next-most often spoken languages among riders are Mandarin (3%), Cantonese (2%) and 

Tagalog (2%). 

 

Factor 3 Results: Importance to LEP Persons of AC Transit’s Programs, Activities, and Services 

When completing on-board surveys, LEP persons reported a heavy reliance on AC Transit.  Despite an 

overall satisfaction with the system, and while most find it easy to use, about 45% of all riders 

reported encountering problems when riding AC Transit because they do not speak English. 

Generally speaking, however, the problems they are encountering are ones that any rider might 

encounter. They place great importance, however, on the types of information that AC Transit shares 

with its English-speaking riders.  Of greatest importance are signs at the bus stop and on the bus in 

their native languages and the ability to communicate in their native language when they call AC 

Transit or visit its Customer Service Center or its website.  

 

Asked the best way to obtain input from their populations in order to better serve them, the CBOs 

suggested a number of steps that would assist their LEP populations.  In many cases, they were 

efforts that AC Transit already does, including conducting intercept surveys, attending community 
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meetings, and asking employees for input.  Ensuring that critical information is available in languages 

most commonly spoken within AC Transit’s service territory ensures the access of these LEP riders to 

AC Transit service.  

 

Factor 4 Results: Available Resources and Costs of Language Assistance Services 

There are a number of ways AC Transit intends to improve LEP persons’ use of and experience with 

AC Transit in the coming months as well as in the coming years. It is AC Transit’s intention to fully 

maximize available funds to reach the greatest number of LEP persons and have the greatest impact 

within its service territory. In addition, it is AC Transit’s aim to seek additional funds from other 

sources to supplement current allocations. 

 

Language Assistance Plan 

There are a number of recommended initiatives stemming from the four factor analysis that AC 

Transit intends to undertake to support the goal of improving LEP persons’ meaningful access to AC 

Transit’s services, programs, and activities, including:  

 Creating Language Assistance telephone services which may be accessed by both LEP riders 

and AC Transit staff 

 Ensuring the successful translation of documents into 80 languages by posting documents or 

text online in a format which can be interpreted by the Google Translate button 

 Creating a Public Outreach Needs and Strategies Plan to reinforce the need for staff to 

consider all constituents whenever a new project is planned 

 Implementing Public Hearing and Meeting Protocols that must be adhered to as a means of 

ensuring LEP riders have advance notice of translation capabilities at public meetings 

 Working more with community based organizations and deepening existing relationships to 

ensure LEP persons learn of the new features available to them following the implementation 

of the Language Assistance Plan 

 

Many of the recommendations included in the Language Assistance Plan are reflected in the Public 

Participation Plan.  It is AC Transit’s intention to integrate the results of the four-factor analysis and 

the goals of the LAP into all public-facing activities carried out by the District.  
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8.  Membership of Transit Related Decision-Making Bodies 
The AC Transit Board of Directors is directly elected and Board Members are not required to provide 

information about their ethnicity.  Additionally, the District only has one Board-appointed advisory 

group, whose racial composition is included below.    

 

Committee 
Name 

White/ 
Caucasian- 

Not Hispanic 
Origin 

Hispanic
/Latino 

 

Asian or 
Pacific 

Islander 

  

Total  
Black / 
African 
American 

American 
Indian/ 
Alaska 
Native 

Did Not 
Respond 

Accessibility 
Advisory 
Committee  
(June 2014) 

8 0 3 2 0 1 14 

 

Racial Makeup of Accessibility Advisory Committee January 2011 – June 2014 
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9.  Sub-recipient Monitoring Program 
AC Transit provides pass through funds to one sub-recipient: City of Emeryville. 

To ensure that the sub-recipients have been notified of their obligations under Title VI, the letter on 

the following page was sent to the sub-recipient. 

The sub-recipient has also been approached by the state Department of Transportation (Caltrans) 

related to Title VI compliance activities.  It is the goal of AC Transit to integrate the District’s 

compliance monitoring activities with Caltrans’ in order to reduce conflicts over the sub-recipient’s 

due dates and help foster a greater understanding of required compliance activities. 
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10.  Facility Equity Analysis 
During the last three years, AC Transit has not undertaken a Facility Equity Analysis nor proposed the 

construction of a transit facility.   

AC Transit has one major investment—the East Bay Bus Rapid Transit (BRT) project—that was the 

subject of a NEPA planning and environmental process within the time horizon of this Title VI 

Program Update.  The Record of Decision is included in Appendix E.   
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11. Service Standards 
Board Policy 550 establishes the District’s standards for fixed route service allocation and delivery.  It 

provides the basis for the Title VI monitoring program contained in section 15 of this Program 

Update.  Policy 550 is located in Appendix F. 

 

Policy 550 is based on the District goal of providing service in an efficient, effective, and equitable 

manner that is continually examined to ensure that service is allocated correctly, in accordance with 

stated objectives.   Its primary tenets are that AC Transit lines with high patronage should run 

frequently enough that, over most of the service period, passengers do not need a schedule to use 

the system.  It also recognizes that density of population is a key driver of high frequency, well-used 

transit service.  As such, routes in the denser parts of the service area will run more frequently, 

routes will be spaced closer together, and the evening service will run later.    More frequent service 

allocation will be based upon a combination of both density and demand. 

 

Board Policy 550 contains service standards for the following elements, as required by C4702.1B: 

o Vehicle load for each mode 

o Vehicle headway for each mode 

o Service availability for each mode 

 

Board Policy 550 does not currently include a standard for on-time performance.  However, AC 

Transit does monitor on time performance, using the definition that service that is no greater than 

one minute early and no greater than 5 minutes late—measured upon arrival at a timepoint—is 

considered on time.  The District’s on-time performance target of 72% applies to all the service that 

AC Transit operates. This standard will be more fully clarified when Board Policy 550 is updated 

within the next year.   
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12. Service Polices 
Board Policy 550 contained in Appendix F includes both service standards and service policies.   The 

service policies include:   

o Transit Amenities for each mode 
o Vehicle Assignment for each mode 

 

Even though AC Transit does not install shelters or benches, it does provide guidance on bus stop 

amenities. Specifically, District staff will recommend shelter and bench placement locations to City 

staff based on the geometry of the landing areas for the bus wheelchair ramps. However, ultimately 

it is the City’s decision where to place all amenities. 

 
Due to the availability of new technology, the existing Board Policy 550 does not include 

recommendations for the installation of “Next Bus” type of improvements or other high tech items 

that are now more cost effective to implement.  As a result, updates to Board Policy 550 will include 

policies for these types of passenger amenities that will be considered.    
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13. Demographic and Service Profile Maps 
Demographic and service profile maps were created for the Title VI report and are presented in 

Appendix G.   

 

All of the attached maps include the AC Transit service area boundary as defined in the 2010 

redistricting effort carried out by the AC Transit service development staff.  The maps also have the 

“Summer 2014 Routes” layer, that shows all AC Transit bus routes effective June 22, 2014.  This data 

is available on the AC Transit website (www.actransit.org).  

 

Map 1 shows the attractors and generators of trips in the AC Transit service area.  These include 

hospitals, parks, airports, high schools, colleges and universities, and large retail centers.  This map 

also includes important elements of the transportation network:  highways, arterials, BART stations, 

Amtrak stations, ferry terminals, and transit centers.  Most of these data come from commercial 

TomTom data, though some were created using Google Maps™ as a reference.   

 

Race and Ethnicity 

The analysis shows that the AC Transit service area is 70.58% Minority.   

 

Map 2 highlights the census block groups that have a higher percent of residents that self-identify as 

Minority than the percentage in the service area as a whole.  These percentages were calculated 

using data from the 2010 US decennial Census (and rounded to the closest whole number).  The 

block groups with a Minority population that is greater than the system wide average is identified in 

yellow.  To create Maps 3-5, staff first calculated the service area-wide average percent of each 

Minority or ethnic classification (African-American, Asian/Pacific Islander, and Hispanic/Latino), as 

well as in each block group.  This was done using data from the 2010 US decennial Census.  The block 

groups that have equal to or lower representation of the specific group than the system wide 

average are not shaded.  Shading of the block groups increases according to the percentage of the 

concentration.  The service area totals for each Minority classification are displayed below.  For 

display, the percentages have been rounded to the closest whole number. 

 

Map 3 African-American 15% 

Map 4 Asian-American/Pacific Islander 26% 

Map 5 Hispanic/ Latino 25% 

 

Income 

Map 6 is similar to Maps 3-5, but instead of investigating the racial or ethnic makeup of the AC 

Transit service area, it displays the percentages of low-income residents for each census tract.  “Low-

income” is defined as a household whose income is less than 200% of the Federal Poverty rate.  This 
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is calculated with ACS 5-year data 2006-10.  The percentage of low-income residents in the service 

area is 28.64%; for display, this has been rounded to 29% in the map. 
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14. Demographic Rider and Travel Survey Results 
In 2012, the Metropolitan Transportation Commission conducted a survey of riders of local transit 

agencies, in partnership with those agencies, to provide accurate trip information to support regional 

planning initiatives.  The survey also included traditional demographics such as ethnicity and income, 

languages spoken, fare media use, and several attitudinal questions.   The data collected from AC 

Transit riders were used to determine impacts associated with the recent fare equity analysis 

conducted in November 2013 and included in Section 18 of this program update.  The full results of 

the survey are presented in full in Appendix H. 

 

The survey employed a new methodology that included a brief, two-minute onboard survey that was 

limited to origin and destination types and rider contact information. This was followed up by a 

telephone survey.  

 

The goal of the survey was to collect a representative sample of five percent of all boardings for 

riders 16 or older.  The sampling plan for weekday riders was established at 8,777 which was 5.5 

percent of weekday riders. The actual number of weekday surveys completed was 9,512, or 6.0 

percent of weekday riders. This included survey quotas by line, by direction, and by daypart (peak, 

mid-day, and night).  Field surveying was conducted between September 13th and December 20th, 

2012. Follow-up telephone surveying was between September 19th and December 20th. Final results 

for the surveying process included a total of 9,512 weekday and 519 weekend phone surveys, and 

28,028 weekday and 1,731 weekend field surveys. 

 

The key findings were:  

 Over half of AC Transit riders (56%) complete their one-way trip riding one bus. Slightly more 

than a third (36%) make one transfer and less than a tenth (9%) require two or more transfers 

(which include BART, Muni, or other agencies). 

 Cash, at 50 percent, is the most common form of fare payment, with passes only slightly 

lower at 47 percent. The 50 percent that use cash includes 31 percent that pay with bills and 

coins and 18 percent that use declining cash value on a Clipper card. 

 The largest proportion (39%) of AC Transit riders indicate they are African American, followed 

by riders who identify themselves as White (24%) or Asian (13%). Four percent of riders 

identify themselves as more than one race. Twenty percent of riders identify themselves as 

Hispanic or Latino. 

 The vast majority of riders’ (95%) access transit from home by walking, while the remaining 

five percent drive alone (2%), are dropped off (1%), carpool (1%), or bicycle (1%). The average 

access walk time is 6.0 minutes. 

 44% of riders use the bus to get to work, 22% to get to school, and 15% both work and go to 

school.  



29 | P a g e   AC Transit Title VI Program Update 2014 
 

 Nearly 1/3 of riders speak a language other than English at home.   

 Household incomes of riders reflect that the majority would be considered low-income, 

meaning that their household income is below $50,000.  (74%) 

 Approximately half of AC Transit trips are made by riders that are transit dependent as 

indicated by 51 percent of riders saying they do not have a driver’s license. Further, 40 

percent have no drivable vehicles in their household. 

 A majority of riders (61%) pay full adult fares with the largest discount groups being disabled 

riders (11%), EasyPass or Class Pass (11%) youth (9%), seniors (6%), and other discounts (1%).  
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15. Monitoring Program 
The FTA requires providers of public transportation that operate 50 or more fixed route vehicles in 

peak service and are located in a UZA of 200,000 or more in population to monitor the performance 

of their transit system relative to their system-wide service standards and service policies (i.e., 

vehicle load, vehicle assignment, transit amenities, etc.) not less than every three years. 

 

The guidelines lay out the following methodology: 

 Identify routes as Minority or non-Minority transit routes based on methods defined in 

C4702.1B; 

 Assess the performance of each Minority and non-Minority route in the sample for each of 

the transit provider’s service standards and service policies; 

 Compare the transit service observed in the assessment to the transit provider’s established 

service policies and standards; 

 For cases in which the observed service for any route exceeds or fails to meet the standard or 

policy, analyze why the discrepancies exist, and take steps to reduce the potential effects; 

 Evaluate transit amenities policy to ensure amenities are being distributed throughout the 

transit system in an equitable manner; 

 Develop a policy or procedure to determine whether disparate impacts exist on the basis of 

race, color, or national origin, and apply that policy or procedure to the results of the 

monitoring activities; and 

 Submit the results of the monitoring program as well as documentation to verify the board’s 

consideration, awareness, and approval of the monitoring results to FTA every three years as 

part of the Title VI Program. 

 

According to Board Policy 551 contained in Appendix B, staff assessed the performance of each route 

according to definitions in Board Policy 550, “Service Standards and Design Policy,” contained in 

Appendix F and methods described in the FTA Circular.  Following are the results of that analysis. 

 

Transit Service Monitoring of Vehicle Load Factor, Vehicle Headway, and On Time Performance 

The analysis for these three service standards is based on data from the Fall "Signup" period for the 

years 2011, 2012, and 2013.  That period typically ends in mid-December of that year, and the data 

become available to staff in early Spring of the following year, and is the most up-to-date data 

available at the time of this analysis.  It includes only routes that were active at the time of each 

year's analysis.   This analysis includes all fixed route services, excluding supplemental school trips, 

and not simply a sample of routes in operation.  
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Average Load Factor and Maximum Load Factor 

Over 3 years, only two calculations of the differences between Minority and non-Minority groups for 

Average Load Factor or Average Maximum Load Factor return a finding of Disparate Impact (Saturday 

and Sunday Average Load Factor).  The differences between impacts on Minority and non-Minority 

populations have subsequently decreased to below discriminatory levels. 

 

WEEKDAY 
Avg Load Avg Max Load 

Fall 2013 Fall 2012 Fall 2011 Fall 2013 Fall 2012 Fall 2011 

Minority Routes 13.1 12 12 20.3 19 18.5 

Non-Minority Routes 13.7 13.2 12.6 22 20.4 19.4 

Absolute diff between two 

groups 0.6 1.2 0.6 1.7 1.4 0.9 

Average of two groups 13.4 12.6 12.3 21.15 19.7 18.95 

Difference between 

Minority & non-Minority 4.48% 9.52% 4.88% 8.04% 7.11% 4.75% 

 
      

SATURDAY 
Avg Load Avg Load Avg Load 

Avg Max 

Load 

Avg Max 

Load 

Avg Max 

Load 

Fall 2013 Fall 2012 Fall 2011 Fall 2013 Fall 2012 Fall 2011 

Minority Routes 8.6 7.9 8.2 14.6 13.7 13.6 

Non-Minority Routes 8.1 7.7 6.9 14.1 12.6 11.9 

Absolute diff between two 

groups -0.5 -0.2 -1.3 -0.5 -1.1 -1.7 

Average of two groups 8.35 7.8 7.55 14.35 13.15 12.75 

Difference between 

Minority & non-Minority -5.99% -2.56% -17.22% -3.48% -8.37% -13.33% 

 
      

SUNDAY 
Avg Load Avg Load Avg Load 

Avg Max 

Load 

Avg Max 

Load 

Avg Max 

Load 

Fall 2013 Fall 2012 Fall 2011 Fall 2013 Fall 2012 Fall 2011 

Minority Routes 7.2 6.8 6.3 12.4 11.5 11 

Non-Minority Routes 6.3 6 5.4 10.9 10.5 9.6 

Absolute diff between two 

groups -0.9 -0.8 -0.9 -1.5 -1 -1.4 

Average of two groups 6.75 6.4 5.85 11.65 11 10.3 

Difference between 

Minority & non-Minority -13.33% -12.50% -15.38% -12.88% -9.09% -13.59% 
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Headway 

Over this reporting period, average peak and off-peak headways did not change.  For the purpose of 

data analysis, routes with a very low number of trips or on a very high headway were not included, 

and Headway measures were calculated on the lowest value if a range of values is shown.   

 

One calculation returned a finding of potential discriminatory effect: the difference of average 

Headway between Minority and non-Minority routes on Saturdays (15.16%); however this difference 

does not represent an adverse effect (since Minority routes have more frequent service than non-

Minority routes), so there is no Disparate Impact.  It should be noted that many routes based in 

Fremont/Newark are classified as Minority and also operate on wide headways; this combination of 

factors would tend to inflate the average for Local Minority routes.   

 

 

Average Peak 

Headway 

Average Off-Peak 

Headway 

WEEKDAY Local Transbay Local Transbay 

Minority Routes 33.1 18.3 34.6 30 

Non-Minority Routes 31.7 17.8 39.8 40 

Absolute diff between two groups -1.4 -0.5 5.2 10 

Average of two groups 32.4 18.05 37.2 35 

Difference between Minority & non-Minority -4.32% -2.77% 13.98% 28.57% 

     
SATURDAY 

Average 

Headway 

   Minority Routes 37.2 

   Non-Minority Routes 43.3 

   Absolute diff between two groups 6.1 

   Average of two groups 40.25 

   Difference between Minority & non-Minority 15.16% 

   
  

   
SUNDAY 

Average 

Headway 

   Minority Routes 37.8 

   Non-Minority Routes 43.3 

   Absolute diff between two groups 5.5 

   Average of two groups 40.55 

   Difference between Minority & non-Minority 13.56% 
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On Time Performance 

On time service is defined as service that is no greater than 5 minutes late or 1 minute early upon 

arrival at a timepoint.  An examination of on time performance data over the three year period 

indicates no significant difference between Minority and non-Minority Routes. 

 

WEEKDAY 
Average On Time Performance  

Fall 2013 Fall 2012 Fall 2011 

Minority Routes 65.3 65.1 65.8 

Non-Minority Routes 63.7 64.8 64.6 

All Routes 64.7 65 65.4 

Absolute diff between two groups -1.6 -0.3 -1.2 

Average of two groups 64.5 64.95 65.2 

Difference between Minority & non-Minority 2.48% 0.46% 1.84% 

    
SATURDAY 

Average On Time Performance 

Fall 2013 Fall 2012 Fall 2011 

Minority Routes 66.5 68.1 67.2 

Non-Minority Routes 66.8 71.1 63.8 

All Routes 66.6 68.7 66.5 

Absolute diff between two groups 0.3 3 -3.4 

Average of two groups 66.65 69.6 65.5 

Difference between Minority & non-Minority -0.45% -4.31% 5.19% 

    
SUNDAY 

Average On Time Performance 

Fall 2013 Fall 2012 Fall 2011 

Minority Routes 72.2% 74.0% 73.2% 

Non-Minority Routes 71.7% 75.3% 72.5% 

All Routes 72.1% 74.3% 73.0% 

Absolute diff between two groups -0.5% 1.3% -0.7% 

Average of two groups 72.0% 74.7% 72.9% 

Difference between Minority & non-Minority 0.69% -1.74% 0.96% 

 

 

Service Accessibility 

Service Accessibility (or service availability) is evaluated in the AC Transit service area by two 

variables: the distance from the centroid of each Census Block Group in our service area to its 

nearest bus stop, and the daily trip count of that nearest bus stop.  If, for a Census Block Group, the 

distance is less than or equal to one-quarter mile and the daily trip count of the nearest stop is at 
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least 14 (equivalent to hourly service from 6 am to 8 pm), this would indicate that it has good service 

accessibility.  About 78.5% of the Minority Census Block Groups have good service accessibility on 

Weekday, followed by 68.18% on both Saturday and Sunday.   

 

Table 15-1 Percentage of Census Block Groups with Good Service Accessibility  

Service Types Weekday Saturday Sunday 

All Census Block Groups in the Service Area 72% 61% 61% 

Minority Census Block Groups 79% 68% 68% 

Non-Minority Census Block Groups 64% 52% 52% 

 

 

Vehicle Assignment 

Vehicle assignment was assessed by compiling and analyzing the average age of vehicles as assigned 

by route.  Because this is a new requirement, and because the service policies only indicate vehicle 

type, data had not been collected for the entire reporting period, and so were not completely 

available for this analysis.  As a result, there are some missing data points for a few routes and/or 

date ranges.  However, staff are confident that available data provide a good understanding of 

whether vehicles are assigned equitably.   

 

The analysis of available data shows that over the reporting period, there has been a trend of the 

difference between the age of buses assigned to Minority and non-Minority routes getting smaller.  

In no years did the difference between Minority and non-Minority represent a discriminatory effect. 

  

Table 15-2: Average Age by Vehicle Assignment 

Average Age of Assigned Vehicles in Years by Route 

 

9-1-12 to 

12-31-12 

1-1-13 to 

6-30-13 

7-1-13 to 

12-31-13 

1-1-14 to 

6-30-14 

Minority routes 8.81 8.47 7.45 7.13 

Non-Minority routes 9.80 9.71 8.22 6.88 

Absolute difference between 

Minority & non-Minority routes -0.99 -1.24 -0.77 0.24 

% Difference -10.09% -12.78% -9.38% 3.52% 

Note: Data for routes that are no longer in service were not included in this analysis. 

 

Distribution of Transit Amenities 

AC Transit does not have any direct jurisdiction over the siting and installation of transit amenities.  

In some cases, locations are selected by other jurisdictions (for example, Park and Ride facilities are 

sited by Caltrans) or owned entirely by other agencies (Transit Centers at BART stations, for 

example).  Shelters are currently provided under contract by Clear Channel through a Joint Powers 
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Agreement between AC Transit and a number of cities in the District.  Decisions about where shelters 

are placed are made with input from Clear Channel, those cities, and AC Transit, based on a variety of 

factors – advertising revenue, feasibility, ridership, visibility and safety, etc. – but the District itself 

has no final say on where shelters (and the amenities associated with them) are placed. 

 

Despite having little say over their placement, an analysis of the distribution of the various types of 

transit amenities shows that approximately 64% of the amenities are located in Minority Census 

tracts, and 36% are located in non-Minority tracts.  Additionally, only 45% of Minority tracts lack 

access to amenities, compared to 59% of non-Minority tracts. 

 

Table 15-3: Transit Amenities for Minority and Non-Minority Tracts 

TRANSIT 

AMENITIES 

Shelters or 

Kiosks 

Real Time 

Arrival 

(NextBus) 

Signs 

Transit 

Centers/ 

BART 

Stations 

Park & 

Rides 

Total 

number of 

Amenities 

Tracts without 

Amenities 

Minority 259 61 35 5 360/64% 86/190, 45% 

Non-

Minority 
148 42 9 3 202/36% 100/172, 59% 

Total # of 

Amenities 
407 103 44 8 562/100% 

186/362, 51% 

Tracts without 

amenities 

 

The map in Figure 15-1 shows the location of many of the amenities available to AC Transit 

passengers, including park and ride facilities, transit centers and commuter rail (BART) stations, bus 

shelters and kiosks, and real time arrival (NextBus) signs, relative to the location of bus routes and of 

Minority and non-Minority populations (by Census Tract).   
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Figure 15-1: Transit Amenities Map 
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16. Major Service Change Policy, Disproportionate Burden Policy, and 

Disparate Impact Policy 
Board Policy 551 includes the Major Service Change Policy, Disproportionate Burden Policy and the 

Disparate Impact Policy.  Board Policy 163 includes the definition of changes that qualify as “major” 

service changes.  Both policies were adopted by the Board of Directors on August 13, 2014.   

Appendix B provides Board Policy 551, and Appendix I provides Board Policy 163. 

The following reflects the text included in Board Policy 551 for the Major Service Change Policy, the 

Disparate Impact Policy, and the Disproportionate Burden Policy: 

TITLE VI SERVICE EQUITY ANALYSIS 

 

The District will conduct a Title VI service equity analysis whenever there is a major service 

change, as defined below. The District will also conduct a service equity analysis for changes 

which, when considered cumulatively over a three year period, meet the major service change 

threshold. In addition, the Board may request additional service equity analyses for the 

consideration of changes as it deems appropriate. For major service changes, the Title VI service 

equity analysis will assess the quantity and quality of service provided and populations affected.   

 
MAJOR SERVICE CHANGE POLICY 
 
A Title VI analysis shall occur whenever there is a significant change to service provision.  Service 

changes covered by this policy are those indicated as “Major Adjustments of Transit Service” 

under Board Policy 163 (“Public Hearings Processes for the Board of Directors”). A major service 

change is generally one that constitutes a significant aggregate change in route miles or hours, 

and could include system wide route restructuring, changes in frequency, or adding and deleting 

service.  For such major service changes, the Title VI service equity analysis will assess the 

quantity and quality of service provided and populations affected. 

One exception listed in Policy 163 – restoration of service which had been eliminated due to 

budget constraints – is not a permissible exception for Title VI purposes.  Staff will continue to 

conduct service equity analyses for restoration of services, if such proposed change otherwise fits 

the definition of a major service change.   

 
DISPARATE IMPACT POLICY 

 
As defined by the FTA Circular: 

Disparate impact refers to a facially neutral policy or practice that disproportionately 

affects members of a group identified by race, color, or national origin, where the 

recipient’s policy or practice lacks a substantial legitimate justification and where there 

exists one or more alternatives that would serve the same legitimate objectives but 

with less disproportionate effect on the basis of race, color, or national origin[…] The 
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policy shall establish a threshold for determining when adverse effects of fare/service 

changes are borne disproportionately by minority populations. 

The measure of disparate impact involves a comparison of impacts borne by minority populations 

compared to impacts borne by non-minority populations.  For a major service equity analysis, the 

District will measure service in terms of current AC Transit standards for frequency, span of 

service, and/or distance to bus routes.  Title VI equity analyses will compare existing service or 

fares to proposed changes, and calculate the absolute change as well as the percent change.  

When minority populations or riders as a whole will experience a 15% (or more) greater adverse 

effect than that borne by the non-minority populations or riders, such changes will be considered 

to have a disparate impact.  An adverse effect is defined as a geographical or time-based 

reduction in service which includes but is not limited to: elimination of a route, short turning a 

route, rerouting an existing route, or an increase in headways. 

 
DISPROPORTIONATE BURDEN POLICY 

 
As defined by the FTA Circular: 

Disproportionate burden refers to a facially neutral policy or practice that 

disproportionately affects low-income populations more than non-low-income 

populations.  A finding of disproportionate burden requires the recipient to evaluate 

alternatives and mitigate where practicable. 

Low-income populations are not a protected class under Title VI.  However, recognizing the 

inherent overlap of environmental justice principles in this area, and because it is important to 

evaluate the impacts of service and fare changes on passengers who are transit-dependent, FTA 

requires transit providers to evaluate proposed service and fare changes to determine whether 

low-income populations will bear a disproportionate burden of the changes. 

AC Transit will conduct Title VI equity analyses by comparing existing service or fares to proposed 

changes, and calculating the absolute change as well as the percent change.  When the 

proportion of low-income populations or riders as a whole adversely affected by the proposals is 

15% (or more) than the proportion of non-low-income populations or riders adversely affected, 

such changes will be considered to have a disproportionate burden.  

The following reflects the text included in Board Policy 163 for Major Adjustments of Transit Service: 

MAJOR ADJUSTMENTS OF TRANSIT SERVICE include: 

(a) A new transit route; or  
 

(b) New service on streets (excluding major arterial streets and streets designated as a truck 
route) not previously used by any route; or 
 

(c) Any aggregate change of 10 percent or more of the number of transit revenue miles or 
hours system-wide; or 
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(d) Any aggregate change of 20 percent or more of the number of transit revenue miles or 
hours in one of the 4 planning areas of the District (West Contra Costa County, North 
Alameda County, Central Alameda County, South Alameda County); or 
 

(e) Any aggregate change of 25 percent or more of the number of transit revenue vehicle 
hours or miles of a route computed on a daily basis for the day of the week for which the 
change is proposed. 
 

(f) EXCEPTIONS: Exceptions to the major adjustments of transit service include:  
 

 A reassignment of route numbers resulting from combining existing routes, which 
results in the creation of a new route “number” 
 

 Standard seasonal variations, unless the variation, as compared to operations during 
the previous season, falls within the definitions of major adjustments of transit service 
listed above 
 

 Emergency service changes, including changes in routes or service frequencies which 
may be necessitated due to a disaster which severely impairs public health or safety, 
changes in access to public streets, or the ability of District equipment to travel on 
public streets. Emergency service changes may be implemented immediately without 
a public hearing provided that a finding identifying the circumstances under which the 
change is being taken is made by the General Manager and a subsequent public 
hearing is held if the change is to remain in effect longer than 180 days 
 

 The restoration of service which had been eliminated within the past ten years due to 
budget constraints, provided the service runs on the same route as it had prior to its 
elimination, subject to minor deviations which do not exceed the major adjustment of 
transit service requirements above 
 

 The introduction or discontinuance of short-term or temporary service which will be/has 
been in effect for less than twelve months 
 

 Changes to service on a route with fewer than ten total trips in a typical service day 
 

 Discontinuance of District-operated service that is replaced by a different mode or 
operator, providing a service with the same or better headways, fare, transfer options, 
span of service, and stops served 
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17. Public Engagement Process for Title VI Policies 
On August 13, 2014 the AC Transit Board adopted revisions to three Board policies that were 

required for compliance with Title VI (Civil Rights Act) and FTA Regulations. This included updating 

Board Policy 551 (Appendix B) that includes the District's Title VI complaint and Major Service Change 

policies, established Disparate Impact and Disproportionate Burden policies, and established a Title 

VI transit service monitoring program.   

 

As part of the public engagement process leading up to the public hearing for these policies, staff 

made presentations at over 25 community events and included a number of traditional and non-

traditional methods of soliciting input on this important topic, including the use of social media, 

notices in English, Spanish, Chinese and Korean newspapers, press releases, and using Community 

Based Organizations and schools to publicize the hearing the subject matter.   

 

No comments were received during the outreach that suggested alternatives to the definitions or 

thresholds in the proposed policies.  However, most of the comments generally addressed broad 

concerns about civil rights and environmental justice that were reflected in the policies.   

 

At a Public Hearing on June 11, members of the public presented several alternative 

recommendations for policy revisions, and Staff were directed to analyze and provide feedback 

about those recommendations and other questions posed by the Board.  As a result, Staff returned 

to the Board on August 13, 2014 with their results and a recommendation that the Board select the 

DI and DB thresholds from a proposed range, along with a recommendation to continue 

incorporating statistical methods into all Title VI Service and Fare Equity Analyses.   The Board of 

Directors elected to approve a 15% threshold for Disparate Impact and Disproportionate Burden, and 

approved all amendments to Board Policies 163, 501, and 551. 

 

Appendix J provides the staff reports for the June 11, 2014 and the August 13, 2014 Board meetings 

where the policies were discussed and the policy was adopted. 

 

The following outreach activities were included in this policy development process and are also 

referenced in the Staff reports contained in Appendix J. 
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Community 
Meetings  Dates   Attendance 

Comment 
Cards Rec'd 

1 5/29/2014 AC Transit Community Meeting: Fremont  8 4 

2 5/31/2014 AC Transit Community Meeting: Oakland  23 9 

3 6/4/2014 AC Transit Community Meeting: Hayward  10 5 

4 6/5/2014 AC Transit Community Meeting: San Pablo  1 0 

5 4/28/2014 
Presentation: Oakland Sustainable Neighborhoods Initiative, 
Transportation Working Group 

7 0 

6 5/7/2014 
Announcement/Material Distribution: Alameda County 
Central Committee Meeting 

70 0 

7 5/8/2014 
Announcement/Material Distribution: Oakland Community 
Organizations, Citywide leadership meeting 

17 0 

8 5/8/2014 
Announcement/Material Distribution: Emeryville, Berkeley, 
Oakland Transit Study (EBOTS) Meeting 

12 0 

9 5/12/2014 
Announcement/Material Distribution: Richmond 
Neighborhood Councils Meeting 

40 0 

10 5/13/2014 
Presentation/Material Distribution:  Richmond Senior Center 
(English/Spanish) 

40 7 

11 5/13/2014 
Announcement/Material Distribution: TEP Meeting with 
Genesis, Alameda Labor Council, ACTC 

30 0 

12 5/13/2014 Presentation: ACCE - Riders for Transit Justice 7 1 

13 5/14/2014 
Richmond 32nd Annual Senior Health Fair, Richmond 
Auditorium 

200  (50 
individual 

interactions) 
0 

14 5/15/2014 
Presentation: East Oakland Neighborhood Crime Prevention 
Council @ 81st Ave Library (English with Spanish Translation) 

17 3 

15 5/18/2014 
Announcement/Material Distribution: Immigration Forum - 
St. Anthony's Parish (Spanish) 

100 0 

16 5/19/2014 
Presentation: Street Level Health Project (2 Spanish 
presentations) 

45 0 

17 5/19/2014 Presentation: Elmhurst District Community District Board 12 1 

18 5/21/2014 
Presentation: East Oakland Neighborhood Crime Prevention 
Council @ Eastmont Substation 

15 1 

19 5/21/2014 Presentation: Fruitvale Unity (English/Spanish) 24 5 

20 5/22/2014 
Presentation: East Oakland Neighborhood Crime Prevention 
Council @ St. Bernard's Parish 

6 1 

21 6/2/2014 Presentation: Youth Uprising 50 0 
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Community 
Meetings  Dates   

Attendance 
Comment 
Cards Rec'd  

22 6/3/2014 Presentation: RYSE Youth Center, Richmond 6 0 

23 6/5/2014 
Presentation/Material Distribution: North Berkeley Senior 
Center 

75 0 

24 6/6/2014 Presentation: Centro Legal De La Raza 10 0 

25 6/6/2014 Material Distribution:  Four Seasons of Health Expo, Fremont 8 0 

26 6/10/2014 Material Distribution: Mastik Senior Center, Alameda 25 0 

TOTALS 708 37 

Supplement
al  Outreach Dates 

  
Quantity   

  

4/29/14 
- 6/6/14 

Direct outreach via phone and/or email to 160 organizations 
(transportation advocacy, civil rights organizations, 
environmental justice organizations, business organizations 
and various non-profit organizations) all of whom were 
invited to the 4 community meetings, the public hearing and 
were offered the opportunity to have AC Transit staff make a 
presentation to their staff and/or members - those that 
requested a presentation are the organizations listed above.  
Mailed packets of brochures and postcards to those that 
made requests for additional materials.  

160 
Organiza-

tions 
  

5/13/14- 
5/15/14 

Mailed packets of brochures and postcards to 320 
community locations including libraries, senior centers, non-
profits and other community based organizations 

320 sites   

General Manager's 
Newsletter 

  
1366   

  
5/27/2014 

Meeting dates and article included in May edition of On The 
Move 

  
  

Printed Materials   Quantity   

  

Multilingual Brochure in English, Spanish, Chinese (On-board) 60,000   

Multilingual Postcard in English, Spanish, Chinese 10,000   

Multilingual Ad Card in English, Spanish, Chinese (On-board) 217   

Website       

  

Set Up Public Hearings/Title VI Page on actransit.com with 
links to the staff report in English, Spanish, Chinese, Tagalog, 
Korean, and Vietnamese 

  
  

Web article on actransit.org      

Staff report in English, Spanish, Chinese, Tagalog, Korean, 
and Vietnamese posted on the "In-Translation" page of 
www.actransit.org  
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18. Prior Service and Fare Equity Analyses 
The following Equity Analyses were completed within the time horizon of this Title VI Program 

Update and are included in Appendix K of this update along with the supporting Staff Reports that 

indicate Board consideration: 

 May 2011 Title VI Evaluation of Fare Proposals  

 November 2013: Title VI Evaluation of Fare Proposals 
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Appendix A: Title VI Complaint Forms 
 

The complaint form contained in the AC Transit Title VI Program is available in English, Spanish, and 

Chinese. They are incorporated in the Title VI Program by reference, and are available on the 

following AC Transit website: http://www.actransit.org/ac-transits-commitment-to-civil-rights/  

 

http://www.actransit.org/ac-transits-commitment-to-civil-rights/
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Appendix B: Board Policy 551 
 

Board Policy 551, “Title VI and Environmental Justice Service Review and Compliance Report Policy,” 

was adopted in 2004 and amended by the Board of Directors on August 13, 2014.  It is incorporated 

in the Title VI Program by reference, and is available on the following AC Transit website: 

http://www.actransit.org/about-us/board-of-directors/board-policies/  

 

http://www.actransit.org/about-us/board-of-directors/board-policies/
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Appendix C: Public Participation Plan 
 

The Public Participation plan that follows is a new document to guide outreach and engagement 

activities carried out by the District. 

