
 

 
 

 

 

Equitable distribution of transit service is a core principle of the Regional Transportation District. This 

document describes the measures taken to promote equitable transit service as stipulated by Title VI of 

the Civil Rights Act of 1964 and Executive Order 12898 (Environmental Justice). 
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EXCUTIVE SUMMARY 

TITLE VI AND ENVIRONMENTAL JUSTICE 

Equity is a core principle of the Regional Transportation District’s (RTD) mission to provide mass transit 

service in the Denver Metro Area. An equitable mass transit system fairly distributes the benefits and 

adverse effects of transit service without regard for race, color, national origin, or low-income status. This 

principle is detailed and reinforced by Title VI of the Civil Rights Act of 1964 and Executive Order 

12898 (Environmental Justice). 

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, or national 

origin in programs receiving federal financial assistance. Specifically, Title VI states, “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.” 

In 1994, President Clinton issued Executive 

Order 12898, which states that each federal 

agency “shall make achieving environmental 

justice part of its mission by identifying and 

addressing disproportionately high and adverse 

human health or environmental effects of its 

programs, policies, and activities on minority 

populations and low-income populations.”  

The Federal Transit Administration’s (FTA) 

Circular 4702.1B provides its recipients of FTA 

financial assistance with instructions for 

achieving compliance with Title VI and 

Environmental Justice. In this circular, the FTA requires that RTD document measures taken to comply 

with DOT’s Title VI regulations by submitting a Title VI Program to their FTA regional civil rights 

officer once every three years or as otherwise directed by FTA. 

In this Title VI program update, the Transit Oriented Communities Division has compiled a 

documentation of compliance efforts made from June of 2016 – April of 2019. Below is an overview of 

the collection of documents and information that comprise the 2019 Title VI Program Update. 

 

  



Title VI Program Update 2019 

 

Page 3  

 

 

DEMOGRAPHIC PROFILE 

RTD’s serves the 2,340 square mile Denver Metro area, inhabited by 2.8 million people, with areas of 

high-concentrations of minorities (above 35% representation in a Census block group) and low-income 

populations (above 19% representation in a Census block group).  

The following tables depict the demographic profile of the District.  

TABLE 1 – RTD SERVICE AREA DEMOGRAPHIC BREAKDOWN1 

 

Total Population of Service 

Area 

Minority 

Population 
Percent Minority 

2,870,150 1,002,805 35% 

TABLE 2 – RTD RIDERSHIP DEMOGRAPHICS2 

 

Demographic Total System 

Minority 33% 

Non-Minority 67% 

 

 More than one-half of passengers were over the age of 45; 

 One-third of passengers reported residing in the County of Denver; 

 Approximately one-half of passengers reported having a college degree; 

 Two-thirds of passengers were non-Hispanic whites; and 

 Nearly one-quarter of passengers reported not having a car available to the drivers in their 

households. 

An analysis of American Community Survey (ACS) data, Customer Satisfaction Surveys and 

Demographic Profile maps reveals minority and low-income ridership are predominately located within 

the densely populated urban communities of the District. Customer Satisfaction Survey data shows 

                                                      
1 American Community Survey 2016 5-Year Estimates 
2 RTD 2017 Customer Satisfaction Survey 
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Denver Local (bus and rail) and Limited Bus service is primarily utilized by minority and low-income 

populations.  

Since the 2016 Title VI Program Update, the minority population has grown in the entire service area in 

number and proportion. The City and County of Denver is the only county that has seen a reduction in the 

proportion of their minority population. The Hispanic/Latino population has grown most significantly. 

For detailed information pertaining to the District’s minority and low-income populations. Demographic 

Profile Maps and Customer Satisfaction Survey data are included in appendix to this document. 

COMPLAINTS 

Federal recipients are also required to directly accept, log and investigate complaints of discrimination. 

Further, recipients are required to notify the public of their right to complain and the procedures for 

processing their complaint. 

RTD has seen an increase in the frequency of complaints in the last two years. In the appendix is a copy 

of the Title VI public notice placed on all RTD vehicles, and a table summarizing complaints received 

and their status (open, closed, etc…).  

To address the increase in complaints, RTD will explore the development of an equity training program. 

The goal of the program is to provide customer facing employees with the cultural competency and 

awareness necessary to enhance the customer experience for all. 

SUBRECIPIENT 

RTD’s sub-recipients of federal financial assistance must also comply with Title VI of the Civil Rights 

Act of 1964.  To meet its enforcement responsibilities under Title VI, RTD has implemented a sub-

recipient monitoring process. 

The RTD Title VI Manager will ensure the following actions are taken affirming that RTD and its sub-

recipients comply with Title VI of the Civil Rights Act of 1964 and FTA Circular 4702.1B: 

1. Each year sub-recipients must provide RTD with an FTA Civil Rights Assurance/Signed Assurance 
that all records and other information required under FTA Circular 4702.1B have been or will be 
compiled, as appropriate, and maintained; 

2. Each sub-recipient must implement a Title VI complaint process and provide RTD with a list of 
active lawsuits and Civil Rights Complaint summary alleging discrimination on the basis of race, 
color or national origin; 

3. Each sub-recipient must post its Title VI Policy Statement in prominent, conspicuous and 
accessible locations throughout its facilities; 

4. Sub-recipients must take responsible steps to ensure meaningful access to the benefits, services, 
information, and other important portions of their programs and activities for individuals who are 
Limited English Proficient (LEP). 
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In general, sub-recipients should have a public participation process that offers early and continuous 

opportunities for the public to be involved in the identification of social, economic, and environmental 

impacts of proposed transportation decisions. Efforts to involve minority and low-income people in 

public involvement activities can include both comprehensive measures, such as placing public notices at 

all stations and in all vehicles, and measures targeted to overcome linguistic, institutional, cultural, 

economic, historical, or other barriers that may prevent minority and low-income populations from 

effectively participating in a recipient’s decision-making.  Sub-recipients must file with RTD 

documentation of its public participation plan. 

Each sub-recipient further agrees to comply with, and assure compliance by its third party subcontractors 
at any tier under the Project, with all requirements of the FTA Title VI Program pursuant to FTA Circular 
4702.1B and 49 CFR 21.5(b)(2) and 49 CFR 21 .5(b)(7), Appendix C to 49 CFR Part 21. 

PUBLIC PARTICIPATION AND LANGUAGE ASSISTANCE 

Included in this Title VI Program Update are an updated Public Participation Plan and Language 

Assistance Plan. These plans detail how RTD engages minority populations, low-income populations, and 

populations that are LEP. The Public Participation Plan also describes RTD’s approach to achieving 

diversity on its non-elected advisory committee(s). These plans are included in the appendix.   

