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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 (Circular).

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.

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.

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

10. Additional Information upon Request

©ONOU A WNE

Discussion and attachments pertaining to Title VI requirements for transit operators.

Service Standards and Policies
Demographic and Service Profile
Demographic Ridership and Travel Patterns
Monitoring Program Results
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5. Public Engagement for Policy Development
6. Title VI Equity Analyses

Il: GENERAL REQUIREMENTS

This chapter addresses the general triennial reporting requirements for all 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

The 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. The 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
national 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 Department of
Transportation's LEP Guidance is contained in Appendix E.

2 | Page
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Ethnicity of Members of Non-elected Committees

The JPB currently selects or recruits members of the public 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 JPB has four other advisory committees comprised of transportation agency staff and
city officials that are not part of this recruitment process. These committees are discussed in
Appendix D.

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.

An 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 Singtao Daily (Chinese), El Observador (Spanish), and Half
Moon Bay Review (bilingual English/Spanish). The JPB also provides recruitments notices in the
following forms:

e News releases

e Onboard take-ones (which has been found to be the best method for customers to receive
information)

e 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 CAC appointment to the full Board at their public meeting. The
JPB CAC 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.

3 | Page
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Table 1: Current (2022) CAC Membership List

Race/Ethnic

# Background County
1 White/ Caucasian

San Francisco
2 Latino/ Hispanic San Francisco
3 White/Caucasian San Francisco
4 Did Not Respond San Francisco
5 White/Caucasian San Mateo
6 White/Caucasian San Mateo
7 White /Caucasian San Mateo
8 Did Not Respond San Mateo
9 Asian Santa Clara
10 White/Caucasian Santa Clara
11 White/Caucasian Santa Clara
12 Did Not Respond 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.

An 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:

o News releases with notice of translation assistance in Spanish and Chinese

e 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)

e Board, CAC and BAC meeting announcements

e 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 are 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 the JPB’s
headquarters in San Carlos, just one block from the San Carlos Caltrain Station. All meetings are
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open to the public.
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The following table illustrates the current membership of the BAC. The committee members
primarily chose not to respond to questions regarding race/ ethnic background. One seat on the
committee is currently vacant.

Table 2: Current (2019) BAC Membership List

# Race/Ethnic County
Background Represented
1 White/ San Francisco
Caucasian
2 Did Not Respond San Francisco
3 Did Not Respond San Francisco
4 Did Not Respond San Mateo
5 White/Caucasian San Mateo
6 Asian San Mateo
7 Latino/Hispanic Santa Clara
8 White/Caucasian Santa Clara
9 Did Not Respond Santa Clara

7. Sub-recipient Monitoring
The JPB does not have any sub-recipients for Federal Funding, thus no monitoring of sub-
recipients by the JPB is required.

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 2019 Title VI Compliance Program is included in
Appendix F.

9. Construction Facilities Information

During the last three years, the JPB has not undertaken any projects or constructed any transit
facilities requiring a Facility Equity Analysis as defined by Circular 4702.1B, Chapter Ill, Number
13.

The Caltrain Modernization Program (CalMod) includes electrification and other projects that will
upgrade the performance, efficiency, capacity, safety and reliability of Caltrain’s service.
Electrification is a key component of the CalMod program.

The project covers the entire Caltrain-owned right of way, involves no new facilities subject to the
facilities siting analysis requirements, and presents no potential environmental justice concerns.
Components of the CalMod project include improving tunnels, and renovating the Central
Equipment Maintenance and Operations Facility, all of which consist of work on existing sites.
CalMod-dedicated project websites are included for reference in Appendix G.
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Similarly, the Positive Train Control (PTC) Project consists primarily of technology and
telecommunications equipment installed on trains and in existing rights of way, with no new
facilities subject to siting analysis requirements.

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.

lll: 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, disparate impact and disproportionate burdenpolicies,
and system wide service standards and policies, adopted by the JPB Board of Directors on April 4,
2013, can be found in Appendix H. A copy of the resolution approving these standards
accompanies the document.