 



 

 
AC Transit  
Public Participation Plan 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Prepared by Quantum Market Research  
and Nancy Whelan Consulting 

August 2014 
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EXECUTIVE SUMMARY  
 
In order to carry out its mission of connecting communities with safe, reliable, and sustainable 
service to its fullest potential, the AC Transit District aims to receive input from all of its 
stakeholders, regardless of race, language, or socioeconomic status.  Outreach to the community 
recognizes the importance of the diversity inherent within the AC Transit service area from both a 
racial and economic perspective.  This includes not only informing people about changes in service 
or fares, but engaging them in meaningful decision-making on important issues that may affect 
their lives or livelihoods.   
 
This Title VI Public Participation Plan (PPP) was created to identify ways of communicating with 
and engaging communities that may have been traditionally underserved, and determine the most 
effective methods of encouraging the participation of these communities along with the greater 
population in decision-making processes.  The PPP is designed to be a living document that will be 
updated often to incorporate new data, methods, and outcomes, as identified through local 
outreach activities and best practices in the field.  AC Transit will work with community partners to 
identify and implement strategies that remove barriers to access and participation for diverse 
community members. 
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I.  OVERVIEW 
 
AC Transit provides fixed route bus service to two counties, 13 cities, and large concentrations of 
diversity within the greater East Bay area.  According to 2012 population estimates, approximately 
1,423,000 people reside within the AC Transit service area.  Approximately 71% of the population 
is Minority, with Asian-Americans/Pacific Islanders (26%), Hispanics/Latinos (25%), and African 
Americans (15%) making up the largest groups.  Income diversity is also a critical piece in 
understanding the community, as almost 30% of the population would qualify as low or very low 
income.  The service area is also home to businesses and employers, a strong percentage of which 
are Asian, Hispanic, and African-American owned.  As a result of the diversity in the District, 
outreach to stakeholders must consider efforts to address the needs of all by engaging inclusive 
and representative methods. 
 
As clarified in the Federal Transit Administration (FTA) circular 4702.1B, Title VI of the Civil Rights 
Act of 1964 prohibits discrimination on the basis of race, color, or national origin in programs and 
activities receiving federal financial assistance.  Further, Executive Order 12898 and FTA circular 
4703.1 provided that environmental justice for low income populations should be part of the 
mission of federally funded programs.  Under these mandates, transit operators must take 
reasonable steps to ensure all persons have access to their activities and programs.  Additionally, 
under Executive Order 13166, public participation opportunities, already provided to the public in 
English, should be made accessible to persons who have a limited ability to speak, write, read, or 
understand English.  Requirements to provide language assistance are contained in the AC Transit 
Language Assistance Plan for Limited English Proficient populations. 
 

A. PURPOSE OF THE PUBLIC PARTICIPATION PLAN  
The primary purpose of this Public Participation Plan is to formalize the policies of AC Transit with 
regard to how it carries out public engagement with the general public, its riders, and other 
stakeholders to ensure adequate representation while providing input into AC Transit’s service 
design, policies, and operations.  This Public Participation Plan is a living document that has 
considered past outreach practices as well as new or innovative efforts that can be undertaken in 
to increase the ability of the community to participate in the planning and delivery of service.   
 
Since its inception, AC Transit has sought to include the knowledge, experience, and needs of the 
people living in the District by actively soliciting input and weighing such input in its decision-
making process.  This Public Participation Plan documents what the District has done in the past 
and how it intends to proceed in the future to ensure continued success in working with the 
community as it works for the community. 
  
The predecessor of this PPP is the AC Transit Community Involvement Program, Board Policy No. 
502, adopted in December 2001.  (See Appendix A.)  As with its forerunner, this PPP is guided by 
the following principles: 
  

• That the District’s decisions consider the interests and concerns of affected people and 
entities; 
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• That the public participation techniques and activities are meaningful in terms of 
timeliness, communities reached, and issues examined; and 

• That the full range of opportunities for public participation are made known to the public 
and promoted throughout the District. 
 

These tenets form the basis for all of the District’s public outreach as laid out in the following 
sections. This Plan attempts to identify existing outreach and public engagement methods that are 
used to solicit input and provide information about AC Transit’s programs and services, as well as 
identify additional ways that the District can continue to engage traditionally underrepresented or 
underserved groups in order to develop more inclusive plans for the future.  

B. SUMMARY OF PLAN DEVELOPMENT  
The plan considered input from agency staff to gain an understanding of how public engagement 
occurs within the AC Transit District, including how public engagement is incorporated in the 
planning or development process.  This consideration included methods that the AC Transit board 
uses to conduct board meetings, advisory committee meetings, and public hearings along with 
how the membership of those committees is composed.   

 
The Public Participation Plan also considered the past engagement efforts with community forums 
and advisory groups to identify engagement methods that have been successful in the past.  Work 
with Community Based Organizations, Chambers of Commerce, and other community or 
neighborhood groups, as well as employers and other local agencies, helped inform the plan due 
to their intimate relationships with the community.  The groups are listed in Appendix B.  
 
This plan development also included an attempt to integrate the needs of those who may not be 
proficient in English or for whom the inability to speak English very well may be a barrier to 
participation.  The Language Assistance Plan for Limited English Populations is the document that 
determines the recommended methods of providing translation services to LEP populations.   
 

C. SERVICE DISTRICT PROFILE 
The AC Transit rider and community demographics and characteristics were viewed to establish a 
context for the outreach and engagements techniques to be considered.  However, demographic 
trends for the county may mask pockets of diverse stakeholders that should also be considered.  
As such, the needs of specialized markets and communities were also considered.  A full 
description of the needs of individuals with Limited English Proficiency is included in the AC Transit 
Language Assistance Plan. 

Race and Ethnicity in the Community 
The AC Transit service area is a diverse district with a 70.55% Minority population.  Table 1 
provides an ethnic breakdown of the service area population. 
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Table 1: Service Area Ethnicity and Race 
Ethnicity Percentage 
Hispanic/Latino 25% 
Not Hispanic/Latino 75% 
Race Percentage 
Asian-American/Pacific Islander 26% 
African American 15% 
White, not Hispanic 29% 
Other or more than one race 30% 

  Source: 2010 Decennial Census 

Rider Ethnicity and Race 
The AC Transit ridership is also diverse.  However, the African American population is more than 
twice that of the service district average, and the Asian/Pacific Islander rider population is about 
half that of the service district average.  The Hispanic/Latino and Caucasian/White rider population 
are both very close to the service district average.  Table 2 presents the race and ethnicity of the 
rider population.  Because the Census bureau asks if a person is Hispanic or Latino or not 
separately from asking about race, Hispanic/Latino identification is not included in the racial 
percentages. 
 

Table 2: Ridership Ethnicity and Race 
Ethnicity Percentage 
Hispanic/Latino 20% 
Not Hispanic/Latino 80% 
Race Percentage 
Asian-American/Pacific Islander 13% 
African American 39% 
Caucasian/White 24% 
Other 19% 
More than one race 4% 

Source: 2012 Rider Survey 

Language within Service District   
Within the AC Transit service area, almost 80% of the population indicates they speak English very 
well.  Of the remaining population, the following five languages are spoken by nearly 85% of those 
who speak English less than very well as self-identified in the American Community Survey1:  

• Spanish  
• Chinese  
• Tagalog 
• Vietnamese 
• Korean 

 

                                                           
1 American Community Survey 2008-2012 5 year sample 
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The following five languages are spoken by 7% of the population who speak English less than very 
well: 

• Hindi 
• Persian 
• Japanese 
• Arabic 
• Portuguese or Portuguese Creole 

 
These remaining five languages represent about 2% of the population who speak English less than 
very well: 

• Mon-Khmer, Cambodian 
• Russian 
• Laotian 
• Gujarati 
• French (incl. Patois, Cajun) 

 
(In all cases, languages or language categories are those provided as options in the U.S. Census.) 
 
As referenced in the Language Assistance Plan, the vast majority of those who speak English less 
than very well speak Spanish (46%).  Another 24% who speak English less than very well speak a 
Chinese dialect.  As such, it is recommended that translation of both vital documents (as defined in 
the Language Assistance Plan) as well as publicity and outreach materials include Spanish and 
Chinese translations in order to increase the visibility of AC Transit service and programs for non-
English speaking populations.  Other languages should be considered based on the targeted nature 
of the outreach methods. 

Languages of Rider Population 
Nearly one-third (32%) of riders speak a language other than English at home.  More than seven in 
ten Asian riders and Hispanic/Latino riders indicate that they speak a language other than English 
at home.  Spanish is spoken by the majority of riders who speak a language other than English at 
home, followed by Mandarin Chinese, Cantonese Chinese, and Tagalog.  Table 3 presents the 
languages spoken at home as reported on the 2012 Rider Survey. 

 
Table 3: Languages Spoken at Home of AC Transit Riders 

 
Languages Spoken at Home Percentage 
English 68% 
Spanish 17% 
Mandarin 3% 
Cantonese 2% 
Tagalog 2% 
French 1% 
Vietnamese 1% 
Korean 1% 

Source: 2012 Rider Survey 
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The Rider Survey did not ask the proficiency of either the language spoken at home or of English.  
However, this information helps AC Transit understand how alternative means of outreach and 
communication—such as through ethnic media—may reach pockets of the population that do not 
respond to traditional methods. 

Income and Economic Characteristics 
The federal poverty level is not sufficiently high to describe the amount of income needed to live 
out of poverty in the high cost Bay Area.  Because of that, regional governmental organizations 
have elected to use a definition of low income that equals 200% of the federal poverty rate, which 
translates into approximately $48,000 for a family of four.   
 
Within the AC Transit service area, approximately 29% of the population would qualify as low 
income under this definition.  However, even at that rate, incomes for a family of four below 
$48,000 are still significantly lower than the median household income within the service area, 
currently estimated at $58,657 annually.  Table 4 presents income information for AC Transit 
service area residents. 
 

Table 4: AC Transit Service Area Household Incomes 
AC Transit Service Area Household Incomes 

Income Percentages 
Less than $25,000 19.69% 
$25,000 to $49,999 19.13% 
$50,000 to $74,999 16.76% 
$75,000 to $99,999 12.07% 
$100,000 to $124,999 9.73% 
$125,000 to $149,999 6.45% 
$150,000 to $199,999 7.94% 
$200,000 or more 8.23% 
Median income (dollars) $58,657 

Source: ACS 5YR estimates, 2008-2012, Table B19001 
 
 
 
Table 5 presents the household income from the On-Board Rider survey conducted in 2012 which 
depicts different income stratification than the service area.  Even though the income categories 
do not match entirely, when compared to the general population, there is a greater 
preponderance of lower income households among AC Transit riders.  The difference is most 
striking in the lowest income category (less than $25,000), where the percentage of riders within 
that income category is more than twice as high as the percentage of households in the service 
area population with income under $25,000. 
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Table 5: Ridership Household Incomes 
AC Transit Service Area Household Incomes 

Income Percentages 

Less than $25,000 49% 
$25,000 to $34,999 15% 
$35,000 to $49,999 10% 
$50,000 to $74,999 11% 
$75,000 or more 15% 

Source: 2012 Rider Survey 
 
From an economic perspective, understanding the significant and diverse business environment in 
the service area may be helpful in determining how best to engage the local workforce.  The 
following Table 6 represents the Minority designation of business owners in both Alameda and 
Contra Costa County.  Ethnicity of the business owners may prove helpful in soliciting help through 
ethnically centered Chambers of Commerce, such as the African American Chamber of Commerce, 
the Chinatown Chamber of Commerce, or the Korean American Eastbay Chamber of Commerce. 
 
Table 6: Minority Designation of Alameda and Contra Costa County Firms (all sectors) 
 

Minority Status of Alameda and Contra Costa 
County Firms Percentage 

Non-Minority 59% 
African American 6% 
Hispanic 10% 
Chinese 9% 
Other Asian 11% 
Other 5% 

Source: Statistics for US Firms by Ethnicity and Race 2007 Survey of Business Owners 

Traditionally Underserved Communities  
While it is difficult to determine which specific communities may require careful consideration and 
alternative public engagement techniques, the data reviewed indicated that limited English 
proficiency (LEP) as well as income status of some of the residents may represent challenges to 
ensuring that these residents are aware of AC Transit’s services and programs.  For instance, 
workers who work non-traditional shifts that are typically associated with lower wage earners 
should be viewed as a specific sub-set of the community when planning outreach in the area.  
These demographics may be especially critical when seeking public engagement for issues 
associated with service or fare changes, as the outreach should engage hard–to-reach 
communities in decision-making as well as provide advanced notification when changes have 
already occurred.  For this reason, AC Transit must consider specific and targeted engagement or 
outreach techniques to attract the most input from these underrepresented communities. 
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Such strategies may include: 
 

• Holding meetings in a variety of geographic settings and times to ensure that access to the 
meetings will not present an unnecessary burden; 

• Using ethnic media, faith-based centers, or Community Based Organizations (CBOs) to 
publicize outreach activities; 

• Ensuring that language assistance measures are geared toward encouraging participation, 
which can include on-site interpretation at meetings and translation of key meeting 
materials; and 

• Dedicated “Comment Hotlines” and Website materials that can publicize outreach 
activities or provide information at all times of the day and night and in additional 
languages. 

D. PUBLIC PARTICIPATION STRATEGIES 
In order to ensure effective public participation and engagement within the service area and reach 
the greatest number of people, AC Transit staff develop a targeted approach based on 
considerations such as the stakeholders and general audience, the type of outreach that is being 
undertaken, the complexity of the issues involved, and the goal for the outreach.   
 
Staff are constantly reviewing and improving upon existing techniques to ensure effectiveness; 
and, by matching the level and type of outreach to the program, AC Transit can use their outreach 
dollars wisely.  The flowchart in Figure 1 presents a graphic depiction of the process that staff 
undertake for determining the appropriate strategies for public outreach and engagement: 
 

• Identify project or plan or action 
• Identify stakeholders, impact on community, and public engagement goals 
• Develop public participation strategy, select tools and mechanisms 
• Conduct outreach, adjusting the plan as needed to accommodate the needs of the 

community  
• Inform decision makers on the results of the outreach 
• “Closing the loop” by communicating the decision to engender further community 

participation 
 

Using this Public Participation Process, each outreach or public engagement campaign is based 
upon the unique characteristics of the community and/or the audience that the campaign is trying 
to reach.  Staff and stakeholders are consulted early in the scoping of the campaign so that 
outreach goals and/or needs can be considered early.  For example, the recent outreach effort to 
seek comment on the Title VI policies was focused on obtaining input from Minority and low 
income communities.  This included significant outreach to LEP populations and organizations as a 
method of engaging those targeted populations.  Appendix C presents the outreach activities 
undertaken in the last three years.  
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Figure 1: Public Participation Process 
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Existing Outreach and Public Participation Tools 
AC Transit currently has a number of outreach tools that have been used to communicate 
information on existing programs and plans to the public, in addition to strategies that are used to 
engage the public during the planning and development phase of service and fare changes, 
studies, or projects.  Additionally, AC Transit carries out targeted and general marketing campaigns 
aimed at building ridership and awareness of services or programs.  These tools also include 
measures that are identified in the AC Transit Language Assistance Plan, summarized here and 
described in greater detail below: 

1) Printed Materials: 
• Brochures, flyers, and informational materials regarding fare and service changes during 

the planning and implementation stage 
• Translations of public notices and meeting notices for posting within the community, at bus 

stops, and on-board the buses  

2) Website and Social Media: 
• AC Transit website announcements of meetings, new services and fares, and provide 

updated information on projects such as the East Bay BRT 
• “eNews” notices sent to subscribers 
• Social Media providing updated information on meetings, programs, and plans 
• Translations of key documents and news into other languages along with Google Translate 

for page translations 

3) Direct Mail:  
• Direct mail to residents, businesses, and groups 
• Targeted approach for corridor or route-level information  
• Including translations based on demographics of area 

4) Community Meetings, Workshops, and Hearings: 
• Hosting public meetings at various times and locations to solicit input 
• Board meetings that occur in different parts of the service area to foster Board/community 

interaction 

5) Media, Newspapers, Television, and Radio: 
• Newspapers and other media aimed at both the general population as well as targeted 

ethnic populations (including non-English speaking populations) 
• Public hearing notices in English, Spanish, Chinese, and other languages 

6) Community Coordination: 
• Participation in local community events and fairs; including bilingual staff when possible 

and appropriate  
• Presentations to Community Based Organizations, local jurisdictions, Social Service 

agencies, and faith-based organizations, including organizations that serve non-English 
speaking populations  

• Distribution of marketing materials (included translations) and meeting notices through 
Community Based Organizations, Social Service and other public agencies, and on-board 
buses 
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7) Dedicated Project or Program Centers (BRT Information Center and Customer Service Center): 
• Creation of an East Bay BRT Information Center to provide updated information about the 

BRT Project within the community in which construction is occurring 

8)  Customer Service, Telephone Information and Comment Lines: 
• Telephone greetings with timely information 
• Use of dedicated telephone numbers to provide information and an opportunity for public 

to comment on relevant issues 
• Use of language-specific telephone lines 

9) Surveys and Market Research: 
• Surveys of ridership demographics and travel characteristics 
• Including information about customer satisfaction and reliance on AC Transit for decision-

making 

1) Printed Materials 
Printed materials include brochures, flyers, and booklets that are used to provide written 
information regarding AC Transit’s projects, programs, services, or planning activities.  These 
materials also include “car cards” used on-board buses, notices posted at bus stops or within the 
community (at stores, coffee shops or public buildings), and other written materials that provide 
information regarding fare and service changes during the planning and implementation stage.  
Printed materials also include promotional campaign materials that are used to publicize AC 
Transit’s specialized programs or projects, such as the East Bay BRT project or the Hydrogen Fuel 
Cell Bus program.  These materials can be targeted to a specific issue, such as “seat drop” 
postcards that were used to announce a fare change, or used to convey general information.   
 
Printed materials also include translations into Spanish and Chinese—when materials are 
developed for general distribution—or translated into additional languages when the subject 
matter is targeted to a specific area or population or subject matter.    

2) Website and Social Media 
Website materials, email, and social media have become an important communication tool to 
notify customers and the public about AC Transit’s meetings, policies, services, and programs.  
Unlike printed material that provide a static depiction of information, the AC Transit website and 
social media posts allow the District to provide up-to-the-minute information about a variety of 
subjects.  Further, subscription to “eNews” allows customers to have information delivered to 
their email in-box or as a text message on their phone about subject matter based upon their 
preferences that are user defined. 
 
The AC Transit website (www.actransit.org) also contains translated documents (under the In 
Translations tab) and is equipped with Google Translate to provide translations of the entire 
website in 80 languages.  The website has become the repository of historical plans and programs, 
as well as the source of information on current projects or programs such as the East Bay BRT 
environmental document, or the Line 51 Improvement Program.  The website also provides 
linkages for other AC Transit sponsored websites, such as the East Bay BRT 
(www.brt.actransit.org). 

http://www.actransit.org/
http://www.brt.actransit.org/
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The AC Transit website also has a dedicated Title VI page, which can be used to provide specific 
information to populations protected by Title VI and Environmental Justice mandates. 
 
Social media has also become a method of communicating with the general public that allows the 
District to provide very timely information.  This method can enhance participation in public 
workshops or Board meetings where such input is critical for decision-making.  Currently, AC 
Transit uses Facebook and Twitter to provide daily posts and tweets regarding everything from 
detours to meeting notices.  AC Transit currently has a little more than 5,200 Facebook subscribers 
and a little fewer than 5,000 Twitter followers.  In addition to being featured on the AC Transit 
website, the Facebook and Twitter logo are being added to brochures and flyers to increase the 
penetration of followers among the public and AC Transit riders.   
 
Another benefit of using Facebook is the optional “Translate” feature for use when someone posts 
in a language that is not in the user’s own language.  For example, if a Facebook user establishes 
that Spanish as their native language, posts from others that are in English include an option to 
“Translate” the post into Spanish.  This feature allows AC Transit’s non-English speaking followers 
to translate posts that are posted by AC Transit in English.  While the translations may not be as 
accurate as a spoken interpreter, it provides another means to reach out to those who may have 
limited English proficiency.   
 
Recently, AC Transit added a new Mobile Site for mobile-friendly display and easy navigation of 
the features that most riders need most, including maps and schedules, fare and Clipper 
information, news and service notices, and options for contacting AC Transit to provide feedback.  
This may become a useful tool for notifying customers of meetings, service changes, or other areas 
for which AC Transit is seeking input. 

3) Direct Mail  
Depending on the subject matter and budget, AC Transit may employ direct mail techniques to 
notify residents or businesses about upcoming issues that may pertain to them directly.  This is 
typically a targeted approach that is used on a corridor, route-level, or planning area level and is 
aimed at a strategic audience, rather than the general public.  For example, when a major event 
requires temporary bus rerouting or bus stop installation, notices may be sent to those along the 
affected street to alert them of the situation.  Because this can be a costly way to provide 
information, it is typically used for circumstances where communication precision is more 
appropriate than a global approach.  It is also used as a complement to other forms of 
communication, such as written materials that are placed on-board the bus, as a way to enhance 
the information being transmitted.  For example, the Line 51 project used targeted Direct mail to 
local property and business owners to inform them about proposed modifications to bus stop 
locations. 
 
Direct mail can also be translated into multiple languages depending upon the needs of the 
community that is being targeted.  For example, the Oakland Marathon required significant route 
and bus stop changes due to road closures.  Direct mail was translated into Spanish and Chinese 
based on the neighborhoods that were affected by the road closures.  The East Bay BRT team also 
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used targeted Direct mail to businesses and residents to notify them of the opening of the BRT 
information center.  

4) Community Meetings, Workshops and Hearings 
AC Transit employs community meetings, workshops, and hearings to solicit input on a variety of 
subjects, including Service Restructuring Plans, fare studies, long range plans, and other plans and 
studies that are undertaken.  Publicizing these forums has included outreach to Community Based 
Organizations as a way of encouraging a diverse group of participants.   
 
Community forums and public hearings are always scheduled in ADA accessible public locations 
that can be easily accessed by public transit and at times that make sense for the community that 
is being consulted.  Additionally, meetings that are held to solicit input on a particular subject 
matter are often held on multiple occasions at different times of day and/or days of the week in 
order to ensure that those who wish to participate will be able to do so.  For example, public 
hearings on fare proposals and service changes typically occur twice in one day to allow both those 
who wish to attend during the day, as well as those who can only attend after traditional business 
hours.  As previously acknowledged, ensuring access to those who may work non-traditional times 
may also require holding these meetings in different geographic areas so that the meetings can be 
attended by hard-to-reach populations.   
 
Public meetings, open houses, and workshops are often held with translators; either upon advance 
request or provided automatically if the meetings are held in areas where there are large 
concentrations of non-English speaking populations.  Such was the case during the public outreach 
for the South County Service Restructuring proposal where in-person interpretation was provided 
in Spanish, Mandarin, and Cantonese, and interpretation services were offered in other languages 
upon request. 
 
The format for community meetings varies by subject matter and can include staff presentations 
followed by a question and answer period, or open houses with small group break-out sessions, 
and priority-setting exercises for use in trade-off processes.  Break-out sessions are particularly 
useful when the subject matter is complex or affects populations in different ways, by allowing 
staff to provide more detailed information and/or listen to concerns in a more intimate setting.  
Break-out sessions were used in the development of the Locally Preferred Alternative during the 
environmental process for the East Bay BRT project.   
 
Notices for these meetings, including Board meetings and public hearings, are publicized in a 
number of ways described within this section in order to encourage a high level of community 
participation.  Public hearings are set and noticed based on Board Policy 163 contained in 
Appendix D, which has strict guidelines to ensure that appropriate legal notification occurs.  This 
includes placing notices in newspapers or publication that cater to non-English speaking 
populations within a specific timeline to allow for maximum visibility and community participation. 

5) Media, Newspapers, Television, and Radio 
Media such as newspapers, billboards, television, and radio can be used in combination with other 
public participation strategies (such as to announce meetings, or inform the public about fare or 
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service changes) or can be used in isolation to foster a general awareness of the agency among 
those who may not be familiar with specific programs or services.  Due to its cost, these options 
are typically used when a broad distribution of information is desired.  The use of ethnic media is 
often used to broaden the reach into communities where English is not routinely spoken.  
Newspapers in the other languages are used for legal notices as well as to promote programs, 
services, and events.  

6) Community Coordination 
AC Transit has a deep connection to the community it serves.  As a result, community coordination 
is routinely used to reach into the community to inform, engage, and gain input.  This includes 
involving Community Based Organizations (CBOs) in helping to promote outreach and public 
participation activities.  CBOs possess a wealth of information about the community that they 
serve, whether that community is geographically or socially constructed. CBOs are consulted 
during the development of outreach activities so that the methods of outreach will address their 
community’s needs, including those associated with non-English speaking clientele.  CBOs can also 
host meetings for their membership, advertising them and providing translators, where AC Transit 
staff make presentations and receive public input.    
 
In addition to CBOs, local jurisdictions, schools and colleges, social service agencies, and faith-
based organizations are also engaged, and provide direct access to populations that can be hard to 
reach.  Efforts can include presentations directly to their constituents, or assisting with the 
distribution of marketing materials and notices of AC Transit sponsored meetings or events.  
Appendix B provides a list of the CBOs and agencies that AC Transit partners with for outreach 
activities. 
 
It is also important for AC Transit to remain visible within the community in order to keep the 
public engaged.  Staff participate in local community events, parades, street fairs, and social 
events to provide general information and awareness about services, programs, or upcoming 
meetings.   

7) Dedicated Project or Program Centers (BRT and Customer Service Center) 
Due to the size and complexity of the East Bay BRT project, a dedicated project information center 
was installed within the community to provide community members, business owners, and other 
interested riders with direct access to information about the BRT project implementation.  The 
center has plan-view depictions of the project so that the community can review the most up-to-
date information about the project, along with the construction schedule and any construction 
related impacts such as detours or street lane closures.  The center also serves as the information 
repository that small and local businesses can access for details on upcoming work.  The center is 
staffed three days a week so that members of the public can drop in at their convenience.   

8)  Customer Service, Telephone Information, and Comment Line 
The customer service staff and telephone information service staff represent the front line to 
many of AC Transit’s services, including ticket and pass purchase, Clipper card service, ADA 
certification, and transit trip planning.  As a result, this provides a unique opportunity to provide 
information about services, programs, and meetings to the customers that either call or come to 
the customer service center.  During major service or fare changes, AC Transit includes 
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introductory information about the changes on the telephone information line greeting.  In this 
way, any caller is notified of impending changes, public hearings, or new pertinent information.  
Customer service telephone staff have access to a language service, to provide simultaneous 
interpretation for customers who speak languages other than English.     
 
Additionally, during the development of service change scenarios, fare change proposals, or other 
items for which input is being sought, AC Transit establishes multi-lingual Comment Lines with 
dedicated telephone numbers.  This allows the community to gain more information about the 
change, if desired, or leave their specific comment based on when it is convenient for them.   
 
9)  Surveys and Market Research 
Customer and community surveys provide a good opportunity to understand the needs and riding 
behavior of customers, or the opinions of the community at large.  Conducting surveys also 
presents an opportunity to engage customers in a personal dialogue related to their individual 
circumstances that can often lead to increased public engagement.  On-board ridership surveys 
also help comply with Title VI and Environmental Justice requirements by tracking demographics, 
fare use, and customer satisfaction that can be used for both equity analyses as well as for general 
knowledge about their customer base.   
 
It is anticipated that within the next several years, AC Transit will be undertaking a general 
ridership survey aimed at collecting travel characteristics, fare use, demographics (income and 
ethnicity), customer satisfaction and other important data points.  As has occurred in the past, 
surveys will be administered in English, Spanish, and Chinese with language assistance to other 
languages offered.   
 
AC Transit also conducts on-line surveys (using www.surveymonkey.com) on occasion if rider or 
community input is needed on a specific subject matter.  These surveys have been designed in 
English.  However, surveymonkey.com allows for the ability to engage other languages through 
their website translation function.  The surveymonkey website staff include a variety of native 
language speakers to provide quality control for translations.  Notices about surveymonkey 
availability should occur in multiple languages given the ability within the website to do so.   
 
 
II. RECOMMENDED STRATEGIES 
 
Even though AC Transit has historically been at the forefront of public engagement processes, 
there are several key recommendations that have emerged through the Public Participation Plan 
development process that would help to strengthen the consistency and continuity of the District’s 
community engagement efforts: 
 

1. Integrate the Language Assistance Plan recommendations into the Public Participation 
Plan.   

 
The Language Assistance Plan presents recommendations for communicating with Limited English 
Proficiency (LEP) populations in ways that make sense for those populations.  Using a four factor 

http://www.surveymonkey.com/
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analysis, staff identified languages spoken in the District, and analyzed methods of communicating 
necessary information and received suggestions from Community Based Organizations (CBOs) that 
serve those LEP populations.  As a result, recommendations for communication methods and 
techniques have been suggested that should be considered in every outreach and public 
engagement activity. 
 

2. Develop protocol for determining outreach activities and methods, including the 
integration of Language Assistance Plan measures and reaching hard-to-engage 
populations. 

 
Currently, when undertaking a capital project or other major District effort, project staff develop a 
“Project Charter” that identifies key staff, project scope, timelines, goals, and deliverables.  This 
process helps all staff understand not only why the project is being undertaken, but requires the 
identification of risks that might affect the schedule or budget.  The Project Charter is then 
acknowledged and signed off by Lead staff, ancillary affected staff, Subject Matter Experts (SMEs) 
that may have a role in the project, and the staff’s management.  This way, there is a shared 
understanding of what the project requires in terms of staff resources, funding, and regulatory 
compliance that may impact project delivery. 
 
As part of this Project Charter process, it is recommended that the District address Title VI 
Compliance, including Public Participation Plan protocols, as a method of ensuring that each public 
outreach campaign or community engagement process considers the needs of the community, 
including those with Limited English Proficiency, or income or ethnic considerations.  Title VI 
Compliance staff would become a SME with a role in determining compliance with the PPP and the 
Language Assistance Plan.   
 
It is recommended that each opportunity for public outreach or engagement undertake the 
process outlined in figure 1 on page 10 in order to identify methods of outreach and engagement 
based on the affected stakeholders’ needs and outreach goals. 
 

3. Adopt consistent methods of communication depending upon the intended outreach. 
 
Ensuring that the strategies and methods of public engagement remain consistent between 
efforts, it is recommended that the Public Participation Plan include standards for communication 
that refine the guidance for language assistance, meeting notices, and public information.  
Appendix E provides an inventory of the major outreach types along with recommended baseline 
activities.  Following such recommendations would ensure a robust public engagement that 
responds to both the type of outreach being undertaken as well as language or demographic 
considerations.   
 
 
III. PERFORMANCE MONITORING 
 
Given the District’s commitment to public involvement, public outreach and engagement must 
focus on obtaining high quality public participation rather than simply large and expensive efforts 
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of public outreach.  As a result, AC Transit will continue to work to provide the general public and 
targeted communities with the information and perspective necessary to provide thoughtful and 
considered input to assist AC Transit in decision-making, service and fare plan development, and 
overall system performance. 
 
AC Transit will measure and report on its efforts to provide opportunities to the public to 
participate in its decision-making processes, including:  

• Maintaining records of meetings and input when soliciting public comment, particularly in 
low income and non-English speaking communities, and including the content and amount 
of the public comment received 

• Examining the results of the outreach efforts to determine if the outreach was effective 
• Comparing outreach efforts with best practices  
• Adapting future efforts to enhance the ability of the public to participate in the AC Transit 

public engagement and outreach process 
 
 
IV. CONCLUSION 
 
AC Transit is committed to a thorough and robust public participation process that incorporates 
existing public outreach techniques with creative targeted engagement activities while using 
outreach resources effectively.  With the integration of measures identified in the Language 
Assistance Plan, AC Transit will codify baseline outreach practices to meet the needs of the 
customer, the general public and the District, and allow for every opportunity for the public to 
become a vital partner in decision-making. 
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Appendix A: Community Involvement Program: Board Policy No. 502 
Board Policy 502 on the following pages was adopted in 2001.  While it was a model plan for a 
social justice and environmental justice approach to public engagement at the time, it no longer 
meets the requirements in the Federal Transit Administration guidance C 4702.1B Title VI 
Requirements and Guidelines for Federal Transit Administration Recipients. 
 
  



BOARD POLICY 
Category: Service Development 

Marketing 

-- - - 

AC Transit Policy No. 502 

Adopted: 12/13/01 
Page 1 of 1 

Amendment: 

AC Transit Community involvement Program 

and 

Commitment of the Alameda-Contra Costa Transit District 
to Social and Environmental Justice and to involvement of the people 

of Alameda and Contra Costa Counties in making decisions pertaining to 
Transit Policy, Service Design, and Operations 

ADOPTED BY RESOLUTION NO. 2033 - DECEMBER 13,2001 

Attached 

Appendix A: Board Policy 502 - Community Involvement Program 



ALAMEDA-CONTRA COSTA TRANSIT DISTRICT 

RESOLUTION NO. 2033 

A RESOLUTION AFFIRMING THE COMMITMENT OF THE ALAMEDA-CONTRA COSTA TRANSIT 
DISTRICT TO SOCIAL AND ENVIRONMENTAL JUSTICE AND TO INVOLVEMENT OF THE PEOPLE 

OF ALAMEDA AND CONTRA COSTA COUNTIES IN MAKING DECISIONS PERTAINING TO TRANSIT 
POLICY, SERVICE DESIGN, AND OPERATIONS 

WHEREAS, T i e  VI of the Civil Rights Act of 1964 bars intentional discrimination and disparate impact 
discrimination on the basis of race, color or national origin with regard to the exclusion of participation in, or 
denial of the benefits of, any program or activity receiving federal funds; and 

WHEREAS, Executive Order 12898 issued in 1994 further amplifies Title VI of the Civil Rights Act of 
1964 by providing that environmental justice is a part of the miss~on of every federal agency and federally 
funded program; and, 

WHEREAS, the Alameda-Contra Costa Transit District maintains a long-standing commitment in all 
of its programs, regardless of funding source, to the civil rights and environmental principles contained in the 
Civil Rights Act of 1964 and Executive Order 12898; and 

WHEREAS, the Alamed+Contra Costa Transit District organized and hosted a forum on 
environmental justice in transportation forthe San Francisco Bay Area in November of 2000; 

NOW, THEREFORE, THE BOARD OF DIRECTORS OF M E  ALAMEDA-CONTRA COSTATRANSIT 
DISTRICT DOES RESOLVE AS FOLLOWS: 

SECTION 1. To affirm the District's commitment to the civil rights and environmental justice 
principles and values ensured by the Civil Rights Act of 1964 and further amplified by Executive Order 12898. 

SECTION 2. To assure fiat the District's decision-making process identifies the stakeholders 
affected by decisions to be made by the Disbict Board and provides an opportunity for those stakeholders to 
engage in a dialogue on social and environmental justice issues pertaining to the District and the services it 
provides. 

SECTION 3. To establish a comprehensive community involvement program to ensure that the 
knowledge, experience, and needs of the people living in the District are fully considered in decisions 
pertaining to service design, policy, and operations. This program is to be guided by fhe following principles: 

That the District's decisions consider the interests and concerns of affected people and 
entities. 