SERVICE STANDARDS AND TRANSIT MONITORING 

FTA Circular 4702.1b Chapter VI requires fixed-route service providers of Urbanized Areas with a 

population of 200,000 or more to establish service standards and monitor their service to ensure service is 

provided accordingly. Service standards guide fixed-route service providers toward objective decision-

making in the provision of service. The FTA further expects transit agencies to monitor their services to 

ensure service is provided in a non-discriminatory manner. Service is monitored by comparing a sampling 

of non-minority routes and minority routes, defined as 1/3 of revenue mileage borders census blocks with 

a minority population greater than the service area average. 

No disparities were found during the transit monitoring of this reporting period. The detailed transit 

monitoring results can be found in the appendix. 

FARE AND SERVICE CHANGE EQUITY ANALYSIS 

The FTA requires RTD to establish policies that will guide the analysis to determine whether major 

service changes will have a disproportionately negative impact on minority or low-income populations. 

Accordingly, RTD established equity analysis policies and a service evaluation process to meet this 

requirement. 
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EQUITY ANALYSIS POLICIES 

Per FTA Circular 4702.1B Chapter IV.7, RTD must establish a Major Service Change Policy, a Disparate 

Impact Policy, and a Disproportionate Burden Policy. Collectively, these policies provide foundational 

requirements for evaluating service change proposals for equity. 

In the development of the equity policies, RTD sought public feedback on the disparity and 

disproportionate burden thresholds through a series of public meetings.  These policies and their 

applicable thresholds are listed below:  

1. MAJOR SERVICE CHANGE POLICY: 

A major service change is defined as a 25 percent addition or reduction in the service hours of 

any route that would remain in effect for twelve (12) or more months. All major service changes 

will be subject to an equity analysis that includes an analysis of adverse effects. 

a. Adverse Effect is defined as a geographical or temporal reduction in service that includes, 

but is not limited to eliminating a route, shortening a route by eliminating segments, 

rerouting an existing route, and increasing headways. RTD shall consider the degree of 

adverse effects and analyze those effects when planning major service changes. 

2. SERVICE DISPARATE IMPACT POLICY: 

A major service change should not adversely affect a minority population 10 percent more than 

non-minority populations; this level of impact is considered a disparate impact 

3. SERVICE DISPROPORTIONATE BURDEN POLICY:  

A major service change should not adversely affect a low-income population 10 percent more than 

non-low-income populations; this level of impact is considered a disproportionate burden. A low-

income population is a group of households who are at or below 150 percent of the Department of 

Health and Human Services Poverty Guidelines. 

4. FARE DISPARATE IMPACT AND DISPROPORTIONATE BURDEN POLICY:  

Per the policy, the difference in the adverse effects absorbed by minority and low-income persons 

as a result of any fare price change or the average of multiple fare changes shall not be greater 

than or less than 5% of impacts absorbed by the overall ridership. 

If a proposed major service change or fare change results in a disparate impact or a disproportionate 

burden, RTD will consider modifying the proposed service change. RTD will then analyze the 

modification and make sure it removed the potential disparate impact or disproportionate burden. If a less 

discriminatory option cannot be identified and RTD can demonstrate a substantial legitimate justification 

for the proposed service change, the FTA may allow RTD to proceed with the proposed change. 
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EQUITY ANALYSES COMPLETED 

This program update includes the results of both fare and service change equity analyses completed 

between April 2016 and April 2019. Included with the results of each equity analysis are the proposed 

changes and Board of Directors Meeting materials associated with the proposed change. Below is a list of 

each proposed change that required an equity analysis during this reporting period: 

1. May 2019 Service Change 

2. 2019 Fare Change 

3. January 2018 Service Change 

4. August 2018 Service Change 

Each proposed service and fare change were evaluated for equity impacts prior to Board approval. 

CONCLUSION 

An equitable public transit system is a fair transit system, where services, resources, benefits, and impacts 

are distributed with respect to transit demand, not race, color, national origin or income status. Staff seeks 

to not only comply with these civil rights laws, but to enhance efforts to guarantee fairness in the delivery 

of RTD’s services.  

Below are the key initiatives to occur during the 2019 – 2022 reporting period include: 

 Transit Equity Training Program - Enhance inclusivity through cultural competency and implicit 

bias training; prioritizing executive management, senior management and customer facing 

employees 

 Preliminary Fare Equity Analysis: Cashless Fare System – an analysis of the equity implications 

of implementing a cashless fare system  

 Inclusive Decision-Making Framework: Develop a set of policies and practices to facilitate full 

public participation in major decisions (e.g. long range plans, service changes, fare changes, 

policy development) 

 Internal Equity Taskforce: a cross-departmental assembly of internal leaders, focused on 

identifying and responding to opportunities to promote equitable transit.   

 Safety and Security Community Relations Plan: build a trusting relationship with community; 

inform safety and security policies and practices with community feedback  

 Language Assistance: engage communities to determine which language assistance tools and 

practices can best ensure access to our services  

During this reporting period, RTD performed extensive public engagement, completed several equity 

analyses for major fare and service changes. This snapshot summarizes RTD’s effort to not only 

comply with the requirements of FTA Circular 4702.1B, but to advance social equity through policy 

and public engagement.  
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OVERVIEW 

Federal recipients are also required to directly accept, log and investigate complaints of discrimination. 

Further, recipients are required to notify the public of their right to complain and the procedures for 

processing their complaint. Below is a copy of the Title VI public notice placed on all RTD vehicles, a 

copy of complaint procedures, a table summarizing complaints received and the status of those 

complaints (open, closed, etc.). 

COMPLAINTS  

LIST OF INVESTIGATIONS, LAWSUITS, AND COMPLAINTS 

 

No. 

Investigation/ 

Lawsuites/ 

Complaint 

TVI Basis Receipt Date Status Action Taken 

1 Complaint Race November 01, 2017 Closed No violation found.  

2 Complaint Race, Color December 04, 2017 Closed No violation found.  

3 Complaint Race, Color January 03, 2018 Closed No violation found.  

4 Complaint Race  January 05, 2018 Closed No violation found.  

5 Complaint 
Race, Color, 

National 
Origin 

January 25, 2018 Closed Probable Cause found.  

6 Complaint 
Race, Color, 

National 
Origin 

June 11, 2018 Closed No Probable Cause 
found.  

7 Complaint 
Race, Color, 

National 
Origin 

July 31, 2018 Closed No Probable Cause 
found.  