2. Demographic and Service Profile
The JPB regularly evaluates demographic information as part of any proposed service or fare
change, as required by the FTA. In addition, the JPB conducted additional analysis using Census
data for this Program submission. The results are included in Appendix I.

3. Demographic Ridership and Travel Patterns
The 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 2016) is contained in
Appendix J.

The JPB conducted the 2019 triennial survey in October 2019. Survey results will be available in
2020.

4. Monitoring Program Results
The 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, disparate impact and disproportionate burden policies, and system wide service
standards and policies, all adopted in 2013, can be found in Appendix L.
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Title VI Equity Analyses
The JPB has conducted three (3) Title VI Equity Analyses across the review period: one Service
Change Analysis (FY 2017) and two Fare Equity Analyses (FY 2018 and FY 2019). None of the

analyses found a Disparate Impact on minority populations or a Disproportionate Burden on low-
income populations

Complete copies of all fare equity analyses conducted by the JPB, and their accompanying
resolutions, during the review period are included in Appendix M.

e JPBTitle VI Equity Evaluation Closure of Atherton Station, November 2020
e JPBTitle VI Equity Evaluation Proposed Monthly Pass Discount, June 2021
e JPBTitle VI Equity Evaluation Sunday Services Changes, February 2022
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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, Spanish
and Chinese 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. In addition, the JPB has translated Frequently Asked Questions and multiple
taglines in over 20 languages for community focused outreach.

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 estd comprometido a garantizar que toda persona goce de la distribucidn equitativa de servicios
y instalaciones sin importar las cuestiones de raza, color u origen nacional, de conformidad con el Titulo
VI del Acta de Derechos Civiles de 1964. Para obtener informacién sobre el programa Caltrain Title VI,
visite uno de los siguientes sitios web.

Cualquier persona que se sienta victima de discriminacion por motivos de raza, color u origen nacional
en relacién con la prestacién de servicios de transporte tiene el derecho de presentar una queja dentro
de los 180 dias 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.

CaltraintB#E (1964FERINE) FANBRIZEEHIBANARS - MAZEMNE - Kell[REZE
cUIBTHREZER E@%%?&%Hﬂﬁﬁ » 157418) www.caltrain.com/riderinfo/TitleVI.html.
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AN BECEZRRIIMN AT ERME - RestEEMZEIRANASENEEZESH
KEE 180 RARHIRIF - MOIRITE M A MEIR1IFFRE 2B 1.800.660.4287 (TTY
RAFiEH%TT

650.508.6448) T —17, EHAIUBEEARNANNDAZORKBIBEIEFELF

Title VI INE #}E5 - East Building, 5th floor-TCR, 1200 New Jersey Ave., SE, Washington, DC
20590.
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Title VI Notice - SamTrans & JPB (Caltrain) headquarters, San Carlos, CA

Title VI Rights

SamTrans and Caltrain operates its programs and services without regard to race, color or national origin in
accordance with Title VI of the Civil Rights of 1964. For more information, or to file a complaint, visit
www.caltrain.com/riderinfo/TitleVl.html

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.

SamTrans y Caltrain estda comprometido a garantizar que toda persona goce de la distribucion equitativa de
servicios y instalaciones sin importar las cuestiones de raza, color u origen nacional, de conformidad con el Titulo
VIl del Acta de Derechos Civiles de 1964. Para obtener mas informacion o presentar una queja, visite
www.caltrain.com/riderinfo/TitleVl.html

Cualquier persona que se sienta victima de discriminacion por motivos de raza, color u origen nacional en
relacion con la prestacion de servicios de transporte tiene el derecho de presentar una queja dentro de los 180
dias del supuesto incidente. Usted puede descargar un formulario de queja (abajo) o solicitar un formulario,
llamando al humero 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.

SamTrans FlCaltrainiBiE (1964 RAUE) EABZERNBENRERS - MAZENNE - KE/REEE
NETREZER  FEBERIBVIT - 15158 www.caltrain.com/riderinfo/TitleVI. html.