Resolution No. 2033 
Page I 



. That the community involvement techniques and activities employed are meaningful and 
effective in terms of timeliness, communities reached, and issues examined. 

That the full range of opportunities for community involvement are made known to the public 
and promoted throughout the District 

SECTION 4. Staff is directed to review Board Policies for consistency with the content of this 
resolution and recommend amendments for future Board consideration. 

SECTION 5. This Resolution shall become effective upon its adoption by four affirmative votes of 
the Board of Directors. 

RESOLUTION NO. 2033 WAS PASSED AND ADOPTED this 13" day of December 2001. 

ws iiUA 
Matt Williams, President 

I, Rose Martinez, District Secretary for the Alameda-Contra Costa Transit District, certify thatthe 
foregoing Resolufion was passed and adopted at a Special Meeting of the Board of Directors held on the 
13th day of December 2001, by the following roll call vote: 

AYES: DIRECTORS: Piras, Wallace, Creason, Harper, and Vice President Peeples and 
President Williams 

NOES: DIRECTORS: Cross 

ABSENT: DIRECTORS: None . n 

ABSTAIN: DIRECTORS: None 

Resoluiion No. 2033 
L >d 

Page 2 



AC Transit 
Community Involvement Program 

Work Plan (10/24/01) 
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BDS, IS 
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I I comments to the Board and encourage I ( cornlent, by individual/ organization, in I (implement) 1 

- 

1 BDS I b. Post "action summaries" of Board I Nov 2001 
decisions on the web site within two days 
following the meetings. 
c. Authorize and institute audio- 
streaming of Board meetings. 

-- 
d. Add links from agenda items to the 
full text of GM and GC memos and 
selected attachments. 
e. Create an on-line comment form to 
receive and compile input on agenda 

(iniplemen0 

Jan 2002 
(authorize) 

Apr 2002 
(implement) 
Mar 2002 
(implement) 

Mar 2002 
(assess feasibility) 

I continuing participation. 

between the Board and the and agency officials. (initiate) 
comnunity. 

1 Board minutes. 

public submitting written or oral 
comments to the Board to use in future 
outreach. 

i\C Trai~sit Coiirn~rrr~ify I i~vo l~:e i~~e i~r  Progi-an1 
Work Plnri. 10/24/01 

I BDS. IS I b. Establish database of members of the 
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reflecting the level of outreach 

- 
2 
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- 

form. 
d. Establish on-going program ot 
deploying modified-duty drivers to key 
transit centers to give information and 
receive illput. 

Jau2200L 
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1 6 ( Provide on-going training to staff wh 

I I conduct or participate in community 
meetings. 

media community-including 
minority, community-based, non- 
English, and alternative press, radio, 
and television-to increase coverage 
of developing District plans and 
policies. 
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Involved 
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SPL, MCR 

SD 

LRPL, SPL, 
SD 

MCR 
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MR 

- - 
on District services. 
6. Conduct regular surveys of riders and I Mar 2002 

Task 
e. Invite the public to an annual "open 
house" at each of the divisions, providing 
opportunity to offer comments and ideas 

non-riders at community event I (develop survey) 1 

Tirne Frame 
May 2002 
(initiate) 

information tables. 
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a. Tailor existine in-house training I Jan 2002 - " 
courses andlor develop new courses to (identify needs) 

meet identified needs. I Apr 2002 

b. Research ~ub l ic  outreach trainine 

< .  

offer feedback to 
d. Host the new 

- 
provided at other transit agencies in the 
region. 
c. Schedule in-house previews of major 
communitv vresentations so staff can 

course on public involvcmcnt. ---- I: 
-- A 

Sept 2001 

Feb 2002 
(develop plan) 
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Accessibility Advisory Comnlittee, 
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District. 
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AS, CS, MCR b. Create efficient procedures for Jan 2002 
fulfilling requests. 

IS c. Maximize accessibility features of new in place 
web site. 
d. Create voice-mail path to 
information on relevant issues. 

SPL 

MR 

MCR, LRPL, 
SPL 

AC Trnrtsif Cori tn~ar~if~'  Inuolven~ent Progmnr 
Work Plnr~ 10/24/01 

- 
community groups, including 
information on organizational 
publications. 
b. Regularly submit AC Transit news 
articles, meeting announcements, etc., to 
community publications. 
c. Attend more comnunity group 
meetings to present service proposals 
and/or general updates on District 

(initiate) 

Mar 2002 

-- 
Feb 2002 
(create tsrgel list & 
schedule) 



I Initiative ( Irtitiative I Departments I Developrnertt 1 . 
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AS, MCR, 1S 
community groups, and schools 
specializing in services to persons with 
disabilities and enlist their assistance in 
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a. Research demographics of lirnited- Nov 2001 
planning and policy publications 
available in languages other than 
English, as appropriate for the 
comnlunities affected. 

CS 

MCR 

1 
- - 

.,. . .  . . . . .. ., 
I or anizations, i l d  translation con1 anies. 1 
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MCR, LRPL, 
SPL 
IS 

site. 
d. Create voice-mail path to recorded 
information on relevant issues in multiple 
languages. 
e. Expand available resources for oral 
and printed translation services, 
including existinp staff, communitv 

12 

Feb 2002 
(assess feasibility) 

Mar 2002 
(initiate) 

- 
P 

Nov 2001- 
Sept 2002 

LRPL, MCR 

English populations within the District, 
identifying prevalence and distribution of 
languages other than English. Establish 
translation protocol by city/ 
unincorporated area. 
b. Increase production of translated 
publications as budget allows. 
c. Post translated publications on web 

Establish an ongoing research 
program to conduct primary and 

b. Incorporate customer satisfaction 

(initiate) 

Feb 2002 
(finalize) 

Current practice 

Current practice 

survey into rider profile survey. 

LRPL, MCR a. Conduct system-wide rider profile 
survey 

Nov 2001- 
Sept 2002 



Departrneitts Developrnertt 
lrivolv~d 

litilialive 
# 

Task 

awareness survey. 1 ~ ~ O u 2 / 0 3  
1 LRPL 1 e. Establish a Data Collection & Analvsis 1 Nov 2001 

Initiative 

Tirne Frame 

MCR 

1 MCR ( c. Conduct annual, stand-alone custoiner \ Budaet for 
satisfaction sulvey in succeeding years 
using the web site, on-board take-one 
forms, and direct mail. 
d. Conduct annual household 

Unit within the Long-Range Planning 
Unit to conduct primary research as well 
as collect. analvze. and vresent relevant 

SCH, OP, TR data from internal sources, e.g., I fareboxes, automatic passenger counters, I . I  1 

(establish) 

Apr 2002 
(develop plan & - .  

( data from other agencies. 

received through various nleans and 

. . 
resource needs) 

1 1 CS, IS, LRPL, 1 b. Develop plan to improve the system, 1 Apr 2002 

I LRPL, SPL, I f. Maximize the collection of reliable I h~ ~roeress 

AC Trarrsit Corrrrirrirrify Irtvolverr~ertt PI-ograrrt 
Work Plar~ 10/24/01 

involvement credo." 
MCR, MR 

mechanisms for p&cipatibn. 
b. Post credo, etc., on web site, on on- 
board ad cards, as part of "Welcome 
Aboard"/comment cards on buses, in 
passenger newsletters, etc. - 

Apr 2002 



Departrnents Developmertt 
Irzvolved 

I ~ r t i t p  

. . 

Initiative 

Task 

MCR, SPL 

Tinze Frarne 

-- 

" , , ,  . . , . , . . ?  , .'"". -' 
, , 
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15 I Foster in-house " c o ~ ~ n u n i t y  1 DGM 1 a. Publish internal weekly news brief. 1 Sept 2001 

b. Develop database of bus-riding staff 
members and seek their perspective on 
planning, operations, and marketing 

- 

Dec 2001 

MCR, CS, 

the Community ~nvolvem&t Program. I I- 

SPL 
MCR, SPL, 
LRPL 

A - 
( with report to Executive Staff. 

Department/Urtit Abbreviatior~s: 

AS Accessible Services (Planning) CS Customer Services (Marketing) SCH Scheduling (Planning) 
BD Board of Directors IS Information Services SPL Service Planning (Planning) 
BDS Board Secretary (Board of Directors) LRPL Long-Range Planning (Planning) TR Treasury 
BF Benefits (Human Resources) MCR Marketing & Community Relations (Marketing) 
DGM Deputy General Manager MR Media Relations (Marketing) 
SD Staff Development OP Operations 

issues. 
c.  See #5c re: In-house previews of major 
community presentations. 
d. Conduct periodic surveys of bus 

BDS, SPL, 
LRPL, CS, IS 

(initiate) 

-. 

Nov 200 1 
operators on service-related issues. 
e. Hold periodic show-and-tell/listening 
sessions at each division to increase idea- 
sharing between bus operators, and 

I c. Report progress quarterly to the Board. I Mar 2002 

(31-day pass review) 
Jan 2002 
(implement) 

group to oversee implementation, and 
review timelines and priorities. 
b. Evaluate vro~ress on monthly basis 

d. Publish Community Involvement 
Program description and post to web site. 

Jan 2002 

(initiate) 
May 2002 
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Appendix B: Community Based Organization and Groups 
AC Transit has contacted and/or partnered with the following CBOs since January, 2011: 
 
23rd Street Merchants 
A Safe Place 
Academy of Chinese Performing Arts 
ACCE 
Adept Community Management 
Afghan & International Refugees Support Services 
Afghan Coalition 
Afghan Society 
Airport Area Business Association 
Ala Costa Center 
Alameda Alliance for Health 
Alameda County - Public Health Asthma Start 
Program 
Alameda County - Public Health Tuberculosis 
Control Program 
Alameda County - Veterans Employment 
Committee 
Alameda County Family Justice Center 
Alameda County Health Care Services Agency 
Alameda County Youth Development - George P. 
Scotlan Youth/Family Center 
Alameda Family Services 
Alameda Hospital 
Alameda Multi-Cultural Community Center 
Alameda One Stop Career Center 
Alameda Public Library - Bay Farm, Main, & West 
End Branches 
Alameda Transit Advocates 
Albany Public Library 
Albany Senior Center 
All Nations Church of God in Christ 
Allen Temple Baptist Church 
Alliance of Californians for Community 
Empowerment (ACCE) 
Alta Bates Summit Medical Center 
Amalgamated Transit Union, Local 192 
American Lung Association in California- East Bay 
American Muslim Alliance 
Another Road to Safety 
Ashland Citizen Advisory Committee 
Ashland Youth Center 
Asian Community Mental Health 
Asian Health Services 

Asian Law Caucus 
Asian Pacific Environmental Network 
Asians for Job Opportunities in the Bay Area 
Associated Residents of Sequoyah Highlands, Inc. 
At the Cross Roads 
Avenue 64 
B.E.S.T. Neighborhood Assoc. 
Bancroft Senior Homes 
Bay Area Cancer Partnership- California Health 
Collaborative 
Bay Area Community Services - North County 
Senior Homeless Program 
Bay Area Consortium of Quality Health Care 
Bay Area Immigrant & Refugee Services 
Bay Area Legal Aid 
Bay Area Outreach and Recreation Program 
(BORP) 
Bay Area Telugu Association 
Bay Area Urban Debate League 
Baywood Court Senior Residency 
BEAT 15X Neighborhood Crime Prevention 
Council 
Berkeley Art Museum 
Berkeley Ferry Committee 
Berkeley Food & Housing Project 
Berkeley PACE Center 
Berkeley Public Library – Central, Claremont, 
North, South, & West Branches 
Beth Eden Baptist Church 
Bi-Bett / Frederic Ozanam Center 
Bike East Bay 
BikeAlameda 
BOSS Multi Agency Service Center (MASC) 
Brickyard Landing Homeowners' Association 
Broadway-Manila Neighbordhood Committee 
Buddhist Temple of Alameda 
Building Opportunities for Self-Sufficiency 
Burbank-Millsbrae Mills Garden Neighborhood 
Calico Center 
California Autism Foundation 
Camron Stanford House 
Canyon Friends 
Castro Valley Public Library 
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Castro Valley/Eden Area Chamber of Commerce 
CCISCO 
Center for Elders Independence 
Center for Family Counseling 
Center for Independent Living 
Center of Hope Church 
Center Point Inc. 
Centerville Presbyterian Church 
Centro Legal de La Raza 
Cerebral Palsy Center 
Children?s Hospital Oakland ? Center for the 
Vulnerable Child 
Children's Hospital & Research Center 
Chinatown Chamber of Commerce 
Christ Episcopal Church 
Chrysalis 
Church of St. Leo the Great 
Citizens for Alternative Transportation Solutions 
Citizens for Better Community 
Citizens of Oakland Respond to Emergencies 
City of Fremont Community Ambassador Program 
for Seniors 
City of Fremont Transportation Division 
City of Oakland - Head Start Program 
City Serve Compassion Network 
CityTeam Ministries 
Civic Pride 
Claremont Canyon Conservancy 
Claremont Elmwood Neighborhood Association 
Claremont Rockridge Neighborhood Assoc. 
Communities for a Better Environment 
Community Housing Development Corporation of 
North Richmond 
Community Resources for Independent Living 
Community Violence Solutions 
Congregations Organizing for Renewal 
Contra Costa Central Labor Council 
Contra Costa County Public Health Family 
Maternal & Child Health Program 
Contra Costa Transition Age Youth Program - Fred 
Finch 
Crescent Park Family Resource Center 
Davis Street Family Resource Center 
Deaf Community Advocacy and Referral Agency 
(DCARA) 
Deaf Community Center 
Deaf Council Advocacy and Referral Agency 
(DCARA) 
Dimond Improvement Association 
Downtown Area Plan Advisory Committee 
Downtown Berkeley Association 
Downtown Oakland PACE Center 

Downtown Oakland Senior Center 
East Bay Asian Local Development 
East Bay Asian Youth Center 
East Bay Bicycle Coalition 
East Bay Community Law Center 
East Bay Community Recovery Hayward, Oakland, 
& Recovery Project Health Division 
East Bay Housing Organizations (EBHO) 
East Bay Korean American Senior Service Center 
East Bay Korean Senior Service Center 
East Bay Scraper Bikes 
East Bluff Homeowners Association 
East Oakland Boxing Association 
East Oakland Recovery Center 
East Oakland Senior Center 
East Oakland Youth Development Center 
East Side Arts Alliance 
Eastbay Works - Hayward 
EBALDC 
EBASE 
EBAYC 
Ecology Center 
Eden Area Regional Occupational Program(ROP) 
Eden Medical Center-Castro Valley 
Eden Medical Center-San Leandro 
EE Cleveland Manor Affordable Senior Housing 
El Cerrito Public Library 
El Sobrante Public Library 
Emergency Shelter Program, Inc. 
Emeryville Property Owners Association 
Emeryville Senior Center 
Environmental Justice Institute 
Equal Justice Society 
Fairway Park Baptist Church 
Familias Unidas 
Family Bridges 
Family Services of San Leandro 
Federation of Indian Associations 
Filipino Advocates for Justice 
Filipino-American Community Services Agency 
First Morning Star Baptist Church 
First Presbyterian Church 
First Unitarian Church of Oakland 
Fourth Bore Coalition 
Fred Finch Youth Center - Oakland 
Fremont Family Resource Center 
Fremont Hindu Temple 
Fremont Multi-Service Senior Center 
Fremont Public Library – Centerville, Irvington, 
Main, & Niles Branches 
Fremont Senior Center 
Friends of Alhambra Creek 
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Friends of BRT (Bus Rapid Transit) 
Friends of Livermore 
Friends of Rockridge-Temescal Greenbelt 
Friends of Sausal Creek 
Fruitvale - San Antonio Senior Center 
Fruitvale Business Improvement District 
Gateview Homeowner's Associates 
Genesis 
George M. Silliman Center 
Girls, Inc. 
Glad Tidings Community Church 
Gladman Mental Health Rehab Center 
Glen Oaks Way Neighborhood Association 
Glenview Neighborhood Association 
Good Hope Baptist Church/Bapt. Union 
Grace Baptist Church 
Grace Chinese Church 
Gray Panthers - Southern Alameda County 
Gray Panthers of Berkeley 
Gray Panthers of Berkeley/East Bay 
Greater Richmond Interfaith Program (GRIP) 
Greek Orthodox Cathedral 
Green Party of Alameda County 
Greenbelt Alliance 
Grizzly Peak Neighborhood Association 
Gurdwra Sahib 
Hayward Area Planning Association 
Hayward Day Labor Center 
Hayward Democratic Club 
Hayward Nonprofit Alliance 
Hayward Public Library – Main & Weekes 
Branches 
Hayward Senior Center 
Hayward Unified - Child and Welfare Attendance 
HEPPAC - HIV Education and Prevention Project 
of Alameda County 
High Street Neighborhood Alliance 
Hills Conservation Network 
Hilltop Family YMCA 
Hilltop Green Homeowners Association 
Homeless Action Center 
HOMES (Housing Opportunities Make Economic 
Sense) 
Hong Lok Senior Center 
Indian Community Center 
Indo-American Community Federation 
Interfaith Council 
Jack London Improvement District 
Japanese American Services of the East Bay 
(JASEB) 
Jewish Community Center of the East Bay (JCC) 
Jewish Family & Children's Services 

Joaquin Miller Heights Improvement Association 
John George Democratic Club 
Josie Barrow PACE Center 
J-Sei Home 
J-Sei Senior Center 
Just Cause Oakland 
Just Cause/Causa Justa 
Kenneth C. Aitken Senior & Community Center 
Kensington Public Library 
Korean Community Center of the East Bay 
Koreatown Northgate Business District 
La Clinica de la Raza 
La Familia Counseling Services 
Lake Merritt/Uptown District Association 
Lakeshore Avenue Business Improvement District 
Lakeshore Homes Association 
Laney Campus/Channel Park Neighborhood 
Coalition 
Lao Family Community Development 
Latham Terrace Association 
Laurel District Association 
Law Center for Families 
League of Women Voters - Fremont Chapter 
League of Women Voters (Alameda, 
Berkeley/Albany/Emeryville, Eden Area, 
Fremont/Newark/Union City, Piedmont Chapters) 
League of Women Voters Eden Area, Alameda, & 
Oakland 
Lincoln Elementary School 
Livable Berkeley 
Love Temple Missionary Baptist Church 
LULAC 
Main Street Merchants 
MALDEF 
Marina Community Center 
Masjid Abubaker Siddiq 
Masjid Muhajireen 
Masonic Avenue Neighborhood Association 
Mastick Senior Center 
Memorial Tabernacle Church 
Mid Pen Housing 
Millsmont Homeowners 
Montclair Village Association 
NAACP Alameda, Berkeley, El Cerrito, Oakland, & 
Richmond Branches 
Native American Health Center 
Neighborhood Church of Castro Valley 
Neighborhood House of North Richmond 
Neighborhood Resident Group 
Neighborhood Services Division 
Newark Public Library 
Next Step Learning Center 
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Nichiren Buddhist International Center 
North Bay Leadership Council 
North Berkeley Senior Center 
North Hills Phoenix Association 
North Oakland Senior Center 
North Oakland Voter's Alliance (NOVA) 
Oak Center Neighborhood Association 
Oakland California Mormon Temple 
Oakland Community Development Districts - OCD 
Oakland Community Organizations 
Oakland Heritage Alliance 
Oakland House Of Ruth 
Oakland Housing Authority 
Oakland Independent Support Center 
Oakland Museum of California 
Oakland Public Library 
Oakland Public Library – Asian, Brookfield, Cesar 
E. Chavez, Dimond, Eastmont, Elmhurst, Golden 
Gate, Lakeview, Main, Melrose, MLK Jr., 
Montclair, Piedmont, Rockridge, Temescal, & 
West Oakland Branches 
Oakland Rising 
Oakland Studio Arts Association 
Oakmore Homes Association 
OCCUR 
Organization of Chinese Americans East Bay 
Chapter 
OSNI - Transform 
Pacific Bus Museum 
Panoramic Hill Association 
Parkwoods Community Association 
Peace Corps- Oakland 
Pedestrian Friendly Alameda 
Peninsula Coalition 
Peralta Hacienda Historical Park 
Phoenix Programs Inc - Multi Service Center 
Picardy Drive Neighborhood Association 
Piedmont Avenue Neighborhood Improvement 
League 
Planned Parenthood Golden Gate 
Portuguese-American Pastoral Cultural Center 
PREP Alameda County 
Project Pride 
Punjabi Educational and Cultural Foundation 
Ralph & Mary Ruggieri Senior Center 
Resources for Community Development 
Richmond Annex Senior Center 
Richmond Chamber of Commerce 
Richmond Improvement Association 
Richmond Native Wellness Center 
Richmond Neighborhood Coordinating Council 
Richmond Public Library - Main 

Richmond Public Library LEAP 
Richmond Senior Center 
Rockridge Community Planning Council (RCPC) 
Rockridge District Association 
Rose Foundation For Communities & The 
Environment 
Rose Garden Neighborhood Preservation 
Association 
Rubicon Programs, Inc. 
RYSE Youth Center 
Salvation Army - Adult Rehabilitation Center 
Salvation Army - Oakland Garden Street Center 
San Antonio Community Development 
Corporation 
San Leandro Chamber of Commerce 
San Leandro Public Library – Main, Manor, 
Mulfor-Marina, & South Branches 
San Leandro Senior Community Center 
San Lorenzo Library 
San Lorenzo Village Homes Association 
San Pablo Avenue- Golden Gate Improvement 
Association (SPAGGIA) 
San Pablo Senior Adult Center 
Second Chance Phoenix Project 
SEIU, Local 1021 
Sequoyah Highlands Homeowners Association 
Sierra Club - SF Bay Chapter 
Sillman Activity & Family Aquatic Center 
Sindhi Association of America Bay Area 
Slater/Evergreen Homeowners Association 
South Berkeley Senior Center 
South County Homeless Project 
South of the Nimitz Improvement Council (SONIC) 
Spanish Speaking Citizen's Foundation 
Spanish Speaking Unity Council of Alameda 
County 
Spectrum Community Svc 
St. Mary's Senior Center 
Street Level Health 
Street Level Health Project 
Sunkist Drive Neighbors 
Tassafaronga Recreation Center 
Telegraph Community Center 
Temescal Telegraph Business Improvement 
Association 
Temple Beth Sholom 
Temple of Peace Baptist Church 
The Greenlining Institute 
The Lions Center for the Blind 
The Open House Senior Center 
The People on the Bus 
The Stride Center 
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The Unity Council 
The Webster Tract Neighbors Association 
Tiburcio Vasquez Health Center-Family Support 
Services 
Tiburico Vasquez Health Center 
TMASF Connects 
Top of Grand Avenue Neighborhood 
Improvement League (TOGAL) 
TransForm 
Transportation Commission 
Travelers Aid Society of Alameda County 
Tri-City Free Breakfast Program - Irvington 
Presbyterian Church 
Tri-City Homeless Coalition 
Tri-Valley Haven 
Union City Public Library 
United Democratic Campaign of Alameda County 
United Philipinos of Alameda 
United Seniors of Oakland & Alameda County 
United Seniors of Oakland and Alameda County 
University Village 
Upper Zodiac Neighborhood Association 
Urban Creeks Council 
Urban Habitat 
Urban Indian Health Board, Inc. 
Urban Strategies Council 
Urbanists for a Liveable Temescal Rockridge Area 
Vet Center 
Vietnamese Alliance Church 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
Villa Fairmont Mental Health Rehab Center 
Viola Blythe Community Services 
VSCE Inc 
Walk & Roll Berkeley 
Watergate Community Association 
Welcome Home Baby 
Wellstone Democratic Renewal Club 
West Berkeley Senior Center 
West Grand Improvement Association 
West Oakland Environmental Indicators Project 
West Oakland Health Council 
West Oakland Project Committee (WOPAC) 
West Oakland Senior Center 
West Street Watch 
Westlake Christian Terrace 
WOBO 
WOLRD 
Women on the Way Recovery Center 
WORLD Women Organized to Respond to Life 
Threatening Diseases 
WOW Productions Inc. 
YMCA- East Bay 
Youth Employment Partnership 
Youth Together 
Youth Uprising 



Appendix C: Summary AC Transit Public Outreach (Jan 1, 2011 - June 30, 2014)

Project or 

Program 
Outreach Activity Population Targeted Reach/ Number Languages Media Used (ex: brochure, newspapers) Dates of Activity

Website article General
English (w/Google 

Translate link)
Website 3/2011-4/2014

On-board car card Bus riders English
Eight meetings 

during this time in:

eNews message Subscribers to lines serving cities (and nearby cities) where meeting held
English (w/Google 

Translate link)

Richmond, El 

Cerrito, Hayward, 

Fremont, Newark

e-mail messages
Community database contacts in cities (and nearby cities) where meeting held; elected officials serving the 

same area
English

Social media posts General English Facebook and Twitter

Paid advertising General in area of meeting English Newspaper (specific to area of meeting); digital 

Press release General English

Public access TV 

announcement
General in area of meeting English

Website article General
English, Spanish, 

Chinese

On-board car card Bus riders

English (w/"for 

more info" text in 

Spanish and 

Chinese)

Brochure Bus riders

Distributed on board buses and to 

community sites, including those 

serving Spanish- and Chinese-

speaking clientele

English, Spanish, 

Chinese

eNews messages Bus riders
English (w/Google 

Translate link)

e-mail messages Community database contacts and elected officials throughout District

Social media posts General

Voicemail boxes Spanish-speaking and Chinese-speaking bus riders

Spanish, 

Cantonese, 

Mandarin

Language-specific voicemail numbers included in all materials

In-person outreach Spanish-speaking and Chinese-speaking bus riders

Spanish, 

Cantonese, 

Mandarin

Brochures distributed

Paid advertising General 14 English-language newspapers; 1 Spanish-language newspaper; 2 Chinese-language newspapers; digital

Legal notices General
English, Spanish, 

Chinese
6 English-language newspapers; 1 Spanish-language newspaper; 1 Chinese-language newspaper

Press release General English

Public access TV 

announcements
General English

Community meetings & 

public hearing
Bus riders 

Six meetings in Fremont, 

Hayward, Oakland, Berkeley, and 

Richmond; public hearing in 

Oakland

English at all; 

Spanish at one; 

Mandarin & 

Cantonese at one; 

interpretation 

services offered for 

all

Website article General English

Brochure Bus riders and community members
English, Spanish, 

Chinese
5/20/14-7/31/14

Car Cards (2) Bus riders 
English, Spanish, 

Chinese
5/5/14-8/9/14

Slide series Customer service center customers
English, Spanish, 

Chinese
5/1/14-7/25/14

Ad cards (paper and 

decal)
Bus riders

English, Spanish, 

Chinese
6/8/14-current

Farebox decal Bus riders

Farebox temporary 

signage
Bus riders

English, Spanish, 

Chinese
On-board audio 

message
Bus riders

English, Spanish, 

Chinese
6/21/14-8/17/14

Seat-drop flyer Bus riders
English, Spanish, 

Chinese
6/23/14-6/31/14

Off-Site Board 

Meetings 2011-

2014

Fare Proposal 

Development 2013
8/2013-12/2013

Fare Change 

Implementation 

2014



Display ads General
English, Spanish, 

Chinese
6/15/14-6/30/14

Pole inserts General 5/12/14-current

Regional Transit Info 

Displays
General 6/2/14-current

Display & informational 

signage
Bus riders & customer service center customers

English, Spanish, 

Chinese

Community mailing General
English, Spanish, 

Chinese
5/1/14-7/31/14

eNews messages English

Facebook and Twitter English

511 (phone) floodgate 

message
English 

Message info General
English, Spanish, 

Chinese

Chanber of Commerce 

information

In-person outreach Bus riders & general
English, Spanish, 

Chinese
Multi-lingual outreach teams, plus brochures & flyers distributed

Radio General English, Chinese TTN, KCBS, KQED,  KESH 5/25/14-6/29/14

Bus exterior advertising General English Queens & tails 3/14/13-4/13/13

Interior bus advertising 

(ad cards)
Bus riders

English, Spanish, 

Chinese
3/14/13-4/13/13

Digital advertising General English Bay Area Newsgroup 3/18/13-4/17/13

Car card Bus riders English 3/20/13-4/30/13

Brochures Bus riders English 3/15/13-4/30/13

eNews messages Bus users and stakeholders English 2/27/13-3/11/13

Social media General English 3/11/13-3/15/13

Homepage webstory General
English, Spanish, 

Chinese
2/25/13-3/24/13

Carousel photo General English 3/15/13-4/13/13

Web page General English 2/20/13-current

Homepage graphic General English 3/4/13-4/30/13

Commerical General 921,346 monthly impressions English Comcast zones (Richmond, Oakland, Hayward, Fremont) 3/18/13-4/17/13

Press release General English 3/27/13-3/18/13

Media event General English 3/27/13-3/27/13

PowerPoint 

presentation
General English 4/26/2013

Comcast commerical English Digital, television

Lobby banners General office visitors

4th of July parade General  Alameda 7/4/2013

Juneteenth Festival General Berkeley - ad in booklet 7/23/2013

Alameda Sun General English 1/4 page color 4th of July 7/4/2013

Oakland Chamber ad Oakland Chamber members English Full page color 7/1/2013

Exterior bus ads General English Tails 8/15/13-8/14/13

Interior ad cards General
English, Spanish, 

Chinese
Three ads x 2 8/15/13-8/14/13

Shelter ads General English 11 shelters 9/10/13-9/9/13

Social media Geneal English 8/12/13-8/17/13

Web update General English web page update, web story, spec page 7/30/13-8/30/13

Warn ridership of 

major detours due to 

event.

Riders who live in Oakland affected by detours.
Approximately 200 churches, 

6000 emails

English/Spanish/Ch

inese
Internet, email, mailing, at-stop signs, website

Warn ridership of 

major detours due to 

event.

Riders who live in Oakland affected by detours.
Approximately 200 churches, 

5000 emails

English/Spanish/Ch

inese
Internet, email, mailing, at-stop signs, website. Content in emails had direct links to Google Translate.

Warn ridership of 

major detours due to 

event.

Riders who live in Oakland affected by detours.
Approximately 200 churches, 

5000 emails

English/Spanish/Ch

inese
Internet, email, mailing, at-stop signs, website. Content in emails had direct links to Google Translate.

Gillig Urban Bus 

Campaign 2013

Oakland Marathon 

2012
3/-/12-3/25/12

Fare Change 

Implementation 

2014 (cont'd)

New Flyer Bus 

Campaign 2013



Email to school 

districts/officials, 

linking to "Back to 

School" webpage with 

Clipper Youth 

information

Schools in several school districts within service area English Flyers distributed to school districts/newspaper ads to advertise events, website

eNews messages subscribers/parents English

Clipper Youth 

registration event 

flyers

English In-person delivery to some school districts, e.g. WCC

In person 

outreach/youth sign-

up at summer/fall 

community events

All youth in service area English

Special Saturday & 

evening hours in ticket 

office for youth card 

registration

All youth in service area

Social media Facebook and Twitter

Car card and brochure 

on all District buses 
All in service area

English, Spanish, 

Chinese
Website - online article with proposed changes maps. Linda Nemeroff managed this process with help from Marketing staff

Brochure distribution 

to community 

groups/elected officials

English, Spanish, 

Chinese

eNews messages Bus riders/subcribers
English (w/Google 

Translate link)

email to community 

groups and electeds
English

Paid advertising Eng/Span/Chinese English- , Spanish-, Chinese- language newspapers

Press release ?

Public access TV 

announcements
English

Social media English Facebook and Twitter

Community meetings 

(Oct.) 
Four meetings

Website article General English/Spanish/Chinese

On-board car card Bus riders
English/Spanish/Ch

inese

Brochure Bus riders Primarily English

eNews messages Bus riders

e-mail messages Community database contacts and elected officials throughout District

Social media posts General

Voicemail boxes Spanish-speaking and Chinese-speaking bus riders

In-person outreach Spanish-speaking and Chinese-speaking bus riders

Paid advertising General Newspaper (specific to area of meeting); digital 

Alert on NextBus 

prediction page & at 

Ardenwood P&R

General English

Legal notices General

Press release General

Public access TV 

announcements
General English

Community meetings & 

public hearing
Bus riders 

Rebranding of DBX 

fleet
Website

Creation of new, 

standalone Dumbarton 

Express website

Website article English On new website, dumbartonexpress.com

Paid advertising General population in geographic location served, including non-bus riders English Transit shelter ads, electronic billboard ad, radio, digital 

Fare Incentive General population in geographic location served, including non-bus riders English Offered via online survey, and via personal outreach to major employers in area

Aug. - Sept. 2011

Oct - Dec. 2011

Feb - April 2012

Jan - March  2013

Clipper youth 

registration 2011

Ward redistricting 

proposal public 

hearing 2011

DBX service 

proposal public 

hearing 2012

DBX marketing 

campaign 2013



Website article General
English, Spanish, 

Chinese

On-board car card Bus riders

English (w/"for 

more info" text in 

Spanish and 

Chinese)

Brochure Bus riders

Distributed on buses and to 

community sites, including those 

serving Spanish- and Chinese-

speaking clientele

English, Spanish, 

Chinese

eNews messages Bus riders
English (w/Google 

Translate link)

e-mail messages Community database contacts and elected officials throughout District

Social media posts General

Voicemail boxes Spanish-speaking and Chinese-speaking bus riders

Spanish, 

Cantonese, 

Mandarin

In-person outreach Spanish-speaking and Chinese-speaking bus riders

Spanish, 

Cantonese, 

Mandarin

Paid advertising General

Legal notices General
English, Spanish, 

Chinese

Press release General English

Public access TV 

announcements
General English

Community meetings & 

public hearing
Bus riders 

Six meetings in Fremont, 

Hayward, Oakland, Berkeley, and 

Richmond; public hearing in 

Oakland

English at all; 

Spanish at one; 

Mandarin & 

Cantonese at one; 

interpretation 

services offered for 

all

Website

Two television ads English Comcast channels and, KQED 

Paid advertising English Digital ads:  KCBS.com, Sfgate.com, KQED.com; radio ads:  KQED and Total Traffic Network 

Paid advertising English Outdoor:  Transit shelter ads in East Bay, and at Temporary Transbay Terminal

Webpage English

Video "selfie" contest English

Homepage imagery English

Website articles General

English (w/Google 

Translate links 

after xx/xx)

Web site articles were posted on several areas of the AC Transit web site and also the regional 511 web site.

On-board car cards Bus riders English

eNews messages Subscribers to lines serving cities (and nearby cities) where meeting held

English (w/Google 

Translate links 

after xx/xx)

Social media posts General English Facebook and Twitter, website

Press release General English

Flyers or signs at bus 

stops
Bus riders English Posted flyers; messages on electronic signs at limited numbers of stops

Telephone messages Bus riders Callers reaching the AC Transit telephone information center were given recorded announcements of the service change

Notices via Nextbus Bus riders English Nextbus notices are carried on web sites, mobile apps, and electronic signs at a limited number of bus stops and transit centers.

Web site articles BART riders looking for alternatives

English (w/Google 

Translate links on 

web articles)

Web site articles, mixture of Web articles and PDFs

Brochures and flyers BART riders looking for alternatives English Brochures and flyers handed out at transit centers

Social media posts General English Facebook and Twitter, website

Press release General English

Two periods in June-

July and October 

2013

April - July 2013

March - May 2014

One month before 

to two weeks after 

the following dates:  

June 26, 2011; 

August 28, 2011; 

December 18, 2011; 

March 25, 2012; 

June 17, 2012; 

August 19, 2012; 

December 16, 2012; 

December 15, 2013; 

June 22, 2014; and 

August 17, 2014

A Better Ride: "I 

Ride" 2014

Quarterly Service 

Change 

Implementations 

2011-2014

BART strike 

alternatives 2013

South County 

service proposal 

public hearings 

2013
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AC Transit  Policy No. 163      

 BOARD POLICY 
 

                                                     Category: Board & General Administrative Matters  
 
 

PUBLIC HEARINGS PROCESS FOR THE BOARD OF DIRECTORS 
 

I. PURPOSE 
 

The public hearing process is one mechanism used by the Board of Directors and the 
District to solicit and receive public comments about decisions affecting residents and riders 
of AC Transit District. In adopting this policy it is the intent of the Board of Directors to 
encourage the receipt of public comments so that information received may be considered 
as part of the decision making process. The provisions of this policy shall be in addition to 
procedures established in Section 6.8 of Board Policy No. 100, Rules for Procedure.  

