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I: INTRODUCTION
The material contained in the Peninsula Corridor Joint Powers Board's (hereinafter "JPB" or "Caltrain")
Title VI Program provides information and analysis bearing upon compliance with Title VI of the 1964
Civil Rights Act regarding transit services and related benefits. The purpose of Title VI is to ensure that
"no person shall, on the ground of race, color, or national origin, be excluded from participation in, be
denied the benefits of, or be subjected to discrimination under any program or activity receiving Federal
financial assistance.” (42 U.S.C. § 2000d.)
The Federal Transit Administration (FTA) requires applicants for and recipients of Federal assistance to
provide assessments of compliance as part of the grant approval process. The FTA has the responsibility
to ensure that federally supported transit services and related benefits are distributed in a manner
consistent with Title VI including as related to Environmental Justice and access for individuals who have
Limited English Proficiency. This Title VI Program conforms to the FTA’s Title VI Circular 4702.1B,
effective October 2012.
As a federal grant recipient, the JPB is required to maintain and provide to FTA information on its
compliance with the Title VI regulations. At a minimum, it must conduct periodic compliance
assessments to ensure that the level and quality of transit services is provided in a nondiscriminatory
manner, that full and fair participation in public transportation decision‐making occurs without regard to
race, color, or national origin, and to ensure meaningful access to transit‐related programs and activities
by persons with limited English proficiency. The JPB is required to submit a Title VI Program every three
years and to document that services and benefits are provided in a non‐discriminatory manner. This
document covers the period from November 2013 through October 2016.
The JPB, as required under Circular 4702.1B, has included the following information in this Title VI
compliance report:
Discussion and attachments pertaining to general Title VI requirements.
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Title VI Notice to Public
Title VI Complaint Procedures & Form
List of Investigations, Complaints, or Lawsuits
Public Participation Plan
Limited English Proficiency Language Assistance Plan
Ethnicity of Members of Non‐elected Committees
Sub‐recipient Monitoring
Evidence of Board Approval
Construction Facilities Information
Additional Information upon Request

Discussion and attachments pertaining to Title VI requirements for transit operators.
1. Service Standards and Policies
2. Demographic and Service Profile
3. Demographic Ridership and Travel Patterns
1 | Page
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4. Monitoring Program Results
5. Public Engagement for Policy Development
6. Title VI Equity Analyses

II: GENERAL REQUIREMENTS
This chapter addresses the general triennial reporting requirements for all Federal Transit
Administration (FTA) grantees.
1. Title VI Notice to Public
A copy of the JPB’s notice to the public that it complies with Title VI requirements and a list of
locations where the notice is posted are contained in Appendix A.
2. Title VI Complaint Procedures & Form
JPB responds to any and all complaints or lawsuits that allege discrimination on the basis of
race, color, or national origin with respect to service or other transit benefits. JPB makes its
procedures for filing a Title VI complaint available to members of the public. This procedure is
posted on Caltrain’s website, is available at the customer receptionist desk located at JPB
headquarters at 1250 San Carlos Avenue, San Carlos, CA, and is sent to a customer if requested
by phone or e‐mail. The JPB’s Title VI Complaint Process Flowchart, Instructions to the public on
how to file a Title VI Discrimination Complaint, Title VI Discrimination Complaint Form, Title VI
Complaint Processing Procedure, and Title VI Discrimination Investigator Form are contained in
Appendix B.
3. List of Investigations, Complaints, or Lawsuits
Appendix C contains a list of any Title VI investigations conducted by entities other than FTA,
lawsuits, or complaints naming the JPB that allege discrimination on the basis of race, color, or
nation origin. In keeping with the Circular, the list includes the date the investigation was
requested or the lawsuit or complaint was filed; a summary of the allegation(s); the status of the
investigation, lawsuit, or complaint; and actions taken by the JPB in response to the
investigation, lawsuit, or complaint.
4. Public Participation Plan (PPP)
A summary of public outreach and involvement activities undertaken in last three years and
description of steps taken to ensure that minority and low‐income persons had meaningful
access to these activities is contained in various portions of this Title VI Program, including the
JPB’s Public Participation Plan in Appendix D, the Language Assistance Plan in Appendix E, Policy
Development Outreach in Appendix L (from 2013), and the outreach summary portion of the
JPB’s recent equity analyses in Appendix M.
5. Limited English Proficiency (LEP) Language Assistance Plan (LAP)
The JPB’s current Limited English Proficiency Language Assistance Plan for providing language
assistance for persons with Limited English Proficiency based on the DOT LEP Guidance is
contained in Appendix E.

2 | Page
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6. Ethnicity of Members of Non‐elected Committees
JPB currently selects or recruits members for two advisory committees that advise staff and/or
report to the JPB Board of Directors relative to Caltrain policies or services. These committees
are the Citizens Advisory Committee (CAC) and the Bicycle Advisory Committee (BAC).
The Caltrain Citizens Advisory Committee (CAC) represents San Francisco, San Mateo and Santa
Clara Counties. The CAC is composed of nine volunteer members who serve in an advisory
capacity to the tri‐county Caltrain policy board, providing input on the needs of current and
potential rail customers, and reviewing and commenting on staff proposals and actions as
requested by the board.
The CAC meets the third Wednesday of each month at 5:40 p.m. at JPB’s headquarters in San
Carlos, just one block from the San Carlos Caltrain Station. All meetings are open to the public.
Annual four‐week recruitment is held in April and May to fill the vacancies on the CAC. In the
event there are a significant number of unexpected vacancies, the JPB may request that staff
hold an off‐cycle recruitment. JPB is proactive with respect to recruiting new CAC members.
Depending on the number and location of vacant seats, ads for applications are sometimes
placed in the papers of record in San Francisco County, San Mateo County, and Santa Clara
County with language‐specific ads placed in the Asian Journal (Mandarin), El Observador
(Spanish), and Half Moon Bay Review (bilingual English/Spanish). JPB also provides recruitments
notices in the following forms:




News releases
Onboard take‐ones (which has been found to be the best method for customers to
receive information)
Board and CAC meeting announcements

Applications are reviewed by Staff Coordinating Council (SCC) who coordinates the selection
process with county representatives on the Board. The Board members from each County then
provide their recommendation for appointment to the CAC to the full Board at their public
meeting. The JPB recruitment materials note that individuals of diverse ethnic backgrounds are
encouraged to apply.
The following table illustrates the current membership of the JPB Citizens Advisory Committee.
The committee is 12.5% Native Hawaiian or other Pacific Islander, 12.5% White/Caucasian, and
88.75% unknown race.
Table 1: Current (2016) CAC Membership List

#
1
2
3
4

Race/Ethnic
Background
Native Hawaiian or
other Pacific Islander
White/Caucasian
Did Not Respond
Vacant Seat

County
San Francisco
San Francisco
San Francisco
San Mateo
3 | Page
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5
6
7
8
9

Did Not Respond
Did Not Respond
Did Not Respond
Did Not Respond
Vacant Seat

San Mateo
San Mateo
Santa Clara
Santa Clara
Santa Clara

The Caltrain Bicycle Advisory Committee (BAC) serves as the primary venue for the interests
and perspectives of bicyclists to be integrated into the Caltrain planning processes. This group
brings new ideas for discussion and helps Caltrain guide its future investments.
The committee is a partnership composed of nine volunteer members and Caltrain staff.
There are three representatives from each of the three counties served by Caltrain: San
Francisco, San Mateo and Santa Clara. One member from each county is a public agency staff
member responsible for bike planning and/or policy development, one is a member of a bicycle
advocacy organization, and one is a Caltrain bike passenger from the general public.
Annual four‐week recruitment is held in November and December to fill the vacancies on the
BAC. JPB provides recruitment notices in the following forms:





News releases with notice of translation assistance in Spanish and Chinese
Onboard take‐ones with notice of translation assistance in Spanish and Chinese (which
has been found to be the best method for customers to receive information)
Board, CAC and BAC meeting announcements
Social media announcements

Although the BAC is comprised of staff / members of specific public agencies and bike
organizations, in order to promote minority applicants the recruitment notices will be shared
with Community Based Organizations. The JPB recruitment materials note that individuals of
diverse ethnic backgrounds are encouraged to apply.
BAC members are selected by the Staff Coordinating Council (SCC). A BAC member’s term is two
years. The BAC meets every third Thursday every other month at 6:45 p.m. at JPB’s
headquarters in San Carlos, just one block from the San Carlos Caltrain Station. All meetings are
open to the public.
The following table illustrates the current membership of the BAC. The committee is currently
50.0% White/Caucasian and 50.0% unknown race. One seat on the committee is currently
vacant.
Table 2: Current (2016) BAC Membership List
#
1
2
3

Race/Ethnic
Background
White/Caucasian
Did Not Respond
Did Not Respond

County
Represented
San Francisco
San Francisco
San Francisco
4 | Page
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4
5
6
7
8
9

Did Not Respond
White/Caucasian
Vacant Seat
Did Not Respond
White/Caucasian
White/Caucasian

San Mateo
San Mateo
San Mateo
Santa Clara
Santa Clara
Santa Clara

7. Sub‐recipient Monitoring
The JPB does not have any sub‐recipients for Federal Funding, thus no monitoring of sub‐
recipients is required by the JPB.
8. Evidence of Board Approval
The Board meeting agenda, staff report, meeting minutes, PowerPoint presentations, and
signed resolution of the JPB Board’s adoption of the 2016 Title VI Compliance Program is
included in Appendix F.
9. Construction Facilities Information
During the last three years, Caltrain has not undertaken any projects or constructed any transit
facilities requiring a Facility Equity Analysis as defined by C4702.1B, Chapter III, Number 13.
Caltrain's two current and near‐future major capital investment projects are (a) the Peninsula
Corridor Electrification Project (PCEP), which will modernize and electrify the Caltrain system to
allow use of new electric train cars instead of just diesel trains, and (b) implementation of the
Communications Based Overlay Signal System (CBOSS) Positive Train Control (PTC) Project,
which is an advanced signal system that will equip the corridor with federally‐mandated safety
technology and increase system capacity to help accommodate future increases in ridership
demand.
These projects cover the entire Caltrain‐owned right of way, involve no new facilities subject to
the facilities siting analysis requirements, and present no potential environmental justice
concerns. Caltrain dedicated project websites are included for reference in Appendix G.
10. Additional Information upon Request
At the discretion of FTA, information other than that required by the circular may be requested.
FTA has not requested such information, and none has been provided at this time.

III: REQUIREMENTS OF TRANSIT OPERATORS
This chapter responds to the specific requirements for FTA‐assisted transit operators that operate 50 or
more fixed route vehicles in peak service and are located in an Urbanized Area (UZA) of 200,000 or more
people.
1. Service Standards and Policies
A copy of the JPB’s major service change policy, disparate impact and disproportionate burden
policies, and system wide service standards and policies, adopted by the JPB Board of Directors
on April 4, 2013, can be found in Appendix H.
5 | Page
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2. Demographic and Service Profile
JPB regularly evaluates demographic information as part of any proposed service or fare change,
as required by the FTA. In addition, JPB conducted additional analysis using Census data for this
Program submission. The results are included in Appendix I.
3. Demographic Ridership and Travel Patterns
JPB conducts surveys on statistically‐valid samples of passengers every three years. The survey
questions include queries regarding race/ethnicity and household income, among many others.
An excerpt of the JPB’s most recent survey analysis (completed in 2013) is contained in
Appendix J.
JPB conducted the 2016 triennial survey in October 2016. The 2016 survey results will be
available in 2017.
Additionally the Metropolitan Transportation Commission (MTC) in cooperation with Caltrain
and the FTA conducted the 2014 Caltrain On‐Board Transit Survey. In addition to collecting
Origin and Destination data, detailed survey data on riders (including demographics) was
collected. An excerpt of the 2014 MTC Report is also contained in Appendix J.
4. Monitoring Program Results
JPB’s most recent analysis of performance under JPB’s service standards and policies adopted in
April 2013 can be found in Appendix K.
5. Public Engagement for Policy Development
A summary of the public engagement process utilized to develop and vet JPB’s major service
change policy, disparate impact and disproportionate burden policies, and system wide service
standards and policies, all adopted in 2013, can be found in Appendix L.
6. Title VI Equity Analyses
The JPB has conducted two (2) fare equity analyses across the review period. Based on the
equity analysis of the increase in fare proposals for the Additional Regional Clipper Incentive in
FY2015, only the One‐Way Ticket was found to have a disproportionate burden impacting the
low‐income population. In order to help mitigate impacts to the low‐income population, any
passenger (including low and minority passengers) could avoid the price increase to One‐Way
tickets and Day Passes by using a Clipper card. In 2014, Caltrain conducted Clipper outreach at
Caltrain stations to help promote the usage of Clipper. In addition, Clipper currently has
information pamphlets in both Spanish and Chinese which is also available at Caltrain
Headquarters office and are placed on trains.
Based on the equity analysis to increase the base adult fare 50 cents, along with corresponding
increases to multi‐ride and eligible discount fares, when viewed cumulatively the proposed fare
increases in FY2016 did not disparately impact minority passengers or disproportionately
burden low‐income populations. Rather, the impact of the fare increases will be experienced
more predominantly by non‐minority and non‐low income persons.
Complete copies of all fare equity analyses conducted by the JPB during the review period are
included in Appendix M.
6 | Page
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JPB Title VI Equity Evaluation Proposed Fare Change FY 2015 dated June 2014



JPB Title VI Equity Evaluation Proposed Fare Change FY 2016 dated November 2015

The JPB did not consider major service changes during the review period that met the threshold
under the major service change policy adopted in April 2013.

7 | Page
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A. TITLE VI NOTICE TO PUBLIC
The JPB Notice to the Public regarding Title VI rights is included below. It is posted in English and Spanish
at several highly visible public locations around JPB headquarters at 1250 San Carlos Avenue, San Carlos,
CA (including the lobby, customer reception desk, and board meeting room) and at all Caltrain Stations
posted in the information boards. JPB’s Title VI notice to the public is also posted on Caltrain’s Website
http://www.caltrain.com/riderinfo/TitleVI.html. Examples of the posted Title VI notices follow.
The JPB will be updating the Title VI notices to include notice of free translation assistance in all safe
harbor languages as defined in the Limited English Proficiency and Language Assistance Plan included in
this Title VI submission.

Title VI
Caltrain operates its programs and services without regard to race, color or national origin in accordance
with Title VI of the Civil Rights Act of 1964. For information on the Caltrain Title VI program, visit one of
the links below.
Any person who believes they have been discriminated against based on race, color or national origin
with regard to transit services delivery has the right to file a complaint within 180 days of the alleged
incident. You may download a complaint form below or request one by calling 1.800.660.4287 (TTY
650.508.6448). You also may file a complaint with the Federal Transit Administration through its Office
of Civil Rights, Title VI Program Coordinator, East Building, 5th floor‐TCR, 1200 New Jersey Ave., SE,
Washington, DC 20590.
Caltrain está comprometido a garantizar que toda persona goce de la distribución equitativa de servicios
y instalaciones sin importar las cuestiones de raza, color u origen nacional, de conformidad con el Título
VI del Acta de Derechos Civiles de 1964. Para obtener información sobre el programa Caltrain Title VI,
visite uno de los siguientes sitios web.
Cualquier persona que se sienta víctima de discriminación por motivos de raza, color u origen nacional
en relación con la prestación de servicios de transporte tiene el derecho de presentar una queja dentro
de los 180 días del supuesto incidente. Usted puede descargar un formulario de queja (abajo) o
solicitar un formulario, llamando al numero 1.800.660.4287 (TTY 650.508.6448). También puede
presentar quejas al Federal Transit Administration por medio de la oficina, “Office of Civil Rights”, con el
coordinador de programa del Title VI ubicado en el quinto piso‐TCR del edificio oeste, 1200 New Jersey
Ave., SE, Washington, DC 20590.

A1 | Page
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Title VI Notice ‐ SamTrans & JPB (Caltrain) headquarters, San Carlos, CA
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Title VI Notice ‐ Caltrain Station Information Board

Title VI Notice
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Title VI Notice ‐ Caltrain Website
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B. TITLE VI COMPLAINT PROCEDURES & FORM
The JPB Title VI Complaint Process Flowchart, Cover Letter and Instructions, Title VI Complaint Form,
Processing Procedure, and Investigation Processing Procedure follow.
The JPB will be updating the Title VI complaint procedures and form in all safe harbor languages as
defined in the Limited English Proficiency and Language Assistance Plan included in this Title VI Program.

B1 | Page

CALTRAIN/CONTRACT OPERATOR TITLE VI COMPLAINT PROCESS

Last Updated 11/28/2016 ‐ CD

Start
Caltrain Receives
Complaint via:
‐ Complaint Card
‐ Letter
‐ Verbal
‐ Phone Call
‐ Email

Does Customer
Report mention
race, color,
national origin, or
make a claim of
discrimination?

Customer Service enters
Consumer Report in Transit
Safe Database System.
Marks type of Complaint.

Yes

Title VI Administrator Functions performed by
the Senior Planner – Rail Operations

Customer Service sends
Consumer Report to
Title VI Administrator
through Transit Safe

Title VI Investigator Functions performed by
the Acting Manager – Rail Operations/
Manager – Rail Operations Compliance
Title VI Admin. directs Customer
Service through Transit Safe to
send the customer a Title VI
complaint form and cover letter.
Documents information in the
Title VI Spreadsheet.

Yes

Title VI Admin.
notifies Customer
service through
Transit Safe that
complaint is not
related to Title VI

Title VI Admin.
determines
(within 48 hours) if
complaint is a
potential Title VI
Complaint. Enlists
counsel from Legal as
necessary.

No

End
Customer Service sends the
complainant a Title VI complaint
form and cover letter.
Documents sent information in
Transit Safe.

Title VI Admin.
updates
Title VI log.

Title VI Admin. updates
Complaint and Results in
Transit Safe.

No

Customer
Service
receives Title
VI complaint
form

Yes

Title VI
Admin.
determines if
investigation
is warranted

No

Yes
Title VI Investigator sends
Investigation Report to
Chief Operating Officer ‐ Rail

Title VI Investigator notifies Contract Operator
and Transit Police (if applicable) of potential Title
VI Complaint. Notifies complainant of
investigation (within 10 days of receiving form).

Title VI Investigator notifies
the complainant (issues
determination letter) and
right to file an appeal (within
60 days of receiving form).
Contract Operator sends
Results with trends to Title VI
Investigator
Title VI Investigator finalizes
Investigation report
(within 30 days of receiving
form). If finding of Title VI
discrimination, report will
include corrective actions.
If not, will report will identify
why not.

Results should include:
‐ Facts uncovering investigation
‐ Date of Title VI Counseling
‐ Date of Progressive Disciplines
(if needed)
‐ Date of Refresher Training
‐ Trends uncovered during
investigation

Customer Service
follows standard
Customer Service
response
procedures.