EMANECEZHRESLN T EHENE - ket EEMI I EANATENEIEEEHAERF 180X
RIEHIER - RoIBIfE R A T EHSIFREEE 1.800.660.4287 (TTY A iG154] 650.508.6448) FHER—

2, Ethal @A EARNANAAZEQBEBZBEEFBR LT - Tite VITIEH1ESR  East Building,
5th floor-TCR, 1200 New Jersey Ave., SE, Washington, DC 20590.

Free Language Assistance is available:1-800-660-4287
Asistencia de idiomas gratis:1-800-660-4287

7] % EEHES1H8]:1-800-660-4287

(J May Available na Libreng Tulong sa Wika:1-800-660-4287

‘.'ﬂ

MpepocTasnatoTca HecnnaTHeleycnyri nepesoga: 1-800-660-4287
hd trg ngdn ngtr mién phi cé san:1-800-660-4287
4287-660-800-1ds0alt Bgazll jllaz] 1 pusladl QoL

22 10 X[ 0| NS &L Cl:1-800-660-4287

T N
ca’@” sanilrans m
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Title VI Notice - Caltrain Station Information Board- SAMPLES

Title VI Notice of Civil Rights

Titulo VI Aviso de Derechos Civiles

Free Language Assistance
Asistencia de idiomas graftis

Caltrain operates its programs and services without regard to race, color or national origin in accordance with Title W

of the Civil Rights Act of 1884

Any person who believes they have been discriminated against based on race, color or national origin with regard
to fransitservices delivery has the right to file a complaint within 180 days of the alleged incident. You may down-
load & complaint form at www. calt rain.com/riderinfo/TitleV1. html or request one by calling 1.800.850 4287 (TTY

B850 508.6448)

CiEtrain esta comprometido a garantizar que toda persona goce de la distibucian equitativa de senviclos v instala-
ciones sin importar las cuestiones de raza, color U arigen nacional, de conformidad con el Titulo W del Acta de

Derechios Civiles de 1964

Cualguier persona que se sienta victima de discriminaci n por motives de raza, color u origen nacional en relacidn
con la prestacidn de servicios de transporte tiene el derecho de presentar una queja dentro de los 180 dias del
supuesto incidente. Usted puede descargar un formulario de queja a www. caltrain.com/riderinfo/TitleVl.html o
solicitar un formulario, llamando al numero 1.800 8604287 (TTY 650,508 £448).

Arabic
€ 3 1.800. 660 4287 L}c il Al

Armenian
1.800 8804287,

Chinese

HIESENEE 24T 1,800 660 4287,

English

rPe®od

French

N
-

Geman

GLjarati

OX( 1

I-"L&ﬂ Hebrew

- 1.800.660.4287 na202 WENN2 v 0nng
/é\ Hind 5

\ | 3R ® Ald, 1.800 8604287 9T Hd H|

Italian
6 ’ Per traduzioni chiamare 1.800 8504287,

Frumgunlm ppuh hunfumn qubguhwn

For translations, please cal 1. 800,660 4287

Pour traduction, appelez au 1.800 650 4287,

Ubersetzung unter +1.800.660.4287.

vlelelle M2, 18006604257 UR §lat 83l

Won-Khrer, Cambodian
SN G PP pSESHEn G
WS 1,800 880 4287,

Persian
L (el 1 B00.660.4267 5kl b e A 51 0

Portuguese
Fara traducso, ligue para 1. BO0.6E0 4287,

Pulish
Fo tumaczenie prosze dzwonic na
1.800.880 4287,

Fussian
ECnn Bam HysHEI YNy NEpeBoMMEE,
obpawadTecs no Tenedony 1.800 660 4287,

Serbo-Croatian
Zaprevodienje nazovite 1.800. 860 4287,

Spanish
Fara traduccion llama al 1. 8106604287

Tagalog
Fara sa pagsasalin sa bang wika,
mangyarng tumawag sa 1,800 850 4287,

Thai
grufunisulanten Tne 1.800 8504287,

Urdu
- S JE 18006604257 ¢ S gan 5

Viethamese
Zén dich thudt, xin goi 1. 800.6580.4287.

