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        Administrative Matters  
 
 

CUSTOMER CONTACT POLICY AND TITLE VI COMPLAINT PROCESS 
FOR THE 

ALAMEDA-CONTRA COSTA TRANSIT DISTRICT 
  
 

Section I: 
 
With regard to Customer Contacts including complaints, reports of service 
problems, requests for information or suggestions, it is the District’s policy to: 

 
1. Establish and maintain a timely and responsive process to address 

customer needs; 
 

2. Establish and maintain a central process for all customer contacts, 
including those associated with Title VI/Environmental Justice 
considerations as outlined in Section 2; 

 
3. Assure that all departments/divisions handling customer contacts work 

closely together by providing information to each other in a cooperative 
and timely manner; 

 
4. Assure that customers are provided with relevant information regarding 

their contact; 
 

5. Assure customer confidence in the District’s complaint/request process; 
and, 

 
6. Provide the District with a full and complete record of all customer 

contacts on a timely basis in order to reduce the number of contacts by 
addressing recurring problems relating to both service and personnel. 
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Section II: Title VI Complaint Process 
 
Background: 
Under Title VI of the Civil Rights Act of 1964, as amended, recipients of federal funds must 
ensure 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 such, the District must take any Title VI 
violation complaint seriously and act quickly to identify, resolve or remediate any identified 
issue. 
 
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.   
 
Posting of Title VI Complaint Notification 
The following notice will be placed on-board buses and on the AC Transit website: 
 

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 address your complaint to:  
 
AC Transit 
Long Range Planning 
1600 Franklin Street 
Oakland, CA 94612 

 
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 a department and address for submitting a Title VI 
claim.   

• Email or Phone—Individuals can register a Title VI complaint through the AC Transit 
Customer Services Department, which forwards the item to the Title VI Compliance 
Review department for Title VI review. 

 
Review of Complaint 
Upon receipt of a complaint, the Title VI Compliance Officer reviews the issue to determine 
if it is raises a Title VI issue (i.e. relates to the exclusion from participation in, or denied the 
benefits of  services on the basis of race, color or national origin as protected by Title VI .)  
All Title VI Complaint files are kept in the Title VI Compliance Office for a minimum of 10 
years.   
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If the claim is not related to Title VI, but to other issues, the Title VI Compliance Officer 
forwards the complaint to the appropriate department for resolution and sends a letter to 
the claimant explaining the process, and 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 Compliance Officer 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.   
 
Investigating Title VI claims 
Staff reviews the complaint to determine if it raises any Title VI issues. 
 
If the complaint raises any Title VI issues, staff will analyze the claim to determine if there is 
a Title VI issue, using FTA guidance.  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.  Conversely, if the claim is invalid, erroneous 
or does not present a situation that results in a Title VI violation, the Compliance Officer will 
send a letter to the claimant with their findings 
 
 
 

 
         