8 Complaint National 
Origin August 17, 2018 Open Under further 

investigation 

9 Complaint National 
Origin January 11, 2019 Closed Probable Cause found.  

10 Complaint 
Race, Color, 

National 
Origin 

January 14, 2019 Closed No Probable Cause 
found.  
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RTD posts its Title VI Public Notice on its website, fixed-route vehicles and sales outlets. Below is a 

copy of the notice placed on RTD’s fixed-route vehicles, complaint form, complaint procedures displayed 

on the RTD’s website. Each of these documents are available in other languages via the RTD website.  

FIGURE 1 – TITLE VI PUBLIC NOTICE 

 

  

11 Complaint National 
Origin March 01, 2019 Closed No Probable Cause 

found.  
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FIGURE 2 – COMPLAINT FORM   
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FIGURE 3 – COMPLAINT PROCEDURES 
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TITLE VI AND ENVIRONMENTAL JUSTICE 

Equity is a core principle of the Regional Transportation District’s (RTD) mission to provide mass transit 

service in the Denver Metro Area. An equitable mass transit system fairly distributes the benefits and 

adverse effects of transit service without regard for race, color, national origin, or low-income status. This 

principle is detailed and reinforced by Title VI of the Civil Rights Act of 1964 and Executive Order 

12898 pertaining to environmental justice.  

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, or national 

origin in programs receiving federal financial assistance. Specifically, Title VI states, “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.”  

In 1994, President Clinton issued Executive Order 12898, which states that each federal agency “shall 

make achieving environmental justice part of its mission by identifying and addressing disproportionately 

high and adverse human health or environmental effects of its programs, policies, and activities on 

minority populations and low-income populations.”   

The Federal Transit Administration’s (FTA) Circular 4702.1B provides its recipients of FTA financial 

assistance with instructions for achieving compliance with Title VI and Environmental Justice. In this 

circular, the FTA requires that RTD document measures taken to comply with DOT’s Title VI regulations 

by submitting a Title VI Program to their FTA regional civil rights officer once every three years or as 

otherwise directed by FTA.  

Included in this Title VI Program Update are a revised Public Participation Plan. This plans detail how 

RTD engages minority populations, low-income populations, and populations that are LEP. The Public 

Participation Plan also describes RTD’s approach to achieving diversity on its non-elected advisory 

committee(s).  

PUBLIC ENGAGEMENT OVERVIEW 

As a federally funded public transit agency, the Regional Transportation District (RTD) works to 

ensure that we are engaging our stakeholders in an authentic manner. We understand that many of our 

riders are transit depend and rely solely on the service we provided.  Our intention is to meet the riders 

where they are, where they live and where they work, a tenet of RTD. As an agency, we are collectively 

moving in a direction that meets stakeholders where they are so that we can fully understand their needs, 

to provide the best service with the most benefit. We will do this by engaging all stakeholders, 

specifically our most vulnerable and underserved populations, in the public decision-making process. As 

an agency, we want to ensure that we are moving in a direction that builds, establishes and maintains trust 

amongst all our stakeholders. Our future is in the direction of equity in transit, to be a catalyst for 

leadership in the engagement of minority and low-income populations.  
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As an agency, RTD works to incorporate effective, responsive public engagement into its core mission of 

providing safe, clean, efficient, affordable and reliable bus and rail service to all passengers. Our 15-

member Board of Directors, senior managers and employees play a critical role in responding as quickly 

as possible to the questions, concerns and transit needs of the entire region. Engaging effectively with 

riders, stakeholders and the public through our decision-making processes and day-to-day services are 

important goals. 

The agency’s objective is to establish a more robust public engagement strategy with the ultimate goal of 

forging positive new relationships and strengthening existing relationships with riders and stakeholders.  

Each year, RTD sees nearly 105 million passenger boardings in a 2,340-square-mile service area—one of 

the largest in the United States—and serves 2.87 million citizens in 40 municipalities in the diverse 

counties of Boulder, Broomfield, Denver, Jefferson, Adams, Arapahoe, Douglas and Weld. Our riders and 

stakeholders depend on us to keep them informed of new technology, proposed service changes and major 

policy decisions. 

Involved in this agency-wide effort are bus and train operators; fare enforcement officers; service 

planners; marketing executives; urban planners; project engineers; sustainability strategists; customer care 

agents; other civil rights managers (Americans with Disabilities Act, Equal Employment Opportunity); 

event planners; public relations staff; senior managers and the RTD Board of Directors. 

RTD’s Title VI program will also play a leading role in this effort by identifying, reaching out to and 

working with transit-dependent communities, including low-income riders, communities of color and 

limited English proficiency (LEP) communities living and working in all eight counties served by the 

RTD transit system. 

This document outlines our target audiences, departments responsible for informing and engaging with 

the public, and existing and desired public outreach strategies we hope to implement over the next several 

years. 

RTD’S TARGET AUDIENCES 

 Everyday Transit Users 

 Bus and train operators 

 Business community, including small (SBE) and disadvantaged (DBE) business enterprises 

 Community groups 

 Industry partners 

 Local governments 

 Neighborhood associations 

 News media 

 Nonprofits 

 Prime contractors and subcontractors 

 Prospective program participants 

 RTD Board of Directors 



Title VI Program Update 2019 

 

Page 32  

 

 

 Salaried and represented staff 

 School districts and colleges 

 Senior leadership team 

 Stakeholder groups 

 Transportation management associations (TMAs) and organizations (TMOs) 

 Underserved, low-income, LEP and communities of color 

EXISTING PUBLIC OUTREACH 

PUBLIC RELATIONS AND COMMUNITY ENGAGEMENT DIVISION 

Public Relations responds to formal (open record) and informal requests for information from the news 

media, the general public, elected officials and other stakeholders about RTD operations. The department 

takes the lead on strategic communication and public outreach to advance the RTD name, brand and 

reputation and develops crisis communication strategies. Public Relations and Community Engagement 

plan, organize and staff dozens of annual and special public events and gives public presentations around 

the Denver metro region. They produce magazine stories for transportation trade publications; newspaper 

op-ed pieces; speeches; talking points for media spokespeople; fact sheets; communication plans;  news 

releases;  media advisories;  blog columns; web content; e-blasts; invitations; video scripts and 

storytelling; newsletters; and other communication collateral designed to relay essential messages to 

employees, board directors, senior managers, stakeholders, riders and the general public. They also act as 

communication liaisons for all RTD divisions—including public engagement support for Civil Rights and 

the Transit-Oriented Development Divisions.  

MARKETING 

The RTD Marketing department oversees the creation of all advertising, marketing and public outreach 

materials for PR, PI and other departments, and develops effective messaging to keep the public, 

stakeholders, employees and the RTD Board of Directors apprised of all important agency initiatives. 