Caltrain provides cormmuter m@il sendce along the

San Frnciszo Peninsula, 10 San Jose and Gilroy.
Caltrain Customer Service | 1.8000660 4287 (TTY 650.608.6448)

_ Japanese
'./\ | EERROC R, +1.800660 4287
S FTHBEIEL
f& Cy Horean
| S AUSHA|T, 1.8008604287
¥ wo= MaolAR.

‘Weekdays: Fam -7pm | Weekends & Holidays: Bam - 5pm

| OT_TieWhe-34 1_FRALINGd 1 12/12018 85418 A
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Alternate Sample Draft

Title Wl ofthe Civil Rights Act of 1964 (Title V1) prohibits discrimination on the basis of race, color, and national
origin in programs that receive federal funding. Caltrain is committed to complying with the requirements of Title VI
in all ofits federally funded programs and activities. Formore information, orto file a complaint, www _caltrain com/
ridernnfo/TitleV].html

Caltrain esta comprometido a garantizar que toda persona goce de la distribucian equitativa de servicios v
- instala-ciones sin importar las cuestiones de raza, color u origen nacional, de conformidad con el Titulo VI del
( t" Acta de Derechos Civiles de 1964

Cualguier persona gue se sienta victima de disciminacion por motivos de raza, color u origen nacional en
relacion con la prestacion de servicios de transporte tiene el derecho de presentar una gueja dentro de log 180
dias del supuesto incidente. Usted puede descargar un formulano de queja a www.cal train.comiriderinfo/
TitleV1L.html o solicitar un formulario.

% {14 ERIE) B (FH BEREESAR) BIESHIEE Hﬁfﬁﬁ*ﬁﬁ*ﬁﬁ B R E AT 8

e Caltrain HHFIERHES RIS BfiEshd8sr B S BNER, IR THESFR, BifE
ERHER, E15 A www caltrain com/riderinfo/Title | html

>

Sailalim ng Title VI ng Civil Rights Act of 1964 (Title V1) ay ipinagbabawal ang diskriminasyon na batay sa lahi,
kulay, at pinagmulang bansa sa mga programang nakakatanggap ng pederal na pagpopondo. Ang Caltrain ay
may pananagutan sa pagsusunod sa maa kahilingan ng Title V1 at ang lahat ng mga programa at aktibidad
nito na may pederal na pagpopondo. Moy 4KTe GoNoAHKTENEH YR MHBOPMALFHD MK No0aTe ¥anoby MoxHD
no agpecy www caltrain.com/iderinfo/Title | .html.

Inaea V| 3akoHa o Mpawgadckx Npaeax 1964 roga (Tnaea V) sanpellaeT QWCKDMKHE LMD N0 ApKSHAaKY
packl, UBETa KOMKW MM HALWMOHATEHOH MDMHALNEXRHOCTH B NPOTpaMMax, KoTopkle NonyYakaT dhefepansHoe
dkHaHckpoBaH ke, Kornanua Caltrain obAzayveTeR cobnogaTe TpeboeaHma [Naeel VI Bo Boex CEOMX
NPOrpamMMax 1M MaponpuMATUAY, dHaHCKPYeMel M2 dhefepaneHoro SrodweTta. AnA nomyyeHuA
OCN0NHNUTENBHOR MHBOPMAaLK NoceTTe Beb-cTpaHnuy caltrain.com/riderinfo/T itleV | html

Tiéu dé V| cla Dao luat Dan quyén nam 1964 (Tiéu @& V1) cdm phéan biét déi x( dua trén ching toc, mau da
va ngudn gbc quéc gia trong cac chuirong trinh nhan téi tro cla lién bang. Caltrain cam két tuan thd céc yéu
cau cla Tiéu dé VI trong tat cd cac chuong trinh va hoat déng dugc lién bang tai tro. D& biét thém thong tin,
hay truy cap caltrain.com./T itleV] htm|

o dmm il gl i el ¥ allls el el e el s s Joeobadl A 1964 Al Anaall @asll npls g guealadl il ey
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Free Language Assistance is available: 1-800-660-4287 Asistencia
@ de idiomas gratis:1-800-660-4287