 
II. PUBLIC HEARINGS 

 
Public Hearings shall be scheduled by the Board of Directors to consider the matters listed 
below. In addition, the Board may, as it deems appropriate, schedule additional public 
hearings for the consideration of subjects not listed below. 
 
1. FARES  
 
FARES shall include any increase in charges and fees assessed for use of District public 
transit services including cash fares, ticket fares, pass fares, transfer fares, or amendments 
to eligibility criteria for fare categories. Reduced or promotional fare adjustments shall not be 
subject to public hearings. "Promotional fares" shall include modifications to fare structures 
which are established on a short-term basis for the specific purpose of promoting service 
and encouraging increased ridership.  
 
2. MAJOR ADJUSTMENTS OF TRANSIT SERVICE  
 
MAJOR ADJUSTMENTS OF TRANSIT SERVICE include: 

 
(a) A new transit route; or  
 
(b) New service on streets (excluding major arterial streets and streets designated as a 

truck route) not previously used by any route; or 
 
(c) Any aggregate change of 10 percent or more of the number of transit revenue 

miles or hours system-wide; or 
 
(d) Any aggregate change of 20 percent or more of the number of transit revenue 

miles or hours in one of the 4 planning areas of the District (West Contra Costa 
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County, North Alameda County, Central Alameda County, South Alameda 
County); or 

 
(e) Any aggregate change of 25 percent or more of the number of transit revenue 

vehicle hours or miles of a route computed on a daily basis for the day of the week 
for which the change is proposed. 
 

(f) EXCEPTIONS: Exceptions to the major adjustments of transit service include:  
 

• A reassignment of route numbers resulting from combining existing routes, which 
results in the creation of a new route “number” 

 
• Standard seasonal variations, unless the variation, as compared to operations 

during the previous season, falls within the definitions of major adjustments of 
transit service listed above 

 
• Emergency service changes, including changes in routes or service frequencies 

which may be necessitated due to a disaster which severely impairs public health 
or safety, changes in access to public streets, or the ability of District equipment 
to travel on public streets. Emergency service changes may be implemented 
immediately without a public hearing provided that a finding identifying the 
circumstances under which the change is being taken is made by the General 
Manager and a subsequent public hearing is held if the change is to remain in 
effect longer than 180 days 

 
• The restoration of service which had been eliminated within the past ten years 

due to budget constraints, provided the service runs on the same route as it had 
prior to its elimination, subject to minor deviations which do not exceed the major 
adjustment of transit service requirements above 

 
• The introduction or discontinuance of short-term or temporary service which will 

be/has been in effect for less than twelve months 
 

• Changes to service on a route with fewer than ten total trips in a typical service 
day 

 
• Discontinuance of District-operated service that is replaced by a different mode 

or operator, providing a service with the same or better headways, fare, transfer 
options, span of service, and stops served 

 
3. ENVIRONMENTAL IMPACT REVIEWS  
 
ENVIRONMENTAL IMPACT REPORTS or Negative Declarations required by the California 
Environmental Quality Act, State Implementing Guidelines or Board Policy No. 512.  
  
4. OTHER PUBLIC HEARINGS  
 
OTHER PUBLIC HEARINGS shall be conducted as may be required by federal or state laws 
or regulations, including but not limited to, public hearings required prior to the submission of 
FTA grant applications. (Note: District public hearings are not required for District grant 
applications when said grants are part of a regional grant application process and public 
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hearings are coordinated and conducted by the Metropolitan Commission or other regional 
agency or operator.)  

 
III. ESTABLISHMENT AND NOTICE OF PUBLIC HEARINGS 
 

1. BOARD AUTHORITY TO SET PUBLIC HEARING 
 
In order to provide sufficient notice of upcoming hearings, the Board of Directors shall 
designate the time and place for public hearings at least 28 days in advance of the proposed 
hearing date, unless more notice is required by law.  Unless otherwise required by law, the 
Board may provide for minor modifications to the 28-day advance notice requirements in 
those situations when a finding can be made that such modification will not diminish fulfilling 
the public notice procedures outlined below. 
 
2. LEGAL PUBLICATION OF NOTICE 
 
Once the Board has decided to hold a public hearing, notice of the public hearing shall be 
prepared to include a general description of the public hearing subject matter and the date, 
time and location of the public hearing. 
 
Notices shall be published once a week for two successive weeks in a newspaper of general 
circulation within the District. Except as otherwise provided in subsection 3 of this section, 
the first publication shall occur not less than 14 days prior to the public hearing date. The 
second publication shall occur not less than 7 days prior to the public hearing but not less 
than 5 days after the first publication. 
 
3. SPECIAL PROVISIONS REGARDING ENVIRONMENTAL MATTERS 
 
In the case of public hearings relating to negative declarations or environmental impact 
reports, expanded legal notice or public review and comment periods may apply. In such 
situations, the General Counsel shall review and determine additional public comment and 
notification periods which may be required by State or Federal law or regulation or Board 
Policy No. 512. 
 
4. OTHER NOTICES 
 
Notices of public hearings shall be sent to city councils, boards of supervisors or school 
districts that oversee areas affected by the subject of the public hearing or other public 
agencies as determined by the General Manager. 
 
In addition to the above legal notices, the General Manager or the Board may direct 
distribution of additional notices to enhance public awareness of the proposed public 
hearing. These notices may include, but are not limited to: 
 

(a) Publications in newspapers oriented to specific groups or neighborhoods that may be 
affected by the subject of the public hearing; 

 
(b) Direct mail notices to neighborhoods that may be affected by the subject of the public 

hearing; 
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(c) Information signs and/or fliers placed on buses and/or bus stop poles on the affected 
routes as the situation may warrant; 

 
(d) Press releases to area newspapers in the affected areas; and/or 

 
(e) Display advertisements in local newspapers(s) in the affected areas. 

 
IV. CONDUCT OF PUBLIC HEARINGS 
 
1. HEARING PROCEDURES 
 
Public hearings will be conducted at a regular, adjourned-regular or special meeting of the 
Board of Directors. Proceedings shall generally include, but are not limited to: 
 

(a) Announcement of the purpose of the hearing. 
 

(b) At the discretion of the Board President, introduction of the Directors and other 
Officers and Staff of the District who are present. 

 
(c) An introduction by the Board President, the General Manager, or the General 

Manager's designee, of the subject matter being considered at the public hearing. 
 

(d) Receipt of public comments. (Comments are typically preceded by an 
announcement that speaker forms should be completed by each speaker so that 
each individual may be recognized in an orderly manner. The allocation of time 
per speaker shall be pursuant to time limitations established under Board Policy 
No. 100, Rules for Procedures.) 

 
(e) Following receipt of oral and/or written comments, the public hearing shall be 

closed. If the Board chooses not to take action immediately following close of the 
public hearing, the Board President shall announce the time and date at which 
the Board will next consider the decision. How soon the Board makes its decision 
after the close of the public hearing is within the Board's discretion, unless a 
State or 

 
(f) Federal law or regulation or Board policy requires a decision within a specific 

period of time. 
 

(g) Prior to the initiation of a public hearing or prior to the close of a public hearing, 
the Board of Directors may, by motion, continue any public hearing to a specific 
time, date and place. As soon as practical after the Board's action to continue the 
item, but no more than 24 hours after that action, a notice of continuance shall be 
posted in the District General Offices in a location which is freely accessible to 
the public. 

 
 
2. ABSENCE OF BOARDMEMBERS AT A PUBLIC HEARING: 
 
If any Boardmember(s) or a quorum of the Board is absent from any public hearing, the 
public hearing may proceed and copies of the District Secretary's summary of the hearing 
(when minutes of the meeting cannot be prepared and approved in time for the meeting 
when the public hearing item will be considered), approved minutes, or an audio recording of 
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said hearing shall be provided to the absent Boardmember(s) prior to the vote on the 
decision(s) resulting from the public hearing. Each absent Boardmember shall state on the 
record that he/she reviewed the District Secretary's summary of the hearing, the approved 
minutes or listened to the audio tape prior to participating in the decision(s). 
 
3. WRITTEN COMMENTS: 
 
In addition to oral comments, written comments will be accepted prior to the close of the 
public hearing. Copies of all written comments shall be provided, or read, to all 
Boardmembers prior to their decision on the matter, including any Boardmember(s) who 
were absent when the public hearing occurred. 
 
4. RECORD OF HEARING: 
 
As provided for in Section 6.15 of the Board Policy No. 100, Rules for Procedure, the 
minutes of the Board of Director's meeting shall constitute the record of the public hearing. 
Audio recordings of said public hearings shall be maintained in accordance with the above 
Board Policy. Court reporter services shall be provided at the direction of the Board of 
Directors or as requested by the District Secretary, General Manager, or General Counsel. 



Appendix E: Recommended Public Engagement Standards

Item Frequency Type Written Materials Web Email Languages Social Media Mail Media Other

Board Agendas/Staff 

Reports

Regular meetings on the 2nd 

and 4th Wednesdays of each 

Month.  Special meetings as 

necessary.

Notices As request by public Regular meetings: posted at 

least 72 hours prior to the 

meeting.  Special meetings:  

posted at least 24 hours prior

Packet provided to the Board 

electronically.  The public can sign up to 

receive meeting announcement and 

agenda electronically via eNews

English.  Translation available upon request. Meeting notices w/ 

links to posted 

information on 

website.

Accessible formats can be 

made available to be mailed 

upon request

Meetings are audiocast and posted 

on the AC Transit website 

Meeting held in the 

Boardroom in Oakland; 

attempt to hold meetings 

in Central and South 

Alameda County and 

Contra Costs County 

annually.

Public Hearings As required by Policy 163 or 

state law

Notices and 

Hearing

→Newspapers (English, Spanish 

and Chinese)

→On-board buses (car cards)

→Legal Notices posted at least 

28 days prior to hearing; 

→Materials available as part of 

the Board agenda packet prior 

to adoption

Notification to interested parties and to 

those who receive notice of Board 

meetings

→English

→Spanish (website, newspaper, buses)

→Chinese (website, newspaper, buses)

→Safe Harbor Language assistance provided 

upon request

Notice of Public 

Hearing

Accessible formats can be 

made available to be mailed 

upon request

→Legal Notices published in 

newspaper

→Press releases issued for significant 

actions                                                  

→Display ads published in 

newspapers

Notices placed on Board 

buses or at bus stops 

Legal Notices →As needed per Policy 163; 

→As required by NEPA/CEQA;

→As needed for legal 

resolution

Notices and 

Hearing

→Newspapers 

→On-board buses (car cards) if 

applicable

→To recipient, if legal action, in 

English with language assistance 

offered

→To environmental plan 

commenters, in English, language 

assistance offered

→Legal Notices posted at least 

28 days prior to hearing; 

→Materials available as part of 

the  Board agenda packet prior 

to adoption

→eNews blast to subsribed users (if 

applicable)

→To commenters of environmental 

documents as available

→English

→Spanish (website, newspaper, buses)

→Chinese (website, newspaper, buses)

→Safe Harbor Language assistance provided 

upon request

As determined →To recipient of legal action 

→To commenters of 

environmental document as 

available

→Legal Notices published in 

newspaper

→Press releases issued for significant 

actions (service/fare change or 

enviromental)

Outreach on Proposed 

Plans for Board Action 

(service/fare changes 

and environmental 

processes)

→During Scoping for Project or 

Change

→Necessitated by CEQA/NEPA

→Meetings

→Notices

→Meetings

→On board 

Vehicles  

→Proposed Plan documents

→Meeting Notices On-board 

buses

Notices posted on Website eNews blast to subsribed users of 

outreach effort

→Summary in English, Spanish and Chinese 

with language assistance offered

→Spanish (website, newspaper, buses)

→Chinese (website, newspaper, buses)

→If legal action to recipient, in English with 

other languages as requested

Notice of proposed 

plan outreach and 

meeting location

Accessible formats are 

available to be mailed to 

commenters of 

environmental documents or 

service/fare changes

→Legal Notices published in 

newspaper

→Press releases issued for significant 

actions (service/fare change or 

enviromental)

Outreach meetings held 

in affected areas of the 

service district or as 

necessitated to provide 

robust public 

participation

Approved Plans, 

documents or project 

information  

→Within 30 days of Approval

→As required by CEQA/NEPA

→Notices

→Press Releases

→Summary Action 

of environmental 

documentation

→Newspapers (English, Spanish 

and Chinese)

→On-board buses as determined

→Summary of environmental 

determination

→General Notices posted per 

CEQA/NEPA

→Materials posted in Board 

packet prior to adoption

eNews blast to subsribed users about 

plan adoption

→English

→Spanish (brochures/flyers, website, 

newspaper, buses)

→Chinese (brochures/flyers, website, 

newspaper, buses)

→Safe Harbor Language assistance provided 

upon request

Notice of approval as 

determined

Accessible formats are 

available to be mailed to 

commenters of 

environmental documents

Service and Fare 

Changes

→30-60 days prior to 

implementation (fares and 

service)

→As required by CEQA/NEPA

→Notices

→Press Releases

→Brochures, flyers, newspaper 

inserts

→Newspapers (English, Spanish 

and Chinese)

→On-board buses (car cards)

→General Notices posted at 

least 30 days prior to 

implementation

→Materials posted in Board 

packet prior to adoption

eNews blast to subsribed users of 

implementation

→English

→Spanish (brochures/flyers, website, 

newspaper, buses)

→Chinese (brochures/flyers, website, 

newspaper, buses)

→Safe Harbor Language assistance provided 

upon request

Notice of changes on 

multiple occassions 

prior to 

implementation

Use of radio (English, Spanish, 

Chinese) as determined

Service Disruption, 

Detour or Emergency

→5-30 days prior to 

implementation (if known)

→As determined by events 

(road closure, etc.)

→Notices

→Press Releases

→On-Board 

Vehicles

→Brochures, flyers, newspaper 

inserts

→On-board buses (car cards)

Notices posted on Website eNews blast to subsribed users →English

→Spanish and Chinese if disruption is planned

→Safe Harbor Language assistance provided 

upon request

Notice of service 

disruption, detour or 

emergency

N/A Use of radio (English, Spanish, 

Chinese) as determined

General Awareness 

Campaign

As determined →Notices

→Press Releases

→On-Board 

Vehicles (car 

cards)

→Brochures, flyers, newspaper 

inserts

→Newspapers (English, Spanish 

and Chinese)

→On-board buses (car cards)

Notices posted on Website eNews blast to subsribed users →English

→Spanish

→Chinese

→Safe Harbor Language assistance provided 

upon request

As determined N/A Use of radio, TV (English, Spanish, 

Chinese) as determined

Surveys and Market 

Research

→As determined

→To comply with Title VI

Survey Survey

Press release announcing survey 

conduct

Notices about survey conduct eNews blast to subsribed users of survey 

conduct

Notice about survey and survey: →English

→Spanish

→Chinese

→Safe Harbor Language assistance provided 

upon request

Annoucement of 

occurance

N/A May use media to encourage riders 

to particiapte 
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Appendix D: Language Assistance Plan 
 

The Language Assistance plan that follows will help AC Transit ensure that people who speak English 

less than very well can access District programs and activities. 
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Executive Summary 

 

Federal regulations require that agencies which receive federal funds, including AC Transit, “must 

take reasonable steps to ensure meaningful access to their programs and activities by Limited English 

Proficient (LEP) persons.” As a means of ensuring this access, the Federal Transit Administration 

Office of Civil Rights created a handbook which provides step-by-step instructions for conducting the 

required LEP needs assessment with the use of a four-factor analysis. 

AC Transit undertook the needs assessment with determination that all reasonable efforts are made 

to ensure no member of its public is left underserved due to a limited ability to speak, read, write, or 

understand English. AC Transit believes in the rights of all residents within its community, and 

wholeheartedly supports the overriding goal of providing meaningful access to its services by LEP 

persons and the entire community. AC Transit believes, as proposed by the federal government, that 

providing language assistance to persons of limited-English-speaking abilities will have a positive 

impact not only on LEP persons themselves, but also on AC Transit ridership in general. Reaching out 

to the LEP population sends a positive – and truthful – message that they are welcome and 

appreciated. Making it easier for LEP persons to use its system will likely have a positive impact on AC 

Transit usage.  

 

The Four-Factor Assessment 

This four-factor framework was undertaken by AC Transit in the summer of 2014. (An earlier 

assessment was conducted in December 2011.) It is outlined in the following pages and consists of 

assessing the: 

1. Number and proportion of LEP persons served or encountered in the eligible service 

population; 

2. Frequency with which LEP individuals come into contact with the program, activity, or service; 

3. Nature and importance of the program, activity, or service provided by the program; and 

4. Resources available to the recipient and costs. 

The four-factor assessment was conducted by Quantum Market Research and Nancy Whelan 

Consulting with key support from AC Transit planning staff.  

 

Factor 1: Identification of LEP Individuals 

In this first step, a variety of analyses were conducted, including studying the American Community 

Survey 2008-2012 5-year sample and California Department of Education data – as well as conducting 

primary research with AC Transit employees to assess their level of interaction with LEP persons. 



AC Transit Language Assistance Plan Page 2 
 

As a means of assessing prior experiences with LEP individuals, the employee survey was devised to 

provide information for the Factor 1 analysis as well as on frequency of contact for Factor 2. All AC 

Transit employees – drivers and other staff – were asked to complete self-administered surveys. For 

15% of AC Transit employees, more than half of the people they encounter each day are LEP persons. 

Census data show that of the total population in the AC Transit Service Area that speaks a language 

other than English, 291,054 people or, 20.6% of the total population, speak English less than very well. 

This is the LEP population. 

By far, the most prevalent languages spoken in the AC Transit Service Area are Spanish (131,987 LEP 

persons) and Chinese (69,099 LEP persons), and these Spanish and Chinese LEP speakers account for 

nearly seven in ten of all LEP speakers in the AC Transit Service Area. Altogether, there are 15 

languages spoken by more than 1,000 estimated LEP persons, meeting the US Department of 

Transportation “safe harbor” designation. The top five languages – adding Tagalog, Vietnamese and 

Korean to Spanish and Chinese – account for more than 83% of all LEP speakers. 

AC Transit has created tiers of the language categories and uses this tiering system in determining 

rolling out of recommended actions. The “predominant” or “primary” languages are Spanish and 

Chinese (including both Cantonese and Mandarin). The “secondary” languages are Tagalog, 

Vietnamese, and Korean. The “safe harbor” languages are the remaining 10 languages. 

Community-based organizations collectively serving hundreds of thousands of LEP persons and other 

populations each year answered survey questions online and spent additional time answering follow-

up questions with staff. Input from these CBOs reinforced the belief that many LEP persons are 

public-transportation-reliant and encounter problems unique to their limited English skills which can 

make navigating public transit particularly difficult. 

 

Factor 2: Frequency of Contact by LEP Persons with AC Transit Services 

This second step provided further proof that LEP persons are frequent users of AC Transit services 

and AC Transit employees often cross paths with LEP persons. Categorizing the level of their 

encountering LEP riders and members of the public, one-quarter of all AC Transit employees say they 

encounter LEP riders many times a day. These LEP riders are most often seeking routes/wayfinding 

information (according to 65% of employees), fares (51%), and schedules (42%). 

In line with the Factor 1 data on the types of languages spoken by these LEP persons using AC Transit 

are employees’ assessments of the most predominant languages spoken: 76% of employees name 

Chinese, 74% name Spanish, and 20% name Vietnamese. 

LEP persons themselves indicated that they use public transportation for a wide range of destinations 

and the level of use indicates clearly how the LEP community relies heavily on public transportation in 

all aspects of daily life. 
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According to the 2012 Ridership survey, nearly one-third (32%) of all riders speak a language other 

than English at home. Spanish speakers make up 17% of AC Transit’s ridership base. The next-most 

often spoken languages among riders are Mandarin (3%), Cantonese (2%) and Tagalog (2%). 

Since the implementation of the language assistance system at the AC Transit call center in March 

2013, 324 LEP callers have been helped, with the overwhelming majority of these callers speaking 

Spanish. 

Factor 3: Importance to LEP Persons of AC Transit’s Programs, Activities, and Services 

When completing on-board surveys, LEP persons reported a heavy reliance on AC Transit and an 

overall satisfaction with the system. While most find it easy to use, about 45% of all riders reported 

encountering problems when riding AC Transit because they do not speak English. Generally speaking, 

however, the problems they are encountering are ones that any rider might encounter. Very few 

cited specific issues they encountered because they do not speak English well. They place great 

importance, however, on the types of information that AC Transit shares with its English-speaking 

riders. Of greatest importance are signs at the bus stop and on the bus in their native languages and 

the ability to communicate in their native language when they call AC Transit or visit its Customer 

Service Center or its website.  

Asked the best way to obtain input from their populations in order to better serve them, the CBOs 

suggested a number of steps which, to one degree or another, AC Transit already does, including 

conducting intercept surveys, attending community meetings, and asking employees for input. 

Ensuring that critical information is available in languages most commonly spoken within AC Transit’s 

service territory ensures the access of these LEP riders to AC Transit service. Frequent connection 

with CBOs serving these populations, with LEP riders themselves, with LEP business owners and 

residents in close proximity to AC Transit construction projects and with its employees will provide 

feedback on AC Transit’s success in continuing to ensure all have equal access. 

Factor 4: Available Resources and Costs of Language Assistance Services 

This final step weighs the demand for language assistance against AC Transit’s current and projected 

financial and personnel resources. As will be seen, there are a number of ways AC Transit intends to 

improve LEP persons’ use of and experience with AC Transit in the coming months as well as in the 

coming years. It is AC Transit’s intention to fully maximize available funds to reach the greatest 

number of LEP persons and have the greatest impact within its service territory. In addition, it is AC 

Transit’s aim to seek additional funds from other sources to supplement current allocations. 
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Language Assistance Plan 

There are a number of new initiatives AC Transit will undertake to support the goal of improving LEP 

persons’ meaningful access to AC Transit’s services, programs, and activities. It is important to 

increase LEP persons’ knowledge of navigating the system before they even venture to a bus stop as 

well as ensure their successful use of AC Transit buses. Moreover, it is important to provide a 

meaningful opportunity for LEP persons to participate in the public comment process for planning 

activities. Measures AC Transit will undertake to do this include:  

 Creating its own Language Assistance Hotline to be accessed by both LEP riders and AC Transit 

staff 

 Ensuring the successful translation of documents into 80 languages by posting documents or 

text online in a format which can be interpreted by the Google Translate button 

 Creating a Public Outreach Needs and Strategies Plan to reinforce the need for staff to 

consider all constituents whenever a new project is planned 

 Implementing Public Hearing and Meeting Protocols that  ensure LEP riders are given advance 

notice of the availability of translation services at public meetings 

 Working with more community based organizations and deepening existing relationships to 

ensure LEP persons learn of the new features available to them following the implementation 

of the Language Assistance Plan 
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Part A: 

Factor One – Analysis of Existing Data 
 

Summary 

For the Factor One analysis a review of available data sources enabled AC Transit to classify the 

languages spoken in the AC Transit service area into three categories for the purposes of developing 

our LEP plan:  

 Primary:  This represents the two languages that are spoken in the heaviest concentrations in 
the District (Spanish and Chinese) 

 Secondary:  This represents three additional languages with significantly less concentration 
than Primary (Vietnamese, Tagalog and Korean) 

 Safe Harbor: This represents the remaining languages in the service area that meet the safe 
harbor definition and includes a total of 10 additional languages. 
 

Data Sources 

For the District’s analysis, data from the American Community Survey (ACS) 2008-2012 5-year 

estimates were used. People are considered to be Limited-English Proficient (LEP) if they indicated 

that they speak English “less than very well.” 

Service Area Boundaries 

The AC Transit Service Area boundary covers a part of Alameda County and a portion of Contra Costa 

County. However, this service area boundary does not align perfectly with the Census Tract 

boundaries. To estimate the LEP population, all Census Tracts that were either partly or completely 

within the AC Transit Service Area (excluding two Census Tracts that are situated entirely over water) 

plus all other Census Tracts within Union City were selected in formatting the AC Transit Service Area 

boundary analysis area (hereafter referred to as the “ACT Service Area”).  (Although Union City itself 

is not part of the AC Transit service area, the District supplies much service to and from Union City, 

and to Transit Centers within it.) Together there are 363 Census Tracts identified within the ACT 

Service Area. 

Data Analysis 

Table 1 from the ACS 2008-2012 5-Year Estimates provides detailed information on the specific 

languages spoken by people at home at the Census Tract level. It further divides each non-English 

speaking group into two categories respectively: those who speak English “very well” and those who 

speak English “less than very well.”  By totaling the number of persons who speak English “less than 

very well” from each non-English speaking group, 291,054 people were identified as the LEP 
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population within the ACT Service Area. This represents 20.55% of the total ACT Service Area 

population of 1,416,341. 

According to the Safe Harbor provision of FTA Circular 4702.1B, “if a recipient provides written 

translation of vital documents for each eligible LEP language group that constitutes five percent (5%) 

or 1,000 persons, whichever is less, of the total population of persons eligible to be served or likely to 

be affected or encountered, then such action will be considered strong evidence of compliance with 

the recipient’s written translation obligations.” 

Table 1 below identifies the non-English languages that are spoken by people within the ACT Service 

Area who state they speak English less than very well. There are a total of 291,054 LEP people in the 

ACT Service Area who fall into this category, with 266,179 speaking either a Primary language 

(Spanish or Chinese), a Secondary language (Tagalog, Vietnamese or Korean), or a Safe Harbor 

language.  

 

    
ACS LEP Population 
(Speaks English Less 

than "Very Well") 
% of Total 
Population 

% of Total 
LEP 

Population 

Total Population ACS 2008-2012 1,416,341       

Spanish or Spanish Creole:   131,987 9.32% 45.35% 

Chinese:   69,099 4.88% 23.74% 

Tagalog:   17,680 1.25% 6.07% 

Vietnamese:   16,422 1.16% 5.64% 

Korean:   6,430 0.45% 2.21% 

Hindi:   4,508 0.32% 1.55% 

Persian:   4,421 0.31% 1.52% 

Japanese:   3,034 0.21% 1.04% 

Arabic:   2,292 0.16% 0.79% 

Portuguese or Portuguese Creole:   2,258 0.16% 0.78% 

Mon-Khmer, Cambodian:   2,095 0.15% 0.72% 

Russian:   1,978 0.14% 0.68% 

Laotian:   1,528 0.11% 0.52% 

Gujarati:   1,256 0.09% 0.43% 

French (incl. Patois, Cajun):   1,191 0.08% 0.41% 

Other non-English Languages   24,875 1.76% 8.55% 

Total   291,054 20.55% 100.00% 

Table 1 Language spoken at home in AC Transit service Area 

Source: ACS 2008-2012 5-Year Estimates, Table B16001, “Language Spoken at Home by the Ability to Speak English” 
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Using the population threshold of 1,000 persons or more who speak English less than very well as LEP, 

roughly 19% of the total AC Transit Service Area population age 5 and older is considered Limited 

English Proficient. Taken together, Spanish and Chinese LEP speakers account for nearly seven in ten 

LEP speakers in the AC Transit Service Area. LEP speakers of the five most commonly spoken 

languages (Spanish, Chinese, Tagalog, Vietnamese, and Korean) account for over 83% of all LEP 

speakers. 

According to the guidelines set forward by the FTA, this analysis also reviewed alternate and local 

sources of data; in particular the California Department of Education’s Educational Demographics 

Unit provides enrollment data each year. There are 14 unified school districts falling within the AC 

Transit Service Area, and according to the DOE’s report on enrollment for the 2013-14 school year, 

25.7% of the school population is identified as English Learners – students who do not speak, read, 

write, or understand English well 

Total area school population:  215,980 

Total Area English Learner Population 55,593 (25.7% of total population) 

Number of languages reported spoken by the 
area English Learner population 

56 

Table 2 English Learner population in AC Transit service area 
Source: California DOE 2013-14 enrollment figures 
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Table 3 Languages spoken by English Learner population in AC Transit service area 

Source: CA Dept. of Education Educational Demographics Unit, 2013-14 School Year 

 

The following map shows the spatial distribution of LEP population within the ACT Service Area. It 

groups the Census Tracts into two categories: where the LEP population percentage is larger than the 

ACT Service Area average (20.55%) and where the LEP population percentage is less than or equal to 

the ACT Service Area average.  The map demonstrates a general pattern that LEP populations tend to 

be concentrated in Census Tracts from the Western and Southwestern areas of the ACT Service Area.  

Of the total 363 Census Tracts in the ACT Service Area, 161 Census Tracts have an LEP population 

percentage larger than 20.55% of the ACT Service Area average, which represents 44.35% of the total 

Census Tracts within the ACT Service Area. 

English Learner Population No. in Study Area Population

Spanish 37,524 

Cantonese/Mandarin 4,774 

Filipino (Pilipino or Tagalog) 1,906 

Vietnamese 1,699 

Arabic 1,463 

Punjabi 1,018 

Hindi 678 

Farsi (Persian) 657 

Urdu 372 

Telugu 368 

Korean 322 

Tamil 256 

Khmer (Cambodian) 242 

Mien (Yao) 230 

Tongan 211 

Japanese 206 

Pashto 203 

Other non-English languages 3,424 

Total 55,553
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 Figure 1 Limited English Proficiency (LEP) population in AC Transit service area 

 Source: American Community Survey 2008-12, 5 Year Estimates Table B16001, Census 2010 
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Part B: 

Employee Survey on Contact with LEP Persons 

 

Approach 

One of three primary data gathering efforts as part of the plan included securing employee input 

about their interaction with members of the public and riders in general, including those with Limited 

English Proficiency. During July and early August, employees were encouraged to complete the 

survey. All employees with email addresses received a link to the online survey from the General 

Manager. Bus drivers received hard copy surveys and were told about the study in an Operations 

bulletin, which is seen by all operating division employees. Additional outreach was done by QMR 

staff at all three bus yards in the morning and afternoon of July 29. Hard copy surveys were also 

provided to Customer Service Center employees and private security employees. Additionally, clerks 

at the online call center were provided a slightly revised online version and asked to complete the 

survey. 

A total of 214 people completed the survey, including 97 bus drivers. (The various versions of the 

Employee surveys are included in Appendix A.) 

Results 

Non-bus operators and non-customer service line employees were asked if they encounter riders or 

members of the public on a typical day; 46% of the respondents indicated that they do. Among the 

remainder, nearly everyone said they do interact with riders or members of the public over the 

course of the year. 

Among all survey respondents, about one-third do not encounter riders or members of the public on 

a typical day, while nearly four in ten meet 50 or more people over the course of their day. 

 

Table 3 
Number of Riders/Members of Public Encountered Daily 
“In a typical day, how many riders/members of the public 

do you encounter?” 
    

No. of Riders/Members of Public % 

Zero 31.3% 

1 to 9 8.4% 

10 to 49 21.5% 

50+ 38.8% 

Total 100.0% 
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What are these riders and members of the public seeking when they interact with AC Transit? First 

and foremost, it is route and wayfinding information, with more than six in ten AC Transit employees 

indicating that’s what is being sought. More than half say riders are asking for schedule or fare 

information. Table 4 shows all of the services and information being sought. 

 

Table 4 
Services/Information Sought by Riders/Public* 

“What subject of services or information are these 
riders/members of the public 

TYPICALLY seeking?”  
    

Services/Information Sought % 

Routes/wayfinding 62.1% 

Schedules 54.7% 

Fares 53.3% 

Complaints/commendations 42.5% 

Bus conditions (broken equipment, cleanliness, etc.) 26.2% 

Service changes/detours 25.7% 

Public information (hearings, board meetings, etc.) 16.4% 

ADA/accessibility for the disabled 15.0% 

Crime/security 8.4% 

Accidents 7.5% 

Discrimination 6.1% 

Other 8.4% 

Don't know 4.7% 

* Multiple responses accepted   
 



AC Transit Language Assistance Plan Page 12 
 

About three in ten either encounter no LEP riders or fewer than 5% of the people they encounter are 

unable to speak English very well. On the other end of the spectrum, 14% of surveyed AC Transit 

workers reported that at least half of the public they encounter are LEP. Another quarter of workers 

say between 20% and 49% of the people they encounter are LEP.  

Table 5 
Percent of Riders Encountered Who are LEP 

“Consider the riders/members of the public you encounter 
who do not communicate well in English. What percentage 

of ALL riders/members of the public you encounter 
would you estimate are unable to communicate well in 

English?” 
    

Percent of Riders/Members of Public % 

Zero/Not applicable 15.4% 

Less than 5% 15.0% 

5% to 19% 23.8% 

20% to 49% 27.1% 

50% or more 14.0% 

Don’t know 4.7% 

  100.0% 

 

Four in ten AC Transit employees said they encounter LEP riders or members of the public at least 

daily, while one-quarter rarely or never encounter LEP riders or members of the public. 

Table 6 
How Often Are LEP Riders Typically Encountered 

“How often do you TYPICALLY encounter riders/members of 
the public seeking assistance who are unable to 

communicate well in English?” 
    

How Often LEP Riders Encountered  % 

Many times a day 22.9% 

A few times a day 18.2% 

A few times a week 14.5% 

A few times a month 10.7% 

Less than once a month 9.3% 

Rarely/never/not applicable 24.3% 

  100.0% 
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As was the case with all members of the public, the most frequently sought service by LEP riders in 

particular is information about routes, with about 65% of AC Transit employees who encounter LEP 

riders citing that as the key information requested. While fare information appears to be seen as 

equally sought by all members of the public as LEP riders, fewer AC Transit employees believed LEP 

riders are seeking schedule information compared to those in the general public. Far fewer also said 

LEP riders were interested in making complaints or commendations. 

Table 7 
Services/Information Sought by LEP Riders* 

“What subject of services or information were THESE 
riders/members of the public who do not communicate  

well in English TYPICALLY seeking?”  
    

Services/Information Sought % 

Routes/wayfinding 64.7% 

Fares 51.1% 

Schedules 42.1% 

Complaints/commendations 17.9% 

Service changes/detours 16.8% 

Public information (hearings, board meetings, etc.) 10.0% 

Bus conditions (broken equipment, cleanliness, etc.) 9.5% 

ADA/accessibility for the disabled 5.8% 

Crime/security 4.2% 

Discrimination 3.7% 

Accidents 2.6% 

Other 4.2% 

Don't know 11.1% 

* Multiple responses accepted   
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About eight in ten AC Transit employees pointed to Spanish and Chinese (both Cantonese and 

Mandarin) as being commonly spoken by LEP riders. In a distant third are Vietnamese speakers. 

About 14% cited either Tagalog or Korean. 

Table 8 
Languages Commonly Spoken by LEP Riders* 

“Which of these languages do you recognize as being 
COMMONLY used by limited-English-speaking 
riders/members of the public you encounter?” 

    

  % of 

  respondents 

Languages  mentioning 

Spanish 83.2% 

Chinese 79.5% 

Vietnamese 25.8% 

Tagalog (Filipino) 14.7% 

Korean 14.2% 

Hindi/Punjabi/Indian dialect 5.3% 

Other 8.4% 

Don't know/Not applicable 5.8% 

* Multiple responses accepted   
 

Next, employees were asked to select the three top languages commonly spoken by LEP riders. Not 

surprising, Chinese and Spanish were cited as being most spoken by LEP riders. 

Table 9 
Top Three Languages Commonly Spoken by LEP Riders* 

“Which languages are most of your limited-English-speaking 
riders/members of the public speaking?”  