Marketing is also highly involved in promotional special events related to RTD anniversaries, rider 

appreciation events, station parties along new transit corridors and the openings of new transit facilities. It 

oversees customer satisfaction and market research, and leads efforts to improve RTD’s Nonprofit 

Program, which provides millions of dollars’ worth of free and reduced fares for nonprofits serving low-

income, homeless and other transit-dependent riders. Marketing account executives work closely with 

other RTD departments to produce or order brochures, posters, maps, fliers, promotional giveaways and 

other print materials that help the agency keep the public informed of all initiatives. The department also 

leads digital marketing efforts such as the maintenance and updating of the RTD website, blogs, and the 

agency’s social media channels, communicates directly with riders and stakeholders through a database, 

and leads public communication efforts on technology rollouts. 
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CUSTOMER CARE 

Customer Care oversees RTD’s telephone information center, where dozens of employees answer 

telephone calls every day from riders and others seeking information about the agency’s fares, services 

and policies. Customer Care agents are available 6 a.m. to 8 p.m., Monday through Friday, and 9 a.m. to 6 

p.m. on weekends and holidays. The agency’s customer service representatives are at the frontline of 

RTD’s efforts to keep the public informed of its operations, FasTracks projects, technology, service hours 

and many other issues. 

SERVICE PLANNING 

Service Planning oversees the scheduling of all bus and rail operations for the RTD system. The division 

reaches out to the public three times a year (and more when new transit corridors open) when it is 

planning system-wide and targeted service changes. Federal regulations require that RTD notify the 

public of proposed service changes when they affect 25 percent or more of a service route’s hours. 

Service Planning’s approach to public engagement entails public meetings in communities where service 

changes are under consideration. The division also schedules meetings at RTD headquarters at noon and 

again at 6 p.m. to give citizens who work in the downtown area opportunities to offer input on proposed 

service changes. RTD is required to advertise public meetings two weeks before they take place. RTD is 

required to notify the public of service changes six weeks before they go into effect. Upon request, 

Service Planning provides interpretation for Spanish speakers and the deaf and hard-of-hearing. The 

division works closely with marketing to publicize public meetings in local newspapers and via trans-flux 

window clings hung in all RTD vehicles. The division also notifies local municipalities of proposed 

service changes, which is a requirement of Federal Transit Administration (FTA) regulations. 

SPECIAL SERVICES 

This department within the Service Planning Division is responsible for working with the public to ensure 

RTD meets the needs of passengers with disabilities through its Access-a-Ride and Call-n-Ride services. 

The Special Services manager engages with the public regularly and proactively and upon request by 

advocacy groups that want to ensure RTD is complying with federal ADA requirements. 

BUS STOP PROGRAM 

This program works with a coalition of groups advocating for the blind when it comes to ensuring that 

signs posted at bus stops and stations are ADA compliant. Program managers vet proposed new signs 

with these groups and incorporate their feedback into new designs before RTD posts signs for existing 

and new services. 

TRANSIT-ORIENTED COMMUNITIES DIVISION 

This Planning Department engages in public engagement through its Transit-Oriented Communities 

(TOC) Division to ensure RTD is compliant with federal regulations designed to incorporate the needs 
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and viewpoints of communities of color and low-income and LEP communities. Staff members excel at 

articulating public impact issues surrounding the planning, construction and implementation of new 

transit corridors and are highly involved with policy development and other efforts geared toward 

layering public input into their decision-making process. As an example, the Planning Division oversaw 

RTD’s most recent Pass Program Study, which included management of the Pass Program Working 

Group and the development of the final fare change proposal. Included in that process was a robust public 

engagement process that included numerous public meetings in every quadrant of the RTD region. 

CIVIL RIGHTS DIVISION 

The Civil Rights Division is highly involved with public engagement through its Small Business Office 

(SBO) and its Americans with Disabilities Act (ADA) Manager’s Office. The SBO oversees the 

division’s monthly Disadvantaged and Small Business Enterprise Advisory Council (DBEAC) meeting, 

where RTD staff network with the small businesses that are contractors on projects and/or provide 

maintenance services to RTD through its procurement office. Civil Rights staff attends local, regional and 

national networking events to stay abreast of industry trends, issues and regulations and hosts its own 

events to keep the community informed of RTD’s efforts to support and advance the success of small 

businesses—and communities and individuals in the process—across the district. The division’s ADA 

Manager’s Office oversees RTD’s compliance with Title‘s I & II of the Americans with Disabilities Act 

(ADA). In addition to these efforts the ADA office also assists with proactive efforts through public 

information and collaboration, complementary paratransit service, and accessibility to 

vehicles/facilities/transit. This includes the newly created RTD Advisory Committee for People with 

Disabilities and Access-a-Ride Paratransit Advisory Committee. As members for these committees are 

selected, RTD will seek to recruit a diverse representation of the community.  

BOARD OF DIRECTORS OFFICE 

The RTD Board of Directors is a publicly elected governing board whose members serve four-year terms 

up to two terms in a row. Members represent RTD’s 15 districts across the eight-county Denver 

metropolitan region. The board interacts with the public regularly during its weekly public meetings, at 

special events and on a one-on-one basis with community, business and trade groups, stakeholders and 

individual constituents. Members also submit op-ed pieces to local newspapers, give speeches at special 

events, and respond to public inquiries at board meetings 

RTD ADVISORY BOARDS AND COMMITTEES 

RTD believes in and is committed to the public involvement process including the use of community 

advisory committees, panels and boards. Each advisory group is tailored to meet the specific needs of its 

program or activity. During the formation of these advisory groups, RTD consistently seeks participation 

from minorities by directly soliciting organizations which represent minorities. Currently, RTD appoints 

members of the public to the following advisory groups/committees. 
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CITIZENS ADVISORY COMMITTEE (CAC) 

The RTD Citizens Advisory Committee (CAC) monitors and provides region-oriented advice on the 

FasTracks Plan and RTD’s strategic plan. It represents citizen and community perspectives on transit 

issues, and promotes public awareness of RTD’s programs, services and projects. The 17-member 

volunteer committee represents a cross-section of the region’s population and holds monthly work 

sessions in pursuit of the following: 

1. Continue to monitor and provide input on the improvements for each corridor in the FasTracks 

Plan. 

2. Become familiar with the District's strategic plan and long-term vision. 

3. Provide region-oriented advice to RTD regarding the implementation of the strategic plan, its 

strategies and initiatives. 

4. Represent the citizen perspective on behalf of a wide range of stakeholder interests and community 

organizations 

5. Gather information from community members to share with the agency. 

6. Share information with community members to promote public awareness of the agency's programs 

and projects. 