May Available na Libreng Tulong sa Wika:1-800-660-4287

MNpepocTaensoTea BecnnaTtHele yecnyrv nepeeoaa:

1-800-860-4287 hd tre ngdn nglr mién phi cd sdn:1-800-660-4287
[BRIERRE 2 dof ) 4o] &2y rh1-800-660-4287

Title VI FAQ and
Complaint Form]

@ : B R E S 1 80:1-800-660-4287

Caltrain provides commuter rail senvice along the
San Francisco Peninsula, to San Jese and Gilroy:
Caltrain Custorner Service | 1.8008604287 (TTY 850 508.6448)

Weekdays: 7am - 7pm | Weekends & Holidays: Barn - Spm
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Title VI Notice — Caltrain Station Information Board

Title VI
Notice

A6 | Page



Title VI Notice - Caltrain Website

B2, B38PM Title V1| Catain

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), or by emailing
TitleVi@samtrans.com. 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 esta comprometido a garantizar que toda persona goce de la distribucion equitativa de servicios y
instalaciones sin importar las cuestiones de raza, color u origen nacional, de conformidad con el Titulo VI del Acta de
Derechos Civiles de 1964. Para obtener informacién sobre el programa Caltrain Title VI, visite uno de los siguientes
sitios web.

Cualquier persona que se sienta victima de discriminacién por motivos de raza, color u origen nacional en relacién con
la prestacion de servicios de transporte tiene el derecho de presentar una queja dentro de los 180 dias del supuesto
incidente. Usted puede descargar un formulario de queja (abajo) o solicitarun formul: llamando al
numero1.800.660.4287 (TTY 650.508.6448), por email: TitleVI@samtrans.com. También puede presentar quejas al
Federal Transit Administration por medio de |a 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.

Title VI Compliance Program 2019 (PDF, 68MB)

Title VI Compliance Program 2016 (Complete - 1 of 4)(PDF, 4.9MB)
Title VI Compliance Program 2016 (Complete - 2 of 4)(PDF, 14.9MB)
Title VI Compliance Program 2016 (Complete - 3 of 4)(PDF, 14.2MB)

o urm caltrin comiider-infarmston e v w

JPB | TITLE VI COMPLIANCE PROGRAM 2022

1111822 B38 P Tile | Catvain
Title VI Compliance Program 2016 (Complete - 4 of 4)(PDF, 5.2MB)
Title VI Complaint Form (PDF, 439KB)
Formato de Queja del Titulo VI (PDF, 15KB)

Caltrain Title VI Adopted Policies and Standards (PDF, 56KB)

Title VI Equity Analysis
Caltrain 2013 Title VI Program (Complete - 1 of 3)(PDF, 7.5MB)

Caltrain 2013 Title VI Program (Complete - 2 of 3)(PDF, 5.5MB)
Caltrain 2013 Title VI Program (Complete - 3 of 3)(PDF, 5.7MB)—>

it o ol comirider nfarmtion e vi
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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.
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Title VI Complaint Processing Procedure

The Peninsula Corridor Joint Powers Board (Caltrain) grants equal access to all of its
transportation services. lItis 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 patrticipation 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 IndustrySafe 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)

e Via email (comments from the Caltrain website download directly into
IndustrySafe)

e 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 IndustrySafe for investigation by the responsible
party. Using the information provided by the responsible party, the Customer Service
Center responds to the customer.

1of5
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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.

IndustrySafe: 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 IndustrySafe database system.

2) Check the discrimination box in IndustrySafe 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 IndustrySafe 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.
c. Customer Service will also notify Contract Operator of complaint.
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.

20f5
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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 IndustrySafe.

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 IndustrySafe.

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) Documentin IndustrySafe 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 and Rail Operations 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 IndustrySatfe,
but the Title VI Investigations and Findings will not be kept in IndustrySafe.