No

Contract Operator commences investigation
process.
Investigation process:
‐ Reviews employees history from Database
‐ Investigates Title VI incident details
‐ Reviews employee behavior pattern to
determine negative behavior pattern, other
discrimination claims, and prior corrective
action taken
‐ Takes employee statement of incident
‐ Counsels employee to alert them of the
complaint and Title VI policies
‐ Follows procedures for Progressive Discipline

Re:

Caltrain Title VI Discrimination Complaint Form

Dear Caltrain Customer:
Title VI of the Civil Rights Act of 1964 requires 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.”
Caltrain is committed to ensuring that no person shall be excluded from the equal distribution of
its services and amenities because of race, color or national origin as protected by Title VI, as
amended. If you believe you have been subjected to discrimination under Title VI, you may file
a written complaint. Please complete the enclosed form to initiate a formal complaint and
investigation process. The form is available in accessible and alternative formats, such as large
print, TDD and Spanish. Your completed form should be returned to us at:
Caltrain Title VI Administrator
1250 San Carlos Ave. – P.O. Box 3006
San Carlos, CA 94070
This form must be filed within 180 calendar days of the alleged discriminatory incident. After
the form is submitted, you will be contacted within 10 business days of our receipt of the form.
A lead investigator will be assigned to the complaint. If you or another person identified as the
primary contact for the complaint does not get confirmation of receipt of the complaint form
within 10 business days, please contact us though our website (www.caltrain.com) or by phone
at 1.800.660.4287 (TTY 650.508.6448).
Caltrain Title VI Administrator

Español al otro lado

Ref.:

Caltrain - Formato de Queja de Discriminación del Título VI

Estimado Caltrain al Cliente:
El Título VI del Acta de Derechos Civiles de 1964 solicita que "Ninguna persona en los Estados
Unidos debe, por cuestiones de raza, color o origen nacional, ser excluida de participación, dejar
de recibir algún beneficio o ser discriminada bajo cualquier programa o actividad que reciba
asistencia financiera federal."
Caltrain está comprometido a garantizar que ninguna persona sea excluida de la distribución
equitativa de servicios y comodidades por cuestiones de raza, color o origen nacional tal como lo
establece el Titulo VI según la enmienda. Si usted cree que ha sido discriminado bajo el Título
VI puede presentar una queja por escrito. Por favor llene el formulario adjunto para iniciar una
queja formal y un proceso de investigación. El formulario está disponible en formatos accesibles
y alternativos, como los impresos, TDD y en español. Una vez que llene su formulario envíelo a:
Caltrain, Title VI Administrator
1250 San Carlos Ave. – P.O. Box 3006
San Carlos, CA 94070-1306
El formulario debe presentarse dentro de 180 días calendario a partir del incidente de
discriminación. Una vez que entregó el formulario, será puesto en contacto en los dentro de los
siguientes 10 días hábiles a partir de su recepción. Se le destinar a un investigador para la queja.
En caso de que usted o otra persona identificada como el contacto principal para la queja no
reciba la confirmación de recepción en los siguientes 10 días hábiles, póngase en contacto en
nuestro sitio web (www.caltrain.com) o llámenos al 1-800-660-4287 (TTY 650-508-6448).
Caltrain, Administrador de Título VI

English on other side

Caltrain – Title VI Discrimination Complaint Form
Caltrain is committed to ensuring that no person shall be excluded from the equal distribution of its
services and amenities because of race, color or national origin. Any person who believes they have
been discriminated against based on one of these categories may file a complaint. Complaints must
be filed within 180 calendar days of the incident.
Within 10 working days of receipt of your completed complaint form, Caltrain will contact you to
confirm receipt of your complaint form and begin an investigation (unless the complaint is filed with
an external entity first or simultaneously). The investigation may include discussion(s) of the
complaint with all affected parties to determine the nature of the problem. The investigation generally
will be conducted and completed within 60 days of receipt of a complete complaint form. Based
upon all information received, an investigation report will be submitted to the Caltrain Chief
Operating Officer - Rail. The complainant will receive a letter stating the Caltrain’s final decision by
the end of the 60-day time limit.
Please complete the information below and send to: Caltrain, Title VI Administrator
1250 San Carlos Ave. – P.O. Box 3006
San Carlos, CA 94070-1306
or: titlevi@caltrain.com
SECTION 1 – CONTACT INFORMATION
Name: ______________________________________________________________________
Address: ____________________________________________________________________
City: ________________________________

State: _____ Zip Code: _______________

Phone: (Home) ________________ (Cell)________________

(Work)_______________

[Please note if any of the phone numbers are for a TDD or TTY.]
E-mail:___________________________@____________________________
SECTION 2 – FILING FOR ANOTHER PERSON
Are you filing this complaint on your own behalf?

____ Yes

____ No

[If you answered "yes" to this question, go to Section 3.]
If not, please supply the name and relationship of the person for whom you are filing the complaint:
____________________________________________________________________________
Please explain why you have filed for a third party. ___________________________________
____________________________________________________________________________
Please confirm that you have obtained the permission of the aggrieved party if you are filing
on behalf of a third party.
____ Yes
____ No

SECTION 3 – DISCRIMINATION COMPLAINT
Which of the following describes the reason you believe the discrimination took place? Was it
because of your:
____Race

____Color

____National Origin

Please describe the Race, Color or National Origin of the aggrieved party ________________
Date and time the alleged discrimination took place: Date ___/___/___

Time ________a.m. / p.m.

Where did the alleged discrimination take place? Specific vehicle information is helpful (e.g. vehicle
number).
______________________________________________________________________
______________________________________________________________________
Is there a person you can identify who discriminated against the aggrieved party?
Name: ____________________________

ID#_________________

In your own words, describe the alleged discrimination. Explain what happened and who you
believe was responsible. Please use additional sheets if necessary.
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________
SECTION 4 – PREVIOUS OR EXISTING COMPLAINTS AND LAWSUITS
Have you previously filed a Title VI discrimination complaint with Caltrain?
____ Yes, for this incident

____ Yes, for a different incident

____ No

Have you filed this complaint with any other agencies or a court?
____Federal Agency

____State Agency

____Federal court

____State court

____Local Agency

____Other (please specify):___________________
Have you filed a claim or lawsuit regarding this complaint? Yes____

No____

If yes, please provide a copy of the complaint form and note court where filed:
____Federal Court

____State Court

Please provide contact person information for the agency/court where the complaint was filed.
Name / Office:__________________________________________________________
Address: ______________________________________________________________
City: _______________________________ State: _____ Zip Code: _____________

Phone Number ______________________________
SECTION 5 – SIGNATURE
Please sign below to attest to the truthfulness of the above. You may attach any written materials or
other information that you think is relevant to your complaint.
____________________________________
Complainant’s Signature

___________________
Date

Note: A complaint also may be filed with: Federal Transit Administration, Office of Civil Rights,
Attention: Title VI Program Coordinator, East Building, 5th Floor – TCR, 1200 New Jersey Ave., SE,
Washington, DC 20590.
11/28/16

Caltrain - Formulario de Queja Discriminación según el Título VI
Caltrain está comprometido a garantizar que ninguna persona sea excluida de la distribución
equitativa de servicios y instalaciones por cuestiones de raza, color o origen nacional. Cualquier
persona que se sienta víctima de discriminación en alguna de las categorías anteriores puede
presentar una queja. Las quejas deben presentarse dentro de los 180 días calendario a partir del
incidente.
Dentro de los siguientes 10 días hábiles de recepción del formulario de queja, Caltrain le contactará
para confirmar la recepción de su queja y comenzará una investigación (a menos que la queja sea
presentada ante una entidad externa antes o simultáneamente). La investigación puede incluir
debate(s) acerca de la queja con todas las partes afectadas para determinar la naturaleza del
problema. Por lo general, la investigación se llevará a cabo dentro de los 60 días siguientes a partir
de la recepción del formulario de queja completo. En base a toda la información captada, se
entregará un reporte de investigación a la Caltrain Director de Operaciones - Rail. El reclamante
recibirá una carta con la decisión final de Caltrain al finalizar los 60 días del tiempo límite.
Proporcione la información solicitada a continuación y envíela a:
Caltrain, Title VI Administrator
1250 San Carlos Ave. – P.O. Box 3006
San Carlos, CA 94070-1306
o: titlevi@caltrain.com
SECCION 1 – INFORMACIÓN DE CONTACTO
Nombre: ______________________________________________________________________
Dirección: ____________________________________________________________________
Ciudad: ________________________________

Estado: _____ Código de área: _____________

Teléfono: (Casa) ________________ (Teléfono móvil) ________________
(Trabajo) ________________
[Señale si alguno de los números telefónicos son TDD o TTY].
Correo electrónico:___________________________@____________________________
SECCION 2 – LLENADO DEL FORMULARIO PARA OTRA PERSONA
¿Está llenando este formulario para una queja propia?

____ Si ____ No

[Si la respuesta es "si", vaya ala Sección 3].
Si la respuesta es "no", proporcione el nombre y su relación con la persona para quien llena el
formulario:
____________________________________________________________________________
Explique la razón por la que presenta la queja como tercera persona. ____________________
____________________________________________________________________________

Confirme que cuenta con el permiso de la parte agraviada para presentar esta queja como tercera
persona.
____ Si
____ No
SECCION 3 – QUEJA DE DISCRIMINACIÓN
¿Cuál de las siguientes razones describe mejor el motivo de su queja? Fue por su:
____Raza

____Color

____ Origen nacional

Describa la raza, color u origen nacional de la parte agraviada ________________
Fecha y hora de la supuesta discriminación: Fecha ___/___/___ Hora ________a.m. / p.m.
¿Dónde sucedió la supuesta discriminación? Es de utilidad especificar la información del vehículo
(por ejemplo, el número del mismo).
______________________________________________________________________
______________________________________________________________________
¿Identifica a alguna persona que haya discriminado a la parte agraviada?
Nombre: ____________________________

# de ID_________________

Describa la supuesta discriminación con sus propias palabras. Explique lo que pasó y mencione a
quién considere responsable. Utilice más hojas si así lo necesita.
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________
SECCION 4 – QUEJAS ANTERIORES O EXISTENTES Y DEMANDAS
¿Cuenta con alguna queja previa sobre discriminación según el Título VI con Caltrain?
____ Sí, por este incidente

____ Sí, por otro incidente

____ No

¿Ha llevado esta queja a alguna otra agencia o a una corte?
____Agencia federal

____Agencia estatal ____ Agencia local

____Corte federal

____Corte estatal

____Otro (especifique):___________________
¿Ha presentado alguna queja o demanda respecto a esta queja en particular?
Sí____

No____

Si así lo hizo, proporcione una copia del formulario de la queja y señale la corte donde la presentó:
____Corte federal

____Corte estatal

Por favor proporcione la información de contacto de la persona que lo atendió en la agencia/corte
donde presentó la queja.
Nombre / Oficina:__________________________________________________________
Dirección: ______________________________________________________________
Ciudad: ________________________________

Estado: _____ Código de área:________

Número telefónico ______________________________
SECCIÓN 5 – FIRMA
Por favor firme a continuación para dar fe de la veracidad de lo anterior. Puede agregarse cualquier
escrito adicional o bien información que considere relevante al reclamante.
____________________________________
Firma del reclamante

___________________
Fecha

Nota: Una queja también puede presentarse a: Federal Transit Administration, Office of Civil Rights,
Atención: Title VI Program Coordinator, East Building, 5th Floor – TCR, 1200 New Jersey Ave., SE,
Washington, DC 20590.
11/28/2016

Title VI Complaint Processing Procedure
The Peninsula Corridor Joint Powers Board (Caltrain) grants equal access to all of its
transportation services. It is the intent of Caltrain that everyone is aware of their rights to
such access. In accordance with Title VI of the 1964 Civil Rights Act, Caltrain is
committed to ensuring that no person shall be excluded from participation in, be denied
the benefits of, or be subjected to discrimination under any Caltrain program or activity,
on the basis of race, color, national origin, English language proficiency or economic
status. Any person who believes that his/her Title VI rights have been violated may file a
complaint with Caltrain.
The complaint process (called "Consumer Reports") is a valuable tool used to track all
consumer concerns, suggestions, compliments, requests and complaints regarding
Caltrain services. All Consumer Reports are entered into the TransitSafe Customer
Service Module whereas the Title VI Complaints are entered into a Title VI spreadsheet.
This enables the JPB to identify issues, make improvements and track progress on a
regular and ongoing basis. Status on all reports is available online to anyone with a
password.
Consumer Reports are received in three main ways:




By phone (often via the Customer Service 800 number)
Via email (comments from the Caltrain website download directly into
TransitSafe)
By hard copy letter or comment card

Responses are usually processed by the Customer Service Representatives. However,
Consumer Reports related to accessibility issues are handled by the Accessibility
Specialists and actual claims are handled by the Risk Management Department.
The following definitions are used throughout the Title VI Complaint Processing
Procedures:

Definitions
Consumer Report/Complaint: Complaints, comments, compliments that are received
by Caltrain by phone, email, letter, or comment card, which may or may not include a
Title VI concern.
Contract Operator: The third-party company under contract with Caltrain to provide the
railroad services on behalf of Caltrain.
Customer: Any member of the public who comes into contact with Caltrain services.
Customer Service Center: A department within Caltrain that handles intake of
customer inquiries, compliments, and complaints. The Customer Service Center routes
customer comments as needed through TransitSafe for investigation by the responsible
party. Using the information provided by the responsible party, the Customer Service
Center responds to the customer.
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Title VI Administrator: The Caltrain staff member assigned to handle the Title VI
process, including tracking and investigating Title VI complaints.
Title VI Discrimination Complaint Form: The standard form utilized to submit Title

VI complaints.
Title VI Spreadsheet: An excel spreadsheet used to track potential and filed Title VI
Discrimination Complaint Forms. The spreadsheet will also be used to monitor and
analyze performance and determine if there are any trends that need to be mitigated.
Transit Police: Law enforcement contracted through the San Mateo County Sheriff’s
Office to support Caltrain. Transit Police Title VI complaints will be handled by the
Department of Risk Management and the San Mateo County Sheriff’s Office.
TransitSafe: A tool for collecting and routing information. All detailed information
regarding non-Title VI complaints is kept in this database. All Title VI Discrimination
Complaint Forms are kept in this database but the details of investigations and findings
are not.
After receiving a complaint or Consumer Report not provided on a standard Title VI
Complaint Form, the following process is followed:

Receipt of Original Complaint*
*Follow this section if the complaint is not submitted on a Title VI Form. If a Title VI
Complaint Form is received skip to “Receipt of Title VI Complaint Form”

Customer Service Center
1) Receive the complaint, follow standard procedures for entering the Consumer
Report into the TransitSafe database system.
2) Check the discrimination box in TransitSafe for all Consumer Reports that
mention race, color, or national origin, or make a claim of discrimination.
3) Route all Consumer Reports that are marked discrimination to the designated
recipients for routine investigation as well as send to the Title VI Administrator for
review.

Title VI Administrator
1) Review all incoming Consumer Reports marked as discrimination within 48 hours
of receipt for potential Title VI claims.
2) Determine if the complaint is a potential Title VI complaint. Enlist assistance
from Legal as necessary.
3) For potential Title VI claims:
a. Advise Customer Service through TransitSafe to send the customer a
Title VI complaint form and cover letter.
b. Notify the Contract Operator of the potential for a Title VI claim.
4) For non-Title VI complaints:
a. Advise Customer Service that the standard process should be followed,
including directed the report to the Contract Operator, as no Title VI
concerns are implicated.
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Contract Operator
1) Investigate the complaint according to the company's internal procedures. If the
investigation of a complaint proceeds prior to the Title VI Administrator
determining whether the complaint concerns Title VI, the investigation should be
made with a potential Title VI claim in mind.
2) Enter findings into TransitSafe.

Potential Title VI Claim Contained in Complaint
Title VI Administrator
1) Direct Customer Service Center to send the Title VI Complaint Form and Cover
Letter (Included in this Appendix B).
2) Enter information into the Title VI Spreadsheet, including notes regarding when
and how forms are provided in TransitSafe.

Customer Service Center
1) Respond to customer
a. Following standard response procedures as if this were any other type of
complaint.
b. Send Title VI Complaint Form and Cover Letter to customer as part of the
above response. If complainant is unable to complete a written form,
agency staff can fill one out on their behalf.
2) Document in TransitSafe how and when Title VI information was sent.

After receiving a complaint on a standard Title VI Discrimination Complaint Form, the
following process is followed:

Receipt of Title VI Discrimination Complaint Form
Title VI Administrator
1) Make determination whether the Title VI Discrimination Complaint Form contains
a valid Title VI concern. Enlist assistance from Legal as necessary.
a. If a Title VI investigation is warranted, follow the Title VI Investigation
Form (included in this Appendix B).
b. If no Title VI investigation is warranted, clearly document the basis for the
determination.
2) Inform complainant that a formal Title VI investigation is being conducted or that
their complaint is not covered by Title VI. This must be done within 10 working
days of receipt of the completed and signed Title VI Discrimination Complaint
Form.
3) Notify Contract Operator of Title VI investigation in writing, including request for
documentation.
4) Notify Transit Police of Title VI investigation in writing, including request for
documentation if complaint is related to alleged fare evasion, the receipt of a
citation, or other incident that involved Transit Police.
5) Enter information from the Title VI Discrimination Complaint Form into the Title VI
spreadsheet. The initial Title VI Complaint form will also be kept in TransitSafe,
but the Title VI Investigations and Findings will not be kept in TransitSafe.
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Rather, the Investigations and Findings will be reflected in the Title VI
spreadsheet.
a. Send the Title VI Complaint to Customer Service to enter into TransitSafe
if this is the first that a complaint has been received.
b. Indicate to Customer Service whether this is being investigated as a Title
VI investigation or if it should be a routine investigation.
6) Keep hard copies of the title VI complaint form in a Title VI notebook.

Contract Operator
1) Assist Title VI Administrator with investigation, as necessary.
2) If the Title VI complaint implicates a transit employee, provide employee’s
training records to the Title VI Administrator.
3) If the Title VI complaint implicates a transit employee, provide summary of
complaint history regarding the employee to the Title VI Administrator.
4) If the Title VI complaint implicates a transit employee, provide summary of any
disciplinary actions that have occurred as a result of customer complaints to the
Title VI Administrator.

Transit Police
1) Assist Title VI Administrator with investigation, as necessary.
2) Provide a summary of citation records associated with the incident if complaint is
related to the issuance of a citation or any other Transit Police involvement.
3) Provide summary of Transit Police response to the scene of an incident, if
permissible.

Customer Service
1) If the Title VI Discrimination Complaint Form is the first receipt of the complaint:
a. Enter complaint into TransitSafe.
b. Indicate the date that the form was received and whether the claim has
been determined to warrant a Title VI investigation or a routine
investigation.
c. Route to all parties as appropriate.
d. Do not provide an answer to the customer, unless directed by the Title VI
Administrator.
2) If the Title VI Form is derived from a previous complaint, it should have already
been entered into TransitSafe.
3) Title VI Investigations and Findings are not recorded in TransitSafe, only the
receipt of the initial Title VI Discrimination Complaint Form.

Title VI Investigation Report
Title VI Administrator
1) Following Title VI investigation, draft Investigation Report within 30 days of
receipt of Title VI Discrimination Complaint Form.
2) Review Investigation Report with Contract Operator. Discuss findings and/or
recommendation for resolution.
3) Finalize Investigation Report. If the Report finds a violation of Title VI, the report
will include recommended corrective actions. If no finding of Title VI
discrimination, the report will identify why no finding was found.
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4) Notify Complainant of finding (issue Determination Letter), along with their right
to appeal and information regarding the appeal process (included in this
Appendix B). Complainant will be notified of findings within 60 days of receipt of
Title VI Discrimination Complaint Form.
5) Send Investigation Report to Executive Director’s office, as complainant has 60
days after receiving the determination letter to appeal findings to the Executive
Director.
6) Update complaint file and log in the Title VI spreadsheet.

Contract Operator
1) Track complaint, employee history if an employee was involved in complaint, and
findings.
2) Implement corrective actions, as required by the report.
3) Track corrective actions.
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Caltrain – Title VI Discrimination Investigator Form

SECTION 1 - CASE INFORMATION
Title VI Complaint Form Number: ________________________
TransitSafe & Folder Number (if it exists): ____________________________________
Complainant Name: _________________________________________
Investigator Name: __________________________________________
Investigation Completion Due Date_______________

SECTION 2 – PREVIOUS INVESTIGATION
Has this incident/complaint been investigated previously?