    

  % of 

  respondents 

Languages mentioning 

Chinese 75.8% 

Spanish 73.7% 

Vietnamese 19.5% 

Tagalog (Filipino) 11.6% 

Korean 10.0% 

Hindi/Punjabi/Indian Dialect 3.7% 

Other 5.8% 

Don't know/Not applicable 8.9% 

* Multiple responses accepted   
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Among the employees themselves, two in ten said they were proficient in another language. 

Table 10 
Respondent Non-English Proficiency 

“Can you speak well in any languages other than English?” 
    

Do You Speak Languages Other than English Well % 

Yes 21.0% 

No 79.0% 

  100.0% 

 

Among those who speak a language other than English well, more than one-third said they were 

proficient in Spanish and two in ten said they were proficient in one or more of the languages 

common in India. 

Table 11 
Languages Spoken By Employees 

“What other languages can you speak well?” 
    

  % of 

  respondents 

Language Mentioning* 

Spanish 35.9% 

Hindi/Punjabi/Other Indian 20.5% 

Chinese 10.3% 

Tagalog (Filipino) 10.3% 

Korean 2.6% 

Other 30.8% 
* Among those who speak another 
language well   

 

Employees were also asked, “What training, assistance and/or tools could AC Transit give employees 

to help them assist people who don’t speak English well, are from other countries, don’t have much 

education, etc.?” (A complete list of verbatim responses is provided in Appendix B.) 

Overall, about half of all respondents were able to offer suggestions, with just under three in ten 

advocating for printed information in other languages. Two in ten advocated for in-house translators 

and interpreters and another two in ten said the District should teach employees other languages. 

One in ten wanted to learn common terms in other languages or receive a manual of those terms. 

Finally, one in ten pointed to the need for translation applications for smartphones and other 

computers. 
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Table 12 
Where Should AC Transit Focus its Efforts to Improve Communications with 

all Riders/Members of the Public* 
“What training, assistance and/or tools could AC Transit give employees to 

help them assist people who don’t speak English well, are from other 
countries, don’t have much education, etc.?” 

    

  % of 

  respondents 

 
mentioning 

Printed information (signs, brochures, etc.) in 
other languages 28.8% 

Have in-house translation/interpretation available 19.2% 
Teach employees to speak other 
languages/provided classes 19.2% 
Provide manual of common terms/teach 
employees common terms in other languages 12.5% 

Translation apps 10.6% 

Other 14.4% 

* Multiple responses accepted   

 

The last question asked everyone but the call center representatives to choose as many as three 

things AC Transit should focus its efforts on in order to improve communications with all riders and 

members of the public. By far, having signs and information in different languages was at the top of 

the list, with three-quarters selecting this. 

  



AC Transit Language Assistance Plan Page 17 
 

Table 13 
Where Should AC Transit Focus its Efforts to Improve Communications with 

all Riders/Members of the Public* 
“In order to improve communications with all riders/members of the public, 

which of the following do you think AC Transit should focus its efforts?” 
    

  % of 

  respondents 

 
mentioning 

Signs and information in different languages 74.0% 
Providing employees with manuals containing 
  common terms and phrases in other languages 35.1% 

More customer service information 33.6% 

More bilingual employees 32.8% 
Access to in-house translators through a 
telephone language line 26.0% 

Advertising 22.1% 

Voice recognition apps for smartphones 20.6% 
Employees wearing “I speak…” buttons indicating 
other languages they speak 19.8% 

Website 16.8% 

Social media (Facebook, Twitter, etc.) 13.7% 

Community meetings 13.0% 

* Multiple responses accepted   

 

About one-third said AC Transit should provide employees with manuals containing common terms 

and phrases in other languages, provide more customer service information, or hire more bilingual 

employees. Another quarter believed having in-house translators through a telephone language line 

was something the District should consider.  

Summary 

The employee survey results lead us to draw the following conclusions. 

1. AC Transit employees have extensive interaction with riders and members of the public and with 

LEP riders as well.  

 While some employees do not interact with the public in a typical day, more than six in ten 

encounter 10 or more members of the public or riders each day. 

 For four in ten employees, at least 20% of the people they encounter are LEP individuals. 

 Four in ten employees encounter LEP individuals every day. 
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2. According to employees, both English-proficient and LEP riders are most likely to be seeking 

information or assistance about routes, fares, and schedules. But whereas four in ten AC Transit 

employees thought English-proficient riders are also looking to make complaints or 

commendations, far fewer believed LEP riders are looking to do so. It is possible this disparity 

relates to employees not understanding what LEP riders might be asking about. 

 

3. Spanish and Chinese were seen by employees as being the languages most often spoken by LEP 

riders.  

 

4. A sizeable minority of employees are able to engage members of the LEP community directly, 

with two in ten reporting they can speak another language well. 

 

5. In addition to wanting signs and brochures in multiple languages, AC Transit employees also 

wanted to learn additional languages themselves or, alternatively, learn common phrases used by 

LEP riders. Having in-house translators and interpreters was another thing employees reported 

needing. 
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Part C: 

Interviews with Community-based Organizations 

 

Approach 

In addition to conducting interviews with employees and riders, QMR conducted online surveys with 

leaders of community based organizations (CBOs) throughout Alameda and Contra Costa counties 

using databases of contacts maintained by AC Transit.  Appendix C provides a complete list of the 

CBOs that were contacted. Follow-up interviews obtaining additional feedback were also conducted.  

All told, about two dozen representatives of CBOs completed the online survey. (In addition, staff 

from two public agencies participated in the survey.) Although some did not provide contact 

information – as anonymity was promised – many did. Staff from the following organizations 

identified their affiliations: 

– Youth UpRising 

– Street Level Health Project 

– City of Fremont, Transportation and Paratransit 

– Airport Area Business Association (AABA) 

– Hayward Main Library 

– East Bay Asian Local Development Corporation (EBALDC) 

– Genesis 

– Urban Habitat 

– Spectrum Community Services 

– RYSE Youth Center (Richmond) 

– Rockridge Community Planning Council 

– East Bay Housing Organizations 

– Gray Panthers of the East Bay 

– TransForm 

– Afghan Coalition 

Survey questions were designed to obtain demographic information on the populations the CBOs 

serve, their clients’ transportation needs and use of public transit, difficulties of LEP persons in using 

public transit, the types of information needed, methods of communication with the populations, and 

methods of delivering the information. (A copy of the online survey is included in Appendix D.) 
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Findings 

Nearly all of the CBOs serve a particular geographic area, some focused throughout the Bay Area but 

most within a smaller region, in most cases a city but some even within particular neighborhoods. 

The number of people they serve on an individual basis ranges from as few as 100 to 300, to as many 

as 2 million. The bulk of these organizations serve between 1,500 and 10,000 individuals. Collectively, 

they provide services to 3 million individuals (with some overlap among the different populations 

served). 

By a margin of 4 to 1 these organizations report that the number of people they serve has increased 

over the past three years rather than stayed the same. (None reported a decrease in the number of 

people they serve.) 

The countries of origin the CBOs serve, in addition to U.S.-born individuals, include Afghanistan, 

Mexico, China, Guatemala, El Salvador, Yemen, Vietnam, Cambodia, the Philippines, Russia, Laos, 

Thailand, Pakistan, India, and Mongolia,  as well as West African nations and other Central American 

and South American countries. 

Many of the CBOs report serving English-speaking individuals as well as those who speak other 

languages, primarily Spanish and a variety of Asian languages. Other languages mentioned as being 

one of the top three languages spoken by their populations include Dari, Farsi, Pashtu, Hindi, 

Mongolian, and Mam. 

Asked the primary age groups of the people they serve, nearly all report serving all age ranges. 

Assessing the literacy level of their clients (that is, the ability to read and write) in their native 

language, half assess it as “Basic,” while nearly all of the remainder are equally divided between 

“Intermediate” or “Proficient.” (Just one CBO reports serving a population that is “Below Basic” in 

their native language.) Among those assessing their population’s literacy in English, one-quarter call it 

“Below Basic” and one-quarter call it “Basic.” The remainder considers the English literacy at 

Intermediate or Proficient levels. (It should be pointed out that the interviews conducted with CBOs 

included those whose populations are not necessarily LEP in order to lend insight into the 

development of the Title VI program update and the Public Participation Plan.) 

Next, the CBOs characterized the degree to which their populations rely on AC Transit for their 

transportation.  Seven in ten CBOs said their populations rely on AC Transit for their main 

transportation. The remainder said that while their clients don’t rely on public transportation, they 

use AC Transit sometimes. Given the high degree of use of public transportation, it’s not surprising 

that nearly all of the CBOs report that the populations they serve “regularly inquire about how to 

access public transportation or express a need for transportation service.” 

The CBOs report a variety of difficulties their populations have in using the public transportation 

system, ranging from cost or security, to lacking information in their native languages, and frequency 

of service. Specifically, CBOs said things such as: 
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– “Not having materials available in their native language.” 

– “Figuring out which bus to take to their destination.” 

– “Getting information about changes to the schedules and routes.” 

– “Frequency of service. Cost. Accessibility (transit doesn't go where they need to go as riders).” 

– “Not understanding the schedule of the buses.”  

–  “Cost is the primary factor. Prices have risen substantially, especially for people who need to 

transfer. People often choose not to access resources such as medical care, jobs, English 

classes, etc., due to the cost of the bus. Lack of reliability is also a major issue, when buses are 

late, which is frequent, community members are late to work, appointments, etc. This often 

causes people to arrive very early to ensure they get there on time, which is a huge time cost 

for working families.  Finally, lack of accessible route information for people without internet is 

an issue we see every day. There is a lack of maps in the community (and to take home) that 

show the whole system and are large enough to actually be used and understood.” 

–  “Since most of the residents we serve are on fixed income, affordability is a huge issue. Fare 

hikes of even 50 cents to a dollar can determine whether our member leaves their home or 

stays. Accessibility is another issue. Many of our members are seniors or have special needs. 

When drivers sometimes do not wait for them to sit down before taking off or when other 

riders do not offer them seats, it makes it difficult for them to utilize and trust AC Transit 

service. Safety is also a big concern for many of the residents we serve. We hear regularly of 

members who want better lighting and bus shelters. We also hear about the want for 

increased reliability of arrival times. Many have been pushing for real time dashboards.” 

 

Asked the best way to obtain input from their populations in order to better serve them, the CBOs 

name a number of steps which, to one degree or another, AC Transit already does, including 

conducting intercept surveys, attending community meetings, and asking employees for input. 

Verbatim responses included: 

– “Invite patrons to complete a quick survey while they're riding the bus; i.e., create an app or 

have reps on the bus engaging bus riders.” 

– “Ask ridership.” 

– “Focus groups.” 

– “Have people to give brief interviews at the bus stops, also ask the bus drivers what types of 

questions they get asked by riders.” 

– “Surveys handed out by staff; attend a house meeting where all members are expected to 

attend.” 

– “Interactive and accessible discussions with existing community groups such as CBOs, schools, 

churches, etc.  Open office hours at a community space to gather input.” 

– “Through grassroots organizing groups. Focus groups.” 
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– “The best way to obtain input from our members is to hold a community meeting where they 

live and congregate. Since the communities we serve are affordable housing residents, AC 

Transit can arrange on-site visits. Resident service coordinators of affordable housing 

properties many times coordinate presentations and meetings. They can be a helpful resource 

in creating a space and doing outreach to get residents to attend the meetings.” 

– “Maintain a team of permanent canvassers that speak multiple languages and can provide 

regular, ongoing outreach at odd hours that would be willing to speak with transit riders on 

buses and at bus stops about changes and proposals that seem to regularly happen at AC 

Transit. The canvassers should be uniformed and become known "ambassadors" that the 

public can learn to trust and build relationships with, and be seen as an accessible outlet for 

information about AC Transit.” 

– “Translate the information and gave them information about how far the buses goes and how 

to use it.” 

 

Offering the two or three things their populations need from AC Transit to be better served, CBOs 

covered the gamut from providing additional information in native languages to providing lower cost 

options to increasing frequency and security. Specific suggestions included: 

– “Supporting agencies like ours to provide travel training to people in their native language  - 

video segments on different aspects of public transit use in various languages  - ensuring that 

all bus stops have posted schedules with basic info in other languages.” 

– “Accurate information both on the website and on the paper bus schedules.” 

–  “Youth need some sort of resource guide on how to get a clipper card.  Youth need some sort 

of training on how to access youth discount.” 

– “Bus passes; easily readable transit maps; better lighting at bus stops.” 

– “Reliability, frequency of service.” 

– “Free transfers, free or discount passes for very low-income.  Big, usable map flyers with routes 

to take home.” 

– “More affordable cost riding AC Transit such for Adults, seniors, disabilities, and youth.” 

– “Lower cost options for young people, greater frequency between schools and community 

centers.” 

CBOs were also asked which public agencies do a particularly good job and why and which ones do a 

particularly poor job. Both BART and Muni were named by several as doing a particularly good job, 

but AC Transit was mentioned as well, including for its Line 51 bus. On the other side of the coin, 

BART and AC Transit were also cited for doing a poor job serving the populations. About twice as 

many were unable to name or declined any agency that did a poor job as declined to name agencies 

doing a particularly good job. 
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Comments about those doing a particularly good job included: 

– “BART is very good at communicating. City of Oakland is good at communicating.” 

– “City and County government publishes posters and handouts. AC Transit does a great job too.” 

– “The Alameda Public Health Department has done a good job of reaching out to our 

population by collaborating with us to send a health insurance technician to our site one day a 

week. She has open office hours and enrolls people directly into county programs - she is highly 

accessible and responds to calls. Programs are free for people with very low income.” 

– “SFMTA: translations, LEP outreach and working with CBOs.” 

– “On-site staff at affordable housing properties would know better which agencies do 

consistent outreach, but several resident members have stated their interest and participation 

in the BART program which teaches seniors how to use BART as well as provides them with a 

BART gift card. The presentations are held on-site and according to the participants' schedule.” 

– “Muni does a good job of partnering with nonprofit service organizations in doing a better job 

than parachuting in expensive consultants to collect feedback from stakeholders. These local, 

service based organizations already have and maintain clear channels of communication with 

local populations that can be leveraged to improve Muni's community engagement efforts.” 

On the negative side: 

–  “Any agency that does not communicate in Chinese or have translators would be perceived as 

providing poor service.” 

– “BART – seems to get no input from public.” 

– “Not sure but I do hear a lot of complaints from patrons regarding lack of current bus 

schedules.” 

–  “Agencies that do not take into considerations the needs and capacity of their constituents. 

For example, many agencies hold meetings during the day when most constituents are at work 

and thus are unable to participate, or they speak in technical terms to constituents who may 

not be familiar or have exposure to that language.” 

– “AC Transit/Clipper.” 

– “BART does very little, if any, partnering with any local stakeholders to address local needs, 

and so ends up planning projects and expenditures that meet political agendas as opposed to 

delivering the best possible transit service for a multitude of stakeholders (i.e., making parking 

affordable but not the transit itself or building the Oakland Airport Connector instead of 

improving station access or re-investing in infrastructure to keep service affordable, reliable 

and accessible).” 
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Suggestions on ways AC Transit communicates with CBOs populations match some of what AC Transit 

currently does in its outreach, including attending community events. Specific suggestions made by 

the CBOs include: 

– “Community outreach at our events, or regular information flow to the office for e-distribution.”  

– “Early communication is best.  In the past, we received notifications to send out to the public 

too late.” 

– “Again updated paper bus schedules sent to us on a regular basis.” 

– “If one doesn't have internet access or portable devices the lack of paper schedules is a 

drawback.” 

– “Having more meetings to involve the community in their neighborhoods.”  

– “Visit regularly and provide information packets that we can offer to new members.” 

– “Work in closer partnership with CBOs who have a base in your core ridership/communities.” 

– “If there are any decisions that could impact the affordability or accessibility of their bus 

service, it would be great if AC Transit reached out to advocacy groups such as ours or directly 

with the on-site staff at affordable housing properties to set up a community meeting. When 

communicating with the residents we serve, the language should be clear and non-technical, 

and should clarify what changes (if any) will occur and how it will impact them.” 

– “Do a massive campaign at middle/high schools about the Youth Discount pass.” 

 

Conclusion 

AC Transit has made great strides at continuing to build and maintain relationships with CBOs 

throughout its service territory.  This is evidenced by the databases the District has built that enabled 

this research, and by the comments made regarding the District’s outreach to the communities 

served by these CBOs. It is clear that CBOs are willing to act as the go-between for AC Transit and LEP 

and other populations, to be proactive partners in outreach, and to help AC Transit understand the 

transportation needs of their constituents. CBOs have repeatedly expressed their willingness to open 

their doors, their meetings, and their lists to help ensure the populations they serve – and AC Transit 

– can succeed. 
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Part D: 

Rider Survey 

Approach 

A small study was conducted via intercept interviews with riders of AC Transit to assist in determining 

how important AC Transit services are to riders, as well as how language services and outreach could 

be improved. The overall goal of the survey extended beyond providing information for the Language 

Assistance Plan; the survey served the additional purpose of providing information for the Title VI 

Program update as well as the development of the Public Participation Plan. Two English versions of 

the self-administered survey were created: one for native English speakers and one for non-native 

English speakers. The survey was also translated into five languages, and riders were asked to 

complete the survey in the language of their choice: Spanish, Chinese, Tagalog, Vietnamese, and 

Korean. 

Routes were selected based on concentrations of LEP riders seen in the 2012 Ridership Survey and by 

reviewing the Factor 1 analysis and talking with bus drivers. A total of 110 riders completed the 

survey. (Copies of all versions of the survey instrument are included in Appendix E.) 

QMR staff fielded the survey between August 6 and August 13, 2014. The results are below. 

Results 

First, riders were asked how often they ride AC Transit. Nearly six in ten (57.3%) would be considered 

frequent riders.  This may indicate that these riders are transit dependent or did not have other 

transportation options available for the trip: 

 

Table 14 
Frequency of Riding AC Transit 

“How often do you use AC Transit?” 
    

 
% 

5 or more days per week 57.3% 

1-4 days per week 26.4% 
Less than 1 day per week but at least once a 
month 11.8% 

Never or almost never 4.5% 

Total 100.0% 

 

Another quarter of all riders (26.4%) use AC Transit for many of their transportation needs, riding the 

system between one and four days per week.  



AC Transit Language Assistance Plan Page 26 
 

When asked about their destinations when using AC Transit, riders indicated that they use public 

transportation for a wide range of destinations. The most commonly reported destination was home, 

mentioned by 70% of respondents. Other destinations cited by at least four in ten riders included 

work (55.5%) and shopping and errands (43.6%). One-quarter reported riding AC Transit to and from 

school while nearly two in ten rely on it for social outings or recreation. All these responses reinforce 

how the LEP community relies heavily on AC Transit in all aspects of daily life. 

Table 15 
Destination When Using AC Transit*  

“Please tell us where you are going when you use public 
transportation.” 

    

 
% 

Home 70.0% 

Work 55.5% 

Shopping/errands 43.6% 

School 27.3% 

Sports/social outings/recreation 18.2% 

Daycare 1.8% 

Other 8.2% 

* Multiple responses accepted   
 

Next, riders were asked several questions regarding their satisfaction with AC Transit, the ease of 

using AC Transit, and how often they encounter difficulties when using AC Transit because they speak 

their native language. (Riders who completed the survey in English were asked how often they 

encounter difficulties because English is not their native language or, in the case of English-language 

speakers, how often they encountered any difficulties at all.) 

Nearly two-thirds of riders are either very satisfied (22.7%) or fairly satisfied (40.9%) with AC Transit: 

Table 16 
Satisfaction with AC Transit 

“How satisfied are you with AC Transit?” 
    

 
% 

Very satisfied 22.7% 

Fairly satisfied 40.9% 

Neutral 20.9% 

Fairly dissatisfied 11.8% 

Very dissatisfied 3.6% 

Total 100.0% 
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Another two in ten (20.9%) are neutral. Just 15.4% overall are dissatisfied, with the bulk of these 

riders saying they are “fairly dissatisfied.” 

Turning to the ease of riding AC Transit, three-quarters of these riders find it easy to use AC Transit: 

Table 17 
Ease of Using AC Transit 

“How easy do you find it to use AC Transit?” 
    

 
% 

Very easy 32.7% 

Fairly easy 43.0% 

Neutral 13.1% 

Fairly difficult 9.3% 

Very difficult 1.9 

Total 100.0% 

 

Just one in ten find it difficult to use the system. Another 13.1% are neutral. 

Three in ten of these riders (31.1%) almost never or never have difficulty riding AC Transit because of 

their language and another quarter (24.5%) report they do not encounter problems too often: 

Table 18 
Frequency of problems using AC Transit because of 

language 
“How often do you have problems using AC Transit 

because you speak [LANGUAGE OF SURVEY]?” 
    

 
% 

Very often 12.3% 

Fairly often 32.1% 

Not too often 24.5% 

Almost never/never 31.1% 

Total 100.0% 

 

However, one-third (32.1%) do encounter problems fairly often, and another 12.3% said they 

encounter difficulties using AC Transit very often. 

Interestingly, when asked to cite the problems they might encounter using AC Transit because they 

speak another language, the vast majority who answered that question either indicated they don’t 

have problems because they speak another language or they cited instances likely affecting all riders, 

regardless of language proficiency, including: problems related to late buses; drivers failing to 
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announce stops or skipping stops; concerns about security on the bus; and other issues unrelated to 

being unable to speak English well. 

Overall, fewer than 10% of the LEP riders specifically mentioned language-related issues, making such 

comments as: 

– “Because drivers don't speak Spanish to tell me how much is the bus to another house.” 

– “Does not have bus drivers who speak Chinese.” 

– “Drivers are despots with Hispanics. Discriminate against us and pretend not to understand 

us.” 

– “My problem is not being able to ask the bus driver for a certain bus stop.” 

– “Sometimes drivers get angry with me because I don't understand what they tell me.” 

– “Sometimes I ask something but the drivers don't understand me.” 

– “When I ask something, they don't understand me.” 

How do these LEP passengers cope when encountering problems? Here’s what they said: 

– “I cannot do anything. We communicate in sign language.” 

– “I can do nothing. I just endure.” 

– “I try to ask for help from people who speak Spanish.” 

– “I prefer to ask other passengers.” 

– “I ask someone who speaks Spanish.” 

– “I ask someone who speaks English and they tell the driver what I need.” 

(All of the verbatim responses can be found in Appendix F.) 

The extent to which information access might be improved was addressed by several questions in the 

survey. First, respondents were asked how important it is to them that they can get information or 

answers to questions in their native language regarding bus fares, bus routes, changes in service 

when they take effect, notification of temporary changes, and announcements of proposed service 

changes so they can comment. 
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First, customers were asked about the importance of the various types of information. Results are 

shown in Table 19: 

Table 19 
Importance of Various Types of Information Available in 

Native Language 
“Using a scale of 1 to 5, please circle how important it is to 
you that you can get information or answers to questions 

about each of the following from AC Transit in [LANGUAGE 
OF SURVEY].” 

(Mean Scores: 1 Not Important to 5 Very Important) 

    

 
Mean 

Changes in service when they take effect 4.1 

Bus routes 4.0 

Bus fares 3.8 

Proposed service changes (so I can comment) 3.8 

Notification of temporary changes 3.8 

 

Using a scale of 1 to 5, with 1 meaning it is not important to get information or answers to questions 

in their native language and 5 meaning it is very important, riders assigned levels of importance to 

receiving the different types of information in their native language. “Changes in services when they 

take effect” slightly edges out the other types of information, but not significantly. These ratings 

indicate a clear thirst on the part of LEP riders to be able to understand everything AC Transit has to 

offer. 

After asking how important it was to receive types of information in their native language, 

respondents were asked how rate the methods of receiving information in their native language. 

Table 20 shows the relative importance of the sources of information in the LEP population’s native 

languages. Bus stop signs and signs on the bus rise to the top as information in need of being 

translated into other languages.  

Riders also rate native language information as important when calling AC Transit or visiting its 

Customer Service Center or its website. Riders find it least important that AC Transit communicate via 

native language newspapers, on the radio or on television. While overall less important in comparison, 

the data supports LEP riders wanting the same information communicated in the same manner as AC 

Transit communicates with English speakers.  
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Table 20 
Importance of Ways AC Transit Should Communicate in 

Native Language 
“Using a scale of 1 to 5, please circle how important it is to 
you to get information in [LANGUAGE OF SURVEY] in each 

of the following ways.” 
(Mean Scores: 1 Not Important to 5 Very Important) 

    

 
Mean 

Signs at the bus stop 4.3 

Signs on the bus 4.2 

AC Transit/511 telephone system 4.1 

AC Transit Customer Service Center 4.1 

Brochures on the bus 4.0 

AC Transit website 4.0 

Brochures in the community 3.9 

On television 3.8 

On the radio 3.7 

In the newspaper 3.6 

 

Next, all non-English speakers were asked to choose the two best information sources from six 

possible ways AC Transit could communicate with LEP riders in their native language.  

Results, shown in Table 21, indicate that coordinating with non-English television and radio stations 

was seen as important, if not more important than communicating on the buses and at the bus stops. 

Table 21 
Two Best Ways for AC Transit to Communicate with LEP in 

Native Languages 
“What are the two best ways for AC Transit to communicate 

with people who speak [LANGUAGE OF SURVEY]?” 
    

 
% 

Television 43.5% 

On buses 38.0% 

Radio 32.6% 

At bus stops 29.3% 

Newspapers 22.8% 

Website 13.0% 

Other 3.3% 

* Multiple responses accepted   
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Television likely comes to the top in this case because respondents were asked to think of the best 

ways AC Transit could communicate with all people who speak their native language versus the best 

way to communicate with them individually. As Table 20 shows, when rating the importance of 

providing the respondent information, respondents preferred on-site or AC Transit channels, but 

when considering how AC Transit should communicate with everyone who speaks their language, the 

far-reaching sources were seen as important. 

A demographic profile of respondents was created based on the final questions in the survey – the 

number of people in the household, total income, race or ethnicity, the language primarily spoken at 

home, and proficiency in English. 

As seen in Table 22, nearly six in ten respondents live in households with at least four people in them. 

One-third live on annual household incomes of less than $10,000 per year and another quarter live on 

incomes of between $10,000 and $24,999. The overwhelming majority of these LEP riders have 

incomes of less than $50,000 per year.  AC Transit considers anyone who lives in a household with 

income of less than 200% of the Federal Poverty Level (approximately $47,700 per year for a family of 

4) to be low-income. 

About half of the LEP riders completing the survey identify as Hispanic or Latino and more than one-

third are Asian.  Spanish or a Spanish dialect is spoken in the homes of 44.1% of the LEP riders 

surveyed, and nearly three in ten speak Chinese or a Chinese dialect at home.  Six in ten of these LEP 

riders say they do not speak English well or do not speak it at all. 
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Table 22 

Demographic Profile of Respondents 

 
% 

Number of People in Household 
 1 9.4% 

2 14.6% 

3 17.7% 

4 24.0% 

5 or more 34.4% 

  

Annual Household Income  

Less than $10,000 32.1% 

$10,000 to $24,999 25.6% 

$25,000 to $34,999 17.9% 

$35,000 to $49,999 12.8% 

$50,000 or more 11.5% 

  

Race/Ethnicity  

Hispanic 49.1% 

Asian 36.4% 

Black/African-American 4.5% 

White/Caucasian 4.5% 

Other 5.4% 

  

Language Spoken at Home  

Spanish/Spanish dialect 44.1% 

Chinese/Chinese dialect 27.5% 

English/English and another language 18.6% 

Vietnamese 3.9% 

Tagalog 2.9% 

Arabic 2.0% 

Other 1.0% 

  

How Well Speak English (LEP only)  

Very well 20.7% 

Well 19.6% 

Not well 40.2% 
Not at all 19.6% 
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Conclusions 

The survey results lead us to draw the following conclusions. 

 It is clear that the LEP community and lower-income residents rely heavily on AC Transit as a 

means of transportation. 

 By a margin of 4 to 1, LEP riders are more likely to be satisfied rather than dissatisfied with 

using AC Transit. Still, 15.5% are dissatisfied with using AC Transit, although most of those are 

“fairly dissatisfied” rather than “very dissatisfied.”  Based on the comments, dissatisfied LEP 

riders are dissatisfied with circumstances that non-LEP populations also find dissatisfying; 

namely, reliable service, cost, and security on the bus. 

 Overall, these LEP riders do not find it difficult to use AC Transit, with three-quarters saying it 

is easy.  Just one in ten finds it difficult. 

 Even with such satisfaction levels and perceptions of ease of us, about 45% of all riders 

reported encountering problems when riding AC Transit because they do not speak English. As 

previously noted, a review of the issues raised by these riders leads to the conclusion that, 

generally speaking, the problems they are encountering are ones that any rider might 

encounter. Fewer than a dozen actually point to specific issues they encountered because 

they do not speak English well. 

 LEP riders show a desire for all the types of information that AC Transit shares with its English-

speaking riders.  
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Part E: Factor Two – Frequency of Contact with LEP Persons 

The FTA handbook for implementation advices for Factor 2, “Recipients should assess, as accurately 

as possible, the frequency with which they have or should have contact with individuals from 

different language groups seeking assistance, as the more frequent the contact, the more likely 

enhanced language services will be needed. The steps that are reasonable for a recipient that serves 

an LEP person on a one-time basis will be very different than those expected from a recipient that 

serves LEP persons daily.” 

In addition to conducting surveys with employees, CBO representatives, and riders, we reviewed the 

2012 ridership survey, as well as information regarding language assistance requests received at the 

AC Transit call center. (Information on encounters with LEP persons at AC Transit’s Customer Service 

Center is not currently kept.) 

According to the 2012 Ridership survey, nearly one-third (32%) of all riders speak a language other 

than English at home. Table 23 shows as a percentage of all riders the number speaking a language 

other than English at home: 

Table 23 
What Language Other than English do you Speak at 

Home?* 
    

Percent of Riders 2012 % 

Spanish 17% 

Mandarin Chinese 3% 

Cantonese Chinese 2% 

Tagalog 2% 

French 1% 

Vietnamese 1% 

Korean 1% 

Russian ** 

Portuguese ** 

All other 6% 

*Multiple responses accepted 
 **Less than 1% of all riders  

 

  



AC Transit Language Assistance Plan Page 35 
 

Since March 2013, the number of LEP persons calling AC Transit (via the Metropolitan Transportation 

Commission’s 511 line) totaled just 324 calls in nine languages: 

 

 

 

Of concern to AC Transit is the path an LEP caller must take in order to speak and receive information 

in their native language. The local telephone number that transit agencies in the region use for trip 

planning assistance – 511 – is available only in English.  A caller wishing information about trip 

planning on AC Transit must say “AC Transit” to be transferred to the AC Transit call center.  AC 

Transit contracts with Language Services Associates for additional translation services for LEP callers 

who have successfully connected to the call center. One of the recommendations in this LAP is 

creation of an AC Transit language hotline, where people who don’t speak English very well could 

access language translation assistance directly. It is anticipated that this will have a big impact on the 

number of callers who are able to access all of AC Transit’s services in their native language. 

Following the 2011 Language Assistance Plan, AC Transit added the “Google Translator” button to its 

website, enabling all LEP persons access to AC Transit information online in their native language.   

 

  

Mar.-Dec. 2013 Jan.-June 2014 Total 18 Months

Spanish 165 100 265

Cantonese 24 14 38

Mandarin 8 3 11

Hindi 3 1 4

Tagalog 1 1 2

Burmese 1 0 1

French 1 0 1

Japanese 1 0 1

Vietnamese 0 1 1

Total 204 120 324

Number of Calls Received in 16-Month Period at

AC Transit Call  Center
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Part F: Factor Three – Importance of AC Transit Services to LEP Persons 

The third step in the four-factor assessment relates to evaluating the importance to LEP persons of 

AC Transit’s programs, activities and services. Here, the guidance says, “The more important the 

activity, information, service, or program, or the greater the possible consequences of the contact to 

the LEP individuals, the more likely language services are needed. The obligations to communicate 

rights to an LEP person who needs public transportation differ, for example, from those to provide 

recreational programming. A recipient needs to determine whether denial or delay of access to 

services or information could have serious or even life-threatening implications for the LEP 

individual…providing public transportation access to LEP persons is crucial. An LEP person’s inability 

to utilize effectively public transportation may adversely affect his or her ability to obtain health care, 

education, or access to employment.” 

Without a doubt, AC Transit is a vital means of transportation for persons with limited English 

proficiency. As noted repeatedly in all of the research, LEP persons rely on AC Transit. Fully one-third 

of all AC Transit riders speak a language other than English at home. Employees, CBO leaders, and 

riders themselves all expressed a need for AC Transit to communicate with LEP persons in their native 

languages. With the implementation of language assistance translation services into its call center 

and with Google Translator available on all of AC Transit’s website pages, AC Transit has made a 

concerted effort to enhance the availability of information to all persons. Other services in their own 

languages LEP persons would be likely to take advantage of include: 

– Signs at bus stops and on the buses themselves; 

– Purchase of tickets and fare media (Clipper) at AC Transit’s Customer Service Center; 

– Printed collateral; 

– On-board vehicle announcements; 

– Notices of proposed service or fare changes, temporary service changes, and implementation 

of service changes; and 

– Title VI public notices, complaint form, and procedures. 

The onboard survey with LEP persons reviewed previously shows a strong desire for AC Transit to 

provide all types of information to its non-English speaking riders. The surveys with CBO and AC 

Transit employees indicate an understanding that AC Transit should further enhance its abilities to 

provide outreach and assistance on a variety of levels with LEP persons, particularly when it comes to 

educating them on how to ride AC Transit and accessing its services. 

Ensuring that critical information is available in languages most commonly spoken within AC Transit’s 

service area ensures the access of these LEP riders to AC Transit service. Frequent connection with 

CBOs serving these populations, with LEP riders themselves and with the District’s own employees 

will provide feedback on AC Transit’s success in continuing to ensure all have equal access. 
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Part G: Factor Four – Resources Available to the Recipient and Costs 

The final step in the four-factor analysis is designed to weigh the demand for language assistance 

against current and projected financial and personnel resources. The DOT Guidance says, “A 

recipient’s level of resources and the costs imposed may have an impact on the nature of the steps it 

should take in providing meaningful access for LEP persons. Smaller recipients with more limited 

budgets are not expected to provide the same level of language services as larger recipients with 

larger budgets. In addition, ‘reasonable steps’ may cease to be reasonable where the costs imposed 

substantially exceed the benefits. Recipients should carefully explore the most cost-effective means 

of delivering competent and accurate language services before limiting services due to resource 

concerns.” 

CURRENT MEASURES AND COSTS 

AC Transit currently provides a multitude of information and services in other languages. Annual costs 

associated with the current measures are estimated to be between $35,000 and $45,000. The 

majority of language assistance is provided by contractors through the language line through the AC 

Transit call center and local translation and interpretation services. The range of information in native 

languages varies depending on the language spoken. Nearly all printed materials are available in 

English, Spanish, and Chinese; information on AC Transit’s website can be translated through the 

Google Translator button, which currently provides translations for 80 languages. At public meetings, 

interpreters can be requested in advance at no cost to speakers for any of the Primary, Secondary, or 

Safe Harbor languages. Telephone assistance can now be provided through the use of a language 

assistance service, enabling LEP persons to access help on the phone. AC Transit’s Customer Service 

Center employees include those who speak Spanish, Cantonese, and Tagalog. Signage on buses and at 

bus stops is in English, Spanish, and Chinese. 

ADDITIONAL SERVICES 

Appendix G contains a spreadsheet outlining specific activities to either be expanded upon or 

implemented in order to provide LEP persons meaningful access to AC Transit’s programs and 

activities. The following pages describe the measures in greater detail. 