30f5
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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
IndustrySafe 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, the contract operator will
provide the requested documentation including, but not limited to, the following
to the Title VI Administrator:

a. Facts or trends uncovered during the investigation;

b. Implicated employee training records and any future training refreshers;

c. Dates of any Title VI Counseling and/or Progressive Disciplines;

d. Summary of complaint history in regards to the implicated employee;

e. Implicated Employee State of Incident; and

f.  Summary of any disciplinary actions that have occurred as a result of
customer complaints against the implicated employee.

If 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) Ifthe Title VI Discrimination Complaint Form is the first receipt of the complaint:

a. Enter complaint into IndustrySafe.

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 IndustrySafe.

3) Title VI Investigations and Findings are not recorded in IndustrySafe, only the
receipt of the initial Title VI Discrimination Complaint Form.

Title VI Investigation Report

Title VI Administrator
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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.

4) Prepare Determination Letter for issuance by the Civil Rights Manager notifying
Complainant of the JPB's findings, along with the Complainant's right to appeal
and information regarding the appeal process. 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.

Appeal

1) Complainant has 10 days after receipt of a Determination Letter to appeal findings
to the Deputy General Manager/CEO. Request for appeal must be submitted in
writing to the Deputy General Manager/CEO and shall sufficiently specify any
items the Complainant contends were not fully understood or otherwise incorrectly
decided by the Civil Rights Manager.

2) Deputy General Manager/CEO will notify the Complainant in writing of the
determination of the issues raised in the appeal within 10 days of the submittal of
the appeal. The decision of the Deputy General Manager/CEQO is final.
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Caltrain — Title VI Discrimination Investigator Form

SECTION 1 - CASE INFORMATION

Title VI Complaint Form Number:

IndustrySafe & 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?




CALTRAIN/CONTRACT OPERATOR TITLE VI COMPLAINT PROCESS
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SamTrans — Title VI Discrimination Complaint Form

SamTrans 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, SamTrans 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 a SamTrans Deputy CEO.
The complainant will receive a letter stating the SamTrans’ final decision by the end of the 60-day
time limit.

Please complete the information below and send to: SamTrans, Title VI Administrator
1250 San Carlos Ave. — P.O. Box 3006
San Carlos, CA 94070-1306
or: titlevi@samtrans.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 SamTrans?
_____Yes, forthisincident _ Yes, for a different incident ____No
Have you filed this complaint with any other agencies or a court?
____ Federal Agency __ State Agency ___ lLocal Agency
_____ Federal court ____ State court

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, 5" Floor — TCR, 1200 New Jersey Ave., SE,
Washington, DC 20590.
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Caltrain - Formulario de Queja Discriminacion segun el Titulo VI

Caltrain estd comprometido a garantizar que ninguna persona sea excluida de la distribucion
equitativa de servicios y instalaciones por cuestiones de raza, color o origen nacional. Cualquier
persona que se sienta victima de discriminacién en alguna de las categorias anteriores puede
presentar una queja. Las quejas deben presentarse dentro de los 180 dias calendario a partir del
incidente.

Dentro de los siguientes 10 dias hébiles de recepcién del formulario de queja, Caltrain le contactara
para confirmar la recepcion de su queja y comenzara una investigacion (a menos que la queja sea
presentada ante una entidad externa antes o simultdneamente). La investigacién puede incluir
debate(s) acerca de la queja con todas las partes afectadas para determinar la naturaleza del
problema. Por lo general, la investigacion se llevara a cabo dentro de los 60 dias siguientes a partir
de la recepcion del formulario de queja completo. En base a toda la informacién captada, se
entregara un reporte de investigacion a un delegado del CEO de Caltrain. El reclamante recibira
una carta con la decision final de Caltrain al finalizar los 60 dias del tiempo limite.

Proporcione la informacion solicitada a continuacion y enviela a:
Caltrain, Title VI Administrator
1250 San Carlos Ave. — P.O. Box 3006
San Carlos, CA 94070-1306
o: titlevi@samtrans.com

SECCION 1 - INFORMACION DE CONTACTO

Nombre:

Direccion:

Ciudad: Estado: _ Cddigo de éarea:
Teléfono: (Casa) (Teléfono mavil)

(Trabajo)

[Sefale si alguno de los numeros telefénicos son TDD o TTY].