____ Yes

____ No

[If you answered "no" to this question, go to Section 3.]
Was the previous investigation conducted with the discrimination charge in mind?
______Yes

_______No

[If you answered "no" to this question, go to Section 3.]
Did the previous investigation result in a finding that discrimination was involved?
______Yes

_______No

Please explain why discrimination was not involved or what corrective actions are being
implemented if discrimination was found:
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

SECTION 3 – INVESTIGATION
Names, ID (if applicable) and title of employee accused of discrimination
Name: ____________________________ Title:________________________ ID#_____________
Name: ____________________________ Title:________________________ ID#_____________

Name: ____________________________ Title:________________________ ID#_____________
Have the training records for the employee been obtained?
____ Yes

____ No

Has a summary of complaint history of employee been obtained?
____ Yes

____ No

Has a summary of discipline records related to customer service incidents been obtained?
____ Yes
____ No
Have the citation records been obtained from Transit Police?
____ Yes

____ No

Have the records for Transit Police assistance calls been obtained?
____ Yes

____ No

Was the complainant interviewed?
____ Yes

____ No

If yes, note date, time, and location of interview and attach interview notes to this document:
_______________________________________________________________________
Was the employee interviewed?
____ Yes

____ No

If yes, note date, time, and location of interview and attach interview notes to this document:
_______________________________________________________________________
Were other witnesses interviewed?
____ Yes

____ No

If yes, note the following below: date, time, and location of interview; who was interviewed
and how the person is related to the incident. Attach interview notes to this document:
_______________________________________________________________________
Based on the investigation, is there evidence to suggest that discrimination occurred?
____ Yes

____ No

If yes, what corrective action was taken?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
If it was determined there was no discrimination, how was that determination made?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
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C. LIST OF COMPLAINTS AND INVESTIGATIONS
The following exhibit illustrates the Title VI complaints received during the review period (November
2013 to October 2016).
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Title VI Complaints
Record ID

456567

456569

Date Filed

3/27/2015

3/30/2015

Close Out Date

9/24/2015

9/27/2015

Investigation/Complaint/Lawsuit, Summary of
Allegations and Relevant Type(s) of Discrimination
Alleged

customer (high school student) had GoPass ID
taken due to fare inspection

customer (dad of customer in complaint above)
boarded train with daughter to request school ID
back from conductor ‐ feels he was not handled
professionally by second conductor

Location of
Incident

221

221

Notes

Status

9/24/15 ‐ Closed ‐ No Title VI Form
Received; reopened 11/17/15 ‐ Title VI
Form Received that was signed on
Incident related
9/21/15 and may have been received
to
earlier than 11/17/15.
Record ID 456569

9/24/15 ‐ Closed ‐ No Title VI Form
Received; reopened 11/17/15 ‐ Title VI
Incident related Form Received that was signed on
to
9/21/15 and may have been received
Record ID 456567 earlier than 11/17/15.

Customer noted Verbal Altercation?, Harassment,
Race motivated, Threatened life.

N/A

1/7/2016

7/5/2016

Additional details (provided by Customer over the
phone): Transit employee interjected himself in
an argument between customer and his wife and
ended up insulting both of them and the person
allegedly called the couple “renter cop and renter
wife”. Customer gave a description of the
individual, 5’6” to 5’7”, 180 to 190 lbs., thin/
muscular built, grey sweets, blue jeans,
brown/black shoes and red skullcap.

Caltrain
Station,
5:50 a.m.

7/5/16 ‐ Closed ‐ No Additional Title VI
Information received from Customer.

Actions Taken

4/16/15: Received reply containing a version of events from
one of the conductors (there were two involved) which the
complaint's daughter and other witnesses dispute.
4/17/15: Manager of Customer Service met with customer's dad
and explained Title VI process and where to find the forms.
12/4/15: Letter providing notice that the complaint form was
received on 11/17/15 and notice opening the investigation was
sent. Investigation was referred from Title VI administrator to
the Title VI Investigator (Agency staff). Investigator notified
complainant that the complaint form received was not
completely legible as the text boxes only show part of one line
of writing per question though it appears longer answers were
provided and requested another copy or requested to obtain
the information over the phone. Investigation is underway. In
the aftermath of the incident, a complaint was filed on
complaint's s daughter behalf objecting to the way that way
fare inspection is being conducted on Caltrain.
12/4/15: Title VI investigator called complainant to notify him
that a acknowledgement letter would be sent that day and he
would receive it by the following Tuesday.
4/17/15: Manager of Customer Service met with customer and
explained Title VI process and where to find the forms.
12/4/15: Letter providing notice that the complaint form was
received on 11/17/15 and notice opening the investigation was
sent. Investigation was referred from Title VI administrator to
the Title VI Investigator (Agency staff). Investigator notified
complainant that the complaint form received was not
completely legible as the text boxes only show part of one line
of writing per question though it appears longer answers were
provided and requested another copy or requested to obtain
the information over the phone. Investigation is underway
regarding how complainant was conducted by the second
conductor.
12/4/15: Title VI investigator called complainant to notify him
that a acknowledgement letter would be sent that day and he
would receive it by the following Tuesday.
1/7/16: Received Title VI Complaint Form
(via mail) ‐ incomplete information for assessment
1/12/16: CSC confirm no prior Transit record
1/15/16: Title VI investigator called customer on work phone &
left vm.
1/15/16: Title VI investigator talked to customer (who called
back). Customer did not submit complaint to customer service
prior to sending the Title VI form. Description of the individual
(date & times) was provided. There was no identifiable Caltrain
and security marking or uniform to help identify person. Title
VI investigator apologized to the customer for the negative
experience and explained the purpose and intention of the
Title VI form. Although Customer was very unhappy with the
experience, he was satisfied with the outcome that someone
from Caltrain reached out to him and he was not looking into
pursuing the title VI complaint. Title VI investigator informed
customer that he has the option to file a complaint via our
customer service for this and any or issues.
1/18/16: Title VI investigator sent email to customer to confirm
receipt of the title VI complaint form and directed the
Customer to file the complaint through Customer Service
Process & complete the online form.
1/2016: Title VI Investigator checked with TASI Customer
Service Mgr., regarding incident but no staff members reported
an incident, so person could not be identified.
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D. PUBLIC PARTICIPATION PLAN
The following document is the JPB’s Public Participation Plan (PPP), updated in advance of this Title VI
Program submission. Documentation for public outreach and involvement activities undertaken in the
last three years and descriptions of specific steps taken to ensure participation of minority and low‐
income persons are included.
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Prepared by:
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I.

INTRODUCTION
A.

TITLE VI

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color,
and national origin in programs and activities receiving federal financial assistance. JPB
operates its programs and services without regard to race, color or national origin in
accordance with Title VI of the Civil Rights Act of 1964.
One critical concern addressed by Title VI is the language barrier that Limited English
Proficiency (LEP) persons face with respect to accessing information about and using
transit service. Transit operators must ensure this group has adequate access to the
agency’s programs and activities, meaning that public participation opportunities should
also be accessible to those who have a limited understanding of English (spoken and/or
written).
B.

EXECUTIVE ORDER 12989

JPB recognizes the importance of reaching out to and including traditionally under‐
represented populations (e.g. racial and ethnic minorities, low‐income individuals,
persons with limited English proficiency, and persons with disabilities) in decision‐
making. The JPB Public participation Plan (PPP) has been designed to be inclusive of all
populations in the JPB service area and includes a detailed public participation process,
clear goals, and a variety of public participation methods to provide information and
invite the public to give input throughout decision‐making processes, and performance
measures and objectives.
C.

PURPOSE OF THE PUBLIC PARTICIPATION PLAN

Public participation is the process through which stakeholders can partake directly in
agency decision‐making, and express their concerns, desires and values. The JPB Public
Participation Plan (PPP) serves as a roadmap to ensure the public has sufficient access to
information and can provide meaningful input into decisions made regarding the future
of Caltrain service. The PPP was originally developed in 2013 through research
conducted by staff, inclusion of best practices methods, feedback from previous
outreach and public participation activities, and insights provided by peer agencies with
the goal of improving how Caltrain interacts with its customers on a daily basis, as well
as in larger, intermittent service planning efforts.
This document discusses the strategies used to attain feedback for the public
participation plan and the process of creating the public participation plan. This plan is
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to be used when Caltrain embarks upon service planning activities or other activities in
which public participation plays a critical role in a successful outcome.

Purpose of the PPP:
1. To inform the public about Caltrain’s transportation issues and planning processes
2. To establish the process through which the public can express concerns, desires, and
values
3. To reach a wide range of JPB’s customers, and increase the participation of under‐
represented populations
4. To ensure the JPB’s programs and activities reflect the community values
5. To improve service outcomes based on public input

The PPP is based on the following core values:
 Integrity
 Customer focus
 Respect
 Quality
 Teamwork
 Leadership
 Accountability

The PPP will function as a “living document”:
 The PPP is intended to continue to evolve to meet the changing needs of the
communities Caltrain serves through updates to actively address stakeholder concerns
and requests.

The following sections of the PPP provide an overview of the Caltrain System, JPB Organization,
and demographics of the three counties it serves as well as Caltrain riders in particular. This
information sets the scene for meaningful public engagement.
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D.

CALTRAIN SYSTEM OVERVIEW

Caltrain is governed by the Peninsula Joint Powers (JPB) which consists of member agencies
from each of the counties which Caltrain serves. Each member agency has three representatives
on a nine member Board of Directors. The member agencies are the San Francisco Municipal
Transportation Agency (MTA), San Mateo County Transportation Authority (TA), and the Santa
Clara Valley Transportation Authority (VTA).
Caltrain’s commuter rail service is a fixed‐route train service that spans San Francisco County,
San Mateo County, and Santa Clara County in California. Caltrain has 29 regular stops, one
special event only stop (Stanford Stadium Station), and two weekend‐only stops (Broadway and
Atherton). Caltrain runs 92 weekday trains (22 Baby Bullets), 36 Saturday trains (4 Baby Bullets),
and 32 Sunday trains (4 Baby Bullets). As necessary, Caltrain also provides additional or modified
train service for holidays or special events that occur year‐round. Exhibit 1 features the Caltrain
service network System Map.
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Exhibit 1: Caltrain System Map
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E.

JPB ORGANIZATION

The JPB designates the San Mateo County Transit District (District) as the managing agency to
provide administrative staff services for Caltrain under the direction and oversight of the Board
of Directors. The JPB reimburses the District for the direct and administrative costs incurred for
Caltrain operations. In 2015 the General Manager/ Chief Executive Officer announced
restructuring of the executive management team at SamTrans, which also has administrative
responsibilities for Caltrain and the San Mateo County Transportation Authority. The restructure
was intended to improve the operating efficiency of all three agencies and the administrative
functions that support each service. Exhibit 2 features the latest JPB Organization Chart.
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Exhibit 2: JPB Organization Chart
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F.

DEMOGRAPHICS & SERVICE PROFILES

Caltrain primarily serves San Francisco County, San Mateo County, and Santa Clara
County. To better serve and meet the needs of Caltrain riders, potential future Caltrain
riders, and communities and businesses affected by Caltrain Service, Caltrain staff
considers general and specific demographic maps that provide an overview of the
neighborhood characteristics within the Caltrain service area, including hospital
locations, shopping areas, and other nearby transit. These maps are also scalable which
allows Caltrain staff to identify specific institutions that might benefit from targeted
outreach.
Appendix I provides the demographic maps for both minority and low‐income
populations. These maps are available for consultation prior to developing a targeted
outreach effort. Maps are also available by ethnic group and for each predominant
language within the Caltrain service area. These maps can be “zoomed in” to provide a
more refined view of the alignment and station area. All maps can also be found in the
Caltrain 2016 Title VI Compliance Program, Appendix I ‐ Demographic and Service Profile
Maps.
i. MINORITY AND LOW‐INCOME POPULATIONS
To ensure public participation includes minority and low‐income populations,
the JPB must target outreach to communities and organizations with minority
and low‐income populations. In order to identify the locations and
neighborhoods where minority and low‐income population are most prevalent
within the Caltrain service area, maps were created to show Minority and Low‐
Income populations using US Census 2010‐2014 American Community Survey
Data.
Minority census tracts are defined as those in which the minority population
exceeds the system‐wide minority average of 58%. Low income census tracts are
defined as those greater than 13.9% of the households in the tract that have an
income that is 200% of the federal threshold or lower.
In addition to maps provided in Appendix I, maps provided in Appendix K of the
Caltrain 2016 Title VI Compliance Program also provide information at the
station level in order to help ensure that minority and low income populations
within the Caltrain service area are considered in the development of marketing
and outreach techniques at stations. When viewed electronically, each map has
the ability to be viewed at a block group level, allowing staff a “station area
view” of the data. All maps can also be found in the Caltrain 2016 Title VI
Compliance Program, Appendix K – Monitoring Program.
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ii.

LIMITED ENGLISH PROFICIENCY AND LANGUAGE ASSISTANCE PLAN

To ensure public participation does not exclude persons with limited English
proficiency the JPB has updated its Limited English Proficiency (LEP) and
Language Assistance Plan (LAP) as part of it this Title VI submission. A brief
summary of the LEP and LAP background, methodology, and findings is included
below. In addition, LEP concentration by census tract (2016 Title VI Program
Appendix E: Map 2, Map 3, Map 4) identify locations and neighborhoods where
outreach to LEP individuals and Spanish Speaking persons can be targeted. These
LEP maps were developed from 2010‐2014 American Community Survey (ACS)
data.
Executive Summary
Title VI prohibits discrimination by recipients of Federal financial assistance on
the basis of race, color, and national origin, including the denial of meaningful
access for limited English proficient people. As a recipient of Federal funds,
Caltrain must “take reasonable steps to ensure meaningful access to their
programs and activities by LEP persons.”1
On August 11, 2000, the President signed Executive Order 13166, "Improving
Access to Services for Persons with Limited English Proficiency" that requires
Federal agencies and recipients of Federal funds to examine the services they
provide, identify any need for services to those with limited English proficiency
(LEP), and develop and implement a system to provide those needed services so
that LEP persons can have meaningful access to them. Further guidance was
provided in 2012 with the release of the Federal Transit Administrations
circular—FTA C 4702.1B—that further codified the FTA’s objective to “promote
full and fair participation in public transportation decision‐making without
regard to race, color, or national origin; and ensure meaningful access to transit‐
related programs and activities by persons with limited English proficiency.” 2
General Plan Findings
Based on the Four Factor analysis, the most frequently encountered languages
have been broken down into the following four categories:




Primary Language: Spanish
Tier One Languages: Spanish and Chinese (Mandarin and Cantonese)
Tier Two Languages: Vietnamese, Tagalog, Korean, Russian, Japanese,
Persian and Hindi.

1

Federal Register Volume 70, Number 239 (Wednesday, December 14, 2005)
FTA Circular 4702.1B‐ TITLE VI REQUIREMENTS AND GUIDELINES FOR FEDERAL TRANSIT ADMINISTRATION
RECIPIENTS, October 1, 2012.

2
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Tier Three “Safe Harbor” Languages for vital document translation in addition
to those listed above: Arabic, Portuguese, French, Mon‐Khmer Cambodian,
Thai, Italian, Urdu, Gujarati, German, Serbo‐Croatian and Armenian.

By a large margin, Spanish remains the most predominantly spoken language
within the service area and within the Caltrain rider population. As a result, while
other languages should be considered for translation assistance, as reflected in
the Language Assistance Plan, continued care should be taken to translate
information into Spanish to ensure that Spanish language speakers are not
presented with barriers to access Caltrain’s services and programs based on their
English language ability. Spanish is followed by Chinese (Mandarin and
Cantonese) and should be the next language considered for translation services.
Other languages, including those falling under the “Safe Harbor” provision,
should be provided translation services as funding permits or if required by
federal regulations.
Exhibit 3 below provides an overview of the boarding locations of Limited
English Proficient riders based on data from the 2013 Caltrain Onboard survey.
Exhibit 3: Caltrain Boarding Location of Limited English Proficient Riders
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Maps provided in the Caltrain LEP Language Assistance Plan (2016 Title VI
Program: Appendix E) also present information on a language by language basis.
Maps for each of the top LEP languages are available for consultation by Caltrain
staff. These maps are most useful in their electronic form, allowing the agency to
“zoom‐in” to see the data represented at a more relevant level. For example, if
planners were anticipating conducting an information campaign at a particular
station, staff could review the areas adjacent to the station to determine what
languages will need to be highlighted for more targeted marketing and
translation services

iii.

CALTRAIN RIDERSHIP DEMOGRAPHICS

Information regarding Caltrain Ridership Demographics can be found in the
Caltrain On‐board Triennial Customer Study Report dated October 2013 and
Metropolitan Transportation Commission On‐Board Origin and Destination
Survey dated 2014. Key findings from the surveys are listed below.
Executive Summary: Caltrain On‐board Triennial Customer Study Report
The fieldwork on this study was conducted in October 2013. A total of 4,721
surveys were completed by Caltrain riders.
Length of Time Using Caltrain
 More than a third of riders (35%) have been riding Caltrain less than one
year.
 Since 2010, there has been a slight increase in the percentage of riders who
have been using Caltrain 1 to 2 years (from 13% in 2010 to 18% in 2013).
Frequency of Riding Caltrain
 About two‐thirds of riders (67%) ride Caltrain at least four days per week,
while nearly all riders (84%) ride Caltrain at least once a week.
 While weekday peak riders are more likely to ride Caltrain more frequently,
there has been a slight increase in the percentage of weekday off‐peak riders
using Caltrain five days per week (from 29% in 2010 to 36% in 2013).
Fare Media
Changes in technology and ridership trends have changed how riders pay for
their trip.
 In 2010, Clipper e‐cash was not asked about (as Clipper had just recently
been introduced on Caltrain); however, in 2013, 11% of riders indicated they
used Clipper e‐cash to pay their Caltrain fare.
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By contrast, 8‐ride tickets have decreased from 16% of fares used in 2010 to
only 6% in 2013, as this method of fare payment moved from paper to
Clipper.
In addition, slightly more riders now pay their fare with a Go Pass (increasing
from 10% in 2010 to 14% in 2013).
Among weekend riders, there appears to be a shift away from one‐way
tickets (52% in 2010 vs. 38% in 2013) towards Clipper e‐cash (15% in 2013).

Regular Commute Travel Appears to be Increasing Among Weekday Off‐Peak
Riders
 Among weekday off‐peak riders, Go Pass usage has doubled (from 6% in
2010 to 13% in 2013).
 Most riders (94%) pay an adult fare. Adult riders account for a larger share of
off‐peak riders in 2013 (92%) than they did in 2010 (85%).
 While weekday peak riders are most likely to be making a round trip (89%)
than other time periods, weekday off‐peak riders and weekend riders are
both more likely to be making a round trip on Caltrain now than in 2010.
 While weekday peak riders were most likely to be traveling for work reasons,
weekday off‐peak riders traveling for work increased from 52% in 2010 to
62% in 2013.
Why Riders Choose Caltrain
 Avoiding traffic, reducing stress, saving money, and making the best use of
time remain the primary reasons Caltrain riders use the service. Among the
top three, only avoiding traffic increased compared to 2010.
 Not having access to a car was the primary reason for using Caltrain among
weekday off‐peak (41%) and weekend (44%) riders.
Stations Used
 Nearly half of all riders boarded Caltrain in San Francisco (28%), San Jose
Diridon (10%), or Palo Alto (10%).
 San Francisco was the most common boarding station across all major time
periods.
 San Francisco is the most commonly cited station where riders exit the
Caltrain system (24%), even among weekday off‐peak (21%) and weekend
(26%) riders.
 After San Francisco, riders most commonly exited the train at Palo Alto (12%)
and San Jose Diridon (8%).
Access/Egress on Caltrain
 Nearly three in 10 (28%) of respondents walked to Caltrain, and nearly one‐
third (32%) got to their final destination by walking from the Caltrain station.
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While 23% drove to their entry station on Caltrain and 19% drove to their
final destination, driving as a means to access Caltrain has decreased since
2010 (when 29% got to Caltrain by driving and 22% got to their final
destination).
The decrease in drivers is partially offset by increases in cycling (17% of
respondents used a bicycle in 2013 vs. 13% in 2010, both for accessing
Caltrain and reaching their final destination).
Weekday peak riders were most likely to drive or bicycle, while weekend
users were most likely to be picked up after or dropped off before their
Caltrain trip.