7. Other tasks as assigned by the RTD Board of Directors 

Recruitment for committee members is publicly advertised through the RTD Web site, local publications, 

and stakeholder e-mail distributions. Applicants submit a one-page letter stating their interest in being 

considered for membership, specific qualifications for serving on the committee, and highlights of related 

experience and expertise, along with a resume if available. 

A five-member nominating committee reviews the applications and forwards a slate of candidates to the 

Board of Directors for appointment. The nominating committee consists of the following positions: 

1. RTD Board Chairman or Board member designee 

2. RTD FasTracks Monitoring Committee Chair or Board member designee 

3. RTD General Manager or staff designee 

4. RTD Assistant General Manager for Planning or staff designee 

5. RTD Public Information/Public Involvement Consultant liaison (will provide administrative 

support and serve as a non-voting member of the nominating committee.) 

Appointment are made to ensure a broad representation of stakeholder interests, to achieve diversity, and 

to provide geographical representation within the district. Selection criteria to be considered by the 

nominating committee includes, but is not limited to, a demonstrated interest in public transit and/or the 

FasTracks Plan, previous community service, experience in working with local jurisdictions on regional 

issues, and professional experience. 
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Vacancies are also filled using the above process for the remainder of the unexpired term, which, if it is 

longer than one and one-half years, shall be considered a full term. 

TABLE – CITIZENS ADVISORY COMMITTEE RACIAL BREAKDOWN  

 

Race/Ethnicity Percentage of 

Representation 

African American/Black 18% 

Asian/ Pacific Islander 12% 

Caucasian/White 59% 

Hispanic/Latino 12% 

Native American/ 

American Indian 

0% 

Other 0% 

PASS PROGRAM WORKING GROUP 

In September of 2015 the Board of Directors instructed Staff to form a Pass Program Working Group 

(PPWG) to help comprehensively review and recommend changes to pass programs in collaboration with 

the Affordable Fares Taskforce. The working group included members of RTD staff and external 

stakeholders representing schools, businesses, municipalities, neighborhood groups and advocacy 

organizations. The Board approved the following guiding principles to focus the working group: brand 

loyalty, convenience, cost-effectiveness, equitable access, increased ridership, an ability to meet strategic 

budget plan targets, revenue certainty and simplifying rider-operator interactions. 

RTD convened 12 full working group meetings in twelve months. RTD advertised each working group 

meeting to the public, inviting public comment at the beginning of each meeting to help inform the 

working group as they developed their recommendations. 

The group formulated several options, all of which were modeled by a consultant for their impact on total 

fare revenue and ridership. After reaching consensus, staff provided an overview of the group’s 

recommendation to the Board in March of 2018. 

Working group members were selected for their connection to region-wide questions/interest 

groups/constituencies and their ability to bring a big-picture view of the pass program questions. They 

were selected for their level of interest in these questions and the depth of their experience with RTD.  
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They were selected for their ability to work collaboratively, seek collective impact and build consensus.  

Moreover, RTD sought a group that reflects the diversity of the region. 

 

TABLE – PASS PROGRAM WORKING GROUP RACIAL BREAKDOWN 

 

Race/Ethnicity Percentage of 

Representation 

African American/Black 18% 

Asian/ Pacific Islander 5% 

Caucasian/White 64% 

Hispanic/Latino 14% 

Native American/Indian 0% 

Other 0% 

RTD PUBLIC ENGAGEMENT: NEXT STEPS 

It is an exciting time for RTD as we pursue new and innovative transportation solutions to meet the needs 

of the region. New long-range planning initiatives (Transportation Transformation), adaptations to 

FlexRide operations, and partnerships with private and public transportation interests are great initiatives 

catalyzing major changes for RTD. These initiatives also come with the risk of unintentional and 

unjustifiable, exclusion based on race, color, national origin and income status. RTD will mitigate this 

risk by developing a practice of inclusive decision-making. 

The Planning Department will lead the development of an Inclusive Decision-Making Framework. This 

framework will establish a policy and set of practices that seek to include and consult the full spectrum of 

the public before the district makes critical decisions. Critical decisions include policies, projects, and any 

activity that has the potential to significantly impact (beneficially or adversely) the communities we serve.  

Through an Inclusive Decision-Making Framework, we can reap the following benefits: 

1. Collective Understanding – The community and RTD empathize with one another, understanding 

an initiative from both perspectives, beyond the limitations of quantitative data 

2. Managed Expectations – The community learns the limitations of RTD and understand how well 

specific solutions may address community needs 
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3. Better Decisions – Collective understanding allows RTD to better tailor actions to the exact needs 

of the community  

4. Community Buy-In – Communities can support, promote, defend, and fund solutions they took 

part in developing 

5. Legal Risk Mitigation – We limit the opportunity for unintended discriminatory actions when 

vulnerable communities participate in the decision-making process.  

6. Increased Public Satisfaction – The public can find satisfaction with actions they help tailor to 

their needs  

Most immediately, this framework will aid RTD’s decision-making in the following initiatives: 

 Transportation Transformation/Systems Optimization Plan 

 Ongoing Service Changes 

 2022 Fare Change Assessment   
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BACKGROUND 

Title VI of the Civil Rights Act of 1964, 42 U.S.C. 2000d et seq., provides that no person in the United 

States shall, on the grounds of race, color, or national origin, be excluded from participation in, be denied 

the benefits of, or be otherwise subjected to discrimination under any program or activity that receives 

Federal financial assistance. The Supreme Court, in Lau v. Nichols, 414 U.S. 563 (1974), interpreted Title 

VI regulations promulgated by the former Department of Health, Education, and Welfare to hold that 

Title VI prohibits conduct that has a disproportionate effect on Limited English Proficient (LEP) persons 

because such conduct constitutes national origin discrimination. 

Individuals, who have a limited ability to read, write, speak, or understand English are Limited English 

Proficient, or ‘‘LEP.” Executive Order 13166, “Improving Access to Services for Persons with Limited 

English Proficiency,” reprinted at 65 FR 50121, August 16, 2000 directs each Federal agency to examine 

the services it provides and develop and implement a system by which LEP persons can meaningfully 

access those services. Federal agencies were instructed to publish guidance for their respective recipients 

in order to assist them with their obligations to LEP persons under Title VI. The Executive Order states 

that recipients must take reasonable steps to ensure meaningful access to their programs and activities by 

LEP persons. 