Currently, translations costs are born by the specific project or program requiring them.  Staff 

working on a policy change or a major change to service must include the costs of translating vital 

documents and providing in-person interpreters in the budgets for such an activity.  Going forward, 

AC Transit will include in its District-wide budget a line item for translation and interpretation, to 

ensure the translation requirements of this plan are met consistently across departments and 

projects.  Since resources for translation are already being spent (albeit in a piecemeal fashion), this is 

a logical and efficient step. 
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The creation of its own Language Assistance Hotline is seen as one of the key linchpins to expanding 

access to LEP persons. Providing an independent hotline means LEP persons will not have to navigate 

the 511 system in order to get assistance on AC Transit. The current steps required for an LEP person 

to gain such assistance is not user-friendly and do not provide meaningful access. Creating this 

infrastructure will expand AC Transit employees’ ability to communicate with LEP persons. The 

hotline will be publicized throughout the District, including on the website, all printed materials, and 

on the buses. Employees encountering LEP persons will be able to call the hotline as well, facilitating 

communication with people who may need language assistance. 

To the extent possible, all new Documents on the Website will be able to be translated using the 

Google Translator button. Scanned documents are not able to be translated, so new documents will 

use the source document (PDF, Word, etc.) or content will be provided as text in a webpage which 

can be translated with Google Translate. While much content on the website is now able to be 

translated using the Google Translate button, some information remains English-only due to the use 

of pictures or scanned material that can’t be translated. This new policy will gradually increase the 

amount of information that can be translated. 

The recommendations include the translation of vital and other documents as follows: 

 Title VI Public Notice, Title VI Complaint Form and Procedures, Notice of Free Language 

Assistance, Legal Notices: these materials will be translated into all of the 15 Safe Harbor 

languages. 

 Fare and Service Change Information: translate into Primary and Secondary languages and 

provide ability to access the information in Safe Harbor languages. 

 General Promotional Materials: translate into Primary and Secondary languages as funding 

permits and into Safe Harbor languages as determined by location. 

 Construction and Other Courtesy Notices: translate into Primary languages and into 

Secondary and Safe Harbor languages as determined by location. 

 Safety and Security Information: use pictographs as much as possible. 

The Title VI Internal Awareness and Training recommendation is also one of the primary 

components of the measures AC Transit will undertake. Integrating Title VI awareness into all 

activities and into the general knowledge base of the District will foster a greater understanding of 

the importance of implementing these changes. 
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The creation of a Public Outreach Needs and Strategies Plan is another important component to the 

overall success of AC Transit’s steps to ensure all constituents’ needs are taken into account. All new 

projects would identify the attributes of the people in the geography affected (i.e., primary languages 

spoken, income status) and include strategies to reach those constituents. As with the Project Charter 

Process, project team members would submit documentation outlining their outreach process in 

order to be approved by Title VI staff prior to implementation and approval of project. This would 

formalize processes that might already be undertaken by AC Transit employees in their current 

project planning.  

Implementing a Public Meeting Protocol is suggested to ensure all public meetings are accessible to 

any person, regardless of English proficiency, to the greatest extent possible. For all public hearings, 

and at least one community outreach meeting in a topic cycle, Primary Language translators should 

be in attendance and the availability of these translators, as well as the availability of Safe Harbor 

language translators upon request, should be promoted well in advance of the meetings. Several 

meetings held as part of the Title VI outreach process in the spring did include translators, and the 

promotion of the availability of translators made it possible for LEP persons to take advantage of 

them. 

Outreach and Communication with Community Based Organizations and the task of Developing 

Relationships with CBOs represent an enhancement of the work already being done by AC Transit 

staff. A large database of CBOs already exists. This plan calls on AC Transit to partner with other 

organizations to add additional contacts to the database; to communicate with CBOs the new 

activities undertaken following plan implementation (i.e., Language Assistance Hotline, "How to Ride" 

videos and brochures, etc.); and to continue working to develop ongoing partnerships for future 

planning activities.  

The umbrella of Employee Training includes several activities: Employee Training, Employee Tuition 

Assistance, and the creation of a Language Manual. All of these respond to suggestions made by AC 

Transit employees in the survey and in individual meetings with departments as part of the four 

factor analysis.  As a first step, the newest version of the Operators User Guide will include 

information about Title VI and drivers’ responsibilities under the Civil Rights Act. In addition, the 

following recommendations should be considered for implementation: 

 Establishing diversity training of all AC Transit employees as a way to introduce general Title VI 

concepts, as well as provide information about language assistance measures and how to 

access them. Providing assistant superintendents with additional training and assistance to 

enable enhanced counseling with drivers found to have violated Title VI procedures following 

customer complaint, and requiring all such drivers to go through "refresher" diversity training.   

 Conducting training for staff involved in planning and marketing of new activities and projects 

to integrate Title VI protected populations into planning.   
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 Promoting the availability of tuition assistance to all employees and encouraging them to 

learn a primary or secondary language as a good strategy for improving language assistance.  

 The creation of a manual of common phrases used by LEP riders in using AC Transit system. 

Since taking language courses may not be possible for everyone, such a manual could increase 

staff’s ability to engage with LEP persons, and could include, for example, phonetically spelled 

out phrases in different languages such as “This bus goes to…” and “You need to take the #X 

bus to go to…” and “Please move to the back of the bus…” and "This bus is out of service. 

Please wait for next bus..." 

With the implementation of its own Language Hotline, the need for several activities should be 

diminished. Still, AC Transit should work with employee unions to explore creating an Employee 

Ambassador Program, establishing a pool of Employee Translators, and using “I Speak” Buttons, 

which are all viable steps to help employees interact better and more effectively with LEP persons. 

The idea of the ambassador program involves using AC Transit employee volunteers who represent 

various LEP and underserved populations. Ambassadors could attend meetings at appropriate CBOs 

to talk about AC Transit, how to ride and where to get information, and to get feedback from riders 

about issues they encounter. As part of the program, a “feedback” database will be created and 

shared with appropriate AC Transit personnel for follow-up action. Employees involved in the 

program, along with all other multi-lingual employees, will also wear “I speak…” buttons to foster 

communication with LEP persons. This will be particularly valuable for riders when encountering bus 

drivers wearing the buttons. 

Other suggestions relating to employees include seeking Bilingual New Hires, which means including 

as a desired trait in all new hiring, regardless of position, the ability to speak multiple languages and 

increasing the number of Bilingual Drivers in LEP Areas. This latter suggests that in the next collective 

bargaining agreement process, AC Transit advocate for allowing bilingual drivers to sign up for routes 

with higher densities of LEP speakers. 

Additional recommended measures include producing “How to Ride” Collateral that includes videos 

on AC Transit’s YouTube channel aimed at youth, seniors, and new users that will have English and 

Primary Language versions (with subtitles in Secondary Languages). Other collateral will be "How to 

Ride" pamphlets with greater use of illustrations and pictographs that include sources of additional 

information in multiple languages and creating a "How to Ride" curriculum for distribution to 

numerous ESL schools and school districts in the service territory. AC Transit should also produce and 

distribute in drivers’ pouches “I Speak…” Cards for use in emergency situations requiring language 

assistance. With the advent of the language assistance hotline, this will enable drivers to quickly keep 

LEP riders informed. 

  



AC Transit Language Assistance Plan Page 41 
 

Finally, the Elimination of English-only Campaigns will further underscore the need to consider all 

audiences when creating future promotional/marketing/awareness campaigns. At a minimum, 

communications in the Primary Languages will be included to ensure participation beyond English 

proficient riders. 

BUDGET ANALYSIS 

AC Transit understands that reducing barriers to accessing services and benefits of AC Transit to the 

extent resources are available will reap symbiotic benefits for the LEP populations as well as the 

District. With more LEP individuals using AC Transit, revenue will increase as well, likely making more 

funds available for increased language assistance programs. AC Transit management commits to 

devoting resources – monetary and staff time – to enhance LEP persons’ use of AC Transit programs 

and services.   
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Part H: Implementation Plan 

The DOT LEP Guidance notes that effective implementation plans “typically include the following five 
elements: 1) identifying LEP individuals who need language assistance; 2) providing language 
assistance measures; 3) training staff; 4) providing notice to LEP persons; and 5) monitoring and 
updating the plan.” 

Task 1: Identifying LEP Individuals Who Need Language Assistance 

As outlined previously in the Four Factor Analysis, AC Transit considered a number of sources in order 
to identify LEP individuals. Languages were grouped into three tiers: 

 Primary:  This represents the two languages that are spoken in the heaviest concentrations in 
the District (Spanish and Chinese) 

 Secondary:  This represents three additional languages with significantly less concentration 
than Primary (Vietnamese, Tagalog and Korean) 

 Safe Harbor: This represents the remaining languages in the service area that meet the safe 
harbor definition and includes a total of 10 additional languages. (These 10 languages are 
Hindi, Persian, Japanese, Arabic, Portuguese or Portuguese Creole, Mon-Khmer/Cambodian, 
Russian, Laotian, Gujarati, and French (including Patois and Cajun). 

Of the approximately 1.4 million people living in the AC Transit service area, roughly 291,000 (or 
20.55% of the total population) were persons who said they speak English less than very well, and are 
considered Limited English Proficient.  Taken together, Spanish and Chinese LEP speakers account for 
nearly seven in ten LEP speakers in the AC Transit Service Area. LEP speakers of the five most 
commonly spoken languages (Spanish, Chinese, Tagalog, Vietnamese, and Korean) account for over 
83% of all LEP speakers. 

Of the total 363 Census Tracts in the ACT Service Area, 161 Census Tracts have an LEP population 
percentage larger than the ACT Service Area average, which represents 44.35% of the total Census 
Tracts within the ACT Service Area. 

Task 2: Language Assistance Measures 

AC Transit is committed to providing meaningful access to information and services to its LEP riders. 
AC Transit uses various methods to accomplish this, including: 

 Google Translator button on AC Transit’s website 

 Language assistance service available when contacting the AC Transit call center 

 Translators (by request) at public meetings for at least one meeting during the cycle for 
outreach on a topic, and at all public hearings 

 Translating legal notices into Spanish and Chinese for placement in appropriate 
newspapers 

 Conducting surveys in English, Spanish, and Chinese 

 For major service and policy changes, translation of documentation and advertising into 
Spanish and Chinese and other secondary languages depending on the change and 
location 
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 Comment lines established for leaving input in Spanish and Chinese on proposed fare and 
service changes and other matters subject to public hearing 

 Hiring bilingual employees for its Customer Service Center 

 Leveraging assistance from CBOs in outreach to LEP populations and translations 

In Part G – Factor Four – detailed recommendations on additional measures to be undertaken by AC 
Transit were provided. (Appendix G contains a spreadsheet with specific recommendations.) The 
overarching goal of these measures is to arm AC Transit staff with the ability to interact more readily 
with LEP riders. Primary measures include: 

 Creating its own Language Assistance Hotline to be utilized by both LEP riders and AC Transit 
staff 

 Ensuring the successful translation of documents into 80 Google Translator languages by 
posting documents or text which can be interpreted by the button 

 Creating a Public Outreach Needs and Strategies Plan to reinforce the need to consider all 
constituents whenever a new project is planned 

 Implementing protocols for Public Hearings and Meetings that  ensure LEP riders are given 

advance notice of the availability of translation services at public meetings 

 Working with more community based organizations and deepening existing relationships to 
ensure LEP persons learn of the new features available to them following the implementation 
of the Language Assistance Plan 

Vital Documents and Translation Policy: 

An effective Language Assistance Plan includes the translation of vital and other documents into the 
languages of frequently encountered LEP customers. According to federal guidance, “vital written 
documents include, but are not limited to, consent and complaint forms; intake and application forms 
with the potential for important consequences; written notices of rights; notices of denials, losses, or 
decreases in benefits or services; and notices advising LEP individuals of free language assistance 
services.”1  

Based on the Four Factor analysis, the most frequently encountered languages have been broken 
down into the following three categories: 

 Primary Languages: Spanish and Chinese (Mandarin & Cantonese) 

 Secondary Languages: Vietnamese, Tagalog, and Korean 

 “Safe Harbor” Languages for vital document translation in addition to those listed above:  
Hindi, Persian, Japanese, Arabic, Portuguese or Portuguese Creole, Mon-Khmer/Cambodian, 
Russian, Laotian, Gujarati, and French (incl. Patois, Cajun) 
 

  

                                                           
1
 FTA Circular 4702.1B 
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Table 24 below lists both vital and non-vital documents and categories of documents (such as 
promotional materials) and identifies the language category into which they should be translated. 
However, AC Transit may provide a summary of a vital document and/or notice of free language 
assistance for the “Safe Harbor” languages, rather than a word-for-word translation of the vital 
document.   

AC Transit reserves the right to translate documents into more languages as circumstances dictate 
and resources allow. For example, the BRT Program Director may elect to provide translated 
construction notices in languages other than Spanish and Chinese, depending on the area and 
particular concentrations of LEP individuals. Due to the critical nature of safety and security 
information, AC Transit may rely on pictographs to the extent possible, so that information is 
communicated regardless of language spoken. 

Table 24: Vital and Non-Vital Document List 

Document Languages Vital Document? 

Title VI Public Notice All Safe Harbor Languages Yes 

Title VI Complaint Form and 
Procedures 

All Safe Harbor Languages  Yes 

Notice of Free Language Assistance All Safe Harbor Languages Yes 

Legal Notices All Safe Harbor Languages Yes 

Safety and Security Information Use of Pictographs Depends on subject 
matter 

Fare & Service Change Information Primary and Secondary Yes 

General Promotional Materials Primary, plus Secondary 
Languages as funding 
permits & as determined by 
location 

No 

Onboard Riding and Safety 
Information 

Primary, plus Secondary 
Languages as funding 
permits 

No 

Construction & other Courtesy 
Notices 

As determined by location No 
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Task 3: Training Staff 

AC Transit is committed to ensuring that District employees understand how to seek language 
assistance measures for their customers as well as the importance of federal Title VI requirements.  
The District intends to create an all-inclusive internal promotion of the existing and new language 
assistance measures as a means of ensuring all employees become familiar with the services available 
to LEP riders. AC Transit has already updated the training materials which all bus drivers receive on an 
annual basis, to include information relating to Title VI and interactions with LEP riders.  Also, 
Customer Call Center employees, who are reached by calling into the regional 511 telephone 
information system, receive training about both language assistance measures as well as the protocol 
for Title VI complaints.  Additional training will be conducted with all AC Transit staff to inform them 
of AC Transit’s responsibilities under the DOT LEP Guidance and to provide a summary of its Language 
Assistance Plan. 

AC Transit currently hires translators for hearings and public meetings, and uses bilingual staff among 
its own organization to provide translations services for events and meetings. Additionally, AC Transit 
currently has translators available through the call center and has hired bilingual employees in its 
Customer Service Center.  AC Transit intends to include as a desired strength in all future postings the 
ability to speak additional languages. With the introduction of its own Language Assistance Hotline, 
AC Transit will provide additional training to all employees – and promote to riders – the availability 
of the hotline to foster additional ways to communicate with LEP groups. 

Task 4: Providing Notice to LEP Persons of Language Assistance Measures 

AC Transit will use a variety of methods to ensure LEP persons are aware of the existing and new 
language assistance measures to be implemented. These measures include: 

 Posting a notice of the availability of language assistance in safe harbor languages on vital 
documents 

 Inserting language assistance notification on the AC Transit website, in its Customer Service 
Center, and in promotional materials (bus stop signs, cards on bus stops, etc.), introducing 
and explaining the new Language Assistance Hotline 

 Including the new Language Assistance Hotline number in all public hearing notices, fare and 
service change information notices, Title VI notices, and complaint forms  

 Placing notices in non-English-language newspapers of the existence of language assistance 
measures along with the new Language Assistance Hotline number that highlight the benefits 
to riders 

 Contacting CBOs to promote the new Language Assistance Hotline number and other 
language assistance measures to their constituents. 
 

Task 5: Monitoring and Updating the Plan 

AC Transit is committed to implementing the many changes to foster communications with LEP 
persons and to facilitate their use of AC Transit’s services and programs. AC Transit will monitor and 
update the plan as follows: 
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 On a triennial basis, AC Transit will review and update Census and other data (California 
Department of Education, ridership surveys, etc.) and update its LAP as appropriate. 

 Whenever public meetings are being held, AC Transit staff will review existing data on 
potential Primary, Secondary, and Safe Harbor language usage within the immediate 
geographic area and seek to provide translation services as appropriate for the area. 

 Periodically, AC Transit will solicit feedback about its language assistance performance in the 
eyes of its employees and the CBOs who provide services to LEP persons. 

 AC Transit will also conduct periodic on-board surveys, with language-appropriate instruments, 
to gauge LEP persons’ opinions and usage of AC Transit services and programs. 

 AC Transit will annually track the number of calls, noting the language of each, to its new 
Language Assistance Hotline. 

 AC Transit will annually track the number of LEP persons requesting assistance at its Customer 
Service Center. 

 AC Transit will annually review the accessibility of its Vital Documents (and other documents). 
New documents will be translated and posted on the website. 

 As part of its Public Outreach Needs and Strategies Plan, AC Transit staff will review the goals 
of all new projects as a means of overseeing staff’s understanding of the LEP needs in the 
geographic area of the new project. 

 

 



 

1 

Over 

 
 

Thank you for taking the time to complete this brief survey. Your input will help AC Transit assess the needs of all 

passengers, including those who don’t speak English very well. This survey information will be used as we prepare our 

Public Participation Plan, Language Assistance Plan and Title VI Program Update as required by the U.S. Department 

of Transportation. 

 

First, we would like to discuss all riders/members of the 

public you encounter. 

1. In a typical day, how many riders/members of the public 

do you interact with? (PLEASE GIVE YOUR BEST 

GUESS AS A NUMBER) 

_________________ 

 

2. What subject of services or information are these 

riders/members of the public TYPICALLY seeking? 

(PLEASE CHECK ALL THAT APPLY) 

 

 Routes/wayfinding 

 Schedules 

 Fares 

 Complaints/commendations 

 Crime/security 

 Accidents 

 ADA/accessibility for the disabled 

 Discrimination 

 Bus conditions (broken equipment, cleanliness, etc.) 

 Public information (hearings, board meetings, etc.) 

 Service changes/detours 

 I don’t know 

 Other (Specify):_____________________ 

 

3. Consider the riders/members of the public you 

encounter who do not communicate well in English. 

What percentage of all riders/members of the public you 

encounter would you estimate are unable to 

communicate well in English? (PLEASE GIVE YOUR 

BEST GUESS AS A PERCENTAGE)  

 

_________________ 

 

4. How often do you typically encounter riders/members of 

the public seeking assistance who are unable to 

communicate well in English? 

 

 Many times a day           A few times a month 

 A few times a day           Less than once a month 

 A few times a week         Rarely or never 

5. What subject of services or information were these 

riders/members of the public who do not communicate 

well in English TYPICALLY seeking? (PLEASE CHECK 

ALL THAT APPLY) 

 

 Routes/wayfinding 

 Schedules 

 Fares 

 Complaints/commendations 

 Crime/security 

 Accidents 

 ADA/accessibility for the disabled 

 Discrimination 

 Bus conditions (broken equipment, cleanliness, etc.) 

 Public information (hearings, board meetings, etc.) 

 Service changes/detours 

 I don’t know 

 Other (Specify):_____________________ 

 

 

  6. Which of these languages do you recognize as being 

COMMONLY used by limited-English-speaking 

riders/members of the public you encounter? (PLEASE 

CHECK ALL THAT APPLY) 

 

 Spanish 

 Chinese (including Mandarin, Cantonese) 

 Tagalog (Filipino) 

 Vietnamese 

 Korean 

 Other [SPECIFY]:______________________ 

 I do not recognize any languages 

 Not applicable 

 

  

SURVEY ON CONTACT WITH RIDERS/MEMBERS OF THE PUBLIC 

PLEASE TURN OVER 

TO COMPLETE THE SURVEY 

tkyllo
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tkyllo
Typewritten Text

tkyllo
Typewritten Text
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7. Which languages are most of your limited-English-

speaking riders/members of the public speaking? 

(PLEASE CHECK UP TO THREE) 

 

 Spanish 

 Chinese (including Mandarin, Cantonese) 

 Tagalog (Filipino) 

 Vietnamese 

 Korean 

 Other [SPECIFY]:______________________ 

 I do not recognize any languages 

 Not applicable 

 

8. Can you speak well in any languages other than 

English? 

 

 Yes [GO TO QUESTION 9] 

 No  [GO TO QUESTION 10] 

 

9. What other languages can you speak well? (PLEASE 

CHECK ALL THAT APPLY) 

 

 Spanish 

 Chinese (including Mandarin, Cantonese) 

 Tagalog (Filipino) 

 Vietnamese 

 Korean 

 Other [SPECIFY]:______________________ 

 Not applicable 

 

10.  What training, assistance and/or tools could AC Transit 

give employees to help them assist people who don’t 

speak English well, are from other countries, don’t have 

much education, etc.? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

 

11. In order to improve communications with all 

riders/members of the public, which of the following do 

you think AC Transit should focus its efforts? (PLEASE 

CHECK UP TO THREE)  

 

 Signs and information in different languages 

 More bilingual employees 

 Access to in-house translators through telephone 

language line 

 Social media (Facebook, Twitter, etc.) 

 Voice recognition apps for smartphones 

 Community meetings 

 Advertising 

 Employees wearing “I speak…” buttons indicating 

other languages they speak 

 Providing employees with manuals containing 

common terms and phrases in other languages 

 More customer service information 

 Website 

 

12. What is your division? 

 

___________________________________________ 

 

13. What line(s) are you currently driving? (LIST UP TO 

THREE LINES) 

 

1. ___________  3. ___________ 

 

2. ___________ 

 

 

 

 

 

 

 

 

 

14. In case we have follow-up questions, please provide 

your name, email address and phone number. This is 

optional. 

 

___________________________________________ 

[NAME] 

 

___________________________________________ 

[EMAIL ADDRESS] 

 

___________________________________________ 

[PHONE NUMBER] 

PLEASE DEPOSIT YOUR COMPLETED SURVEY IN 

THE GILLIE ROOM BY DISPATCH. 

THANK YOU FOR YOUR PARTICIPATION! 
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public

Thank you for taking the time to complete this brief survey. Your input will help AC Transit assess the needs of all passengers, including those who 
don’t speak English very well. This survey information will be used as we prepare our Public Participation Plan, Language Assistance Plan and 
Title VI Program Update as required by the U.S. Department of Transportation. 

1. In a typical day, do you encounter riders/members of the public?

 

*

 

Yes
 

nmlkj

No
 

nmlkj
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public

2. Over the course of a year, do you interact with riders/members of the public?

 

*

 

Yes
 

nmlkj

No
 

nmlkj
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public

3. In a typical day, how many riders/members of the public do you encounter? (PLEASE 
GIVE YOUR BEST GUESS AS A NUMBER)

 

*

Number
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public

4. What subject of services or information are these riders/members of the public 
TYPICALLY seeking? (PLEASE CHECK ALL THAT APPLY)

5. Consider the riders/members of the public you encounter who do not communicate 
well in English. What percentage of ALL riders/members of the public you encounter 
would you estimate are unable to communicate well in English? (PLEASE GIVE YOUR 
BEST GUESS AS A PERCENTAGE)

6. How often do you TYPICALLY encounter riders/members of the public seeking 
assistance who are unable to communicate well in English?

 

*

*

Enter number

*

Routes/wayfinding
 

gfedc

Schedules
 

gfedc

Fares
 

gfedc

Complaints/commendations
 

gfedc

Crime/security
 

gfedc

Accidents
 

gfedc

ADA/accessibility for the disabled
 

gfedc

Discrimination
 

gfedc

Bus conditions (broken equipment, cleanliness, etc.)
 

gfedc

Public information (hearings, board meetings, etc.)
 

gfedc

Service changes/detours
 

gfedc

I don’t know
 

gfedc

Other (please specify)
 

 
gfedc

Many times a day
 

nmlkj

A few times a day
 

nmlkj

A few times a week
 

nmlkj

A few times a month
 

nmlkj

Less than once a month
 

nmlkj

Rarely or never
 

nmlkj
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public
7. What subject of services or information were THESE riders/members of the public 

who do not communicate well in English TYPICALLY seeking? (PLEASE CHECK ALL 
THAT APPLY)

8. Which of these languages do you recognize as being COMMONLY used by limited
English speaking riders/members of the public you encounter? [PLEASE CHECK ALL 
THAT APPLY]

*

*

Routes/wayfinding
 

gfedc

Schedules
 

gfedc

Fares
 

gfedc

Complaints/commendations
 

gfedc

Crime/security
 

gfedc

Accidents
 

gfedc

ADA/accessibility for the disabled
 

gfedc

Discrimination
 

gfedc

Bus conditions (broken equipment, cleanliness, etc.)
 

gfedc

Public information (hearings, board meetings, etc.)
 

gfedc

Service changes/detours
 

gfedc

I don’t know
 

gfedc

Other (please specify)
 

 
gfedc

Spanish
 

gfedc

Chinese (including Mandarin, Cantonese)
 

gfedc

Tagalog (Filipino)
 

gfedc

Vietnamese
 

gfedc

Korean
 

gfedc

I do not recognize any languages
 

gfedc

Not applicable
 

gfedc

Other language (please specify)
 

 
gfedc
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public
9. Which languages are most of your limitedEnglishspeaking riders/members of the 
public speaking? (PLEASE CHECK UP TO THREE)

10. Can you speak well in any languages other than English?*

 

Spanish
 

gfedc

Chinese (including Mandarin, Cantonese)
 

gfedc

Tagalog (Filipino)
 

gfedc

Vietnamese
 

gfedc

Korean
 

gfedc

I do not recognize any languages
 

gfedc

Not applicable
 

gfedc

Other language (please specify)
 

 
gfedc

Yes
 

nmlkj

No
 

nmlkj
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public

11. What other languages can you speak well?

12. What training, assistance and/or tools could AC Transit give employees to help them 
assist people who don’t speak English well, are from other countries, don’t have much 
education, etc.?

 

13. In order to improve communications with all riders/members of the public, which of the 
following do you think AC Transit should focus its efforts? (PLEASE CHECK UP TO 
THREE)

 

*

*

55

66

Spanish
 

gfedc

Chinese (including Mandarin, Cantonese)
 

gfedc

Tagalog (Filipino)
 

gfedc

Vietnamese
 

gfedc

Korean
 

gfedc

Not applicable
 

gfedc

Other language (please specify)
 

 
gfedc

Signs and information in different languages
 

gfedc

More bilingual employees
 

gfedc

Access to inhouse translators through a telephone language line
 

gfedc

Social media (Facebook, Twitter, etc.)
 

gfedc

Voice recognition apps for smartphones
 

gfedc

Community meetings
 

gfedc

Advertising
 

gfedc

Employees wearing “I speak…” buttons indicating other languages they speak
 

gfedc

Providing employees with manuals containing common terms and phrases in other languages
 

gfedc

More customer service information
 

gfedc

Website
 

gfedc
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AC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the PublicAC Transit Survey on Contact With Riders and Members of the Public
14. What is your department?

 

15. What is your position?

 

16. In case we have follow up questions, please provide your name, email address and 
phone number. This is optional.

*
55

66

*
55

66

Name

Email address

Phone number
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AC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center Survey

Thank you for taking the time to complete this brief survey. Your input will help AC Transit assess the needs of all passengers, including those who 
don’t speak English very well. This survey information will be used as we prepare our Public Participation Plan, Language Assistance Plan and 
Title VI Program Update as required by the U.S. Department of Transportation. 
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AC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center Survey

1. In a typical day, how many riders/members of the public do you encounter? (PLEASE 
GIVE YOUR BEST GUESS AS A NUMBER)

 

*

Number
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AC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center Survey

2. What subject of services or information are these riders/members of the public 
TYPICALLY seeking? (PLEASE CHECK ALL THAT APPLY)

3. Consider the riders/members of the public you encounter who do not communicate 
well in English. What percentage of ALL riders/members of the public you encounter 
would you estimate are unable to communicate well in English? (PLEASE GIVE YOUR 
BEST GUESS AS A PERCENTAGE)

4. How often do you TYPICALLY encounter riders/members of the public seeking 
assistance who are unable to communicate well in English?

 

*

*

Enter number

*

Routes/wayfinding
 

gfedc

Schedules
 

gfedc

Fares
 

gfedc

Complaints/commendations
 

gfedc

Crime/security
 

gfedc

Accidents
 

gfedc

ADA/accessibility for the disabled
 

gfedc

Discrimination
 

gfedc

Bus conditions (broken equipment, cleanliness, etc.)
 

gfedc

Public information (hearings, board meetings, etc.)
 

gfedc

Service changes/detours
 

gfedc

I don’t know
 

gfedc

Other (please specify)
 

 
gfedc

Many times a day
 

nmlkj

A few times a day
 

nmlkj

A few times a week
 

nmlkj

A few times a month
 

nmlkj

Less than once a month
 

nmlkj

Rarely or never
 

nmlkj
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AC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center Survey
5. What subject of services or information were THESE riders/members of the public 

who do not communicate well in English TYPICALLY seeking? (PLEASE CHECK ALL 
THAT APPLY)

6. Which of these languages do you recognize as being COMMONLY used by limited
English speaking riders/members of the public you encounter? [PLEASE CHECK ALL 
THAT APPLY]

*

*

Routes/wayfinding
 

gfedc

Schedules
 

gfedc

Fares
 

gfedc

Complaints/commendations
 

gfedc

Crime/security
 

gfedc

Accidents
 

gfedc

ADA/accessibility for the disabled
 

gfedc

Discrimination
 

gfedc

Bus conditions (broken equipment, cleanliness, etc.)
 

gfedc

Public information (hearings, board meetings, etc.)
 

gfedc

Service changes/detours
 

gfedc

I don’t know
 

gfedc

Other (please specify)
 

 
gfedc

Spanish
 

gfedc

Chinese (including Mandarin, Cantonese)
 

gfedc

Tagalog (Filipino)
 

gfedc

Vietnamese
 

gfedc

Korean
 

gfedc

I do not recognize any languages
 

gfedc

Not applicable
 

gfedc

Other language (please specify)
 

 
gfedc
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7. Which languages are most of your limitedEnglishspeaking riders/members of the 
public speaking? (PLEASE CHECK UP TO THREE)

8. Can you speak well in any languages other than English?*

 

Spanish
 

gfedc

Chinese (including Mandarin, Cantonese)
 

gfedc

Tagalog (Filipino)
 

gfedc

Vietnamese
 

gfedc

Korean
 

gfedc

I do not recognize any languages
 

gfedc

Not applicable
 

gfedc

Other language (please specify)
 

 
gfedc

Yes
 

nmlkj

No
 

nmlkj
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AC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center SurveyAC Transit Call Center Survey

9. What other languages can you speak well?

10. What training, assistance and/or tools could AC Transit give call center employees to 
help them assist people who don’t speak English well, are from other countries, don’t have 
much education, etc.?

 

11. In case we have follow up questions, please provide your name, email address and 
phone number. This is optional.

 

*

*

55

66

Name

Email address

Phone number

Spanish
 

gfedc

Chinese (including Mandarin, Cantonese)
 

gfedc

Tagalog (Filipino)
 

gfedc

Vietnamese
 

gfedc

Korean
 

gfedc

Not applicable
 

gfedc

Other language (please specify)
 

 
gfedc



Appendix B: Verbatim Responses to Employee Surveys 
 
Comments on Training, Assistance and/or Tools AC Transit Could Give Employees 
 
Printed Information (Signs, Brochures, etc.) in Other Languages 

– “A card that they can write a question on and one that has frequently asked questions that they 
can give when needing assistance.” 

– “Brief – read ‘short’ – how-to videos in a few languages on the website or link to YouTube on 
how ride AC Transit, to search for options, bus to BART links, bus to ferry, bus to Chabot Science, 
Coyote Hills, medical facilities, (New Kaiser in San Leandro) and other landmarks, sights or 
events.” 

– “Brochures describing service/information in simple English and other languages. Providing a 
phone line where they can instantly get connected to someone who speaks their language.” 

– “Brochures/advertising.” 
– “Cards with basic instructions such as fare and maps.” 
– “Give the commonly asked questions a pamphlet of some kind explaining how the transit 

system works.” 
– “Give them signs and information in different languages.” 
– “Hand card of most ask questions, fare, direction, bus number.” 
– “Handout.” 
– “Have information at the social services office about AC fares down to the schedules.” 
– “International signage. More reader friendly system maps.” 
– “Make schedules and pamphlets about fares in different languages.” 
– “Make schedules in other languages so operators can carry them on lines where foreign 

languages are often spoken.” 
– “Paid - flash cards in other languages.” 
– “Pamphlets in other languages.” 
– “Print information on the above languages.” 
– “Printed materials and signage in multiple languages, and other reference resources for 

employees (i.e. - business-size cards with basic phrases in other languages).” 
– “Public announcements. Literature.” 
– “Put information in all languages.” 
– “Reading material.” 
– “Route schedules and prices in different languages.” 
– “Schedules in other languages, maybe some points of interest in other languages.” 
– “Signs.” 
– “Signs in different languages.” 
– “Signs on bus, loud speaker in different languages.” 
– “Simple printed material in the various languages; insight into how to use simple English 

effectively with non-speakers (have an ESL expert inform and train us).” 
– “LED digital display for top five languages stating fare, office location, etc.” 
– “Make website, customer service more accessible in non-English.” 
– “More foreign language brochures.” 
– “To give sign language or manuals containing common terms in other languages.” 

 
Have in-house Translation/Interpretation Available 

– “Create a translation network group and do a customer service training class.” 
– “Have a manager who is bi-lingual or also have a telephone translation service.” 



– “Have front-line employees wear buttons that say ‘I Speak (language).’” 
– “Have cards that can be distributed that direct non-English speakers to resource that can help 

them in their native language (phone number).” 
– “Have someone from Downtown to answer questions in different languages. A phone number 

they can call in languages.” 
– “To have someone to come down at all time to help.” 
– “Have someone that speaks that language to take the calls.” 
– “Hire agents that are bilingual, find an easier way to include interpreter.” 
– “Hire employees with fluency in a foreign language.” 
– “Identify ACT employees who speak other languages and have them on call.” 
– “Interpreter service.” 
– “Phone services with on-site management with bilingual service skills.” 
– “Possibly have an entirely different number that takes those callers straight to the translator, 

then have the translator contact us.” 
– “Someone who takes other language calls besides us having to get on the line with an 

interpreter.” 
– “More bilingual employees.” 
– “We get a number and code and instructions on how to contact the translation services to get 

connected with the correct type of translator to properly execute our calls.” 
– “Compile a list of workers who speaks other language (as I have done in the past) and provide to 

OCC so that they can be contacted (during their work hours) for translation if they are willing to 
participate.” 

– “Provide a stipend to employees who are bi- or multi-lingual.” 
– “Provide the Operators with patch/button displaying other languages that they speak.”   
– “Translator training.” 

 
Teaching Employees to Speak Other Languages/Provide Classes 

– “Classes in Spanish.” 
– “Have classes for drivers to learn different languages. Have visual aids...manuals with 

terms/phrases.” 
– “Have classes to train employees in Spanish and Chinese.” 
– “Language classes would be very welcomed.” 
– “Language lessons.” 
– “Language lessons.” 
– “Learn different languages.” 
– “Financial assistance for second language classes.” 
– “Financial assistance for second language classes.” 
– “Free classes to learn to speak other languages.” 
– “Maybe help their employees speak other languages.” 
– “Maybe some classes. I think we used to have a Spanish class back in the day.” 
– “Offer classes in Spanish or other languages. Also give out information in other languages, like 

Amharic.” 
– “On-site Spanish or other language classes for employees.” 
– “Spanish lessons.” 
– “Spanish speaking classes.” 
– “Rosetta Stone for drivers that want to learn, such as myself.” 
– “Rosetta Stone is a good language teaching program. It would be nice if all operators were given 

this program.” 



– “Train employees for another language.” 
– “Teach some of these languages so it would be easier to communicate with riders.” 