Car Availability
 Overall, 60% of Caltrain riders had a car available for the surveyed trip.
 This is slightly lower than 2010 overall (62%). However, among weekday peak
riders, 65% said they had a car available for this trip (compared to 70% in
2010).
 By contrast, more weekend riders said they had access to a car in 2013 (46%)
than in 2010 (39%).
Introduction to Caltrain
 Overall, 75% of riders (and 84% of weekday peak riders) commute to work or
school on Caltrain.
 Of those who do commute regularly, 22% say they were first introduced to
riding Caltrain by taking it to a special event or leisure destination.
 In 2010, by contrast, 18% said they were first introduced to taking Caltrain by
using it for recreation/special events – suggesting additional long‐term riders
continue to be added and underlining the importance of leisure trips.
Satisfaction with Caltrain
 Overall, Caltrain riders rated their experience on Caltrain 4.04 (out of 5.00), a
slight dip compared to 2010 (4.09).
 However, riders rated the effectiveness of station signs (3.81 in 2013) more
highly than in 2010 (when they rated it 3.76).
 Ratings on value for the money, satisfaction with www.caltrain.com, transit
connections, and schedule convenience was relatively flat.
News and Information Sources
 Nearly all riders have some form of Internet access–with only 2% saying they
have no Internet access at all.
 Most riders have visited the Caltrain website–only 16% say they have never
visited www.caltrain.com (although this climbs to 25% among weekend
riders).
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About half of weekday peak riders (49%) are casual users of the Caltrain
website, visiting the site once a month or less. This casual frequency was the
most commonly given answer by riders in all time periods (and given by 47%
of riders overall).
The Internet is by far the most popular source for local news among Caltrain
riders, with 78% saying they access the Internet for this very purpose. This is
significantly higher than those who said they used the Internet in 2010 (45%).
It is also more than those who access TV, radio, and newspapers in 2013
combined.
Those accessing newspapers for local news saw a significant decline, with
only 19% using them for news in 2013 (compared to 28% in 2010).
The most commonly accessed source for Caltrain information is the website,
www.caltrain.com.
Those using printed material for Caltrain information dropped by nearly half,
from 52% in 2010 to 27% in 2013. Those using station information boards
also dropped, from 25% in 2010 to 15% in 2013.
Those using some form of mobile app for Caltrain information increased
greatly, from 14% in 2010 to 32% (16% who specified an application and
another 16% who did not, but simply wrote ‘mobile phone app’ or similar).

Rider Demographics
 Among all Caltrain riders, 60% are male, and 47% are single.
 Among all riders, 56% identify as White/Caucasian, with 29% Asian, 12%
Hispanic/Latino, and 4% Black/African American
 Married riders are most likely to be riding during the Weekday Peak time
period, while Single riders are most likely to ride on the Weekend.
 Nearly all riders (97%) have a high school diploma, while 80% have graduated
college.
Most Caltrain riders (80%) are employed full‐time. The share of those employed
full‐time across time periods:
 86% for weekday peak riders;
 65% for weekday off‐peak riders; and
 59% among weekend riders.
The age of the average Caltrain rider has dropped from 37.2 years in 2010 to
36.7 years in 2013. This is largely attributable to a 5% increase of riders in the
age 25 to 34 age bracket, as well as a slight decline in among riders over 45.
The average income among Caltrain riders has increased by more than $10,000
per year, to around $117,000 (from about $104,000 in 2010). This is largely
attributable to a smaller share of riders in households earning under $50,000,
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and an increase in the percentage of riders in households earning $100,000 per
year or more.
About two‐thirds (64%) of Caltrain riders were born in the United States.
Countries outside the US which were most commonly cited as the country of
birth include India, China, the Philippines, and Canada. Most Caltrain riders hail
from the 9‐county Bay Area (96%), with nearly half (41%) living in Santa Clara
County, 29% residing in San Mateo County, and 25% living in San Francisco.
Executive Summary: Metropolitan Transportation Commission On‐Board Origin
and Destination Survey)
The fieldwork on this study was conducted 2014. More than 19,000 On‐to‐Off
surveys and more than 5,000 main surveys were completed.









iv.

The majority of the riders (87%) have at least one vehicle available to their
household.
Thirteen percent (13%) of all riders are a student of some kind.
The majority (88%) of riders are employed.
Most riders (88%) have a valid driver’s license.
The majority of riders are between the ages of 25 and 44 (61%).
Nearly three‐quarters of riders (73%) report their annual household income
is above $60,000.
Consistent with the workforce population, more men than women ride the
rail.
More than half of all rail riders (54%) identify as White, while another 28%
identify as Asian. Fifteen percent of riders identify themselves as Hispanic or
Latino.
Nearly one‐third of rail riders (32%) speak a language other than English.
CALTRAIN CUSTOMER SERVICE FEEDBACK

Recent survey information regarding Caltrain Customer Service can be found in
the following documents. Executive summaries and documents in full can be
retrieved from the JPB’s Communications Division. JPB will continue with regular
onboard surveys every three years and special surveys as needed.








2016 Caltrain Customer Experience Survey
2014 MTC Caltrain Origin and Destination
2013 Caltrain Triennial Customer Survey
2013 Caltrain TVM Replacement Survey
2016 Caltrain Customer Satisfaction Survey
2015 Caltrain Customer Satisfaction Survey
2014 Caltrain Customer Satisfaction Survey
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2013 Caltrain Customer Satisfaction Survey
2012 Caltrain Customer Satisfaction Survey
2016 Caltrain Shuttle Survey
2015 Caltrain Shuttle Survey
2014 Caltrain Shuttle Survey
2013 Caltrain Shuttle Survey
2012 Caltrain Shuttle Survey
2011 Caltrain Shuttle Survey
2010 Caltrain Shuttle Survey
2010 Caltrain Rider Survey San Francisco Giants Game Attendees
2010 Caltrain Triennial Customer Survey
2010 Caltrain On‐board Study Ridership Segmentation Report
(Peak & Weekend Costumers)
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II.

PUBLIC PARTICIPATION PROCESS
A. PUBLIC PARTICIPATION PROCESS FLOWCHART
PUBLIC PARTICIPATION PROCESS

Process Initiation

Identify Project/Proposed Action

Public Participation Scope
1. Identify Participating Agencies,
Departments and Stakeholders
2. Establish Public Participation Needs,
Goals and Objectives
3. Confirm Regulatory Outreach
Requirements

Design Public
Participation Strategy
1.
2.
3.

Select Tools and Techniques
Develop Draft Strategy
Refine Strategy Based On Initial
Stakeholder Feedback

4. Develop Final Strategy

Implement Public Participation

Document Stakeholder and
Public Input

Consider Input To Inform Decision
Makers

Complete Decision
Making Process

Process Completion

Notify Stakeholders of Decision
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B. PUBLIC PARTICIPATION PROCESS CONSIDERATIONS
When the JPB prepares to embark on a public engagement process, staff
develops a strategy based on considerations, such as the target audience or
impacted populations, the complexity of the issues involved, the range of
potential outcomes and the severity of potential positive and/or negative
effects.
Each project requires involvement of a different mix of participating agencies,
departments and stakeholders. Smaller projects may require involvement from
one or two sources while larger projects may require involvement from multiple
agencies, internal departments and various stakeholders from the community.
It is important to clearly define the goals and objectives early in the public
participation process to gauge needed outreach, evaluate potential impacts and
engage appropriate stakeholders.
The target audience or impacted populations can vary depending on the size and
scope of the outreach required. Most often, outreach is conducted to, and with
a subset of, the following:









Transit customers
Individuals or groups affected by a transportation project or action
Individuals or groups that believe they are affected by a transportation
project or action
Traditionally under‐served and/or under‐represented communities
Residents or commuters to/from affected geographic areas
Government agencies
Community‐based organizations (including those that have direct
communications with LEP populations)
Non‐governmental organizations

Since Caltrain’s service area spans multiple jurisdictions, projects, and programs
which can include numerous federal, state, regional and local agencies, the
regulatory outreach requirements can vary significantly. A considerable amount
of coordination may be required to ensure all regulatory requirements are met
and all agencies are informed.
Public participation tool or strategies to employ can vary depending on the
project scope. Often times many tools will be required. When choosing the
appropriate tools, several factors should be considered such as:
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The number and type of stakeholders
The geographic region of the project
Available budget and resources
Communication and language requirements
Desired outcome and results
Issues or concerns stakeholders will consider most pertinent

A detailed list of public participation tools and strategies can be found in the following
section.
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III. PUBLIC PARTICIPATION TOOLS & STRATEGIES
The following section includes tools and strategies for ensuring the public has access to
the information it needs to participate in JPB planning and policy development efforts.
In designing outreach and public participation strategies, JPB uses traditional and social
media, and other tools such as the following.
A.

OUTREACH TOOLS & STRATEGIES
1. Earned Media: Radio, Television, Newspaper
Publicizing public participation opportunities and outreach information through
radio, television, and newspaper media that serve both English‐speaking and
language‐specific audiences can help spread the word about these events. Ethnic
media sources, in particular, serve as a helpful way to reach minority groups.
Some local media outlets including websites, radio and television shows and
local publications are considered to be good sources of information for events in
the immediate area. In all cases, JPB should tailor its message to the appropriate
audience of the media used and ensure that the media provides contact
information so that audiences can reach the agency for comments and
questions. When appropriate, JPB should also attempt to provide a multilingual
spokesperson to address a non‐English speaking audience.
2. Electronic Resources
The JPB should post notices and announcements on the agency’s website
(www.caltrain.com), use social media and send information via e‐mail and e‐
newsletters to customers on an opt‐in basis. The audio from all JPB meetings are
also available on the website. The JPB may explore streaming future community
meetings and public hearings if resources allow. Podcasts are a way to allow
audiences to view or listen to messages and information and save them for
future uses. Webcasts may be another option, which allow viewers to directly
ask questions and receive immediate responses, if resources allow.
Social media has gained prominence in the past decade and is often a faster
means of conveying news than traditional media. Facebook, Twitter, Instagram,
YouTube, blogs, and others are all outlets through which the JPB can reach the
public, particularly “millennials.” Social media is relatively easy to use and is also
less costly than other strategies. Social media also allows users to have direct
interaction with agency representatives for more immediate interaction.
For smart phones, applications can work similar to the Caltrain website and
social media, providing fast updates to stakeholders. Giving the public the ability
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to opt‐in to an email subscription service for important announcements is
another way to communicate with the public.
3. On‐Board / Station Information Resources
Many riders and community members reasonably expect to find information
about public participation methods pertaining to projects or service plans on the
Caltrain vehicles or posted on Station Information Boards. Providing printed and
audio information on Caltrain vehicles is an efficient way to convey messages
about programs and services, upcoming events, and other activities that may
impact commuters. Any printed information should be provided in the
determined key languages of the community. Way‐finding signage also provides
information that is easily seen by the community. The JPB also uses electronic
message signs and audio announcements at stations.
4. Customer Service Center and Dedicated Project Hotlines
The public can call Caltrain’s call center or a dedicated project hotline both to
receive information and to provide comments and input. The customer service
number is easily accessible and is provided on JPB materials and on the website.
Customer Service Representatives also provide outreach assistance at transit
fairs, community meetings, and other public events.
The need for multilingual capabilities is a high priority due to the large numbers
of foreign travelers visiting the Bay Area. The Caltrain Customer Service Center
can handle calls in numerous languages through the use of the Language Line
and directly through employees that speak languages other than English.
Customer Service Representatives are on duty weekdays from 7 a.m. to 7 p.m.
and on weekends and holidays from 8 a.m. to 5 p.m. The Customer Service
Center also is equipped with equipment for those with hearing impairments
(TTY).
5. Printed Materials
In addition to on‐board printed information, JPB can publicize public
participation opportunities and outreach information via print materials (such as
newsletters, flyers, and posters). This method of outreach can be expensive but
effective. Crucial information should be translated into the languages identified
as spoken and/or written by the target populations in the service area. If all
information cannot be translated, notices should be provided that describe
where translations/interpretation services can be obtained.
Caltrain Connection is newsletter that is published four times a year by the JPB.
The newsletter contains information about Caltrain projects, operations, events,
and transit and safety tips. The newsletter has a wide distribution to various
22 | P a g e

community members, is distributed on‐board and is also posted on the Caltrain
website.
6. Surveys
JPB conducts full‐scope on‐board passenger surveys every 3 years. Issue‐specific
surveys may be used in certain circumstances. Surveys are conducted in person,
in print, and/or through online means. Printed surveys may have a low response
rate. Telephone surveys may be more effective but are often costly. Internet
surveys are the easiest of the three options for the agency to conduct, but only
reach those with internet access, which may skew the results. Any survey must
include adequate and appropriate translation provisions.
In addition to the larger full‐scope on‐board passenger survey that is completed
every 3 years, Caltrain undertakes an annual Caltrain Customer Satisfaction
Survey to assess how well Caltrain and its contractor are meeting the needs of
their passengers. In 2015, Caltrain also introduced an annual Customer
Experience Initiative survey that asks the general public to rate and identify
priorities, and provide ridership and demographic information.
7. One‐On‐One Interviews/ Direct Stakeholder Interaction
In certain contexts, JPB staff can interview specific individuals or stakeholders to
collect information or gain insight on their perspectives. Interviews can be used
to obtain information from various demographics within the service area.
8. Targeted Focus Groups
The JPB can also host small discussion groups that are made up of targeted
participants with an unbiased facilitator. Focus groups can provide in‐depth
information about potential impacts of a potential program or project, a fare
change, or service change on a specific group or geographic region. The
advantage of a focus group is that it can be conducted in a specific language,
allowing participants to directly express their opinions and concerns.
9. Public Workshops/Open Houses
Public workshops are commonly used allowing for a more hands‐on approach
than focus group meetings. These public meetings allow for larger groups to
directly talk to JPB staff and voice their concerns. Workshops are a way to give
out information to a broad segment of the population, as well as receive
feedback on planning efforts. Such meetings are broadly advertised and open to
all stakeholder groups and interested individuals.
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An open house format allows a large number of participants to receive
information at their own pace, with no strict time period in which they have to
arrive at and leave from the location. Information stations can include table top
displays, maps, photographs, visualizations, and more. Staff is on hand to
respond to questions and comments.
Workshops and open houses should be scheduled at times and locations that are
convenient and accessible for minority and LEP communities. Translators should
be present to help communicate information and attain feedback.
10. Direct Mail/Letters
Direct mail can be an effective way to communicate information to a specific
geographic region or demographic. Mailers can provide specific information
regarding a project or can be an effective tool to notify people about an
upcoming event or activity. The use of direct mail can be costly depending on
the number of targeted recipients.
11. Special Events
The JPB can host a special Caltrain event to promote, announce or kick‐off a
specific program or project, service, or activity. Special events can be open to
specific demographics or for the general public. Effective promotion of these
events can attract a large number of people and can be a good tool in
highlighting organizational achievements.
12. Government Meetings
Government meetings are the most formal form of public meetings, in which
official statements are presented by individual attendees and their comments
are recorded. Time limits are often necessary to permit all interested persons to
speak. Hearings allow each individual’s perspectives and opinions to be heard by
all in attendance.
Caltrain can provide updates on its projects and programs at all levels of
government – local, state and federal – by attending and presenting information
at regularly scheduled government meetings. Possible government meetings
include city and town councils, planning and public works commissions, state
legislative committees and federal hearings.
13. Community Based Organizations Interactions
When possible, the JPB should coordinate and/or inform community and faith
based organizations, educational institutions, and other civic organizations about
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programs and activities to specifically engage minority and LEP communities. The
JPB can also seek opportunities to present information and obtain feedback at
these organizations’ own meetings and other events by providing a helpful
introduction to organization members at little agency cost. A list of the
Community Based Organizations are found in the Caltrain 2016 LEP Language
Assistance Plan.
14. Advisory Committees
The JPB has a total of four Advisory Committees:
The Caltrain Citizens Advisory Committee (CAC) represents San Francisco, San
Mateo and Santa Clara counties. The CAC is comprised of nine volunteer
members who serve in an advisory capacity to the tri‐county Caltrain policy
board, providing input on the needs of current and potential rail customers, and
reviewing and commenting on staff proposals and actions as requested by the
board.
The Caltrain's Bicycle Advisory Committee (BAC) serves as the primary venue for
the interests and perspectives of bicyclists to be integrated into the Caltrain
planning processes. This group brings new ideas for discussion and helps Caltrain
guide its future investments. The committee is a partnership composed of nine
volunteer members and Caltrain staff. There are three representatives from each
of the three counties served by Caltrain: San Francisco, San Mateo and Santa
Clara. One member from each county is a public agency staff member
responsible for bike planning and/or policy development, one is a member of a
bicycle advocacy organization, and one is a Caltrain bike passenger from the
general public.
The Caltrain Central Equipment Maintenance and Operation Facility (CEMOF)
Monitoring Committee is an advisory committee established by the San Jose City
Council in cooperation with Caltrain. The primary responsibility of the committee
members is to provide communication with the community regarding the
operation of the maintenance facility. The committee is comprised of seven
members, one each representing the Arena, College Park, Garden Alameda and
Shasta‐Hanchett Park neighborhoods associations, Caltrain, City of San Jose and
the Santa Clara Valley Transportation Authority.
The Caltrain Accessibility Advisory Committee (CAAC) meets bi‐annually or as
needed to discuss and advise JPB staff on policies, plans and procedures relating
to the development, implementation and operation of Caltrain accessible transit
services, and on compliance with the requirements of the American with
Disabilities Act of 1990. Typically the committee is comprised of volunteer
25 | P a g e

members from the San Francisco, San Mateo, Santa Clara, and other Bay Area
counties.

B.

PAST AND CURRENT PUBLIC PARTICIPATION METHODS
The JPB implements a variety of outreach methods to ensure that all customers
and concerned individuals and stakeholders are informed of any changes to
existing Caltrain service. The agency also provides many options for submittal of
comments, opinions, or input. Special efforts are made to ensure minority
populations, low‐income populations, LEP communities, and disabled persons
are included in the public outreach process. These methods include:




























Community meetings
Public hearings
Government meetings
Bilingual newspaper notices
Bilingual onboard notices
News releases
Social media (Facebook, Twitter, Instagram, blogs, etc.)
Presentations to the Caltrain Citizens Advisory Committee (CAC)
Presentations to the Caltrain Bicycle Advisory Committee (BAC)
Presentations to the Caltrain Central Equipment Maintenance and
Operations Facility (CEMOF) Monitoring Committee
Presentations to the Caltrain Accessibility Advisory Committee (CAAC)
Information on Caltrain website with Google Translate tool
Customer Service Center (with bi‐lingual and multi‐lingual staff)
Telephone Language Line
JPB Board Secretary contact
Station electronic message signs
Caltrain Connection and other newsletters
Advertisements (in community newsletters and email blasts)
Workshops
Personal interviews
Rider forums
Tabling events
Communication with other transit agencies
Communication with community based organizations
Business Groups (C3) / Labor
Local Policy Maker Group (elected officials from 17 cities along Caltrain‐
owned corridor)
City / County Staff Coordinating Group (technical staff from 17 cities along
the Caltrain‐owned corridor)
26 | P a g e





C.