The U.S. Department of Transportation published revised guidance for its recipients on December 14, 

2005. This document states that Title VI and its implementing regulations require that DOT recipients 

take responsible steps to ensure meaningful access to the benefits, services, information, and other 

important portions of their programs and activities for individuals who are Limited English Proficient 

(LEP) and that recipients should use the DOT LEP Guidance to determine how best to comply with 

statutory and regulatory obligations to provide meaningful access to the benefits, services, information, 

and other important portions of their programs and activities for individuals who are LEP. 

The Federal Transit Administration (FTA) references the DOT LEP guidance in its Circular 4702.1B, 

“Title VI Requirements and Guidelines for FTA Recipients,” which took effect on October 1, 2012. 

Chapter III part 9 of this Circular reiterates the requirement to take responsible steps to ensure meaningful 

access to benefits, services, and information for LEP persons and suggests that FTA recipients and sub 

recipients develop a language implementation plan consistent with the provisions of Section VII of the 

DOT LEP Guidance. 

RTD’s provision of language assistance to persons with limited in English proficiency in a competent and 

effective manner will help ensure services are safe, reliable, convenient, and accessible to those persons. 

These efforts may attract riders who would otherwise be excluded from utilizing services because of 

language barriers and, ideally, will encourage riders to continue using the system after they are proficient 

in English and/or have more transportation options.  

Providing language assistance to LEP persons may also help increase and retain ridership among the 

RTD’s broader immigrant communities in two important ways: 
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1. Reaching out to recent immigrant populations in order to conduct a needs assessment and prepare 
a language implementation plan (pursuant to the DOT LEP Guidance) will send a positive message 
to these persons that their business is valued. 

2. Community outreach designed to identify appropriate language assistance measures can also assist 
RTD in identifying the transportation needs of immigrant and linguistically isolated populations 
ensuring that transit routes, hours and days of service, and other service parameters are responsive 
to the needs of these populations. 

Additionally, conducting outreach to LEP persons can increase the potential for recruiting bilingual 

employees to better serve the needs of the RTD service area. In summary, serving the needs of LEP 

persons is not only a good business decision; it fulfills the mission of the district to serve the public. 

Regional Transportation District (RTD) supports the goals of the DOT LEP Guidance to provide 

meaningful access to its services by LEP persons. RTD has devoted significant resources to provide oral 

and written language assistance services to LEP individuals.  A substantial effort to provide meaningful 

access to LEP populations has been underway for several years. This document describes how RTD will 

continue to provide meaningful access to its transit services. 

MONITORING AND UPDATING THE LAP 

The DOT guidance also states that recipients should, where appropriate, have a process for determining, 

on an ongoing basis, whether new documents, programs, services, and activities need to be made 

accessible for LEP individuals, and they may want to provide notice of any changes in services to the 

LEP community and their employees. RTD believes that the size of the service area, consistent changes in 

demographics and frequency of changes to transit services warrants regular reassessment of this 

Language Assistance Plan (LAP).  

RTD is revising a basic information webpage so LEP persons can access vital documents such as safety 

information, fare purchase information, service changes, and safety and security information. 

Additionally, RTD is in the process of creating “How to Ride” guides which will explain how to utilize 

RTD’s services in a step-by-step manner. The guides will be created in multiple languages and available 

to the public to ensure meaningful access by LEP persons. 

RTD intends to explore the provision of cultural competency training for staff to address the potential for 

harm to LEP persons due to linguistic and cultural barriers. Trainings will target topics such as cultural 

competency and implicit bias to prevent discrimination on the basis of national origin. 

In 2019 RTD will conduct a Customer Satisfaction Survey which will estimate the percentage of 

boardings represented by LEP persons. Through the survey, riders who speak a language other than 

English at home also rate how well they speak English.  

As previously mentioned, continued market research is essential to the effectiveness of this plan. On an 

annual basis, RTD will revisit the demographic information from the U.S. Census Bureau, the State of 

Colorado, community organizations and LEP persons in an effort to remain in tune with the needs of LEP 

populations. 
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FOUR FACTOR ANALYSIS 

Per DOT Guidance, transit providers must determine the language assistance needs of the LEP persons 

they serve. DOT guidance also requires that recipients utilize a four-factor analysis to make this 

determination. The assessment involves the following factors: 

I. Identify the proportion of LEP Persons in RTD’s Service Area 
II. Determine the Frequency of Contact by LEP Persons with RTD Services 

III. Determine the Nature and Importance of Transit 
IV. Assess the Current Resources and the Costs to Provide Language Assistance Services 

RTD has conducted the Four-Factor analysis using a combination of market research resources which 

consists of an evaluation of data from the U.S. Census Bureau, interviews with RTD staff, consultation 

with Colorado State agencies, consultation with community organizations and direct interactions with 

people limited in English proficiency. The results of this analysis will be used as the criteria for the 

development of the appropriate mix of language assistance measures to be employed by RTD.   

FACTOR I. IDENTIFICATION OF LEP INDIVIDUALS IN RTD SERVICE AREA 

WHO NEED LANGUAGE ASSISTANCE  

DOT Guidance: “There should be an assessment of the number or proportion of LEP individuals eligible to be served 

or encountered and the frequency of encounters pursuant to the first two factors in the four-factor analysis. 

An assessment of the number or proportion of LEP individuals eligible to be served by RTD is an 

important first step. According to the U.S. Census Bureau, of the 2,8 million people in the RTD service 

area, approximately 228,180, over 8% of the RTD service area population, speaks English “less than very 

well”3. The following points identify other notable findings from the assessment of the number and 

proportion of LEP persons in the RTD Service Area: 

 Approximately 329,000 persons, over 11% percent of the RTD service area population, are foreign 
born. 

 Approximately 486,000 persons, over 17% of the RTD service area population, speak a language 
other than English at home.  

 West Denver, CO, East Lakewood, CO and Northwest Aurora, CO have the highest concentrations 
of LEP persons, containing multiple census tracts with LEP Populations exceeding 2,000.  

 Overwhelming, Spanish speakers represent the largest population of LEP persons in the RTD 
Service Area and the State of Colorado. 

 High rates of refugee resettlement are increasing the population of LEP persons and diversity of 
languages spoken in the RTD service area. 

Overall, this assessment has revealed an increase in the amount of languages reaching the Safe Harbor 
Threshold of 1,000 LEP persons. Accordingly, RTD will translate its vital documents into each language 

                                                      
3 American Community Survey B16001 – Language Spoken at Home by Ability to Speak English for the 

Population 5 Years and Over 



Title VI Program Update 2019 

 

Page 44  

 

 

reaching the Safe Harbor Threshold, as specified in the DOT LEP guidance. The chart below displays 

those LEP populations, by language, with populations ≥ 1,0004.  