Correo electronico: @

SECCION 2 -- LLENADO DEL FORMULARIO PARA OTRA PERSONA

¢ Esta llenando este formulario para una queja propia? Si No

[Si la respuesta es "si", vaya ala Seccién 3].

Si la respuesta es "no", proporcione el nombre y su relacién con la persona para quien llena el
formulario:

Explique la razon 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 DISCRIMINACION

¢, Cudl 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 discriminacion: Fecha __ / /  Hora a.m./p.m.

¢Dbnde sucedi6 la supuesta discriminacion? Es de utilidad especificar la informacion del vehiculo
(por ejemplo, el niumero del mismo).

¢ldentifica a alguna persona que haya discriminado a la parte agraviada?
Nombre: #delID

Describa la supuesta discriminacién con sus propias palabras. Explique lo que pasé y mencione a
quién considere responsable. Utilice mas hojas si asi lo necesita.

SECCION 4 -- QUEJAS ANTERIORES O EXISTENTES Y DEMANDAS

¢,Cuenta con alguna queja previa sobre discriminacion segun el Titulo VI con Caltrain?
_____Si, poresteincidente __ Si, porotroincidente __ No
¢Ha llevado esta queja a alguna otra agencia o a una corte?
_____Agenciafederal __ Agencia estatal ___ Agencia local
_____ Corte federal _____ Corte estatal

Otro (especifique):

¢ Ha presentado alguna queja o demanda respecto a esta queja en particular?

Si No

Si asi lo hizo, proporcione una copia del formulario de la queja y sefiale la corte donde la presento:

Corte federal Corte estatal



Por favor proporcione la informacién de contacto de la persona que lo atendié en la agencia/corte
donde present6 la queja.

Nombre / Oficina:

Direccion:

Ciudad: Estado: Cadigo de area:

NUmero telefénico

SECCION 5 -- FIRMA

Por favor firme a continuacion para dar fe de la veracidad de lo anterior. Puede agregarse cualquier
escrito adicional o bien informacién que considere relevante al reclamante.

Firma del reclamante Fecha

Nota: Una queja también puede presentarse a: Federal Transit Administration, Office of Civil Rights,
Atencion: Title VI Program Coordinator, East Building, 5" Floor — TCR, 1200 New Jersey Ave., SE,

Washington, DC 20590.
18/02/2013
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Caltrain — Form para sa Reklamo ng Diskriminasyon sa ilalim ng Title VI

Ang Caltrain ay may pananagutang tiyakin na walang hindi mapapabilang mula sa patas na
pamamahagi ng mga serbisyo at amenity nito sanhi ng kanilang lahi, kulay o pinagmulang bansa.
Sinumang naniniwala na sila ay napakitunguhan nang may diskriminasyon batay sa isa sa mga
kategoryang ito ay maaaring magsampa ng isang reklamo. Ang mga reklamo ay dapat isampa sa
loob ng 180 araw na batay sa kalendaryo mula nang maganap ang pangyayari.

Sa loob ng 10 araw na may pasok sa trabaho nang matanggap ang inyong nakumpletong complaint
form (form ng reklamo), makikipag-ugnayan sa inyo ang Caltrain para kumpirmahin ang
pagtatanggap ng inyong complaint form at sisimulan ang imbestigasyon nito (maliban na lang kung
ang reklamo ay naisampa sa isang external entity o magkasabay). Maaaring kasama sa
imbestigasyon ang (mga) talakayan ng reklamo sa lahat ng mga naapektuhang panig para matiyak
ang kalikasan ng problema. Ang imbestigasyon ay karaniwang isasagawa at matatapos sa loob ng
60 araw nang matanggap ang isang nakumpletong complaint form. Batay sa lahat ng mga
impormasyong natanggap, isang ulat ng imbestigasyon ang isusumite sa Caltrain Chief Operating
Officer - Rail. Ang nagrereklamo ay makakatanggap ng liham na nagsasaad sa panghuling desisyon
ng Caltrain sa pagtatapos ng 60 araw na limitasyon sa panahon.