E‐Newsletters/Construction Notices/Project Updates
Passenger interaction at stations / events
Dedicated web pages, hotlines, emails for specific projects or issues
(i.e. http://www.caltrain.com/projectsplans/CaltrainModernization.html)

INFORMATION DISSEMINATION
The JPB employs a number of methods to inform the public of policy changes,
such as fare and service changes, in a timely manner. Caltrain utilizes the
following methods of information dissemination:












Issues news releases
Distributes “Take One” notices on trains
Posts flyers on station information boards
Places ads in local newspapers, places translated ads in local newspapers in
other languages
Includes in on‐board newsletter, “Caltrain Connection”
Posts on Caltrain website
Makes station audio and visual message announcements
Informs local employee commute coordinators
Discusses changes with its advisory committees
Makes conductor announcements
Provides social media updates (blogs, Twitter, Facebook)

Rail service information is published by the JPB, including the Caltrain timetable
(only in English). The Caltrain website has language translation tools so
information can be translated. All Caltrain information lists the toll‐free number
of the Caltrain Customer Service Center, which can handle calls in numerous
languages through the use of multilingual staff and the Language Line.

D.

FUTURE PUBLIC PARTICIPATION TECHNIQUES
The JPB uses many public outreach tools to encourage engagement in the
decision‐making process. In addition, tools are used to ensure inclusion of low‐
income, LEP, disabled, and minority populations, including consultation with the
LAP. Based on survey data and outreach efforts, some new ideas to consider
when implementing/updating the PPP may include:


Creating a table that budgets the costs of outreach (including materials and
overtime wages of participating staff: marketing, communications, planning,
and translators) to improve the efficiency and effectiveness of outreach
efforts.
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E.

Expanding outreach efforts to include social media and traditional media in
various languages so that higher participation for outreach events can be
achieved. The placement of traditional media at train stations and on trains
may be especially critical towards outreach participation.
Improving communication with targeted organizations to assure that more
LEP individuals participate in outreach efforts, including community‐based
organizations and faith‐based groups.
Providing a short survey regarding LEP needs on trains in various languages
for LEP individuals who cannot make it to outreach meetings.
Providing future Customer Service surveys in more languages.
Offering more opportunities for involved stakeholders to evaluate and offer
feedback about the effectiveness of the JPB’s public participation strategies.
Identifying emerging groups that may need targeted outreach.
Improving existing community relationships and developing new community
relationships using public relations techniques.

SUMMARY OF OUTREACH EFFORTS
Caltrain promotes the use of PPP for its public participation activities to ensure
participation from LEP, minority, and low‐income populations. Since the last Title
VI submission, Caltrain has conducted community outreach through rider
surveys, public notices, direct mailers, website, earned media, social media,
radio, television, on‐board information resources, and paid advertising. Other
means of gathering feedback include website and blog postings, email blasts and
e‐newsletter blasts to stakeholder groups, posted fliers and onboard take ones.
Caltrain targeted its outreach and sought input from underserved communities,
including LEP, low income and minority populations, in the last three years by
translating mailers and notifications in other languages when needed, offering
translator services for public meetings and over the telephone through the
language assistance hotline, holding meetings after regular work hours and in
low‐income and minority communities, and collaborating with community based
organizations.
A list of the types of projects or policies for which Caltrain has conducted public
outreach to solicit public input in the past three years is provided below.







Peninsula Corridor Electrification Project Environmental Impact Report
Electric Multiple Unit Policy Decision (Bathrooms, Bikes, Seats)
Caltrain Strategic Plan
Caltrain Short Range Transit Plans
Rail Corridor Preservation Study
Station Management Toolbox
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 Bicycle Access and Parking Plan
 Caltrain Comprehensive Fare Study
 Communications Based Overlay Signal System Positive Train Control Project
 Los Gatos Creek Bridge Replacement Project
 San Mateo Bridges Replacement Project
 San Francisco Roadway Bridges Project
 San Francisco Track Yard Reconfiguration
 Jerrold Avenue Bridge Retrofit
 Quint Street Project
 San Bruno Grade Separation Project
 South San Francisco Station Improvement Project
 South Terminal Phase II Project
 Caltrain Customer Experience Survey
 Caltrain Customer Experience Focus Groups
 Community Based Organizations (CBO) Survey
SUMY F OUTREACH EFFORTS
Additional details of the specific public outreach events are available upon
request.
The public has participated in all of these outreach efforts by attending Board of
Directors, Citizens Advisory Committee and other meetings, public hearings, and
public events; submitting written comments and e‐mails; calling the Customer
Service Center; responding to surveys, and providing input via social media.
Feedback collected from these public outreach events allowed Caltrain to better
design and implement our programs, services and policies.
Based on the information collected at these meetings, we can continue to assess
the effectiveness of our outreach tools and strategies, and incorporate feedback
from LEP and minority communities, to strengthen our program or service
evaluations, ensure the community is aware of key‐decision making activities,
and regularly update the community on the status of issues and projects and
identify additional opportunities for community input.
Examples of some of the outreach materials are provided in the following pages.

29 | P a g e

Appendix 1: Caltrain Construction Notice (English)
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Appendix 2: Caltrain Construction Notice (Spanish)
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Appendix 3: Caltrain Construction Notice (English & Spanish)
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Appendix 4: Caltrain Final Environmental Impact Report –FEIR Notice (Vietnamese)
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Appendix 5: Caltrain News Release
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Appendix 6: Caltrain Citizen Advisory Committee (PowerPoint Presentation)
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Appendix 7: Special Event Service – SF Giants Service (Brochure)
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Appendix 8a: Official Caltrain Twitter Account

Appendix 8b: Official Caltrain Twitter Account for Events, Activities & Information
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Appendix 9: Caltrain Track the Fun (Brochure)
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Appendix 10: Peninsula Moves – SamTrans / Caltrain/ TA (Blog)
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Appendix 11: Caltrain Connection – Winter 2016 Issue (Newspaper)
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Appendix 12: Caltrain Information (Notices)
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Appendix 13: Caltrain Take One (Notices)
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CALTRAIN| TITLE VI COMPLIANCE PROGRAM 2016

E. LIMITED ENGLISH PROFICIENCY LANGUAGE
ASSISTANCE PLAN
The following document is JPB’s Limited English Proficiency (LEP) Language Assistance Plan (LAP), updated for
this Title VI Compliance Program submission.
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Executive Summary
Title VI prohibits discrimination by recipients of Federal financial assistance on the basis of race,
color, and national origin, including the denial of meaningful access for limited English
proficient (LEP) people. As a recipient of Federal funds, Caltrain must “take reasonable steps to
ensure meaningful access to their programs and activities by LEP persons.”1
On August 11, 2000, the President signed Executive Order 13166, "Improving Access to Services
for Persons with Limited English Proficiency" that requires Federal agencies and recipients of
Federal funds to examine the services they provide, identify any need for services to those with
limited English proficiency (LEP), and develop and implement a system to provide those needed
services so that LEP persons can have meaningful access to them. Further guidance was
provided in 2012 with the release of the Federal Transit Administration (FTA) circular‐‐FTA C
4702.1B—that further codified the FTA’s objective to “promote full and fair participation in
public transportation decision‐making without regard to race, color, or national origin; and
ensure meaningful access to transit‐related programs and activities by persons with limited
English proficiency.” 2
As a means of ensuring this access, the FTA Office of Civil Rights has created a handbook for
public transportation agencies that provides step‐by‐step instructions for conducting the
required LEP needs assessment and developing a Language Assistance Plan. The Language
Assistance Plan becomes a blueprint for ensuring that language does not present a barrier to
access to the agency’s programs and activities.
To develop the Language Assistance Plan necessary to comply with the guidance, an
individualized agency assessment is required that balances the following four factors:
1. The number or proportion of LEP persons eligible to be served or likely to encounter a
program, activity, or service of the recipient or grantee;
2. The frequency with which LEP individuals come in contact with the program;
3. The nature and importance of the program, activity, or service provided by the recipient
to people's lives; and
4. The resources available to the recipient and costs for translation services.
To ensure compliance with federal guidance, Caltrain has revised their Limited English
Proficiency Language Assistance Plan (LEP/LAP) to continue to ensure that no member of its
riding public is left underserved due to a limited ability to speak, read, write and understand
English. Caltrain believes in the rights of all residents within its community, and wholeheartedly
supports the goal of providing meaningful access to its services by LEP persons. Given the
diverse nature of the Caltrain service area, eliminating the barrier to persons of limited‐English‐
speaking abilities will have a positive impact not only on LEP individuals themselves, but also on
Caltrain ridership in general.
1

Federal Register Volume 70, Number 239 (Wednesday, December 14, 2005)
FTA Circular 4702.1B‐ TITLE VI REQUIREMENTS AND GUIDELINES FOR FEDERAL TRANSIT ADMINISTRATION
RECIPIENTS, October 1, 2012.
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Agency Background
Caltrain provides commuter rail service along the San Francisco Peninsula, through the South
Bay to San Jose and Gilroy. The San Francisco and San Jose Railroad Company began passenger
rail service on the Peninsula in 1863. The system known today as Caltrain had its start in 1992,
when the Peninsula Corridor Joint Powers Board took over the operation of the train. It
operates within three diverse counties: San Francisco, San Mateo and Santa Clara. Caltrain is
governed by the Peninsula Corridor Joint Powers Board (JPB), which consists of agencies from
the three Caltrain counties. The member agencies are: the City and County of San Francisco,
San Mateo County Transit District and the Santa Clara Valley Transportation Authority (VTA).
Caltrain’s service area population is 3,410,478.3
Caltrain has 29 regular stops, one special event‐only stop (Stanford Stadium), and two
weekend‐only stops (Broadway and Atherton). There are three main types of services provided:
Local service, which stops along all of the 29 regular stations; Limited‐stop service that operates
in the peak periods and bypasses some of the local stops; and Baby Bullet service, which only
stops at 6 stations in the peak period between San Francisco and San Jose Diridon station.
There is also special service provided for football games at Stanford Stadium. As of September
2016, Caltrain operates 92 weekday trips, 36 Saturday trips, and 32 Sunday trips.
Plan Methodology
A variety of data for the three counties within the Caltrain service area was combined to form
the basis of the Caltrain LEP plan development. This included census data, information from the
Department of Education Language Learner data set, a Caltrain On‐Board Survey (October
2013), a Caltrain Shuttle Survey (2014 and 2015), Caltrain Frontline Employee survey
(September 2016) and information obtained through Community Based Organization outreach
on the development of LEP plans in the service area (2013 and 2016).
Because Caltrain provides commuter rail service within three counties—each with their own
robust bus and rail transit operators (VTA, San Francisco Municipal Transportation Agency, and
SamTrans)—the original Caltrain four factor analysis considered the significant level of outreach
that had already been undertaken by the transit operators in the service area to complete their
individual LEP plans. The three transit agencies’ outreach represents a comprehensive
engagement with LEP communities who use transit in the service area and there was extensive
information available directly from LEP communities about the importance of transit and the
methods of outreach and communication that they would prefer. This update uses direct
outreach to Community Based Organizations (CBOs) to inform the plan and to provide new
considerations for language assistance measures as well as preferred methods of
communication in order to ensure that language is not a barrier to Caltrain’s programs and
services.
The plan was also informed by the existing translations being provided through the Caltrain
website, on‐board the trains and at the stations, through the call‐center Language Line, and
3
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through the customer service and train personnel that provide front line interaction with
Caltrain riders. These employees were also consulted to help assess prior experiences with LEP
individuals through an employee survey devised to seek information about the frequency of
contact with LEP individuals.
Plan Key Findings
Based on the Four Factor analyses, the most frequently encountered languages have been
broken down into the following three categories:
 Primary Language: Spanish
 Tier One Languages: Spanish and Chinese (Mandarin and Cantonese)
 Tier Two Languages: Vietnamese, Tagalog, Korean, Russian, Japanese, Persian and Hindi.
 Tier Three “Safe Harbor” Languages for vital document translation in addition to those
listed above: Arabic, Portuguese, French, Mon‐Khmer Cambodian, Thai, Italian, Urdu,
Gujarati, German, Serbo‐Croatian and Armenian.
By a large margin, Spanish remains the most predominantly spoken language within the service
area and within the Caltrain rider population. As a result, while other languages should be
considered for translation assistance, as reflected in the Language Assistance Plan, continued
care should be taken to translate information into Spanish to ensure that Spanish language
speakers are not presented with barriers to access Caltrain’s services and programs based on
their English language ability. Spanish is followed by Chinese (Mandarin and Cantonese) and
should be the next language considered for translation services. Other languages, including
those falling under the “Safe Harbor” provision, should be provided translation services as
funding permits or if required by federal regulations.
Additionally, while Caltrain continues its commitment to language assistance to LEP riders,
ensuring that employees understand how to access language assistance remains a goal that will
require additional effort.
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Factor 1: Determine the number or proportion of LEP persons in the service area who
may be served or are likely to encounter a Caltrain program, activity or service
The first step in the Language Assistance Plan development process is to quantify the number
of persons in the service area who do not speak English fluently and would benefit from
language assistance. This process includes examining the agency’s prior experience with LEP
populations, using census data to identify concentrations of LEP persons in the service area,
using alternate data sources to help in the analysis, and reaching out to Community Based
Organizations that serve LEP populations to obtain information from them to help assess the
unique needs of the LEP populations.
Service Area Boundaries
In attempting to isolate the likely populations for consideration, the Caltrain Shuttle Survey was
consulted to determine the catchment areas of Caltrain riders. The survey was conducted in
2015 and represents the most recent information available. Based on the survey data, the
average distance to the Caltrain stop was 4 miles, while the median was 2 miles. Caltrain
Shuttle Survey data from 2010 to 2015 are also included for reference. However, based on
comparisons with other years, the data provided in 2013 appears to be an outlier with regard to
this particular question. The most recent data from 2015 appears to represent the historical
response.
Table 1: Distance from Home to Station4
Distance
Less than 1 mile
1‐10 miles
11‐20 miles
21‐30 miles
31 or more miles
No response
TOTAL:
Average:
Median:

2015
29%
30%
9%
3%
5%
24%
100%
7 miles
1 mile

2014
20%
66%
4%
1%
2%
7%
100%
4 miles
2 miles

2013
10%
48%
10%
9%
8%
16%
100%
11 miles
5 miles

2012
18%
68%
5%
1%
3%
4%
100%
5 miles
2 miles

2011
21%
66%
5%
1%
1%
6%
100%
4 miles
2 miles

2010
17%
69%
4%
1%
1%
9%
100%
4 miles
2 miles

Using the average distance from home based on data from the last two survey years a 5 mile
buffer was drawn from the Caltrain line. Under this approach, very few areas of the three
counties were excluded from consideration. Consequently, the entire three counties were used
as the service area for the Caltrain LEP analysis. Map 1 provides a three county map of the
Caltrain line and stations that form the geographic basis of the analysis.
4

Caltrain Shuttle Survey Oct 2014
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Map 1: Caltrain Service Area and Stations
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Data Sources
A variety of data were consulted to determine the most prevalent languages spoken in the
service area, as well as those that may benefit from language assistance. This included:
 United States Census 2010 (census tract boundaries)
 American Community Survey 2010‐2014 five‐year sample languages of people that
speak English less than “Very Well”)
 California Department of Education (English Language Learners) for 2014/2015
 Caltrain Customer Service Information for FY 15/16
 Caltrain On‐Board Survey 2013
Data Analysis
Using data from the American Community Survey (ACS) 5‐year sample (2010‐2014) within the
three‐county Caltrain service area, the estimated percentage of the population that indicated
they speak English “Less than Very Well” is approximately 13.5%, which is significantly lower
than the 21% that was indicated in the 2013 Caltrain LEP/LAP. Table 2 presents the breakdown
by language for those within the service area that speak English Very Well and Less Than Very
Well. Based on the information, the most prevalent languages spoken in the Caltrain service
area are Spanish, Chinese, Vietnamese and Tagalog, with each language representing greater
than 1% of the service area population.
Because the Department of Transportation (DOT) guidelines regarding “Safe Harbor Provision”
for translation of written materials requires the identification of “Safe Harbor Languages”,
careful attention must be paid to the absolute numbers as well as the percentage of the
population that do not speak English in the development of the LEP Plan. FTA Circular 4702.1B
states the following with respect to the Safe Harbor Provision:
The Safe Harbor Provision stipulates that, if a recipient provides written translation of vital
documents for each eligible LEP language group that constitutes five percent (5%) or 1,000
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. Translation of non‐vital documents, if needed, can
be provided orally. If there are fewer than 50 persons in a language group that reaches the five
percent (5%) trigger, the recipient is not required to translate vital written materials but should
provide written notice in the primary language of the LEP language group of the right to receive
competent oral interpretation of those written materials, free of cost.

Based on these guidelines, 20 discrete languages have more than 1,000 persons who speak
English less than “Very Well” and would qualify as “Safe Harbor” languages, requiring the
translation of vital documents. 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.5 The Safe Harbor list does not include seven groups of languages (such as,
5
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“Other Pacific Island Languages”) that also have more than 1,000 individuals represented, as
there are no discrete languages represented by these groups.
The Safe Harbor Languages are indicated in bold on Table 2. It is important to note that due to
the size of the service area, the 1,000 person Safe Harbor threshold can sometimes represent a
very small percentage of the overall population. For instance, while almost 3,000 French
speakers speak English “Less Than Very Well”, this equates to about .09% of the total
population in the service area. Regardless, this language constitutes more than 1,000
individuals and would qualify for “Safe Harbor Provisions” along with several other languages
that represent less than 1% of the service area population.
Table 2: Three County LEP Populations by Language

Language

Spanish or Spanish Creole
Chinese
Vietnamese
Tagalog
Korean
Russian
Other Asian languages
Japanese
Other Indic languages
Other Pacific Island languages
Persian
Hindi
Arabic
Portuguese or Portuguese Creole
French (incl. Patois, Cajun)
Mon‐Khmer, Cambodian
Thai
Italian
African languages
Other and unspecified languages
Urdu
Gujarati
German
Serbo‐Croatian
Other Slavic languages
Other Indo‐European languages

Total
Caltrain
Service
Area
553,594
330,942
130,531
126,101
33,572
32,083
54,288
26,294
29,289
20,911
19,291
44,651
16,275
11,950
21,438
5,032
4,779
11,415
7,498
4,997
8,031
8,127
14,530
4,573
4,555
4,315

Speak
English
“Very
Well”
314,666
146,611
49,678
82,117
16,030
18,166
41,845
14,173
20,835
13,307
12,612
38,592
10,890
7,763
18,484
2,123
2,774
8,692
4,922
3,110
6,276
6,428
12,925
3,029
3,179
3,166

Speak
English Less
Than "Very
Well"
238,928
184,331
80,853
43,984
17,542
13,917
12,443
12,121
8,454
7,604
6,679
6,059
5,385
4,187
2,954
2,909
2,774
2,723
2,576
1,887
1,755
1,699
1,605
1,544
1,376
1,149

% of Total
Caltrain Service
Area Speaking
English Less
Than "Very
Well"
7.44%
5.74%
2.52%
1.37%
0.55%
0.43%
0.39%
0.38%
0.26%
0.24%
0.21%
0.19%
0.17%
0.13%
0.09%
0.09%
0.09%
0.08%
0.08%
0.06%
0.05%
0.05%
0.05%
0.05%
0.04%
0.04%
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Language

Total
Caltrain
Service
Area

Armenian
Greek
Laotian
Hebrew
Polish
Scandinavian languages
Hungarian
Other West Germanic languages
Hmong
Other Native North American languages
Yiddish
Navajo
French Creole
Speak only English
Total

3,155
4,355
1,729
6,332
2,950
3,852
1,341
3,082
753.00
693.00
145.00
186.00
494.00
1,654,605
3,212,734

Speak
English
“Very
Well”

Speak
English Less
Than "Very
Well"

2,113
3,435
903
5,451
2,269
3,382
1,008
2,827
553
617
95
171
484

1,042
920
903
881
681
470
333
255
200
76
50
15
10

571,035

434,346

% of Total
Caltrain Service
Area Speaking
English Less
Than "Very
Well"
0.03%
0.03%
0.03%
0.03%
0.02%
0.01%
0.01%
0.01%
0.01%
0.00%
0.00%
0.00%
0.00%
13.52%