 
Manual of Common Terms/Teach Employees Common Terms in Other Languages 

– “Booklets that translate those words that a rider would most likely ask.” 
– “Couple of words in other languages, such as ‘Call information 5-1-1.’" 
– “Create a list of most-asked questions and answers cheat sheet in at least two languages that 

can be put in driver’s pouch, laminated like call out stops sheet.” 
– “Voluntary training in other languages.” 
– “Give a small class on different languages.” 
– “Provide a very brief guide of commonly used terms and Q&As in the top two or three languages 

to front-line employees.” 
– “Limited phrase understanding (Spanish).” 
– “Use monitor at Division, video people speaking basic words and phrases, like greeting, how to 

count to 10, ‘good day’ and ‘where are you going.’” 
– “Spanish lesson tutorials.” 
– “A short list with common questions and answers to assist the public similar to the ones that the 

Sheriffs have.” 
– “Teach stock, useful in Spanish and Chinese.”  
– “Teach CSR to say ‘I am sorry. I don’t understand. One moment while I bring a translator on the 

line’ in multiple languages.” 
– “Teach driver common terms in different languages.” 

 
Translation Apps 

– “A computer of some kind that hears the language and translates into English.” 
– “Voice recognition on bus.” 
– “Cell phones with language-ready apps.” 
– “Google Translation and publication of relay services that offer multiple languages.” 
– “I'm not sure if such a thing is available: a language reader. The person speaking a foreign 

language speaks and the speech is recognized and translated to English. Vice versa if driver 
cannot communicate in their language.” 

– “Maybe a language computer program for language translation on the buses. More signage with 
Spanish and Chinese translation.” 

– “Maybe a system that allows us to speak English but when the passengers hear it, its in their 
language.” 

– “Mobile apps in other languages.” 
– “There is a phone app that translates various languages. And class or access to Rosetta Stone for 

employees interested in learning relevant languages for functional usage at work.” 
– “Translator or apps. Should have public computers in major stops like BART stations. Most 

people like taking public transit of way of getting around.” 
– “Smart phone app with voice recognition to translate.” 

 
Other 

– “A place of information just for them.” 
– “Asking other passengers if they know the other language.” 
– “Customer Service Skills. Listening skills.” 
– “Diversity. Driving sitting mechanic.” 



– “Everything.” 
– “Have someone on the bus who speaks another language.” 
– “Have the IVR break down what they are calling in about.” 
– “In Chinese, to keep to keep the walk way clear from the shopping charts.” 
– “Interact with body language. And take own time and patience is a key.” 
– “Me myself? A booklet with fare structure.” 
– “Outreach to community centers.” 
– “Public relations.” 
– “Sensitivity training.” 
– “Video.” 
–  “We need training.” 

 
Do Not Know 

– “I don’t know.” 
– “Unknown.” 
– “N/A.” 
– “N/A.” 
– “N/A.” 
– “N/A.” 
– “None.” 
– “None.” 
– “Not much more.” 
– “Honestly, I have no idea...” 
– “I do not know.” 
– “I don't know.” 
– “I have no idea.” 
– “Don't know.” 

 



Appendix C: Community Based Organizations 
 

The following Community Based Organizations (CBOs) were contacted for the online survey: 
 

 23rd Street Merchants Association 

 A Safe Place 

 Academy of Chinese Performing Arts 

 Adept Community Management 

 Afghan & International Refugees Support 
Services 

 Afghan Coalition 

 Afghan Society 

 Airport Area Business Association 

 Ala Costa Center 

 Alameda Alliance for Health 

 Alameda County - Public Health Asthma Start 
Program 

 Alameda County - Public Health Tuberculosis 
Control Program 

 Alameda County Veterans Employment 
Committee 

 Alameda County Family Justice Center 

 Alameda County Health Care Services Agency 

 Alameda County Youth Development - George P. 
Scotlan Youth/Family Center 

 Alameda Family Services 

 Alameda Hospital 

 Alameda Multi-Cultural Community Center 

 Alameda One Stop Career Center 

 Alameda Public Library - Bay Farm, Main, and 
West End Branches 

 Alameda Transit Advocates 

 Albany Public Library 

 Albany Senior Center 

 All Nations Church of God in Christ 

 Allen Temple Baptist Church 

 Alliance of Californians for Community 
Empowerment (ACCE) 

 Alta Bates Summit Medical Center 

 Amalgamated Transit Union, Local 192 

 American Lung Association in California 

 American Muslim Alliance 

 Another Road to Safety 

 Ashland Citizen Advisory Committee 

 Asian Community Mental Health Services 

 Asian Health Services 

 Asian Law Caucus 

 Asian Pacific Environmental Network 

 Asians for Job Opportunities in the Bay Area 

 Associated Residents of Sequoyah Highlands 

 At the Cross Roads 

 Avenue 64 

 B.E.S.T. Neighborhood Association 

 Bancroft Senior Homes 

 Bay Area Cancer Partnership - California Health 
Collaborative 

 Bay Area Community Services 

 Bay Area Consortium of Quality Health Care 

 Bay Area Immigrant & Refugee Services 

 Bay Area Legal Aid 

 Bay Area Outreach and Recreation Program 
(BORP) 

 Bay Area Telugu Association 

 Bay Area Urban Debate League 

 Baywood Court Senior Residency 

 BEAT 15X Neighborhood Crime Prevention 
Council 

 Berkeley Art Museum 

 Berkeley Ferry Committee 

 Berkeley Food & Housing Project 

 Berkeley PACE Center 

 Berkeley Public Library – Central, Claremont, 
North, South, and West Branches 

 Beth Eden Baptist Church 

 Bi-Bett / Frederic Ozanam Center 

 Bike East Bay 

 BikeWalkAlameda 

 Black Alliance for Just Immigration (BAJI) 

 Brickyard Landing Homeowners' Association 

 Broadway-Manila Neighborhood Committee 

 Buddhist Temple of Alameda 

 Building Opportunities for Self-Sufficiency (BOSS) 

 BOSS Multi Agency Service Center (MASC) 

 Burbank-Millsbrae Mills Garden Neighborhood 

 Burns Institute for Juvenile Justice Fairness and 
Equity 

 Calico Center 

 California Autism Foundation 



 Californians for Justice 

 Camron Stanford House 

 Canyon Friends 

 Castro Valley Public Library 

 Castro Valley/Eden Area Chamber of Commerce 

 Center for Elders Independence 

 Center for Empowering Refugees & Immigrants 
(CERI) 

 Center for Family Counseling 

 Center for Independent Living 

 Center for the Vulnerable Child - Children's 
Hospital Oakland 

 Center of Hope Community Church 

 Center Point Oakland Day Reporting Center 

 Centerville Presbyterian Church 

 Centro Legal de La Raza 

 Cerebral Palsy Center 

 Children's Hospital 

 Chinatown Chamber of Commerce 

 Christ Episcopal Church 

 Chrysalis 

 Church of St. Leo the Great 

 Citizens for Alternative Transportation Solutions 

 Citizens for Better Community 

 Citizens of Oakland Respond to Emergencies 

 City of Fremont Community Ambassador 
Program for Seniors 

 City of Fremont Transportation Division 

 City of Oakland - Head Start Program 

 CityServe Compassion Network 

 CityTeam Ministries 

 Civic Pride 

 Claremont Canyon Conservancy 

 Claremont Elmwood Neighborhood Association 

 Claremont Rockridge Neighborhood Assoc. 

 Communities for a Better Environment 

 Community Housing Development Corporation 
of North Richmond 

 Community Resources for Independent Living 

 Community Violence Solutions 

 Congregations Organizing for Renewal 

 Contra Costa Central Labor Council 

 Contra Costa County Public Health Family 
Maternal & Child Health Program 

 Contra Costa Interfaith Supporting Community 
Organization (CCISCO) 

 Contra Costa Transition Age Youth Program - 
Fred Finch Youth Center 

 Crescent Park Family Resource Center 

 Davis Street Family Resource Center 

 Deaf Community Center 

 Deaf Counseling, Advocacy & Referral Agency 
(DCARA) 

 Dimond Improvement Association 

 Downtown Area Plan Advisory Committee 

 Downtown Berkeley Association 

 Downtown Oakland PACE Center 

 Downtown Oakland Senior Center 

 East Bay Alliance for a Sustainable Economy 
(EBASE) 

 East Bay Asian Local Development Corporation 
(EBALDC) 

 East Bay Asian Youth Center (EBAYC) 

 East Bay Bicycle Coalition 

 East Bay Community Law Center 

 East Bay Community Recovery Hayward, 
Oakland, and Project Health Divisions 

 East Bay Housing Organizations (EBHO) 

 East Bay Korean-American Senior Service Center 

 East Bay Refugee Forum 

 East Bay Scraper Bikes 

 East Bluff Homeowners Association 

 East Oakland Boxing Association 

 East Oakland Recovery Center 

 East Oakland Senior Center 

 East Oakland Youth Development Center 

 East Side Arts Alliance 

 Eastbay Works - Hayward 

 Ecology Center 

 Eden Area Regional Occupational Program (ROP) 

 Eden Medical Center-Castro Valley 

 Eden Medical Center-San Leandro 

 E.E. Cleveland Manor Affordable Senior Housing 

 El Cerrito Public Library 

 El Sobrante Public Library 

 Ella Baker Center 

 Emergency Shelter Program, Inc. 

 Emeryville Property Owners Association 

 Emeryville Senior Center 

 Environmental Justice Institute 

 Equal Justice Society 

 Fairway Park Baptist Church 

 Familias Unidas 

 Family Bridges 

 Family Service Counseling and Community 
Resource Center 

 Federation of Indian Associations 

 Filipino Advocates for Justice 



 Filipino-American Community Services Agency 

 First Morning Star Baptist Church 

 First Presbyterian Church 

 First Unitarian Church of Oakland 

 Fourth Bore Coalition 

 Fred Finch Youth Center - Oakland 

 Fremont Family Resource Center 

 Fremont Hindu Temple 

 Fremont Public Library – Centerville, Irvington, 
Main, and Niles Branches 

 Fremont Senior Center 

 Friends of Alhambra Creek 

 Friends of BRT (Bus Rapid Transit) 

 Friends of Livermore 

 Friends of Rockridge-Temescal Greenbelt 

 Friends of Sausal Creek 

 Fruitvale - San Antonio Senior Center 

 Fruitvale Business Improvement District 

 Gateview Homeowners Associates 

 Genesis 

 Girls, Inc. 

 Glad Tidings Community Church 

 Gladman Mental Health Rehab Center 

 Glen Oaks Way Neighborhood Association 

 Glenview Neighborhood Association 

 Good Hope Baptist Church/Bapt. Union 

 Grace Baptist Church 

 Grace Chinese Church 

 Gray Panthers Berkeley/East Bay 

 Gray Panthers - Southern Alameda County 

 Greater Richmond Interfaith Program (GRIP) 

 Greek Orthodox Cathedral 

 Green Party of Alameda County 

 Greenbelt Alliance 

 Grizzly Peak Neighborhood Association 

 Gurdwara Sahib - Fremont 

 Gurdwara Sahib - El Sobrante 

 Hayward Area Planning Association 

 Hayward Day Labor Center 

 Hayward Democratic Club 

 Hayward Nonprofit Alliance 

 Hayward Public Library – Main and Weekes 
Branches 

 Hayward Senior Center 

 Hayward Unified School District - Child and 
Welfare Attendance 

 High Street Neighborhood Alliance 

 Hills Conservation Network 

 Hilltop Family YMCA 

 Hilltop Green Homeowners Association 

 HIV Education and Prevention Project of 
Alameda County (HEPPAC) 

 Homeless Action Center 

 Hong Lok Senior Center 

 Housing Opportunities Make Economic Sense 
(HOMES) 

 Indian Community Center 

 Indo-American Community Federation 

 Interfaith Council of Contra Costa County 

 Jack London Improvement District 

 Japanese American Services of the East Bay 
(JASEB) 

 Jewish Community Center of the East Bay (JCC) 

 Jewish Family & Children's Services 

 Joaquin Miller Heights Improvement 
Association 

 John George Democratic Club 

 Josie Barrow PACE Center 

 J-Sei 

 Just Cause/Causa Justa 

 Kenneth C. Aitken Senior & Community Center 

 Kensington Public Library 

 Korean Community Center of the East Bay 

 Koreatown Northgate Business District 

 La Clinica de la Raza 

 La Familia Counseling Service 

 Lake Merritt/Uptown District Association 

 Lakeshore Avenue Business Improvement 
District 

 Lakeshore Homes Association 

 Laney Campus/Channel Park Neighborhood 
Coalition 

 Lao Family Community Development 

 Latham Terrace Association 

 Laurel District Association 

 Law Center for Families 

 League of United Latin American Citizens 
(LULAC) 

 League of Women Voters - Berkeley Albany 
Emeryville 

 League of Women Voters of Alameda 

 League of Women Voters of 
Fremont/Newark/Union 

 League of Women Voters of Oakland 

 League of Women Voters of Piedmont 

 League of Women Voters of the Bay Area 
 



 League of Women Voters of the Eden Area 

 Lincoln Elementary School 

 Livable Berkeley 

 Love Temple Missionary Baptist Church 

 Main Street Merchants 

 Marina Community Center 

 Masjid Abu Bakr Al-Siddiq 

 Masjid Muhajireen 

 Masonic Avenue Neighborhood Association 

 Mastick Senior Center 

 Memorial Tabernacle Church 

 Mexican American Legal Defence and 
Educational Fund (MALDEF) 

 Mid Pen Housing 

 Millsmont Homeowners 

 Montclair Village Association 

 NAACP Alameda, Berkeley, El Cerrito, Oakland, 
Hayward/South Alameda County, and 
Richmond Branches 

 Native American Health Center 

 Neighborhood Church of Castro Valley 

 Neighborhood House of North Richmond 

 Neighborhood Resident Group 

 Neighborhood Services Division - Oakland 

 Newark Public Library 

 Next Step Learning Center 

 Nichiren Buddhist International Center 

 North Bay Leadership Council 

 North Berkeley Senior Center 

 North Hills Phoenix Association 

 North Oakland Senior Center 

 North Oakland Voters Alliance (NOVA) 

 Oak Center Neighborhood Association 

 Oakland California Mormon Temple 

 Oakland Citizens Committee for Urban Renewal 
(OCCUR) 

 Oakland Community Development Districts 
(OCD) 

 Oakland Community Organizations 

 Oakland Heritage Alliance 

 Oakland House Of Ruth 

 Oakland Housing Authority 

 Oakland Independent Support Center 

 Oakland Museum of California 

 Oakland Public Library 

 Oakland Public Library - 81st Avenue Branchy 

 Oakland Public Library - African American 
Museum & Library 

 Oakland Public Library - Asian Branch 

 Oakland Public Library - Brookfield Branch 

 Oakland Public Library - Cesar E. Chavez Branch 

 Oakland Public Library - Dimond Branch 

 Oakland Public Library - Eastmont Branch 

 Oakland Public Library - Elmhurst Branch 

 Oakland Public Library - Golden Gate Branch 

 Oakland Public Library - Lakeview Branch 

 Oakland Public Library - Main Branch 

 Oakland Public Library - Melrose Branch 

 Oakland Public Library - MLK Jr. Branch 

 Oakland Public Library - Montclair Branch 

 Oakland Public Library - Piedmont Avenue 
Branch 

 Oakland Public Library - Rockridge Branch 

 Oakland Public Library - Temescal Branch 

 Oakland Public Library - West Oakland Branch 

 Oakland Rising 

 Oakland Studio Arts Association 

 Oakland Sustainable Neighborhoods Initiative 
(OSNI) - TransForm 

 Oakmore Homes Association 

 Organization of Chinese Americans East Bay 
Chapter 

 Pacific Bus Museum 

 Panoramic Hill Association 

 Parent Voices 

 Parkwoods Community Association 

 Peace Corps - Oakland 

 Pedestrian Friendly Alameda 

 Peninsula Coalition 

 Peralta Hacienda Historical Park 

 Phoenix Programs Inc - Multi Service Center 

 Picardy Drive Neighborhood Association 

 Piedmont Avenue Neighborhood Improvement 
League 

 Planned Parenthood Central Richmond Health 
Center 

 Planned Parenthood Eastmont Town Center 

 Planned Parenthood El Cerrito 

 Planned Parenthood Hayward Health Center 

 Planned Parenthood Hilltop-Richmond Health 
Center 

 Planned Parenthood West Oakland 

 Portuguese-American Pastoral Cultural Center 

 Prevention and Recovery in Early Psychosis 
(PREP) Alameda County 

 Project Pride 

 Punjabi Educational and Cultural Foundation 

 Ralph & Mary Ruggieri Senior Center 



 Reach Ashland Youth Center 

 Resources for Community Development 

 Richmond Annex Senior Center 

 Richmond Chamber of Commerce 

 Richmond Improvement Association 

 Richmond Native Wellness Center 

 Richmond Neighborhood Coordinating Council 

 Richmond Public Library - Main 

 Richmond Public Library LEAP 

 Richmond Senior Center 

 Rockridge Community Planning Council (RCPC) 

 Rockridge District Association 

 Rose Foundation For Communities & The 
Environment 

 Rose Garden Neighborhood Preservation 
Association 

 Rubicon Programs, Inc. 

 RYSE Youth Center 

 Salvation Army - Adult Rehabilitation Center 

 Salvation Army - Oakland Garden Street Center 

 San Antonio Community Development 
Corporation 

 San Leandro Chamber of Commerce 

 San Leandro Public Library – Main, Manor, 
Mulfor-Marina, and South Branches 

 San Leandro Senior Community Center 

 San Lorenzo Library 

 San Lorenzo Village Homes Association 

 San Pablo Avenue Golden Gate Improvement 
Association (SPAGGIA) 

 San Pablo Senior Adult Center 

 Second Chance Phoenix Project 

 Sequoyah Highlands Homeowners Association 

 Service Employees International Union (SEIU), 
Local 1021 

 Sierra Club - SF Bay Chapter 

 Silliman Activity & Family Aquatic Center 

 Sindhi Association of America Bay Area 

 Sindhi Community of Northern California 

 Slater/Evergreen Estates Homeowners 
Association 

 South Berkeley Senior Center 

 South County Homeless Project 

 South of the Nimitz Improvement Council 
(SONIC) 

 Spanish Speaking Citizens Foundation 

 Spanish Speaking Unity Council of Alameda 
County 

 Spectrum Community Services 

 St. Mary's Senior Center 

 Street Level Health Project 

 Sunkist Drive Neighbors 

 Tassafaronga Recreation Center 

 Telegraph Baptist Community Center 

 Temescal Telegraph Business Improvement 
Association 

 Temple Beth Sholom 

 Temple of Peace Baptist Church 

 The Greenlining Institute 

 The Lions Center for the Blind 

 The Open House Senior Center 

 The People on the Bus 

 The Stride Center 

 The Unity Council 

 The Webster Tract Neighbors Association 

 Tiburico Vasquez Health Center 

 Top of Grand Avenue Neighborhood 
Improvement League (TOGAL) 

 TransForm 

 Transportation Commission 

 Transportation Management Association of San 
Francisco (TMASF) Connects 

 Travelers Aid Society of Alameda County 

 Tri-City Free Breakfast Program - Irvington 
Presbyterian Church 

 Tri-City Homeless Coalition 

 Tri-Valley Haven 

 Union City Public Library 

 United Democratic Campaign of Alameda 
County 

 United Philipinos of Alameda 

 United Seniors of Oakland and Alameda County 

 University Village 

 Upper Zodiac Neighborhood Association 

 Urban Creeks Council 

 Urban Habitat 

 Urban Indian Health Board, Inc. 

 Urban Strategies Council 

 Urbanists for a Livable Temescal Rockridge Area 
(Ultra-Oakland) 

 Vet Center 

 Vietnamese Alliance Church 

 Villa Fairmont Mental Health Rehab Center 

 Viola Blythe Community Services 

 VSCE Inc 

 Walk & Roll Berkeley 

 Walk Oakland Bike Oakland (WOBO) 

 Watergate Community Association 



 Welcome Home Baby 

 Wellstone Democratic Renewal Club 

 West Berkeley Senior Center 

 West Grand Improvement Association 

 West Oakland Environmental Indicators Project 

 West Oakland Health Council 

 West Oakland Project Committee (WOPAC) 

 West Oakland Senior Center 

 West Street Watch 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 Westlake Christian Terrace 

 Women on the Way Recovery Center 

 Women Organized to Respond to Life 
Threatening Diseases (WORLD) 

 WOW Productions Inc. 

 YMCA - East Bay 

 Youth Employment Partnership 

 Youth Together 

 Youth Uprising 



Appendix D: Verbatim Responses to the CBO Survey 
 
What difficulties does this population have in using the public transportation system? 
 
– “Wait time.” 
– “Not having materials available in their native language.” 
– “Figuring out which bus to take to their destination.” 
– “Getting information about changes to the schedules and routes.” 
– “There is no regular service from an east/west direction that could be an alternative for people who 

live in the "hills" to get into our commercial districts to do their shopping.” 
– “Cost.” 
– “Cost, and ease with which to get to and from school.” 
– “Boarding, finding a seat.” 
– “Cost is the primary factor. Prices have risen substantially, especially for people who need to 

transfer. Individuals should not bear the cost burden for lack of a direct bus route to their 
destination. People often choose not to access resources such as medical care, jobs, English classes, 
etc., due to the cost of the bus. Lack of reliability is also a major issue, when buses are late, which is 
frequent, community members are late to work, appointments, etc. This often causes people to 
arrive very early to ensure they get there on time, which is a huge time cost for working families.  
Finally, lack of accessible route information for people without internet is an issue we see every day. 
There is a lack of maps in the community (and to take home) that show the whole system and are 
large enough to actually be used and understood.” 

– “Frequency of service. Cost. Accessibility (transit doesn't go where they need to go as riders).” 
– “Since most of the residents we serve are on fixed income, affordability is a huge issue. Fare hikes of 

even 50 cents to a dollar can determine whether our member leaves their home or stays. 
Accessibility is another issue. Many of our members are seniors or have special needs. When drivers 
sometimes do not wait for them to sit down before taking off or when other riders do not offer 
them seats, it makes it difficult for them to utilize and trust AC Transit service. Safety is also a big 
concern for many of the residents we serve. We hear regularly of members who want better lighting 
and bus shelters. We also hear about the want for increased reliability of arrival times. Many have 
been pushing for real time dashboards.” 

– “Youth do not know how to get Youth Clipper cards.  Some don't know they exist.” 
– “The buses don't come to the front door of our office, and we have elderly and disabled clients that 

have a lot of difficulties getting to our office.” 
– “Affordability, reliability, efficiency (travel times), frequency, and safety.” 
– “Not understanding the schedule of the buses.” 

What is the best way to obtain input from the population in order to better serve them? 

– “E-Survey.” 
– “Provide the school with a survey to send home that is approved in advance by the OUSD school 

district.” 
– “Invite patrons to complete a quick survey while they're riding the bus; i.e., create an app or have 

reps on the bus engaging bus riders.” 
– “Ask ridership.” 
– “Focus groups.” 
– “Have people to give brief interviews at the bus stops, also ask the bus drivers what types of 

questions they get asked by riders.” 



– “Questionnaires in public access points, libraries and other public agencies.” 
– “Email through our community group communications.” 
– “More service around their communities area, safety at night with more light posts near bus stops, 

more schedules at the bus stops.” 
– “Surveys, focus groups with incentives.” 
– “Surveys handed out by staff; attend a house meeting where all members are expected to attend.” 
– “Surveys.” 
– “Interactive and accessible discussions with existing community groups such as CBOs, schools, 

churches, etc.  Open office hours at a community space to gather input.” 
– “Through grassroots organizing groups. Focus groups.” 
– “The best way to obtain input from our members is to hold a community meeting where they live 

and congregate. Since the communities we serve are affordable housing residents, AC Transit can 
arrange on-site visits. Resident service coordinators of affordable housing properties many times 
coordinate presentations and meetings. They can be a helpful resource in creating a space and doing 
outreach to get residents to attend the meetings.” 

– “Social media, Back-to-School events for face-to-face contact.” 
– “Combination of public meetings, list serves, digital surveys.” 
– “Booklets, handouts, bus schedules.” 
– “Maintain a team of permanent canvassers that speak multiple languages and can provide regular, 

ongoing outreach at odd hours that would be willing to speak with transit riders on buses and at bus 
stops about changes and proposals that seem to regularly happen at AC Transit. The canvassers 
should be uniformed and become known "ambassadors" that the public can learn to trust and build 
relationships with, and be seen as an accessible outlet for information about AC Transit.” 

– “Translate the information and gave them information about how far the buses goes and how to use 
it.” 

What two or three things do you think this population needs from AC Transit to be better served? 

– “Dedicated shuttle service in the business park to BART.” 
– “Seating at every bus stop.  Bus shelters.” 
– “Better wait time, efficiency.” 
– “Supporting agencies like ours to provide travel training to people in their native language  - video 

segments on different aspects of public transit use in various languages  - ensuring that all bus stops 
have posted schedules with basic info in other languages.” 

– “Accurate information both on the website and on the paper bus schedules.” 
– “More safety on buses, more frequent buses, particularly at night.” 
– “East/west connections to shopping districts.  Smaller transportation vehicles  - low to no emissions  

More frequent service, especially on weekends.” 
– “More affordable cost riding AC Transit such for Adults, seniors, disabilities, and youth.” 
– “Lower cost options for young people, greater frequency between schools and community centers.” 
– “Bus passes; easily readable transit maps; better lighting at bus stops.” 
– “Reliability, frequency of service.” 
– “Free transfers, free or discount passes for very low-income.  Big, usable map flyers with routes to 

take home.” 
– “Frequency of service, coverage, cost of monthly passes.”  
– “1. Age-friendly accommodations. Reliable lifts, space on buses for seniors and people with 

disabilities to sit, shelters and benches at bus stops, bus stops closer to senior centers.  2. Subsidized 
fares for low income residents. Many of our residents end up walking or not leaving the house 



because they cannot afford the fares. Subsidizing or giving free passes for low income residents 
would increase ridership and allow people to have transportation access to meet their basic needs 
like going to the grocery store, pharmacy, etc. One possible way to enact this is to allow affordable 
housing developers to provide EZ passes to affordable housing residents much like how employers 
can provide EZ passes to their employees.  3. Safety. Many of the residents we serve live in 
neighborhoods that have higher crime rates than many communities. Better lighting and real-time 
arrival can help begin to address these issues.” 

– “Youth need some sort of resource guide on how to get a clipper card.  Youth need some sort of 
training on how to access youth discount.” 

– “To have more buses, buses every hour.” 
– “BRT on all the major corridors, system-wide all-door boarding corresponding with proof-of-

payment systems and fare inspectors (to enforce fare payment and improve safety), and an 
expansion of reduced fare programs to help make transit more affordable for people of lower 
incomes.” 

– “Buses’ time schedules. Where they can go to use public transportation. How to save money by 
using public transportation.” 

 
Which public agencies – transit or other – do you think do a particularly good job of reaching your 
population and why? 

– “BART is very good at communicating. City of Oakland is good at communicating.” 
– “Any communications need to be translated into Chinese, whether verbal or written.” 
–  “East Bay Paratransit.”  
– “City of Fremont's Travel Training and Mobility Management Program; 211.” 
– “Not sure but we (the Hayward Library) could certainly use more paper bus schedules to reach our 

patrons.” 
– “Schools, senior centers and social media.” 
– “Good BART access and parking. 51 bus is good for north/south transportation.” 
– “BART because it is accessible to bus lines at BART and Amtrak as well.” 
–  “City and County government publishes posters and handouts. AC Transit does a great job too.” 
– “The Alameda Public Health Department has done a good job of reaching out to our population by 

collaborating with us to send a health insurance technician to our site one day a week. She has open 
office hours and enrolls people directly into county programs - she is highly accessible and responds 
to calls. Programs are free for people with very low income.” 

– “SFMTA: translations, LEP outreach and working with CBOs.” 
– “On-site staff at affordable housing properties would know better which agencies do consistent 

outreach, but several resident members have stated their interest and participation in the BART 
program which teaches seniors how to use BART as well as provides them with a BART gift card. The 
presentations are held on-site and according to the participants' schedule.” 

– “Public schools--the families have to go through the schools for so much.” 
–  “BART.” 
– “Muni does a good job of partnering with nonprofit service organizations in doing a better job than 

parachuting in expensive consultants to collect feedback from stakeholders. These local, service 
based organizations already have and maintain clear channels of communication with local 
populations that can be leveraged to improve Muni's community engagement efforts.” 

– “None.” 
– “None.” 



– “Not applicable.” 
– “I can't think of one.” 
–  “I don't know off hand, can find out.” 
 
Which public agencies – transit or other – do you think do a particularly POOR job of reaching your 
population and why? 

– “Any agency that does not communicate in Chinese or have translators would be perceived as 
providing poor service.” 

– “BART – seems to get no input from public.” 
– “Not sure but I do hear a lot of complaints from patrons regarding lack of current bus schedules.” 
– “AC Transit from east/west. CalTrans for traffic control along Hwy 13.” 
– “Livermore Transit because it is in the valley.” 
– “Businesses.  Many act as if all their customers come by car.” 
– “MTC.” 
– “Agencies that do not take into considerations the needs and capacity of their constituents. For 

example, many agencies hold meetings during the day when most constituents are at work and thus 
are unable to participate, or they speak in technical terms to constituents who may not be familiar 
or have exposure to that language.” 

– “AC Transit/Clipper.” 
– “BART does very little, if any, partnering with any local stakeholders to address local needs, and so 

ends up planning projects and expenditures that meet political agendas as opposed to delivering the 
best possible transit service for a multitude of stakeholders (i.e., making parking affordable but not 
the transit itself or building the Oakland Airport Connector instead of improving station access or re-
investing in infrastructure to keep service affordable, reliable and accessible).” 

–  “No answer.” 
– “No answer.” 
– “No answer.” 
– “Not applicable.” 
– “Not applicable.” 
– “Not applicable.” 
– “I can't think of one.” 
– “I don’t know offhand but can find out.” 
 
What suggestions, if any, do you have for AC Transit when it comes to communicating with your 
population? 

– “Community outreach at our events, or regular information flow to the office for e-distribution.” 
– “None at this time.” 
– “Early communication is best.  In the past, we received notifications to send out to the public too 

late.” 
– “Outreach.” 
– “Use the City of Fremont's network of contacts and communication outlets to get info to our 

community.” 
– “Again updated paper bus schedules sent to us on a regular basis.” 
– “If one doesn't have internet access or portable devices the lack of paper schedules is a drawback.” 



– “Every door direct mail – information. Create email list.” 
– “Having more meetings to involve the community in their neighborhoods.” 
– “Utilize social media that is relevant. Vine messaging, Instagram messaging, Facebook, videos.” 
– “Visit regularly and provide information packets that we can offer to new members.” 
– “AC Transit is now doing a good job.” 
– “Many of our community members cannot read, or have limited literacy. Very large print, picture-

based information are helpful.” 
– “Work in closer partnership with CBOs who have a base in your core ridership/communities.” 
– “If there are any decisions that could impact the affordability or accessibility of their bus service, it 

would be great if AC Transit reached out to advocacy groups such as ours or directly with the on-site 
staff at affordable housing properties to set up a community meeting.  When communicating with 
the residents we serve, the language should be clear and non-technical, and should clarify what 
changes (if any) will occur and how it will impact them.” 

– “Do a massive campaign at middle/high schools about the Youth Discount pass.” 
– “More buses.” 
– “Give more resources to Beverly Green and Claudia Burgos. LIKE 10X MORE. They are dedicated to 

their jobs and you are lucky to have them on your staff.” 
– “We need to expose people about the benefits of public transportation.”  
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Over 

 
 

Thank you for taking the time to complete this brief survey. Your input will help AC Transit assess the needs of all passengers. 

 

1. How often do you use AC Transit? 

 

 5 or more days per week 

 1-4 days per week 

 Less than 1 time per week but at least one time per 

month 

 Never or almost never 

 

2. Please tell us where you are going when you use public 

transportation. (CHECK ALL THAT APPLY) 

 

 Home 

 School 

 Work 

 Daycare 

 Shopping/errands 

 Sports/social outings/recreation 

 Other (Specify):_____________________ 

 

3. How satisfied are you with AC Transit? 

 

 Very satisfied 

 Fairly satisfied 

 Neutral 

 Fairly dissatisfied 

 Very dissatisfied 

 

4. How easy do you find it to use AC Transit? 

 

 Very easy 

 Fairly easy 

 Neutral 

 Fairly difficult 

 Very difficult 

 

5. How often do you have problems using AC Transit 

 because you speak [LANGUAGE OF SURVEY]? 

 

 Very often 

 Fairly often  

 Not too often 

 Almost never/never 

 

 

 

 

 

 

 

6. What kinds of problems happen when you use AC Transit 

because you speak [LANGUAGE OF SURVEY]? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

7. What do you do when these problems happen? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

8. Using a scale of 1 to 5, please circle how important it is to you 

that you can get information or answers to questions about 

each of the following from AC Transit in [LANGUAGE OF 

SURVEY]. 

 

 1 – Not important  4 – Fairly important 

 2 – Not very important  5 – Very important 

 3 – Neutral 

 

   

Bus fares (how much it costs)   1     2     3     4     5 

Bus routes (where buses go)    1     2     3     4     5 

Changes in services when they take effect 1     2     3     4     5 

Notification of temporary detours, delays, etc.  1     2     3     4     5 

Proposed service changes (so I can comment)  1     2     3     4     5 
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9. Using a scale of 1 to 5, please circle how important it is to 

you to get information in [LANGUAGE OF SURVEY] 

 in each of the following ways. 

 

 1 – Not important  4 – Fairly important 

 2 – Not very important  5 – Very important 

 3 – Neutral 

 

          

AC Transit website   1     2     3     4     5 

AC Transit/511 telephone system  1     2     3     4     5 

AC Transit Customer Service Center 1     2     3     4     5 

Signs at the bus stop  1     2     3     4     5 

Signs on the bus    1     2     3     4     5 

Brochures on the bus  1     2     3     4     5 

Brochures in the community   1     2     3     4     5 

On the radio   1     2     3     4     5 

On the television    1     2     3     4     5 

In the newspaper    1     2     3     4     5 

 

10. What are the two best ways for AC Transit to communicate 

with people who speak [LANGUAGE OF SURVEY]? (CHECK 

ONLY TWO)  

 

 [LANGUAGE OF SURVEY] radio stations 

 [LANGUAGE OF SURVEY] television stations  

 [LANGUAGE OF SURVEY] newspapers 

 [LANGUAGE OF SURVEY] information on AC Transit 

buses 

 [LANGUAGE OF SURVEY] information at AC Transit 

bus stops 

 [LANGUAGE OF SURVEY] information on AC Transit 

website 

 Other [SPECIFY]:______________________ 

 

11. How many people are in your household, including yourself? 

 

___________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12. What is the total yearly income of all the people in your home?  

(CHECK ONLY ONE) 

 

 Under $10,000 

 $10,000 - $24,999 

 $25,000 - $34,999 

 $35,000 - $49,999 

 $50,000 - $74,999 

 $75,000 - $99,999 

 $100,000- $149,999 

 $150,000 or over 

 Don’t know 

 

13. Which of the following do you identify with? (PLEASE 

CHECK ALL THAT APPLY) 

 

 White/Caucasian 

 Black/African-American 

 Hispanic/Latino 

 Asian  

 American Indian/Native American 

 Native Hawaiian or Other Pacific Islander 

 Other [SPECIFY]:______________________ 

 

14 What language do you primarily speak at home? 

 

__________________________ 

 

15. How well do you speak English? 

 

 Very well 

 Well 

 Not well 

 Not at all 

 



 

1 

Reverso 

 
 

Gracias por contestar esta breve encuesta. Sus  respuestas ayudarán a AC Transit a evaluar las necesidades de 

todos los pasajeros.  

 

1. Con qué frecuencia usa AC Transit? 

 

 5 o más días por semana  

 1 a 4 días por semana 

 Menos de una vez por semana pero por lo menos 

una vez al mes.  

 Nunca o casi nunca  

 

2. Por favor díganos dónde va cuando usa transporte 

público. ( MARQUE TODAS LAS CASILLAS 

NECESARIAS).  