CHART 1 – LANGUAGES WITH LEP POPULATIONS ≥ 1,000 

 

 

                                                      

4American Community Survey B16001 – Language Spoken at Home by Ability to Speak English for the 
Population 5 Years and Over 
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FIGURE 1: DISTRIBUTION OF ALL LIMITED ENGLISH PROFICIENT* SPEAKERS (AGE 

5+)*ENGLISH SPOKEN LESS THAN “VERY WELL” 
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FIGURE 2: DISTRIBUTION OF SPANISH SPEAKERS (AGE 5+) WHO ARE LIMITED 

ENGLISH PROFICIENT 
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FIGURE 3: DISTRIBUTION OF VIETNAMESE SPEAKERS (AGE 5+) WHO ARE LIMITED 

ENGLISH PROFICIENT 
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FIGURE 4: DISTRIBUTION OF CHINESE SPEAKERS (AGE 5+) WHO ARE LIMITED 

ENGLISH PROFICIENT 

 

*English spoken less than “very well” 
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FIGURE 5: DISTRIBUTION OF KOREAN SPEAKERS (AGE 5+) WHO ARE LIMITED 

ENGLISH PROFICIENT 
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FIGURE 6: DISTRIBUTION OF RUSSIAN SPEAKERS (AGE 5+) WHO ARE LIMITED 

ENGLISH PROFICIENT 

 

*English spoken less than “very well” 
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FACTOR II. FREQUENCY OF CONTACT BY LEP PERSONS WITH RTD’S 

SERVICES 

DOT Guidance: “Recipients should assess, as accurately as possible, the frequency with which they have or should 

have contact with LEP individuals from different language groups seeking assistance, as the more frequent the 

contact, the more likely enhanced language services will be needed. The steps that are reasonable for a recipient 

that serves an LEP person on a one-time basis will be very different than those expected from a recipient that serves 

LEP persons daily. 

 

RTD has collected general information regarding the frequency in which LEP individuals come in contact 

with RTD services. For purposes of this assessment, the following data sources were used to estimate the 

frequency of encounters by LEP persons with RTD services: 

 Customer Satisfaction Survey Data  

 Telephone Information Center Data 

 Website Visitation Data 

 LEP Survey 

RTD TELEPHONE INFORMATION CENTER DATA 

RTD’s Telephone Information Center (TIC) is one of many ways RTD fulfills its commitment to 

providing quality customer service to all of its potential transit users. RTD’s TIC has 47 full-time 

Information Specialists answering incoming calls from customers requesting route information, filing 

complaints, making suggestions and comments for response by e-mail, telephone and/or mail.  

Presently, TIC has experienced a limited demand for language assistance. TIC does accommodate LEP 

Spanish speakers by staffing 20 full-time bilingual Information Specialists. However, the demand for 

language assistance from Spanish speakers seems low, given the proportion of LEP Spanish speakers in 

the RTD service area.  

In 2018, the TIC received 871,592 calls, but approximately 19,540 (2.24%) of those calls required 

language assistance for Spanish speakers. In July 2018 RTD’s TIC converted to Pure Cloud, a new call 

queue system which does not track the number of calls received in Spanish. It is estimated the calls from 

August to December stayed relatively the same. RTD is currently investigating new methods to track 

called received in Spanish. 
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CHART 2 – PHONE CALLS RECEIVED IN ENGLISH AND SPANISH 

 

ENGLISH SPANISH 

Month Calls Month Calls 

Jan-18 78,915 Jan-18 1,664 

Feb-18 71,736 Feb-18 1,525 

Mar-18 77,709 Mar-18 1,661 

Apr-18 71,396 Apr-18 1,638 

May-18 76,392 May-18 1,928 

Jun-18 73,021 Jun-18 1,705 

*Jul-18 55,984 *Jul-18 1,279 

Aug-18 77,526 Aug-18  

 

 

 

 

Sept-18 69,554 Sept-18 

Oct-18 73,105 Oct-18 

Nov-18 69,126 Nov-18 

Dec-18 65,192 Dec-18 

*Converted to PureCloud on July 27,, 2018 (partial July number) 
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RTD WEBSITE VISITATION DATA 

In 2015 we had a total of 47 million page views, 16.5 million sessions, and 5.7 million users on the RTD 

website (www.RTD-denver.com). Over the same period of time we had 5,500 translations of the website 

using our Google Website Translator tool, or about 0.03% of sessions. 

Below is a breakdown of the languages the RTD website was translated to. These percentages are based 

on a sampling of the total website sessions and only .03% of those sessions actually used translate.  

1. Spanish: 70% 
2. Japanese: 15% 
3. Taiwanese Mandarin: 5% 
4. German: 5% 
5. French: 2.5% 
6. Vietnamese: 2.5% 
7. Italian: 0% 
8. Korean: 0% 
9. Russian: 0% 

Spanish represents the bulk of the translations, while Italian, Korean and Russian had very little evident 

usage. 

Most web browsers have started offering in-browser website translation tools. Thus it’s quite likely that 

there are many more users who are viewing a translated version of the website through their browser. 

Consequently, we’re unable to track all translated sessions. We expect this trend to continue.  We are able 

to see what default language the user’s browser is set to, providing some indication of the amount of in-

browser translation. Here’s a breakdown of our user’s browser language settings: 

1. English: 99.02% 
2. Spanish: 0.65% 
3. Taiwanese Mandarin: 0.14% 
4. German: 0.1% 
5. French: 0.1% 
6. Japanese: 0.08% 
7. Korean: 0.04% 
8. Italian: 0.03% 
9. Russian: 0.03% 

10. Vietnamese: <0.01% 

The portion of users with a non-English language configured in their browser (1% of sessions) is 

significantly higher than the portion of users that used our Google Website Translation tool (0.03% of 

sessions). These users are most likely using their in-browser translation tools as opposed to the Google 

Website Translate tool. 

  

http://www.rtd-denver.com/
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LEP SURVEY 

In order to assess the frequency of RTD patrons with Limited English Proficiency (LEP), RTD fixed 

route bus operators were asked to record the number of interactions with customers where language 

presented an obstacle to understanding or fulfilling the customers’ request during the week of August 5th, 

2013.There was excellent participation in this effort among operators, with 82.4% of the survey cards 

distributed to operators being returned (1347 survey cards returned of 1635 survey cards distributed).  

This exercise indicated that 2.62% of passenger boardings are interactions between a passenger with 

Limited English Proficiency (LEP) and an RTD bus operator.  The larger percentage of those that speak 

English less than well using RTD services than are indicated in the ACS data may show that those with 

Limited English are drawn to RTD’s services. However, the much lower rate of LEP passenger and bus 

operator interactions, 2.6%, may indicate that despite having Limited English Proficiency, customers are 

able to utilize RTD services.  