Source: US Census American Community Survey 2010‐2014 Table B16001

Additional data points were also analyzed using the American Community Survey (ACS) 5‐year
sample to help understand the percentage of the community that may be affected by language
barriers. The Census defines a “linguistically isolated” household as one in which no member
over the age of 14 years old speaks English only or the household members speak a non‐English
language and don’t speak English "very well." Individuals in these households may face
significant language barriers because they may not be able to rely on an adult relative who
speaks English well to provide translation assistance. Table 3 shows that approximately 12% of
the households would be considered linguistically isolated. Table 4 provides the information
for Linguistic Isolation by county. Averages may not add to 100% due to sampling variability.
Table 3: Linguistically Isolated Households in Caltrain Service Area
Linguistically Isolated Households

Estimate Average

All Considered "Linguistically Isolated”
Households Speaking‐‐
 Spanish
 Other Indo‐European languages
 Asian and Pacific Island languages
 Other languages

11.10%
21.5%
14.1%
28.6%
15.3%

Source: US Census American Community Survey 2010‐2014 Table S1602

Table 4: Percentages of Linguistically Isolated Households by County

Caltrain Four Factor LEP Plan ‐ Final

9

Linguistically Isolated Households

San Francisco

San Mateo

Santa Clara

Considered Linguistically Isolated

12.50%

9.50%

11.30%



Spanish

21.20%

23.60%

19.70%



Other Indo European

18.40%

13.00%

11.00%



Asian and Pacific Island

37.20%

21.40%

27.20%



Other Languages

13.40%

16.50%

16.00%

Source: US Census American Community Survey 2010‐2014 Table S1602

GIS Analysis of the American Community Survey, 2010‐2014
In order to better understand the location of the LEP concentrations, the analysis also includes
a Geographic Information Systems (GIS) analysis of the ACS survey data. The data provides
tract‐level information to provide a geographic picture of where concentrations of LEP
individuals live within the service area. The following maps 2 through 10 provide a GIS view of
the concentrations of LEP populations for the following top seven discrete languages from the
ACS data that represent greater than 10,000 individuals per language who speak English Less
Than Very Well:








Spanish or Spanish Creole
Chinese
Vietnamese
Tagalog
Korean
Russian
Japanese

While the maps contained within this report provide a broad overview within the service area,
they can be used by Caltrain staff in their electronic form, allowing the agency to “zoom‐in” to
see the data represented at a more relevant level. For example, if planners were anticipating
conducting an information campaign at a particular station, staff could review the areas
adjacent to the station to determine what languages will need to be highlighted.
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Map 2: Caltrain Service Area LEP Concentrations‐‐San Francisco to Menlo Park
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Map 3: Caltrain Service Area LEP Concentrations‐‐ Menlo Park to Gilroy
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Map 4: Caltrain Service Area Spanish LEP Concentrations
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Map 5: Caltrain Service Area Chinese LEP Concentrations

Caltrain Four Factor LEP Plan ‐ Final

14

Map 6: Caltrain Service Area Vietnamese LEP Concentrations
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Map 7: Caltrain Service Area Tagalog LEP Concentrations
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Map 8: Caltrain Service Area Korean LEP Concentrations
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Map 9: Caltrain Service Area Russian LEP Concentrations
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Map 10: Caltrain Service Area Japanese LEP Concentrations
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According to the guidelines set forward by the FTA, the LEP analysis should also review
alternate and local sources of data. For this analysis, the California Department of Education
(DOE) 2014/2015 Census of English Learners provides an overview of the primary languages of
the English Learners in the service area. The English Learner survey does not provide the most
useful data for the LEP analysis, as it is collected among students and not the population as a
whole. However, it provides another means of cross‐checking census data analyses. It will be
noted that the most common languages reported spoken are within the 20 languages identified
as “Safe Harbor” languages by the census data analysis.
Table 5 provides a breakdown of the primary language of the Department of Education English
Learners reported for the school districts in all three counties of the Caltrain service area.
Appendix A contains a breakdown of language by county.
Table 5: Department of Education English Learners for San Francisco, San Mateo and Santa
Clara County (2015 School Year)
Number of
English
Learners (EL)

Percentage of
Total English
Learners

Spanish

65,887

63.9%

Vietnamese

7,633

7.4%

Cantonese

6,213

6.0%

Mandarin (Putonghua)

3,969

3.8%

Filipino (Pilipino or Tagalog)

3,914

3.8%

Other non‐English languages

2,280

2.2%

Japanese

1,368

1.3%

Arabic

1,307

1.3%

Russian

1,160

1.1%

Korean

1,147

1.1%

Hindi

957

0.9%

Punjabi

706

0.7%

Telugu

624

0.6%

Portuguese

470

0.5%

Hebrew

462

0.4%

Farsi (Persian)

431

0.4%

French

405

0.4%

Tamil

395

0.4%

Tongan

325

0.3%

Urdu

290

0.3%

Khmer (Cambodian)

259

0.3%

Toishanese

259

0.3%

Language
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Number of
English
Learners (EL)

Percentage of
Total English
Learners

German

201

0.2%

Gujarati

185

0.2%

Burmese

180

0.2%

Ilocano

171

0.2%

Thai

154

0.1%

Kannada

144

0.1%

Marathi

135

0.1%

Turkish

122

0.1%

Samoan

120

0.1%

Bengali

104

0.1%

Italian

94

0.1%

Somali

91

0.1%

Tigrinya

91

0.1%

Assyrian

85

0.1%

Dutch

85

0.1%

Indonesian

75

0.1%

Polish

72

0.1%

Serbo‐Croatian (Bosnian, Croatian, Serbian)

70

0.1%

Lao

51

0.0%

Ukrainian

46

0.0%

Hungarian

45

0.0%

Pashto

43

0.0%

Armenian

41

0.0%

Cebuano (Visayan)

41

0.0%

Rumanian

40

0.0%

Taiwanese

39

0.0%

Greek

38

0.0%

Chaozhou (Chiuchow)

18

0.0%

Hmong

16

0.0%

Swedish

12

0.0%

Albanian

11

0.0%

Kurdish (Kurdi, Kurmanji)

11

0.0%

Mien (Yao)

11

0.0%

Chamorro (Guamanian)

2

0.0%

Marshallese

2

0.0%

Kikuyu (Gikuyu)

1

0.0%

Language
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Caltrain Rider Data
In addition to reviewing census and other pertinent available data, it is also helpful to view any
available data collected by Caltrain about its ridership regarding its prior experience with LEP
individuals and their needs. Two important sources are the Language Line Usage data and the
Caltrain On‐Board Survey (October 2013). 6
On‐Board Survey
According to the On‐Board Survey, almost all riders (98%) speak English “Well” or “Very Well.”7
10% indicate that they speak English “Well,” while about 2% indicate that they either speak
English “Not Well” or “Not at all.” When asked about personal English use, the following
response percentages were reported.

~2%

<1%
Speak English
Very Well

10%

Speak English
Well
Speak English Not
Well
Speak English Not
at All

88%

The survey questionnaire also asked about “English Spoken in the Home,” which can provide
additional information about the rider that may or may not need language assistance. In this
case, 81% of the riders indicate that English is spoken in the home “Very Well” with 12% of the
riders indicating that English is spoken “Well” and about 8% indicate that English is spoken “Not
Well” or “Not at All.”
The analysis also considers other aspects of survey responses to understand the language
stratification of those who do not indicate they speak English well. For the most part, the top
languages correspond to the languages previously presented from the ACS and DOE English
Learner data. Table 6 presents the languages spoken in households that speak English less than
“Very Well.” The languages denoted by the shaded area reflect those languages that represent
greater than 1% of the ridership.

6
7

Caltrain On‐Board Survey 2013: Corey, Canapary and Galanis Research
Ibid

Caltrain Four Factor LEP Plan ‐ Final

22

Table 6: Percentage of Caltrain Riders in Households that speak English less than “Very Well”

Language
Spanish
Hindi or other Indian language
Mandarin
Cantonese
Tagalog
Russian
Vietnamese
French
Arabic
German
Khmer
Persian/Farsi
Italian
Japanese
Portuguese
Other
Dutch
Hebrew
Polish
Swedish
Tongan
Chinese (other/not specified)
Croatian
Czech
Danish
Finnish
Samoan
Telugu
Thai
Turkish or Other Turk languages
Sign Language
Lao
Dzonkha

Percentage of Riders
that Speak English
Less Than "Very
Well"
11.4%
7.1%
6.3%
3.0%
2.7%
2.3%
1.6%
0.9%
0.7%
0.7%
0.7%
0.7%
0.5%
0.5%
0.5%
0.4%
0.4%
0.4%
0.4%
0.4%
0.4%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%
0.2%

Source: Caltrain On‐Board Survey 2013

Language Line Data
Caltrain call‐in Customer Service provides Language Line assistance for those needing
translation services. The information contained in Table 7 below, provides the number of calls
that used Language Line services. This provides a good corroboration of the languages that are
most often used by individuals seeking language assistance. Additionally, translation services
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for Caltrain customers are also provided by in‐house staff persons who are paid a stipend for
translation services. However, at this time, those services are not tracked.
Approximately 168,000 customer service calls are received annually, including those requesting
language line assistance. When viewing these numbers in totality, total translations requested
amount to about 0.18% of all Call Center calls, provided in Table 8.
Table 7: Language Line Usage from July 1, 2015 to June 30, 2016
Languages
Spanish
Mandarin
Cantonese
Vietnamese
Russian
Japanese
Tagalog
Arabic
French
Hindi
German
Portuguese

Annual Estimated Number of
Translations
224
45
17
6
6
3
2
1
1
1
1
1

Table 8: Total Calls to Translations July 1, 2015 to June 30, 2016

Languages
English
All translations
Percent of all calls translated

Annual Estimated Calls and
Translations
168,000
307
0.18%

Factor 1 Findings:
Factor 1 of the LEP Plan was undertaken to assess the proportion of LEP individuals that may
encounter or use the Caltrain services. A number of data sources were used as a way to inform
the conclusions, including the American Community Survey (census), the California Department
of Education English Learners, and information from the most recent Caltrain On‐Board survey.
Additionally, data on use of existing translation services provided through the Caltrain customer
service department was also viewed to verify the top languages. By consulting a number of
data sources, the findings reveal the following about languages spoken in the Caltrain service
area that will inform the Language Assistance Plan:
 20 Discrete languages qualify under the “Safe Harbor Provision” for written materials
 9 Languages represent the top languages spoken in the Caltrain service area
 7 Languages represent those predominantly spoken in the home by Caltrain riders
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Table 9, below, combines the outputs of the data considered and presents a ranking of the
languages by the data used. Using this to determine the prevalence of the Safe Harbor
Languages, the top 9 highlighted languages are identified as those that should be considered
for translation service. However, only Spanish could be considered a predominant language
using all data sets, as it is almost twice as prevalent as other languages in all of the data sets.
Table 9: Top 9 Predominant Languages within Caltrain Service Area
American
Community Survey
2010‐2014

Department of
Education English
Learners
2015

Caltrain
On Board Survey
2013

Spanish (or Spanish Creole)
Chinese (Mandarin & Cantonese)
Vietnamese
Tagalog
Korean
Russian
Japanese
Persian
Hindi (both Hindi or Other Indian)
Arabic
Portuguese or Portuguese Creole
French (incl. Patois, Cajun)
Mon‐Khmer, Cambodian
Thai
Italian
Urdu
Gujarati
German
Serbo Croation
Armenian
Greek
Laotian

1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22

1
2
3
4
8
7
5
12
14
6
12
15
19
25
31
18
22
21
38
43
47
39

1
2
7
5
N/A
6
14
12
3
9
15
8
11
29
13
12
N/A
10
23
N/A
N/A
32

Hebrew
Polish
Hungarian
Hmong
Yiddish
Navajo
French Creole

23
24
25
26
27
28
29

13
37
41
49
N/A
N/A
N/A

18
19
N/A
N/A
N/A
N/A
N/A

Safe Harbor Language
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Factor 2: The frequency with which LEP Populations come in contact with Caltrain’s
programs activities and services
Assessing the frequency with which LEP populations come in contact with Caltrain’s programs,
activities and service helps the agency determine which languages need to be considered for
language services. Generally, “the more frequent the contact, the more likely enhanced
language services will be needed.”8 Strategies that help serve an LEP person on a one‐time
basis will be very different than those that may that serve LEP persons on a daily basis. For
purposes of estimating the frequency of contact with LEP individuals, Caltrain reviewed the
programs and services, and analyzed data from the following sources:
 Caltrain 2013 On‐Board Survey
 Calls to Caltrain Customer Service Number and Language Line Use
 Caltrain website page views
 September 2016 survey of frontline Caltrain employees*
 Review of Community Based Organization (CBO) Interaction
Caltrain On Board Survey 2013
As noted in Factor 1, the vast majority of Caltrain riders speak English “Well” or “Very Well”
(98%), while 10% speak English “Well,” 2% speak English “Not Well,” and 1% do not speak
English at all. Knowing this helps inform the frequency that non‐English speaking riders come in
contact with Caltrain’s services.
Using survey data, it appears that LEP persons use Caltrain frequently. Almost 50% of those
that indicate that speak English less than “Very Well” use Caltrain 5 days a week or more. Table
10 presents the frequency of using Caltrain for those who live in households that speak English
less than “Very Well.”
Table 10: Frequency of Caltrain Usage by Riders Who Speak English Less Than "Very Well"
Frequency
6 ‐7 Days a Week
5 days/week
4 days/week
3 days/week
2 days/week
1 day/week
1‐3 days/month
Less than once a month

Percentage
6.8%
42.3%
14.8%
8.0%
4.7%
3.3%
7.3%
12.8%

8

Implementing the Department of Transportation’s Policy Guidance Concerning Recipients’ Responsibilities to
Limited English Proficient (LEP) Persons‐‐A Handbook for Public Transportation Providers, 2007
* For purposes of this LAP, employees of the San Mateo County Transit District and Transit America Services
Incorporated, which is a private contractor of Caltrain, who interact with Caltrain passengers are also referred to as
“Caltrain employees.”
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Total

100.00%

Caltrain Frontline Employee Survey
In order to help determine the frequency of contact, an employee survey was distributed
regarding both the frequency of contact as well as the languages of the LEP populations
encountered. The survey was distributed to front‐line employees (Customer Service
Representatives and Train Conductors) and is attached in Appendix B. It was neither designed
nor conducted to be a statistically valid survey; rather, it was designed to get an anecdotal
sense of the employees’ experience with LEP populations. If LEP persons come in contact more
frequently than English speakers, it may reflect the need for language services.
The employee survey provided insight that LEP persons are not the predominant users of
Caltrain services; and while Caltrain employees cross paths with LEP persons, they do not
represent a large percentage of those with whom they interact. Even though all of the
surveyed employees indicated that they came in contact with LEP persons (100%), almost three
quarters (70%) indicated that it was a few times a day or more. Table 11 presents Caltrain staff
responses as to how often they come in contact with those that are unable to communicate
well in English.
Table 11: Frequency of Caltrain Employees Encountering LEP Persons
Frequency
Many times per day (more than six)

Percentage
35%

A few times a day

35%

A few times week

18%

A few times a month

6%

Less than once a month

0%

Rarely or Never

6%

Total

100%

However, even though 70% of employees indicated that they came in contact with LEP
populations a few times a day or more, this only reflected a little less than 4% of their total
volume of customer interactions. This is a significant change from the 2013 plan, which
indicated that LEP customers were closer to 10% of their total customer interactions.
As the analysis in Factor 1 shows with regard to the types of languages spoken by these LEP
persons, Spanish was the most frequently encountered language of LEP persons. When the
Customer Service personnel were asked, “Which of these languages do you recognize as being
often used by limited or non‐English speaking customers and/or members of the public you
encounter,” 100% of the respondents said “Spanish” followed by Chinese (94%). Table 12
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reflects the percentages of the non‐English languages most often encountered by Caltrain
employees and corresponds to the findings from Factor 1.
Table 12: Languages Encountered Most Often by Caltrain Employees*
Language
Spanish
Chinese
Tagalog
Russian
Vietnamese
Japanese
Hindi
Korean
Persian

Percentage
100%
94%
41%
29%
18%
18%
18%
12%
6%

*multiple answers allowed

Language Line and Website
In addition to the Language Line information presented in Factor 1 that indicated that Spanish
was the predominant language requested for translation, Caltrain also compiles information
from the Caltrain website regarding numbers of translations sought through the website, which
offers a Google Translate option. Of the 49 million unique page views between July 2010 and
July 2013, only 5,738 translations were sought (0.01%). Whether this is due to the fact that the
translations do not provide the type of information sought, or whether this is due to LEP
populations seeking information from other sources is unclear. This also corresponds to
information from the Caltrain On‐Board Survey that reflects that 62% of riders from households
that speak English “Less than Very well” do not visit www.caltrain.com.
CBO and LEP Outreach
Because CBO and LEP outreach was conducted by all three of the main transit districts
(SamTrans, VTA and SFMTA) in 2013, the Caltrain LEP Plan capitalizes on the work completed by
these agencies, and augmented the effort with some additional outreach to CBOs in 2016. This
helps to ensure that the information collected and reviewed represented the best
understanding of the needs of the LEP population. While the number of respondents to the
2016 outreach was not significant, it did corroborate the 2013 findings.
The CBOs were identified based on their intimate ties with populations in the counties that
were considered language‐isolated or disenfranchised for cultural, language, or income‐related
reasons. The outreach helped identify the issues that LEP populations have, as well as to
brainstorm ideas to improve their riding experience (that are addressed in Factor 3). Table 13
provides the CBOs that were contacted in 2013, with additional CBOs contacted in 2016.
Appendix C also provides addresses for the CBOs consulted and Appendix D provides the CBO
survey instrument.
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Table 13: CBOs Contacted and Language Constituency
CBO Name

Language Constituency

Arab Resource & Organizing Center

Tigrinya, Amharic, Swahili, Somali, and
Arabic
Arabic

Asian Americans for Community Involvement

Asian

Asian Pacific American Community Center

Chinese

Asian Pacific Islander American Public Affairs Association Bay Area
Chapter

Asian

Bayshore Child Care Services

Various

Bayview Footprints

Various

Bayview Multi‐Purpose Senior Center

English as Second Language

Cameron House

Chinese

Catholic Charities’ Refugee & Immigrant Forum

Various

Chicana Latina Foundation

Spanish

Chinatown Community Development Center

Chinese

Chinese for Affirmative Action

Chinese

Chinese Progressive Association

College of San Mateo

Chinese
Chinese, Filipino, Portuguese, Russian,
Spanish
Various

College Track East Palo Alto

Various

Daly City Community Service Center

English, Spanish, Tagalog

Daly City Friendship Center/Mental Health Association of San Mateo
County

Various

Daly City Youth Health Center

Various

Destination Home

Various

Fair Oaks Community Center

Spanish

Family Crossroads/Shelter Network of San Mateo County

Various

Family Health Services

Various

Friends of Caltrain

Various

Filipino Community Center San Francisco

Filipino

Filipino‐American Chamber of Commerce

Filipino

First Filipino American United Church of Christ

Filipino

Gujarati Cultural Association of Bay Area

Guajarati

Hunters Point Family

Various

African Community Health Institute

Coastside Hope
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CBO Name

Language Constituency

India Community Center

Indian Languages

Indo American Chamber of Commerce

Indian Languages

Japanese American Community Center

Japanese

Japanese Chamber of Commerce

Japanese

Jewish Family and Children’s Services

Russian

Jordanian American Association

Arabic

Korean American Community Services

Korean

Korean American Professional Society

Korean

Korean Community Center

Korean

Lady of Pillar Catholic Church

Spanish

Language Pacifica

English as Second Language

Liwanag Kultural Center

Filipino

Metropolitan Education District

ESL‐Various

Mexican American Community Services

Spanish

Mid‐Peninsula Housing

Various

Mission Neighborhood Center

Spanish

Moon Ridge Apartments

Various

Neighborhood Jobs Initiative

Various

North Peninsula Neighborhood Services

Spanish

Northern Peninsula Mandarin School

Chinese

Organization of Chinese Americans

Chinese

Our Second Home

Various

Pars Equality Center

English as Second Language

Peninsula Interfaith Action

Spanish

Persian American Society

Persian

Persian Center

Persian

Pilipino Bayanihan Resource Center

Filipino

Pillar Ridge Manufactured Home Community

Spanish

Public Advocates

Spanish

Puente De La Costa Sur

Spanish

Renaissance Entrepreneurship Center

Spanish

Russian‐American Community Services

Russian

Samaritan House

Spanish

San Bruno Chinese Church/Chinese School

Chinese

San Francisco Institute of English

Various

San Mateo County Commission on Disabilities Aging and Adult
Services

Spanish

San Mateo County Hispanic Chamber of Commerce

Spanish
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CBO Name

Language Constituency

Santa Clara County Office of Human Relations

Various

Services Immigration Rights & Education Network (SIREN)