 

 Casa 

 Escuela 

 Trabajo 

 Guardería/Daycare  

 Compras/mandados  

 Deportes/Salidas sociales/recreación  

 Otro (especifique):_____________________ 

 

3. Que tan satisfecho/a está con AC Transit? 

 

 Muy satisfecho/a 

 Algo satisfecho/a 

 Neutral 

 Algo insatisfecho/a 

 Muy insatisfecho/a 

 

4. Que tan fácil le resulta usar AC Transit? 

 

 Muy fácil 

 Algo fácil  

 Neutral 

 Algo difícil 

 Muy difícil  

 

5. Con qué frecuencia tiene problemas cuando usa AC 

Transit porque usted habla Español?  

 

 Muy frecuente 

 Algo frecuente 

 No muy frecuente  

 Casi nunca/nunca 

 

 

 

 

6. Qué tipos de problemas tiene usando AC Transit 

porque usted habla Español? 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

7. Qué hace usted cuando tiene estos problemas? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

8. Usando una escala del 1 al 5, por favor indique que 

tan importante seria para usted obtener información o 

respuestas en Español de AC Transit para cada una 

se las siguientes opciones. 

 

 1 – Para nada importante 4 – Algo importante 

 2 – No muy importante  5 – Muy importante 

 3 – Neutral 

 

   

Tarifas (cuánto cuesta el ticket)  1     2     3     4     5 

Ruta de autobuses  (donde van los autobuses)  1     2     3     4     5 

Cambios en los servicios cuando ocurren 1     2     3     4     5 

Notificación de desvíos temporarios, atrasos, etc.   1     2     3     4     5 

Propuesta en cambio de servicios  

    (así usted puede dar su opinión)   1     2     3     4     5 
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9. Usando una escala del 1 al 5, por favor indique que tan 

importante seria para usted obtener información en 

Español en cada una de las siguientes maneras. 

 

 1 – Para nada importante 4 – Algo importante 

 2 – No muy importante  5 – Muy importante 

 3 – Neutral 

          

En la página de Web de AC Transit        1     2     3     4     5 

El Centro Telefónico  de AC Transit (511)      1     2     3     4     5 

Centro de Atención al cliente  de AC Transit  1     2     3     4     5 

Carteles en las paradas de autobuses            1     2     3     4     5 

Carteles/señales en los autobuses             1     2     3     4     5 

Folletos en los autobuses          1     2     3     4     5 

Folletos en la comunidad          1     2     3     4     5 

En la radio          1     2     3     4     5 

En la televisión          1     2     3     4     5 

En el periódico          1     2     3     4     5 

 

10. Cuáles son las dos mejores maneras para AC Transit 

para comunicarse con la gente que habla Español. 

POR FAVOR SELECCIONE DOS OPCIONES.  

 

 

 Estaciones de radio en Español  

 Televisión en Español  

 Periódicos en Español  

 Información en Español en los autobuses de  AC 

Transit  

 Información en Español en las paradas de AC 

Transit  

 Información en Español en la página Web de AC        

Transit  

 Otra forma [ESPECIFIQUE]:_____________________ 

 

 

11.  Cuántas personas viven en su casa, incluyéndose a usted? 

 

___________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

12. Cuál es el ingreso anual combinado de todas las personas 

que viven en su hogar?  (MARQUE UNA SOLA) 

 

 Menos de $10,000 

 $10,000 - $24,999 

 $25,000 - $34,999 

 $35,000 - $49,999 

 $50,000 - $74,999 

 $75,000 - $99,999 

 $100,000- $149,999 

 $150,000 o más 

 No sabe 

 

13. Con cuál de las siguientes razas se identifica usted? 

(MARQUE TODAS LAS NECESARIAS) 

 

 Blanco/Caucasico 

 Negro/Afro-Americano 

 Hispano/Latino 

 Asiatico  

 Indio Americano/Nativo Americano 

 Hawaiano o de las Islas del Pacifico 

 Otro [ESPECIFIQUE]:______________________ 

 

14 Qué idioma habla en su casa principalmente? 

 

__________________________ 

 

15. Qué tan bien habla Inglés? 

 

 Muy bien 

 Bien 

 No muy bien 

 Nada bien 
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翻轉 

 
 

感謝您抽出寶貴的時間來完成這簡短的問卷. 您的意見將有助於 AC Transit評估所有乘客的需要. 

 

1. 您多久使用 AC Transit? 

 

 每周五次或以上 

 每周 1-4次 

 每周少於 1次但每月至少 1次 

 從沒或幾乎沒 

 

2. 請您告訴我們您坐公共交通工具是要去哪? ( 請選擇所有適用的

選項) 

 

 回家 

 上學 

 上班 

 托兒所 

 購物/差事 

 運動/社交活動/娛樂 

 其他 (請說明): _____________________ 

 

3. 您對 AC Transit的滿意程度是如何? 

 

 非常滿意 

 還算滿意 

 中立 

 不滿意 

 非常不滿意 

 

4. 您對 AC Transit 的使用度是如何? 

 

 非常容易 

 還算容易 

 中立 

 困難 

 非常困難 

 

5. 在使用 AC Transit, 您多久會遇到問題因為您的語言是中文? 

 

 經常 

 有時候  

 不常 

 幾乎沒/從沒 

 

 

 

 

 

 

 

6. 因為您的語言是中文, 在使用 AC Transit時您會遇到什麼問題? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

7. 當您遇到這些問題您會做些什麼? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

8. 從 1到 5, 請圈出能得到關於以下 AC Transit中文資訊的重要性. 

 

 1 – 不重要   4 – 重要 

 2 – 不太重要   5 – 非常重要 

 3 – 中立 

 

   

巴士票價 (多少錢)    1     2     3     4     5 

巴士路線 (去哪)    1     2     3     4     5 

準生效的服務變動   1     2     3     4     5 

暫時改路,延誤, 等的通知    1     2     3     4     5 

方案服務變動 (讓我可以去評論)   1     2     3     4     5 
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9. 從１到５, 請圈出以下如何能收到中文資訊的重要性. 

 

 1 – 不重要   4 – 重要 

 2 – 不太重要   5 – 非常重要 

 3 – 中立 

          

AC Transit網站   1     2     3     4     5 

AC Transit/511 電話服務系統 1     2     3     4     5 

AC Transit 客戶服務中心  1     2     3     4     5 

巴士站的資訊牌   1     2     3     4     5 

巴士裡的資訊牌   1     2     3     4     5 

巴士裡的宣傳冊   1     2     3     4     5 

社區的宣傳冊    1     2     3     4     5 

電台    1     2     3     4     5 

電視    1     2     3     4     5 

報紙    1     2     3     4     5 

 

10. 兩個最好的方式來讓 AC Transit與講中文的民眾溝通是什麼?  

(只選兩個) 

 

 中文電台 

 中文電視台 

 中文報紙 

 中文資訊在 AC Transit 巴士裡 

 中文資訊在 AC Transit 巴士站 

 中文資訊在 AC Transit 網站 

 其他 [請說明]:______________________ 

 

11. 包括您自己, 您的家庭總共有多少人? 

 

___________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12. 請問您的家庭總年收入是什麼? 只選一個 

 

 少於 $10,000 

 $10,000 - $24,999 

 $25,000 - $34,999 

 $35,000 - $49,999 

 $50,000 - $74,999 

 $75,000 - $99,999 

 $100,000- $149,999 

 $150,000 或以上 

 不知道 

 

13. 您認同自己是以下哪一項?(請選擇所有適用的) 

 

 白人 

 黑人/非裔 

 西班牙裔/拉丁裔 

 亞裔 

 美洲印第安人/美國本土 

 夏威夷原住民或其他太平洋島民 

 其他 [請說明]:______________________ 

 

14. 您在家裡主要是講什麼語言? 

 

__________________________ 

 

15. 您講英文的程度是如何? 

 

 非常好 

 好 

 不好 

 不會 

 

 



 

1 

Over 

 
 

                                                                                                                 

                                                                

 

                                             ? 

 

                              

 1-4                   

        1                                                

      

                                                   

 

2. X        ò                                                

                                              (     

                      )       

 

     

            

                

         

                               

                                     

                                   _____ 

 

3.               ò                                       

 

          ò   

          ò   

             

            ò       

            ò   

 

                                                     

   

             

             

             

              

              

 

5.                                                           

                                       ? 

 

                  

                  

                        

 H                                               

 

 

 

 

6.                                                      

                            ?  

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

7.                                          ? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

8.                                   ò           ò     

                                      mà               

                                                      

                                                

 

   –                     –                

   –                       –                

   –             

 

   

                                  1     2     3     4     5 

                                           1     2     3     4     5 

                                1     2     3     4     5 

                                            … 1     2     3     4     5 

                                                 1     2     3     4     5 
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9.                                   ò           ò     

                                                       

                                          .  

 

   –                     –                

   –                        –                

   –             

 

          

Trang web AC Transit  1     2     3     4     5 

AC Transit / H                 I 511 1     2     3     4     5 

                              1     2     3     4     5 

                          1     2     3     4     5 

                 bus   1     2     3     4     5 

                                   1     2     3     4     5 

                                        1     2     3     4     5 

                      1     2     3     4     5 

                        1     2     3     4     5 

                 1     2     3     4     5 

 

10. Hai                                               

                                     H      H  H   

    H   

 

                                    

                                     

                              

                                                       

                                                           

                                                     

            H                             

 

 

11.                                                  ồ     

chính mình? 

 

___________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12.                                                           

                                                 

THÔI) 

 

              

 $10,000 - $24,999 

 $25,000 - $34,999 

 $35,000 - $49,999 

 $50,000 - $74,999 

 $75,000 - $99,999 

 $100,000- $149,999 

                   

            

 

13.                                 I                      

              ) 

 

                       I          

                                      

                       -tinh 

               

                                   

         H                                     

            H                             

 

14                                       

 

__________________________ 

 

15.                                o? 
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Over 

 
 

Salamat sa paglaan ng oras upang makompleto itong maikling pagsisiyasat na ito. Ang iyong pagbibigay ng impormasyon ay 

makakatulong sa AC Transit upang mabigyang daan ang pangangailangan ng lahat ng pasahero. 

 

1. Gaano kadalas mo ginagamit and AC Transit? 

 

 5 o higit pang beses sa bawat linggo 

 1-4  beses bawat linggo 

 Mas mababa sa 1 beses bawat lingo ngunit hindi 

mababa sa isang beses bawa’t buwan 

 Hindi kailan man o halos hindi kailaman 

 

2. Mangyaring sabihin sa amin kung saan kayo pupunta kapag 

ginagamit mo ang pampublikong transportasyon. SURIIN 

ANG LAHAT NA IPATUPAD 

 

 Tahanan 

 Paaralan 

 Trabaho 

 Tanggapan sa pangangalaga ng bata 

 Mamimili/nilalakad 

 Palakasan/pasyalang sosyal/libangan 

 At iba pa (Tukuyin)):_____________________ 

 

3. Gaano ka nasiyahan sa AC Transit? 

 

 Masyadong nasiyahan 

 Medyo nasiyahan 

 Nasiyahan 

 Medyo hindi nasiyahan 

 Tunay na hindi nasiyahan 

 

4. Paano kadaling matagpuan mo itong gamitin ang AC Transit? 

 

 Napakadali 

 Medyo madali 

 Madali 

 Medyo mahirap 

 Napakahirap 

 

5. Gaano kadalas kang nagkaroon ng mga problema sa 

paggamit ng AC Transit dahil nagsasalita ka ng Tagalog? 

 

 Napakadalas 

 Medyo madalas 

 Hindi masyadong madalas 

 Halos hindi kailanman 

 

 

 

 

 

 

 

6. Anong uring mga problema ang nangyari noong ginamit mo 

ang AC Transit dahil nagsasalita ka ng Tagalog? 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

7. Ano ang inyong gagawin kapag ang mga problemang ito 

mangyari?? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

8. Paggamit ng isang sukat na 1 hanggang 5,maaring  bilogan 

kung gaano kahalaga ito sa iyo na maaari kang makakuha 

ng impormasyon o mga sagot sa mga tanong tungkol sa 

bawat isa sa mga sumusunod mula sa AC Transit. 

 

 1 – Hindi mahalaga       4 – Medyo mahalaga 

 2 – Hindi masyadong mahalaga      5 – Nakapahalaga 

 3  - Mahalaga 

 

   

Pamasahe (kung magkano ang gastos)                      1     2     3     4     5 

Ruta ng bus (kung saan ang bus pumupunta)              1     2     3     4     5 

Mga pagbabago sa serbisyo                                        1     2     3     4     5 

Abiso ng pansamantalang detour, pagkaantala, atbp   1     2     3     4     5 

Ipinanukalang mga pagbabago ng serbisyo 

     (Gayon maari kang magkomento)                       1     2     3     4    5 
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9. Paggamit ng isang sukat na1 hanggang 5, maaring bilogan 

kung gaano kahalaga ito sa iyo ang impormasyong Tagalog 

sa bawat isa sa mga sumusunod na paraan. 

 

 1 – Hindi mahalaga       4 – Medyo mahalaga 

 2 – Hindi masyadong mahalaga      5 – Masyadong mahalaga 

 3 – Mahalagala 

 

          

AC Transit website        1     2     3     4     5 

Telepono sentral ng AC Transit       1     2     3     4     5 

Tiket sa tanggapan ng AC Transit                1     2     3     4     5 

Palatandaan sa hintuan ng bus      1     2     3     4     5 

 Mga palatandaan sa bus       1     2     3     4     5 

Maga polyeto sa bus       1     2     3     4     5 

Mga polyeto sa komunidad                      1     2     3     4     5 

Sa radyo                        1     2     3     4     5 

Sa telebisyon                       1     2     3     4     5 

Sa pahayagan        1     2     3     4     5 

 

10. Ano ang mga pinakahusay na paraan para sa AC Transit 

upang makipag-usap sa mga taong nagsasalita ng tagalog? 

(Suriin ang dalawang pinakahusay na sagot)  

 

 Istasyon ng radio 

 Telibesyong Tagalog 

 Mga Tagalog na pahayagan 

 Impormasyong Tagalog sa AC Transit bus 

 Impormasyong Tagalog sa lahat ng hintoan ng AC 

Transit 

 Impormasyon Tagalog ng AC Transit website 

 At iba pa [Tukuyin]:______________________ 

 

11.Gaano karami kayo sa inyong tahanan, kabilang sa inyong 

sarili? 

 

___________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12. Ano ang kabuuang taunang kita sa lahat ng tao ng inyong 

tahanan?  (Magsuri ng isa)) 

 

 Hindi mahigit $10,000 

 $10,000 - $24,999 

 $25,000 - $34,999 

 $35,000 - $49,999 

 $50,000 - $74,999 

 $75,000 - $99,999 

 $100,000- $149,999 

 $150,000 o higit pa 

 Hindi ko alam 

 

13. Alin sa mga sumusunod andg iyong makikilala? (Suriin ang 

lahat ng nalalapat? 

 

 Puti/Caucasian 

 Itim/African-American 

 Hispanic/Latino 

 Asian  

 American Indian/Native American 

 Native Hawaiian or Other Pacific Islander 

 At iba pa Tukuyin]:______________________ 

 

14 Anong wika ang unang ginagamit sa inyong tahanan? 

__________________________ 

 

15. Gaano ka kahusay magsalita ng Ingles? 

 Napakahusay 

 Mahusay 

 Hindi mahusay 

 Hindi kailanman 
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Over 

 
 

설문 조사에 응해주셔서 감사합니다. 당신의 설문 조사가 AC Transit을 이용하는 사람들에게 도움을 줄 수 있을 것입니다. 

 

1. 얼마나 자주 AC Transit을 이용하십니까? 

 

 적어도 일주일에 5번 

 일주일에 1-4번 

 어쩌다 일주일에 1번 그러나 적어도 한달에 1번 

 생전 혹은 거의 아님 

 

2. 대중 교통을 이용하실 때 어디를 가시는지 대답해주세요. 모든 

사항에 대답해주세요. 

 

 집 

 학교 

 일터 

 탁아소 

 쇼핑/볼일 

 운동/개인 볼일/기분 전환 

 다른 일 (설명 요함::_____________________) 

 

3. 당신이 AC Transit 을 이용할때 얼마나 만족하십니까? 

 

 아주 만족 

 조금 만족 

 보통 

 조금 불만족 

 아주 불만족 

 

4. AC Transit을 이용하기가 얼마나 쉽읍니까? 

 

 아주 쉬움 

 조금 쉬움 

 보통 

 조금 어려움 

 아주 어려움 

 

5. 한국어하기 때문에 AC Transit을 이용할때 얼만큼 문제가 

됩니까? 

 

 아주 자주 

 가끔 

 어쩌다 

 거의 아님/전혀 

 

 

 

 

 

6. 당신이 한국어를 사용함으로써 AC Transit을 이용하는데 

있어서 어떤 문제점이있읍니까? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

7. 이런 문제에 부딪쳤을때 당신은 어떻게 합니까? 

 

___________________________________________ 

 

 

___________________________________________ 

 

 

___________________________________________ 

 

8.  1번 부터 5번까지 이용해주세요,당신이 이 정보를 받았거나 

혹은 AC Transit의 각 항목에 대답해 주신 것이 얼마나 

중요한지 동그라미 해주세요. 

 

 1 –전혀 중요하지않음  4 –조금 중요함 

 2 –그렇게 중요하지않음 5 –아주 중요함 

 3 –보통 

 

   

버스비(가격)    1     2     3     4     5 

버스 행선지     1     2     3     4     5 

효력 발생시 서비스 변경   1     2     3     4     5 

임시경유 안내, 지연, 등.    1     2     3     4     5 

서비스 변경 미리 안내(의견 낼수 있음)  1     2     3     4     5 

 

 

  

AC TRANSIT 이용자 설문 조사 
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9. 1번부터 5번까지 이용해주세요, 당신이 한국어로  어떤 

방법으로 이 정보를 얻는 것이 얼마나 중요한지 동그라미 

해주세요. 

 

 1 –전혀 중요하지않음  4 –조금 중요함 

 2 –그렇게 중요하지않음 5 –아주 중요함 

 3 –보통 

 

          

AC Transit왭사이트  1     2     3     4     5 

AC  Transit 511 전화국   1     2     3     4     5 

AC Transit 고객 서비스 샌터 1     2     3     4     5 

버스 정거장 표지   1     2     3     4     5 

버스에 표지    1     2     3     4     5 

버스에 안내 표지판  1     2     3     4     5 

관공서에 안내 표지판   1     2     3     4     5 

라디오에서   1     2     3     4     5 

테래비에서    1     2     3     4     5 

신문에서    1     2     3     4     5 

 

10. AC Transit 이 한국말 하는 사람과 소통 할때 어떤 2방법이 

가장 좋읍니까? 두개만 선택해 주세요. 

 

 한국 라디오 방송국 

 한국 테래비 방송국 

 한국 신문 

 AC Transit 버스에 있는 한국 정보 

 AC Transit 정거장에 있는 한국 정보 

 AC Transit 왭사이트에 있는 한국 정보 

 다른 것 (설명 요함: ______________________) 

 

11. 당신을 포함하여 몇명이 거주합니까? 

 

___________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12. 전 가족을 포함하여 연봉이 얼마입니까?  (하나만 선택) 

 

 $10,000이하 

 $10,000 - $24,999 

 $25,000 - $34,999 

 $35,000 - $49,999 

 $50,000 - $74,999 

 $75,000 - $99,999 

 $100,000- $149,999 

 $150,000  혹은 이상 

 모름 

 

13. 당신은 어떤 인종에 속합니까? (모든 항목에 답해주세요) 

 

 백인 

 흑인 

 히스페닉인/라티노인 

 아시안 

 미국 인디언 

 하와이언 혹은 퍼씨픽 섬사람 

 다른 인종(기재 요함) ______________________ 

 

14 당신이 집에서 사용하는 주된 언어는 무엇입니까? 

 

__________________________ 

 

15. 당신은 어느 정도 영어를 구사할수 있읍니까? 

 

 아주잘함 

 잘함 

 조금 잘함 

 전혀 못함 

 



Appendix F: Verbatim Responses to Onboard Rider Survey 
 
What kinds of problems happen when you use AC Transit because you speak [LANGUAGE OF SURVEY]? 
 

− 511 texting not available at all times. 
− Because drivers don't speak Spanish to tell me how much is the bus to another house. 
− Bus not on time. Transfers not valid. 
− Buses are late every day. 
− Chinese. 
− Current one-way tickets are not as convenient. 
− Delays. 
− Did not speak with others. 
− Discrimination. 
− Does not have bus drivers who speak Chinese. 
− Driver ignoring pick-ups/drop-offs. Hard to get a bus to/from Alameda. 
− Drivers are despots with Hispanics. Discriminate against us and pretend not to understand us. 
− Drunk people, bad kids. 
− Fare machine and day pass machine not working. 
− I don't have a problem. 
− I have some problems with some drivers because some say the stops and others don't. 
− I'm bilingual. 
− It is not the language. 
− It is very important to have information and drivers speak Spanish to help people who do not 

speak English. For some drivers do not behave rude to them just because they do not speak 
English. 

− Just sometimes the bus drivers are neglectful and don't warn or alert to the next bus stops. 
− Language difficulties. 
− Late buses, transfer times with BART don’t match, buses need later evening runs. 
− Late/delayed. 
− Looked down upon by driver. 
− My complaint is that I cannot ask the driver questions. 
− My problem is not being able to ask the bus driver for a certain bus stop. 
− No, just my complaint is the buses do not arrive on time at the bus stop. 
− No. Sometimes I've got to be late. 
− Not often enough for #1. Too crowded on #1. Bad fast driving. 
− Nothing really. Lack of security. 
− Once I got on the bus and as I didn't have much money, but I didn't know how to explain so the 

only thing I did was go in the back but when I asked for the stop the driver did not stop and let 
me far away. I did not know how to ask the driver where I was and how to get to my stop. 

− People smoking marijuana. 
− Rarely do I have problems on the bus. 
− Service. 
− So far, I haven't had problems. 
− Sometimes because affixed next month's pass on discount card the bus driver does not accept, 

and I couldn't communicate to clarify with them. 
− Sometimes drivers are rude. 



− Sometimes drivers get angry with me because I don't understand what they tell me. 
− Sometimes I ask something but the drivers don't understand me. 
− Sometimes I wait a long time at the bus stop and two buses arrive together. 
− Sometimes I'm not sure if the drivers will work in the holidays. They don't do the right stops at 

all the places indicated by the signs of the bus stop. Please let me know if there is a place where 
I can complain because I'm always late for work, even if I take an earlier bus. 

− Sometimes people fight. Or the bus driver goes past my stop, but not always. 
− Sometimes the bus drivers are very rude. 
− Sometimes they don't understand me. 
− Still okay. No problems. 
− The bus is delayed. Sometimes I'm afraid to take the bus because the young African-Americans 

get on the bus to make chaos. 
− The drivers do not stop at the right stops and do not accept BART tickets. 
− The frequency; most of the time two buses come at once and once they leave, we need to wait 

for 1+ hour for the next bus. I wish they could fix this problem and the on-time problem. 
− The male bus drivers harass me often. They project things on me that are not happening. They 

make rude derogatory remarks when I'm just boarding the bus. Many drivers do not 
acknowledge their passengers. 

− We need more demographic diversity to speak the Spanish language, representing the Latino 
and native North and South America continents. 

− When I ask something, they don't understand me. 
− When I get the bus on International Blvd and 100th Street, it is so late. 
− With the boys in the school when they come yelling on the bus. 
− Yes, my problem is when I ask for schedules and bus routes. 

 
What do you do when these problems happen? 
 

− 1/5 times when using. 
− Always they never stop where they are supposed to stop. 
− Ask someone for help. 
− Ask. 
− Bear. 
− Call 911 for help. 
− Could only pay cash at the machine. 
− Don't care. 
− Don't engage! 
− Helpless. 
− Hope AC Transit can make some more positive and serious changes ASAP. 
− I am late sometimes. Have to wait for less crowded bus. Fall down or drop groceries. 
− I ask other people. 
− I ask people who speak Spanish. 
− I ask someone who speaks English and they tell the driver what I need. 
− I ask someone who speaks Spanish. 
− I can do nothing. I just endure. 
− I cannot do anything. We communicate in sign language. 
− I don't do anything. I just look at them and they laugh at me. 



− I don't say anything to involve myself. I just walk back to my stop. 
− I get off at the next stop. 
− I get off the bus. 
− I just shut up. 
− I just wait for the bus but that makes me late for my job. 
− I prefer to ask other passengers. 
− I try to ask for help from people who speak Spanish 
− I walk away. 
− I wish there was a cop on the bus. 
− I'm pissed off! 
− Just wait. 
− Just wait. Be patient. 
− Just wait. No choice. 
− Need to pay. 
− Nothing. I get off at the next stop. But I wish there was a phone system I could use to complain. 
− Nothing. I just went on another bus but that driver didn't understand me either. 
− Nothing. Stay standing until stop comes. 
− Problem. 
− Report on website. 
− Sometimes I put more money in the machines so they don't say anything to me. 
− The problem is when they took the other route, the bus driver does not make the stop. When 

there is an event they do not communicate with us in advance and when a bus driver calls in sick 
they do not substitute another driver to follow the regular bus scheduled. 

− To call the Census Bureau to make them more balanced public services and be monitored fairly 
and simply! 

− Until now, nothing. I try not to give importance to the situation. 
− Wait and pay on the next bus. 

 



Appendix G: Language Assistance Recommendations

Activity Recommendation Required
Best 

Practice
GENERAL

Title VI Internal 

Awareness and Training

Integrate Title VI awareness into all activities and the general knowledge base of the District, including the methods of provide 

Language Assistance measures.
X

Public Outreach Needs 

and Strategies Plan

All new projects would identify the attributes of the people in the geography affected (i.e., primary languages spoken, income 

status) and include strategies to reach those constituents. As with the Project Charter Process, project team members must 

submit a form outlining this to be approved by Title VI staff prior to implementation and approval of project.

X

Eliminate English-only 

Campaigns

When creating future promotional/marketing/awareness campaigns, include communications in the primary languages, at a 

minimum, to ensure participation beyond English proficient riders.
X

Outreach and 

Communication with 

Community Based 

Organizations

Continue to build on recent successes by partnering with county, city, and other transit agencies to build the community 

outreach database.
X

Develop relationships 

with CBOs

Communicate with CBOs the new activities undertaken following plan implementation (i.e., Language Assistance Hotline, 

"How to Ride" videos and brochures, etc.); continue working to develop ongoing partnerships for future planning activities.
X

MATERIALS & 

DOCUMENTS
Title VI Public Notice 

Translation (Vital 

Document)

Provide Spanish and Chinese on-board vehicles and at General Office; offer translation into all Safe Harbor languages upon 

request; provide English version on website that can be translated using Google Translate. 
X

Title VI Complaint Form 

and Procedures (Vital 

Document)

Translate into all Safe Harbor languages for website and in printed form available on request. X

Notice of Free Language 

Assistance (Vital 

Document)

Provide translations of notice in all Safe Harbor languages on website;  provide notice in Primary and Secondary Language on-

board vehicle and at General Office.
X

Legal Notices (Vital 

Document)
Provide translation services into all Safe Harbor languages upon request. X

Safety and Security 

information
Use of pictographs as much as possible. X

Fare and Service Change 

Information (Vital 

Document)

Translate into Primary and Secondary languages. Offer translation in all Safe Harbor languages upon request. X

General Promotional 

Materials
Translate into Primary and Secondary languages as funding permits and into Safe Harbor languages as determined by location. X

Onboard Riding and 

Safety Information
Translate into Primary, plus Secondary as funding permits X



Construction, Detour, 

Stop Move, and Other 

Courtesy Notices 

Translate into Primary languages when feasible and into Secondary and Safe Harbor languages as determined by location. X

Documents on Website
To the extent possible, ensure new posted documents can be translated using the Google Translate button. This requires 

source documents to be uploaded instead of being scanned, or for content to be provided as text in a webpage.
X

"How to Ride" Collateral

Increase the number of videos on YouTube, including "How to Ride" videos aimed at youth, seniors, new users. Create 

versions in English and Primary (with subtitles in Secondary languages); create "How to Ride" pamphlets with greater use of 

illustrations and pictographsthat includes sources of additional information in multiple languages. Create "How to Ride" 

curriculum for distribution to numerous ESL schools and school districts in the service territory. 

X

TRANSLATION TOOLS & 

PROTOCOLS

Language Assistance 

Hotline

Contract for an AC Transit language hotline and publicize its availability throughout the District, including on the website, all 

printed materials, on the buses;  promote availability to community and encourage its use by all employees.
X

Line Item for Translation 

and Interpretation

To ensure the translation requirements of the plan are met consistently across departments and projects, add a line item to 

the District-wide budget for translation and interpretation.

Public Hearing Protocol

For all public hearings, Primary Language translators should be in attendance; Safe Harbor translators upon request and 

advertised in advance of the meeting. Availability of these translators, as well as the availability of Secondary and Safe Harbor 

language translators upon request, should be promoted well in advance of the meetings.

X

Public Meetings Protocol

For all public (community outreach) meetings, Primary Language translators should be in attendance for at least one meeting 

within the outreach topic series. Availability of these translators, as well as the availability of Secondary and Safe Harbor 

language translators upon request, should be promoted well in advance of the meetings.

X

Simultaneous 

Translation Equipment

With the purchase of this equipment, AC Transit will no longer need to rent equipment each time a translator is needed and 

having the equipment on hand will enable greater flexibility in languages used.
X

"I Speak" Cards

Produce and distribute to all employees (including in Operator's pouches) “I speak” cards for emergency situations requiring 

language assistance. With the advent of the language assistance hotline, this will enable drivers to quickly keep LEP riders 

informed.

X

Language Manual

Create and distribute to employees a manual of common phrases used by LEP riders in using AC Transit system. For example, 

phonetically spell out in different languages phrases such as “This bus goes to…” and “You need to take the #X bus to go to…” 

and “Please move to the back of the bus…” and "This bus is out of service. Please wait for next bus..." etc. 

X

EMPLOYEES
New Employees Include as a desired trait in all new hiring, regardless of position, the ability to speak multiple languages. X

Employee Training

Re-establish diversity training of all AC Transit employees. Include Title VI training as part of new-employee and Operator 

yearly refresher training. Include Title VI content in the Operator User Guide. Conduct training for staff involved in planning & 

marketing of new activities & projects to integrate Title VI protected populations into planning.

X



Follow Up On Title VI-

Related Complaints

Provide assistant superintendents with additional diversity training and assistance to enable enhanced counseling with drivers 

found to have violated Title VI procedures following customer complaint. Require all such drivers to go through "refresher" 

diversity training.

X

Employee Ambassador 

Program

Create an ambassador program using AC Transit employee volunteers who represent various LEP and underrepresented 

populations. Arrange for ambassadors to attend meetings at appropriate CBOs to talk about AC Transit, how to ride and 

where to get information, and to get feedback from riders about issues they encounter. Create a “feedback” database and 

share with appropriate AC Transit personnel for follow-up action.

X

Employee Translators

Establish a translator or interpreter “pool” of AC Transit employee volunteers who speak other languages and who can assist 

with on-demand interpretation needs of riders or members of the public in emergencies or as a supplement to the Language 

Line services.

X

"I Speak" Buttons Create and distribute “I speak…” buttons to all volunteer employees who speak multiple languages. X
Employee Tuition 

Assistance

Promote the availability of tuition-reimbursement funds to all employees and encourage them to learn the primary or 

secondary languages.
X

Bilingual Drivers in LEP 

Areas
During the next CBA process, advocate for allowing bilingual drivers to sign up for routes with high density of LEP speakers. X
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Appendix E: Record of Decision for the East Bay Bus Rapid Transit Project 
 

AC Transit has not proposed the construction of any new transit facilities during the last three years 

and has not undertaken any new Facility Equity Analyses. A previous NEPA analysis was conducted 

for the East Bay Bus Rapid Transit (BRT) project, and the Record of Decision was issued by the 

Federal Transit Administration on June 8, 2012, and is incorporated in the Title VI Program by 

reference. 
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Appendix F: Board Policy 550 
 

Board Policy 550, “Service Standards and Design Policy,” was adopted in 1994 and amended in 2008.  

It is incorporated in the Title VI Program by reference, and is available on the following AC Transit 

website: http://www.actransit.org/about-us/board-of-directors/board-policies/ 

 

http://www.actransit.org/about-us/board-of-directors/board-policies/
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Appendix G: Demographic Maps 
 

This demographic and service profile maps contained in this appendix were created for this triennial 

program update, and will be used by staff going forward to assist in planning and outreach processes. 
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Map 1: Attractors and Generators with Route Network
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Map 2: Minority Population in AC Transit Service Area 

 



3 | P a g e   AC Transit Title VI Program Update 2014 
 

Map 3: African American Population in AC Transit Service Area 
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Map 4: Asian/Pacific Islander Population in AC Transit Service Area 
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Map 5: Latino/Hispanic Population in AC Transit Service Area 
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Map 6: Low-Income Population in AC Transit Service Area 
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Appendix H: ACT 2012 Onboard Survey Report 
 

AC Transit conducted a survey of riders in 2012.  Staff report 13-114a was received by the Board of 

Directors on November 13, 2013, and is incorporated in the Title VI Program by reference, and can be 

found at the following location on the AC Transit website: http://www.actransit.org/wp-

content/uploads/board_memos/13-114a%20Onboard%20Survey.pdf  

 

http://www.actransit.org/wp-content/uploads/board_memos/13-114a%20Onboard%20Survey.pdf
http://www.actransit.org/wp-content/uploads/board_memos/13-114a%20Onboard%20Survey.pdf
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Appendix I: Board Policy 163 
 

Board Policy 163, “Public Hearing Process for the Board of Directors,” was adopted in 1994 and 

amended by the AC Transit Board on August 13, 2014.  It is incorporated in the Title VI Program by 

reference, and is available on the following AC Transit website: http://www.actransit.org/about-

us/board-of-directors/board-policies/ 

 

http://www.actransit.org/about-us/board-of-directors/board-policies/
http://www.actransit.org/about-us/board-of-directors/board-policies/
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Appendix J: Staff Reports for Title VI Policies and Outreach Activities 
 

Staff report 13-305d regarding establishment of thresholds for Disparate Impact and Disproportionate 

Burden, and related to amendments to Board Policies 163, 501, and 551, was approved by the Board of 

Directors on August 13, 2014, and is incorporated in the Title VI Program by reference.  It can be found 

in the following location on the AC Transit website: http://www.actransit.org/wp-

content/uploads/board_memos/13-305d%20Title%20VI.pdf  

http://www.actransit.org/wp-content/uploads/board_memos/13-305d%20Title%20VI.pdf
http://www.actransit.org/wp-content/uploads/board_memos/13-305d%20Title%20VI.pdf
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Appendix K: Prior Service and Fare Equity Analyses  
 

Since January 1, 2011, staff conducted two fare equity analyses.   
 
In May 2011, the Board considered GM Memo 11-053b and attachments: Consider the Adoption of 
Resolution No. 11-017 Approving a Proposed Fare Structure, Changes in Fares, Pass Prices, Fare 
Media and the Establishment of a Ten-Year Schedule, with a Review After Five Years, of Planned 
Increases in Fare and Pass Prices.  It can be found on the AC Transit website at this location: 
http://www.actransit.org/wp-content/uploads/board_memos/1_GM%2011-053b%20Fares.pdf  
 
In November, 2013, the Board received Staff Report 13-240c: Consider approval of the Title VI 
Evaluation of 2013 Fare Proposals and attachments, and that report is incorporated in the Title VI 
Program by reference.  It is located on the AC Transit website at this location: 
http://www.actransit.org/wp-content/uploads/board_memos/13-240c%20Title%20VI%20Fares.pdf  

http://www.actransit.org/wp-content/uploads/board_memos/1_GM%2011-053b%20Fares.pdf
http://www.actransit.org/wp-content/uploads/board_memos/13-240c%20Title%20VI%20Fares.pdf
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