While results may not be reliable at the route level, there seems to be a relationship between the count of 

Limited English Proficiency passenger interactions and the degree to which the specific route passes 

through areas identified in the most recent American Community Survey as having a high rate of 

residents born outside the U.S. While being born outside the U.S. is not equivalent to the rate of Limited 

English Proficiency, density of individuals may be indicative of Limited English Proficiency resident 

density. 

 

FACTOR III. NATURE AND IMPORTANCE OF TRANSIT  

Police, fire and medical emergency services are essential; however public transit is a key means of 

achieving mobility for many LEP persons. To obtain a better understanding of the nature and importance 

of RTD services and programs to LEP persons, various government agencies and community 

organizations were consulted. Government agencies consulted was the Colorado Refugee Services 

Program (CRSP) and community organizations like Colorado Progressive Coalition (CPC) have provided 

significant anecdotal information. 

Through consultation with various organizations RTD has found the trends of immigrants in Colorado to 

be consistent with nationwide trends amongst immigrants. Many immigrants desire to switch from public 

transit to automobile use because personal vehicles are a symbol of assimilation and cars can provide 

greater mobility or access to economic and social opportunities that are beyond a transit system’s service 

area. Recent immigrants might elect to continue using public transit for at least a portion of their trips if 

their experience is positive. For transit agencies seeking to increase their “choice riders,” it may be easier 

to retain riders who have past, positive impressions of the system than to attract those persons who have 

never or rarely used transit. Catering to LEP persons may help to increase and retain ridership among 

RTD’s immigrant communities. 

Direct consultation with LEP persons has shown that LEP persons who use transit are substantially 

dependent upon fixed route bus service. In fact, the areas with the highest concentrations of LEP persons 

are densely populated and heavily served by RTD Local Bus Service.   
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FACTOR IV. AVAILABLE RESOURCES AND COSTS OF PROVIDING 

LANGUAGE ASSISTANCE SERVICES  

DOT Guidance: A recipient’s level of resources and the costs imposed may have an impact on the nature of the 

steps it should take in providing meaningful access for LEP persons. Smaller recipients with more limited budgets are 

not expected to provide the same level of language services as larger recipients with larger budgets. In addition, 

``reasonable steps’’ may cease to be reasonable where the costs imposed substantially exceed the benefits. 

RTD is committed to assuring that resources are used to reduce the barriers that limit access to its 

information and services by LEP persons. To date, RTD has taken many steps to provide language 

services. Unfortunately, all costs associated with the provision of language assistance haven’t been 

tracked, but a general assessment has allowed for RTD to determine the approximate amount of related 

LEP related expenditures.   

RTD roughly estimates that it spends $2,500 on the translation of documents, translation of marketing 

material and accommodation of requests for oral translation. Written and oral translation services are 

relatively inexpensive for Spanish, French and Russian; while Korean, Mandarin, Vietnamese and 

African Languages are generally more costly.   

FURTHER MARKET RESEARCH  

RTD is committed to increasing its awareness of its interaction with LEP communities within the RTD 

service area through further focused market research. In 2019, RTD will be conducting another Customer 

Satisfaction Survey, where physical and web-based surveys will be offered in multiple languages. 

Additionally, RTD is attempting to identify funding to conduct focus groups to obtain a more detailed 

perspective of large LEP populations (5,000 or more).   

LANGUAGE ASSISTANCE MEASURES EMPLOYED BY RTD 

DOT Guidance: “An effective LEP plan would likely include information about the ways in which language assistance 

will be provided. 

RTD supports the goals of the DOT LEP Guidance to provide meaningful access to its services by LEP 

persons. Accordingly, will immediately begin the implementation of its Language Assistance Plan, using 

tools and resources currently available and develop new mechanisms to assist in the provision of 

meaningful access to RTD services to LEP communities as needed. RTD currently offers a number of 

language assistance services, including, but not limited to: 

 Interpretation Services 

 Written Translations 

 Public Outreach and Communications 
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NOTIFICATION OF OFFERED LANGUAGE ASSISTANCE SERVICES  

Advertising the availability of language assistance services will be key to ensuring LEP persons are able 

to meaningfully access RTD services. RTD will notify LEP communities by posting signage at all major 

passenger transfer stations, RTD’s administrative offices, and other RTD properties with high volumes of 

pedestrian traffic. Furthermore, RTD will utilize its website and the relationships developed with 

community organizations that assist LEP persons, to propagate the offering of language assistance 

services by RTD. 

TRAINING STAFF 

The DOT guidance states that employees should know their obligations to provide meaningful access to 

information and services for LEP persons, and all employees in public contact positions should be 

properly trained. RTD intends to include training to ensure that: 

 Staff knows about LEP policies and procedures. 

 Staff having contact with the public (or those in a recipient’s custody) is trained to work effectively 
with in-person and telephone interpreters. 

As noted in the Four-Factor Analysis, RTD mainly encounters LEP persons byway of its Local Bus 

Service. RTD’s vehicle operator training courses do provide general skills for handling LEP persons. 

Fortunately, RTD’s workforce well reflects the diversity of the community it serves, as many operators 

are multilingual and can often assist LEP persons directly.  

It’s reasonable to anticipate that more complex interaction with LEP persons will occur with receptionists, 

sales associates, transit security and other frontline staff. These frontline employees will have more 

detailed procedures and sophisticated tools for managing interactions with LEP persons to include, but 

not limited to:  

 Census “I Speak” cards 

 Written translations of vital and frequently requested documents 

 A contact list of bilingual employees 

 Pictograms  

As RTD gains a greater perspective of the needs of the LEP community, enhancement to training 

materials, tools and resources will be provided. 

TRANSLATION OF VITAL DOCUMENTS 

Whether  or  not a  document (or  the information  it  solicits)  is “vital” will depend  on the  importance  

of  the program,  information, encounter,  or  service  involved, and the consequence to the LEP person if 

the information in question is not accurate or timely disseminated.  For instance, applications for a bicycle 

safety course would not generally be considered vital, although summaries of major service changes will 

be vital documents.  Other vital documents include but are not limited to:  
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 Title VI Public Notice 

 Title VI Complaint Procedures 

 Bus and Rail schedules 

 Summaries and notices of public hearings regarding proposed: 
o Transportation plans 
o Service impacting construction activities 
o Major service changes 
o Fare changes. 

 Emergency transportation information 

RTD will consistently work with community organizations and the LEP populations the serve to evaluate 

which documents are “vital” to the meaningful access to RTD services and programs.  

 

 

 

 