Spanish and Vietnamese

Seton Medical Center

Various

Shared Housing Program/Human Investment Project

Various

Sikh Gurdwara of San Francisco

Various

Silicon Valley Community Foundation

Various

Sitike Counseling Center

Various

Skyline College Language and Arts Division

Various

South of Market Health Center

SparkPoint Center at Skyline College

Spanish, Tagalog, Farsi, and Chinese
Cantonese, English, Hindi, Japanese,
Korean, Mandarin, Spanish, Tagalog,
Vietnamese
English as Second Language

Transform

Various

Urban Habitat

Various

Veterans Equity Center

Filipino

Vietnamese Community Center

Vietnamese

Vista Center for the Blind and Visually Impaired

Various

Yaseen Foundation

Arabic

Youth United for Community Action (YUCA)

Various

Zawaya

Arabic

Southeast Asian Community Center

CBO Outreach Findings
While the 2016 outreach to CBOs did not result in significant input to the findings, the 2013
outreach revealed a number of key findings that underscore the need to provide vital
information in languages other than English, along with the reliance on transportation services
in their daily life. The most common recommendations are summarized below:
 Of primary importance to LEP individuals are the following: transit service, information
on service changes, fare changes and additional services, including native language
information at the Customer Service call center. They desire this information in their
native language whenever possible.
 Use of the service was not difficult, but it could be improved by native language
information.
 Clear, uncomplicated policies and information where one would expect it would
improve LEP populations’ comfort with the system
 Using ethnic community leaders for advice and direction on how best to approach the
LEP constituencies will improve access for LEP communities.
 Information is most easily accessed when provided directly to community centers or
community leaders.
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Native‐language or bilingual information in signage and brochures in stations and on
vehicles (at point‐of‐travel) is favored as an information source.
Maps and timetables in native language are preferred.
Some customers (language not specified) would appreciate a phone line or an ability to
email questions or concerns, which may indicate they are unaware of existing
translation services
For Tagalog speakers, verbal translations are preferred; however, Tagalog speakers
prefer written information in English.
Tagalog speakers watch the Filipino News Channel that broadcasts in Tagalog and may
be a good tool to communicate important information.
Despite resources in their languages, most San Francisco respondents were unaware of
the existence of information in their language on the websites and also of the ability to
access information in their language via Customer Service Centers. However, San Jose
residents were more likely to know about the translation services available.
Ticket machines with languages other than English and Spanish were indicated as a way
to improve the customer experience.
Use of pictographs (picture signs) would help non‐English speakers understand if signs
cannot be translated into all languages.
Audible announcements on board vehicles and at stations should be translated.
Conducting outreach to CBOs on an on‐going basis to determine language assistance
needs would render the most comprehensive information.

Language Specific Input
The following provides language specific information for the top two language groups that were
heard most often in the outreach with CBOs and LEP individuals.
Those who indicated preferences for communicating in Spanish include:
 Preference for translated schedules, although LEP Spanish speakers could read the
timetables.
 Prefer translations at public meetings if held to talk about service or fare changes.
 Prefer to receive information by the following resources/methods:
o Newspaper (Gilroy Newspaper, El Observador)
o Radio: Station(s): 93.3 La Preciosa
o TV: Station(s): Univision and Telemundo
o Other: Promotoras. This is a model that is used in the public health sector where
laypersons are trained to provide medical information to members of their
community. The same model could be applied to transit where laypersons would
be used to educate residents of their respective communities about public
transit issues and using public transportation.
Those who indicated preferences for communicating in Chinese include:
 Preference for translated schedules
 Prefer translations at public meetings if held to talk about service or fare changes.
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Prefer to receive information by the following resources/methods:
o Newspaper—Sing Tao Daily
o Radio: Station(s): 1400 AM
o TV: Station(s): KTSF Channel 26
o Other:
 Website (Internet)
 Maps
 Mobile Phone

Caltrain Four Factor LEP Plan ‐ Final

33

Factor 3: The nature and importance of the program, activity, or service provided by
the recipient to people's lives.
“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.”9
As previously noted, in addition to the input from outreach conducted with the CBOs, using the
Caltrain On‐Board rider survey also helps the agency understand the nature and importance of
the Caltrain service to its riders. A little less than 50% of the riders that come from households
where English is spoken less than “Very Well” take Caltrain more than 5 days a week. And,
almost 72% use Caltrain more than 3 days a week. It also appears that a little less than half of
LEP riders do not have a car available for the trip, and rely heavily upon Caltrain for their trip.
Table 14 presents those who indicate that they speak English less than “Very Well” along with
their car availability.
Table 14: Car Availability for Riders in Household That Speak English Less than “Very Well”
Car Available

No
Yes
Total

Percentage

42%
58%
100%

Source: Caltrain On‐Board Survey 2013

Caltrain Critical Services
Caltrain provides commuter rail service along the San Francisco Peninsula, through the South
Bay to San Jose and Gilroy. Caltrain is governed by the Peninsula Corridor Joint Powers Board
(JPB), which consists of agencies from the three Caltrain counties. The member agencies are:
the City and County of San Francisco, San Mateo County Transit District and the Santa Clara
Valley Transportation Authority (VTA). Caltrain’s service area population is 3,410,478.
There are three main types of services are provided: Local service, which stops along all of the
29 regular stations; Limited‐stop service that operates in the peak periods and bypasses some
of the local stops; and Baby Bullet service, which only stops at 6 stations in the peak period
between San Francisco and Diridon Station. There is also special service provided for football
games at Stanford Stadium. As of September 2015, Caltrain operates 92 weekday trips, 36
Saturday trips, and 32 Sunday trips.

9

Implementing the Department of Transportation’s Policy Guidance Concerning Recipients’ Responsibilities to
Limited English Proficient (LEP) Persons‐‐A Handbook for Public Transportation Providers, 2007

Caltrain Four Factor LEP Plan ‐ Final

34

In addition to train service, the following elements of the Caltrain operation could also be
considered part of the services, activities or programs that LEP populations may encounter:









Station Information, including safety and security signage
On board vehicle information (announcements or printed materials)
Television and print ads
Customer Service Call‐in Center
Website and Social Media
Station Access and Parking
Ticket Machines and Clipper (Regional Transit Card) Machines
Construction notices

To better understand the needs of the LEP community, the Caltrain On‐Board Survey was
examined to see how LEP individuals may access Caltrain information or services. Table 15
provides an overview of how different language groups receive Caltrain materials.
Based on this evaluation, the top five ways that LEP populations access Caltrain information is:
 Printed material on Train
 Caltrain website
 Station information boards
 Caltrain and Mobile Apps
 Conductor/Engineer
Additionally, Map 11 provides a depiction of which stations are most used by LEP populations.
This can aid in targeting language services to stations that may have the greatest need. Based
on this analysis, two stations have greater than 10% of the riders that are LEP:
 Downtown San Francisco
 San Jose Diridon
Six additional stations have between 5% and 9% of the riders that are LEP:
 Mountain View
 Palo Alto
 Sunnyvale
 Millbrae
 Redwood City
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Table 15: Access to Caltrain Information by Language Spoken Less than “Very Well”
Access to Caltrain
Information

Spanish

Printed Material on Train

Mandarin

Hindi

Cantonese

23.4%

21.8%

22.4%

3.2%

3.6%

2.0%

Station information boards

20.2%

10.9%

6.1%

Caltrain Customer Service

3.2%

1.8%

35.1%

40.0%

Caltrain connection

2.1%

5.5%

Caltrain App

4.3%

7.3%

10.2%

5.3%

Twitter

0.0%

3.6%

0.0%

5.3%

Conductor/Engineer

Caltrain Website

21.1%
10.5%

Tagalog
30.4%
21.7%

Russian

Korean

26.7%

Viet‐
namese

Japanese

49.5%

6.7%

Other
Language

Percent of
All LEP
Riders

24.6%

23.4%

4.9%

2.7%

16.4%

14.0%

4.3%
44.9%

36.8%

30.4%

1.5%
53.3%

49.5%

85.7%

96.6%

26.2%

38.0%
21.5

Google Maps

3.2%

1.8%

4.1%

Mobile Apps
511 (phone number or
website)
Word of Mouth

3.2%

3.6%

10.2%

1.1%

Total

100%

15.8%

4.3%

6.7%

14.3%

11.5%

1.0%
4.3%

7.3%
0.9%

6.7%

1.6%

2.1%

13.1%

7.0%
0.3%

1.1%
100%

100%

5.3%

4.3%

100%

100%

100%

100%

100%

3.4%

1.6%

1.2%

100%

100%

100%

Source: Caltrain On‐Board Survey 2013
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Map 11: Boarding Stations by LEP Riders
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While the 2013 On‐Board survey did not ask the question about parking lot usage, the 2010 On‐
Board Survey provided information that was useful in determining whether parking lots had
high use by LEP households. Based on the survey data, fewer than 3% of LEP riders park in
Caltrain Parking lots, depicted in Table 16 below, which stratifies the responses by language.
From this, it appears that LEP populations are not prevalent users of Caltrain parking facilities.
Table 16: Languages of Riders Parking in Caltrain Lot
Language

Percentage of Caltrain riders

Chinese
Spanish
Hindi (Or Other Indian Languages)
Tagalog
Korean
Russian
Japanese
Vietnamese
Other Languages
Total LEP Riders

0.8%
0.5%
0.5%
0.2%
0.2%
0.1%
0.1%
0.1%
0.5%
2.9%

Source: Caltrain On‐Board Survey 2013

Factor 3 Findings
Insofar as it is practical, ensuring that critical information is available in languages most
commonly spoken within the Caltrain service area is important to providing access to Caltrain
service for LEP populations. By evaluating the services Caltrain provides, the following
represent the most important general areas that Caltrain would benefit from ensuring language
is not a barrier to access:





Station information, including safety and security signage
Service and fare change information
Onboard vehicle information (announcements or printed materials)
Customer Service Call‐in Center

Based on feedback from CBO leaders and LEP individuals obtained through the outreach, it is
clear that Caltrain will need to continue to assess and identify program components that may
require language assistance to LEP customers. This includes information on service, fares,
schedules, service disruptions, emergencies and safety and security information. By identifying
the most critical elements to ensure LEP access, Caltrain’s programs and activities can be
routinely assessed to avoid language barriers that could have serious consequences to LEP
customers. Caltrain should continue to seek input on the importance of its programs, activities
and services to LEP customers to help identify how to best meet their needs. The CBOs can now
become part of an extended information network that benefits both Caltrain and their
stakeholders.
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Factor 4: The resources available to Caltrain and costs associated with translation
services
Caltrain currently provides a variety of translation services to ensure that language proficiency
is not a barrier to access Caltrain’s service and programs. Not only does Caltrain translate many
documents, such as outreach materials on fare increases or service changes into Spanish—the
predominant language in the service area—they also provide ticket machines that provide
audio and menu‐screen instructions in English or Spanish.
Language translation of the website is provided by Google Translate, and currently provides
translations for 71 languages. It should also be noted that FTA does not consider Google
Translate as a sufficient translation tool for vital documents. Caltrain also has a number of
bilingual staff that can provide translation services for public events provided advanced
request, as well as in the Customer Call Center, where representatives are provided an extra
stipend to provide translations in languages that they speak besides English. Caltrain uses the
Language Line when needed. Caltrain also contracts for outside interpreter and/or translation
services to provide translation services or provides in house translation for certain documents
that require translation. Caltrain’s Department of Marketing and Creative Services maintains a
list of on‐site and for‐hire bilingual resources available for LEP services.
Part of Caltrain’s signage also includes the use of pictographs, aimed at eliminating language
barriers for all non‐English speakers. Pictographs provide universal instruction, such as those
pictured, below, and do not require translations. These are often a very cost effective way to
communicate vital information to the greatest number of people.

Caltrain’s Operating Budget does not have a specific line item for providing language services
and translations; costs for translators and outsourcing translation needs are split among several
departments depending on which department is responsible for the outreach project being
undertaken. A formula (65% SamTrans and 35% Caltrain) is used to fund the Customer Service
Center, including Language Line expenses. In general, translation expenses are within the
Marketing and Market Research and Development department’s budget.
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Typical annual expenses include:
 Customer Service Stipend: $1,000 annually
 Written Materials Translation: $1,500 (such as fare change brochure)
 Public meetings/hearings: $6,500
 Document production: $11,000 annually (brochures and “Take Ones”)
 Market research: $80,000 every three years
 Language Line: $3,000 annually
Translated documents include mailers, customer “take ones,” surveys, meeting notices,
brochures, and other customer outreach materials, such as construction‐related notices and
information documents. Most translation is from English into Spanish, which covers the
predominant language of Caltrain’s customer base. Additional languages – Chinese, Russian,
Vietnamese, Tagalog and other “Safe Harbor Provision” languages are translated as resources
allow and circumstances dictate. Appendix E provides current examples of materials and
pictographs.
In addition to traditional and routine materials, the Communications Department spends
roughly $125,000 to $175,000 annually, but these expenses are generally associated with
specific, large‐scale projects being undertaken by both SamTrans and Caltrain as a whole.
Caltrain also has specific projects, such as the Caltrain Modernization project, that budget for
public communications that include Spanish translation of related notices.
Based on the totality of costs associated with translations within their operating budget, the
total cost of all translation services equates to less than 1% of the Caltrain total budget. This
does not include the cost of translations for the capital program, which are specific to the
project.
Factor 4 Findings
Even though Caltrain does not have many LEP individuals using the system, Caltrain has made
great strides in ensuring that language does not represent a barrier to Caltrain use. In 2013,
Caltrain implemented “I Speak” cards that depict all Safe Harbor languages. These cards assist
employees in providing language assistance through the use of the Language Line telephone
number. By using “I Speak” cards on board the trains and increasing the use of pictograms for
safety signage on board trains and at grade crossing, their commitment to LEP access
continues. Additionally, Caltrain plans to improve LEP services over the next few years
including budgeting for additional language services for anticipated fare and service plans.
However, there are LEP based elements that Caltrain should implement in order to strengthen
their practice and improve LEP services. It is still recommended that Caltrain budget
translations expenses under one line item for the agency instead of through individual
departments that may need translation services. This will also help establish practices that get
the greatest result in the most cost‐effective manner. However, as Caltrain is engaged in
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several high‐profile capital projects, it is also anticipated that translation services will continue
to be included in those projects as needed.
The following are recommendations that will be implemented or will continue within the next
year (end of calendar year 2017):
 Providing Title VI complaint forms in all “Safe Harbor” languages
 Installing a separate phone number for translation services, where customers will be
prompted in languages in which they need assistance.
 Increasing use of universal pictograms or other symbols at stations or trains
 Providing more translated material on board trains, such as information regarding fares
and service, or FAQs.
 Increasing translation of safety signage within Caltrain Right of Way at crossings and
stations
 Conducting Customer Satisfaction Surveys in multiple languages beyond Spanish
 Increasing the translations of documents, such as train schedules or rider newsletters
 Conducting more language‐specific outreach to assess Caltrain’s efforts to engage non‐
English speaking populations
 Improving signage associated with construction projects to ensure LEP consideration
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Limited English Proficiency Language Assistance
Plan
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Language Assistance Plan Overview
The DOT LEP Guidance recommends that recipients develop an implementation plan to address
the needs of the LEP populations they serve. 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.

1. Identifying LEP Individuals Who Need Language Assistance
As indicated in the analyses provided in the four factor study, while the Caltrain ridership base
does not reflect the large concentrations of LEP populations within the service area, there
remains a need to provide vital information in Spanish, which represents the largest
concentration of LEP riders as well as population.
The Four Factor analysis considered a number of data sets to determine the languages that
would require “Safe Harbor” consideration, in addition to languages predominantly used by
Caltrain riders. These data included Census data (American Community Survey 5‐year sample
2010‐2014), the Department of Education English Learners data, and the Caltrain 2013 On
Board Survey. Approximately 14% of the population in the three‐county service area speak
English less than “Very Well” and would be considered the LEP population.
Based on the Four Factor analyses, the most frequently encountered languages have been
broken down into the following three categories:
 Primary Language: Spanish
 Tier One Languages: Spanish, Chinese (Mandarin & Cantonese)
 Tier Two Languages: Vietnamese, Tagalog, Korean, Russian, Japanese, Persian and Hindi.
 Tier Three “Safe Harbor” Languages for vital document translation in addition to those
listed above: Arabic, Portuguese, French, Mon‐Khmer Cambodian, Thai, Italian, Urdu,
Gujarati, German, Serbo‐Croatian and Armenian.
In addition, the following languages also qualify for “Safe Harbor” provisions, indicating that
more than 1,000 individuals within these language groups speak English less than “Very Well”
and would require translations of vital documents: Arabic, Portuguese, French, Mon‐Khmer
Cambodian, Thai, Italian, Urdu, Gujarati, German, Serbo‐Croatian, and Armenian.
Because Spanish remains the predominant language of LEP households and riders, Caltrain will
continue to focus language assistance to Spanish speaking populations. However, based on the
Four Factor Finding, there is a need for more language translations beyond Spanish.
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2. Providing Language Assistance Measures
Caltrain is committed to providing meaningful access to information and services to its LEP
customers. Caltrain uses various methods to accomplish this goal. Specific methods pertaining
to outreach will be discussed in Caltrain’s Public Participation Plan.
Currently, Caltrain’s primary language assistance tools include:
 Using “I‐Speak” cards including all Safe Harbor languages on board trains that facilitate
translation services
 Google Translate tool on Caltrain website
 Language line
 Spanish translations on ticket machines
 Pictograms on trains, at stations and grade crossings
 Translators (by request) for focus groups and public hearings
 Multilingual printed materials, especially for fare and service changes, and construction
notices
 Posting Caltrain news, notices, and information to newspapers in other languages (e.g.
El Observador, El Reportar)
 Multilingual media advertising (print, television and radio)
 Partnering with Clipper to produce shared multilingual Caltrain customer information
 Caltrain bilingual Customer Service Representatives
 CBO assistance in outreach to LEP populations and translations
The following are recommendations that would improve the level of service that Caltrain
provides to its LEP customers and that can be implemented within the next several years:
 Providing complaint forms in all “Safe Harbor” languages
 Increasing use of universal pictograms or other symbols at stations or trains
 Increasing frontline employee training about methods of accessing language assistance
 Providing more translated material on board trains, such as information regarding fares
and service, or FAQs that would address general questions
 Increasing translation of safety signage within Caltrain Right of Way
 Adding national flags to delineate “Google Translate” languages for the most prominent
languages.
 Use of Social Media in other languages and publicize language assistance
 Increase translation services at key locations where LEP individuals board
 Using “language name badges” on trains for employees that indicate additional
languages spoken
 Conducting Customer Satisfaction Surveys in multiple languages beyond Spanish
 Increasing the translations of documents, such as train schedules or rider newsletters
 Conducting more language‐specific outreach to assess Caltrain’s efforts to engage non‐
English speaking populations
 Improving signage associated with construction projects to ensure LEP consideration
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Continue to work with CBOs to serve multilingual communities
Continue partnering with regional and other agencies to produce shared multilingual
customer information materials (511.org and Clipper)

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.10
As previously stated, languages have been broken down into the following four categories
based on their frequency of use with riders and the general population:
 Primary Language: Spanish
 Tier One Languages: Spanish, Chinese (Mandarin & Cantonese),
 Tier Two Languages: Vietnamese, Tagalog, Korean, Russian, Japanese, Persian and Hindi.
 Tier Three “Safe Harbor” Languages for vital document translation in addition to those
listed above: Arabic, Portuguese, French, Mon‐Khmer Cambodian, Thai, Italian, Urdu,
Gujarati, German, Serbo‐Croatian and Armenian.
Table 17 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. Caltrain may provide a summary of a vital document and/or notice of free language
assistance in the “Safe Harbor” languages, rather than a word‐for‐word translation of the vital
document. Caltrain may reserve the right to translate documents into more languages as
circumstances dictate and resources allow. For example, community outreach may provide
translated construction notices in languages other than Spanish, depending on the area and
particular concentrations of LEP individuals, as is the current practice. Due to the critical nature
of safety and security information, Caltrain may rely on pictographs to the extent possible, so
that information is communicated regardless of language spoken.

10

FTA Circular 4702.1B

Caltrain Four Factor LEP Plan ‐ Final

45

Table 17: Vital and Non Vital Document List
Document
Title VI Public Notice

Title VI Complaint Form and
Procedures
Notice of Free Language Assistance

Public Hearing and Legal Notices

Safety and Security Information
Fare & Major Service Change
Information

News, Information, and
Promotional Materials

Construction Notices

Languages
 Translation in all Safe Harbor
Languages
 Use of Pictograms
 Translation in all Safe Harbor
Languages
 Use of Pictograms
 Translation in all Safe Harbor
Languages
 Use of Pictograms
 Translation in Tier One
Languages
 Add language assistance
availability upon request
 Use of Pictograms
 Use of Pictograms
 Translation in Tier One
Languages
 Notice of language
assistance availability in
all safe harbor languages
 Use of Pictograms
 Notice of language
assistance availability in
Tier One languages
 Translations into Tier One
languages as determined by
subject matter
 Use of Pictograms
 Translations in Tier One
Languages as determined
by location
 Notice of language
assistance in Tier Two and
Tier Three languages as
determined by location
 Use of Pictograms

Vital Document?
Yes

Yes

Yes

Yes

Depends on subject
matter
Depends on content

No

No
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The following represents the current documents that will be translated into all Safe Harbor
Languages (Tier One, Tier Two, and Tier Three) by the end of calendar year 2017 using the Vital
Document table, above:





Title VI Public Notice
Title VI Complaint Form and Procedures
Public Hearing and Legal Notices
Notice of Free Language Assistance

3. Training Staff
Currently, frontline Caltrain staff members are trained in a number of areas to ensure that they
consider the needs of LEP individuals along with the general understanding of Title VI principles.
Employees are put through a variety of “course modules” that concentrate on understanding
and interacting with a diverse customer clientele. They are also given specific skills for giving
service to customers with a variety of challenges that may require extra attention. In all cases,
employees practice appropriate responses to sensitive cases such as those involving non‐
English speaking customers. Appendix F includes materials depicting the subject matter.
Caltrain also uses bilingual staff within their organization to provide translations services for
events, hearings and in their Customer Service Call Center. When recruiting for customer
service personnel, bilingualism is a desired qualification to ensure that the best customer
service can be provided. Caltrain’s continued use of the diverse employee base helps to ensure
that the needs of LEP groups can be accommodated efficiently and effectively. It is Caltrain’s
goal to recruit and train more staff that is bilingual in order to provide an effective and cost‐
efficient method of addressing the needs of LEP populations.
Caltrain will continue to promote the principles of good customer service to all Caltrain riders
while understanding the special needs of its LEP riders. Caltrain should continue to train front
line or other employees on accessing language assistance measures within the organization.
Additional or “refresher” training, along with clear direction on translations and language
assistance, would help employees become more familiar with translation requirements.

4. Providing Notice to LEP Persons of Language Assistance Measures
The methods that Caltrain will use to notify LEP customers of language assistance services
include the following:



Post Language Assistance Notification on Caltrain website, in lobby and at stations
Provide Language Assistance Notification for use on public hearing notices
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Post availability of Language Line Assistance on the Caltrain website under “Contact Us”
page
Continue posting Caltrain news, notices, and information to newspapers in other
languages (e.g. El Observador, El Reportar)
Work with CBOs to inform LEP customers about the Language Assistance services
Incorporate a separate phone number that is routed to Customer Service that directs
those seeking Translation Services to select their specific language in which they need
language assistance.

5. Monitoring and Updating the Plan
On an on‐going basis, Caltrain will monitor activities and information that require LEP
accessibility, including data collection and continued LEP plan assessment, to ensure that the
Language Assistance Plan meets the changing needs of LEP populations. At a minimum,
monitoring will be conducted to coincide with the submittal of the Title VI Program update as
required by FTA Circular 4702.1B. It is the goal of Caltrain to show continued improvement to
Language Assistance Services and LEP Plan monitoring.
Monitoring methods include:
 Review new customer outreach materials prior to production to determine whether the
document can be considered “vital” and what translation is needed.
 Review existing customer documentation to assess whether the document is “vital” and
what translation is needed.
 Evaluate and analyze outreach efforts pertaining to LEP populations.
 Review translation and language assistance efforts to determine whether they are
adequate and/or effective.
 Analyze demographic data from the U.S. Census, the ACS, and On‐Board Customer
Survey, taking place in 2016.
 Gather information from CBOs, Frontline Employees and regional agencies and partners
through on‐going coordination
 Gather feedback from LEP customers (public outreach, CBO meetings, etc.)
Compliance will be monitored by the Caltrain Title VI Administrator in coordination with
Caltrain and SamTrans staff, and Caltrain Board.

Caltrain Four Factor LEP Plan ‐ Final

48

Appendix A: California Department of Education English Learners by County 2015/16
Number
of
English
Learners

Percentage
of Total
English
Learners

San
Mateo
County

% of
SM
County

San
Francisco
County

% of
SF
County

Santa
Clara
County

% of SC
County

65,887

63.9%

16,167

71.5%

8,057

49.3%

41,663

65.0%

Vietnamese

7633

7.4%

97

0.4%

467

2.9%

7,069

11.0%

Cantonese

6,213

6.0%

812

3.6%

4,499

27.5%

902

1.4%

Mandarin (Putonghua)

3,969

3.8%

611

2.7%

585

3.6%

2,773

4.3%

Filipino (Pilipino or Tagalog)

3,914

3.8%

1,679

7.4%

420

2.6%

1,815

2.8%

Other non‐English languages

2280

2.2%

261

1.2%

708

4.3%

1,193

1.9%

Japanese

1,368

1.3%

338

1.5%

130

0.8%

900

1.4%

Arabic

1307

1.3%

573

2.5%

353

2.2%

381

0.6%

Russian

1,160

1.1%

308

1.4%

188

1.2%

664

1.0%

Korean

1147

1.1%

135

0.6%

84

0.5%

928

1.4%

Hindi

957

0.9%

210

0.9%

43

0.3%

704

1.1%

Punjabi

706

0.7%

42

0.2%

10

0.1%

654

1.0%

Telugu

624

0.6%

43

0.2%

0

0.0%

581

0.9%

Portuguese

470

0.5%

234

1.0%

40

0.2%

196

0.3%

Hebrew

462

0.4%

28

0.1%

13

0.1%

421

0.7%

Farsi (Persian)

431

0.4%

50

0.2%

4

0.0%

377

0.6%

French

405

0.4%

94

0.4%

66

0.4%

245

0.4%

Tamil

395

0.4%

40

0.2%

0

0.0%

355

0.6%

Tongan

325

0.3%

258

1.1%

6

0.0%

61

0.1%

Urdu

290

0.3%

39

0.2%

30

0.2%

221

0.3%

Khmer (Cambodian)

259

0.3%

15

0.1%

29

0.2%

215

0.3%

Toishanese

259

0.3%

6

0.0%

253

1.5%

0

0.0%

German

201

0.2%

41

0.2%

31

0.2%

129

0.2%

Gujarati

185

0.2%

21

0.1%

11

0.1%

153

0.2%

Burmese

180

0.2%

123

0.5%

38

0.2%

19

0.0%

Ilocano

171

0.2%

12

0.1%

22

0.1%

137

0.2%

Thai

154

0.1%

37

0.2%

44

0.3%

73

0.1%

Kannada

144

0.1%

8

0.0%

0

0.0%

136

0.2%

Marathi

135

0.1%

10

0.0%

0

0.0%

125

0.2%

Turkish

122

0.1%

49

0.2%

5

0.0%

68

0.1%

Samoan

120

0.1%

69

0.3%

71

0.4%

51

0.1%

Bengali

104

0.1%

16

0.1%

9

0.1%

79

0.1%

Italian

94

0.1%

23

0.1%

12

0.1%

59

0.1%

Somali

91

0.1%

2

0.0%

1

0.0%

88

0.1%

Languages
Spanish
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Number
of
English
Learners

Percentage
of Total
English
Learners

San
Mateo
County

% of
SM
County

San
Francisco
County

% of
SF
County

Santa
Clara
County

% of SC
County

Tigrinya

91

0.1%

3

0.0%

28

0.2%

60

0.1%

Assyrian

85

0.1%

6

0.0%

3

0.0%

76

0.1%

Dutch

85

0.1%

15

0.1%

8

0.0%

62

0.1%

Indonesian

75

0.1%

23

0.1%

20

0.1%

32

0.0%

Polish

72

0.1%

13

0.1%

3

0.0%

56

0.1%

Serbo‐Croatian (Bosnian,
Croatian, Serbian)

70

0.1%

10

0.0%

9

0.1%

97

0.2%

Lao

51

0.0%

2

0.0%

7

0.0%

42

0.1%

Ukrainian

46

0.0%

13

0.1%

11

0.1%

22

0.0%

Hungarian

45

0.0%

5

0.0%

0

0.0%

40

0.1%

Pashto

43

0.0%

5

0.0%

3

0.0%

35

0.1%

Armenian

41

0.0%

9

0.0%

3

0.0%

29

0.0%

Cebuano (Visayan)

41

0.0%

18

0.1%

2

0.0%

21

0.0%

Rumanian

40

0.0%

11

0.0%

1

0.0%

28

0.0%

Taiwanese

39

0.0%

5

0.0%

1

0.0%

33

0.1%

Greek

38

0.0%

19

0.1%

4

0.0%

15

0.0%

Chaozhou (Chiuchow)

18

0.0%

2

0.0%

6

0.0%

10

0.0%

Hmong

16

0.0%

0

0.0%

2

0.0%

14

0.0%

Swedish

12

0.0%

1

0.0%

0

0.0%

11

0.0%

Albanian

11

0.0%

3

0.0%

0

0.0%

8

0.0%

Kurdish (Kurdi, Kurmanji)

11

0.0%

8

0.0%

0

0.0%

3

0.0%

Mien (Yao)

11

0.0%

0

0.0%

1

0.0%

10

0.0%

Chamorro (Guamanian)

2

0.0%

0

0.0%

1

0.0%

1

0.0%

Marshallese

2

0.0%

0

0.0%

0

0.0%

2

0.0%

Kikuyu (Gikuyu)

1

0.0%

1

0.0%

0

0.0%

0

0.0%

Languages
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Appendix B: Caltrain Front Line Employee Survey:
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Appendix C: CBO Contact List

Language
Constituency

CBO Name

Street Address

City

African Community Health Institute

1922 The Alameda Suite 425

San Jose

Tigrinya, Amharic, Swahili,
Somali, and Arabic

Arab Resource & Organizing Center
Asian Americans for Community
Involvement
Asian Pacific American Community Center

522 Valencia St.
2400 Moorpark Ave. Suite #300

San Francisco
San Jose

Arabic
Asian

2442 Bayshore Blvd

San Francisco

Chinese

Asian Pacific Islander American Public
Affairs Association Bay Area Chapter

1963 Sabre Street

Hayward

Asian

Bayshore Child Care Services
Bayview Footprints
Bayview Multi‐Purpose Senior Center

45 Midway Drive
1747 Quesada Ave
1706 Yosemite Avenue

Daly City
San Francisco
San Francisco

Various
Various
ESL

Cameron House
Catholic Charities’ Refugee & Immigrant
Forum
Chicana Latina Foundation
Chinatown Community Development
Center
Chinese for Affirmative Action
Chinese Progressive Association
Coastside Hope

920 Sacramento St
36 37th Avenue 2nd Floor

San Francisco
San Mateo

Chinese
Various

1419 Burlingame Ave. Suite W2
1525 Grant Avenue

Burlingame
San Francisco

Spanish
Chinese

17 Walter U. Lum Place
1042 Grant Ave. 5th Floor
99 Avenue Alhambra

San Francisco
San Francisco
El Granada

Chinese
Chinese
Chinese, Filipino, Portuguese,
Russian, Spanish

College of San Mateo
College Track East Palo Alto

1700 W. Hillsdale Blvd.
1877 Bay Road

San Mateo
East Palo Alto

Various
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CBO Name

Street Address

City

Language
Constituency

Daly City Community Service Center
Daly City Friendship Center/Mental
Health Association of San Mateo County
Daly City Youth Health Center
Destination Home
Fair Oaks Community Center
Family Health Services
Family Crossroads/Shelter Network of San
Mateo County
Filipino Community Center San Francisco

333 90th Street
2686 Spring St.

Daly City
Redwood City

English, Spanish, Tagalog
Various

2780 Junipero Serra Blvd.
3180 Newt Ave.
2600 Middlefield Rd.
2000 Alameda de Las Pulgas
181 Constitution Drive

Daly City
San Jose
Redwood City
San Mateo
Menlo Park

Various
Various
Spanish
Various
Various

4681 Mission St.

San Francisco

Filipino

Filipino‐American Chamber of Commerce

1415 Rollins Road Suite 202

Burlingame

Filipino

First Filipino American United Church of
Christ
Gujarati Cultural Association of Bay Area

461 Linden Ave.

San Bruno

Filipino

46560 Fremont Blvd. #109

Fremont

Guajarati

Hunters Point Family
India Community Center
Indo American Chamber of Commerce

1800 Oakdale Ave.
525 Los Coches St.
1616 University Ave.

San Francisco
Milpitas
Berkeley

Various
Various Indian
Various Indian

Japanese American Community Center

415 South Claremont St.

San Mateo

Japanese

Japanese Chamber of Commerce

1875 South Grant Street Suite
760

San Mateo

Japanese

Jewish Family and Children’s Services

2150 Post Street

San Francisco

Russian
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Language
Constituency

CBO Name

Street Address

City

Jordanian American Association

305 Linden Ave.

Korean American Community Services

1800‐B Fruitdale Ave.

South San
Francisco
San Jose

Various
Korean
Korean

Korean American Professional Society
Korean Community Center
Lady of Pillar Catholic Church

765 Buchannan St.
400 Church Street

Language Pacifica
Liwanag Kultural Center
Metropolitan Education District

585 Glenwood Avenue
222 Lausanne Avenue
760 Hillsdale Ave

San Francisco
Half Moon
Bay
Menlo Park
Daly City
San Jose

Korean
Spanish

Mexican American Community Services

660 Sinclair Dr.

San Jose

Mid‐Peninsula Housing

303 Vintage Park Drive Suite
250

Foster City

Mission Neighborhood Center
Moon Ridge Apartments

362 Capp Street
2001 Miramontes Point Rd

Spanish – 2 sessions
Various

North Peninsula Neighborhood Services

600 Linden Ave.

San Francisco
Half Moon
Bay
South San
Francisco

Northern Peninsula Mandarin School
Organization of Chinese Americans
(Peninsula Chapter of San Mateo)
Our Second Home
Pars Equality Center
Peninsula Interfaith Action

3115 Del Monte Street
P.O. Box 218

San Mateo
San Mateo

Chinese
Chinese

725 Price Street
P.O. Box 1383
1336 Arroyo Ave

Daly City
Menlo Park
San Carlos

Various
ESL
Spanish

ESL
Filipino
ESL classes—various
locations
Spanish

Spanish
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CBO Name

Street Address

City

Language
Constituency

Persian American Society
Persian Center
Pilipino Bayanihan Resource Center
Pillar Ridge Manufactured Home
Community
Public Advocates
Puente De La Costa Sur
Renaissance Entrepreneurship Center

P. O. Box 25005
2029 Durant Ave.
2780 Junipero Serra Blvd.
164 Culebra St

San Mateo
Berkeley
Daly City
Moss Beach

Persian
Persian
Filipino
Spanish

131 Steuart Street Suite 300
620 North Street
275 5th St.

San Francisco
Pescadero
San Francisco

Spanish
Spanish
Spanish

Russian‐American Community Services

300 Anza St.

San Francisco

Russian

Samaritan House
San Bruno Chinese Church/Chinese
School
San Mateo County Commission on
Disabilities Aging and Adult Services

4031 Pacific Blvd.
250 Courtland Dr.

San Mateo
San Bruno

Spanish
Chinese

225 37th Ave.

San Mateo

Spanish

San Mateo County Hispanic Chamber of
Commerce
Santa Clara County Office of Human
Relations
Services Immigration Rights & Education
Network (SIREN)
Seton Medical Center

475 El Camino Real Suite 100A

Millbrae

Spanish

2310 North First Street, Suite
104

San Jose

Various

1425 Koll Cir.

San Jose

Spanish and Vietnamese

1900 Sullivan Ave.

Daly City

Various

Shared Housing Program/Human
Investment Project

2600 Middlefield Road

Redwood City

Various
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CBO Name

Street Address

City

Language
Constituency

Sikh Gurdwara of San Francisco
Sitika Counseling Center
Skyline College Language and Arts
Division
South of Market Health Center

P.O. Box 25493
306 Spruce Ave.
3300 College Drive

San Mateo
San Francisco
San Bruno

Various Indian
Various
Various

229 7th St.

San Francisco

Spanish, Tagalog, Farsi, and
Chinese

Southeast Asian Community Center

875 O’Farrell St.

San Francisco

Cantonese, English, Hindi,
Japanese, Korean, Mandarin,
Spanish, Tagalog, Vietnamese

SparkPoint Center at Skyline College

3300 College Drive Building 1
Floor 2

San Bruno

ESL

Transform
Urban Habitat
Veterans Equity Center
Vietnamese Community Center
Vista Center for the Blind and Visually
Impaired
Yaseen Foundation
Youth United for Community Action
(YUCA)
Zawaya

436 14th Street Suite 600
1212 Broadway Suite 500
1010 Mission Street
766 Geary
3200 Hillview Ave.

Oakland
Oakland
San Francisco
San Francisco
Palo Alto

Various
Various
Filipino
Vietnamese
Various

621 Masonic Way
2135 Clarke Ave.

Belmont
East Palo Alto

Arabic
Various

311 41st Ave.

San Mateo

Arabic
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Appendix D: CBO Survey Instrument
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Appendix E: Examples of Translated Materials and Pictographs
“I‐Speak” Cards
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Ticket Vending Machine: Spanish

Pictograms at Station

Google Translate of Caltrain Website
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Translation of Fare Change
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Translations of Policy Change Input
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Translation of Direct Mail Project Specific Notices
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Appendix F: Example of Language Assistance Training Materials
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