Mangyaring kumpletuhin ang impormasyon sa ibaba at ipadala sa:
Caltrain, Title VI Administrator
1250 San Carlos Ave. — P.O. Box 3006
San Carlos, CA 94070-1306
o sa: titlevi@samtrans.com

EKSYON 1 — IMPORMASYON SA PAKIKIPAG-UGNAYAN

Pangalan:

Address:

Lungsod: Estado Zip Code: _:
Telepono: (Bahay) (Cell) (Trabaho)

[Mangyaring tandaan kung alinman sa mga numero ng telepono ay para sa TDD o TTY.]

E-mail: @

SEKSYON 2 - PAGSUSUMITE PARA SA IBA

Ang reklamo bang ito ay isinusumite ninyo sa ngalan ninyo? Oo Hindi

[Kung ang sagot ninyo ay "o0o0" sa tanong na ito, magpunta sa Seksyon 3.]

Kung hindi, mangyari lang ibigay ang pangalan at ugnayan sa tao na sa ngalan niya ay nagsusumite
kayo ng reklamo:

Mangyari lang ipaliwanag kung bakit kayo nagsusumite para sa ikatlong panig.




Mangyari lang kumpirmahin na may pahintulot kayo ng nabiktimang panig kung kayo ay
nagsusumite sa ngalan ng ikatlong panig. Oo Hindi

EKSYON 3 — REKLAMO NG DISKRIMINASYON

Alin sa mga sumusunod ang naglalarawan sa dahilan kung bakit kayo naniniwala ha may naganap
na diskriminasyon? Dahil ba sa inyong:

Lahi Kulay Pinagmulang Bansa

Mangyari lang ilarawan ang Lahi, Kulay o Pinagmulang Bansa ng nabiktimang panig _

Petsa at oras ng naparatang na naganap na diskriminasyon: Petsa___/ / Oras a.m./p.m.

Saan naganap ang naparatang na diskriminasyon? Makakatulong ang tiyak na impormasyon ng
sasakyan (hal. numero ng sasakyan).

Mayroon ka bang taong matitiyak na nakitungo nang may diskriminasyon laban sa nabiktimang
panig?

Pangalan: ID#

Sa sarili ninyong mga salita, ilarawan ang naparatang na diskriminasyon. Ipaliwanag kung ano ang
nangyari at kung sino sa paniniwala ninyo ang may pananagutan dito. Mangyari lang gumamit ng
mga karagdagang papel kung kinakailangan.

SEKSYON 4 — ANG NAKARAAN O KASALUKUYANG MGA REKLAMO AT DEMANDA

Kamakailan ba kayong nagsampa ng isang reklamo ng diskriminasyon sa ilalim ng Title VI sa
Caltrain?

Oo, para sa pangyayaring ito __Oo, para sa ibang pangyayari___Hindi

Inyo bang nasumite ang reklamong ito sa iba pang mga ahensya o korte?
Federal Agency State Agency Local Agency
Federal court State court

Iba pa (mangyaring tukuyin):

Kayo ba ay nagsampa ng claim o demanda hinggil sa reklamong ito? Oo Hindi

Kung oo, mangyaring magbigay ng kopya ng form ng reklamo at itala ang korte kung saan
nagsampa:

Federal Court State Court

Mangyari lang magbigay ng impormasyon ng taong dapat makaugnayan para sa



ahensyal/korte kung saan naisumite ang reklamo.

Pangalan / Opisina:

Address:

Lungsod: Estado: Zip Code:

Numero ng Telepono

SEKSYON 5 — LAGDA

Mangyari lang lagdaan sa ibaba para mapatunayan ang katotohanan ng nakasaad sa itaas. Maaari
kayong maglakip ng anumang nakasulat na materyal o iba pang impormasyon na sa palagay ninyo
ay mahalaga para sa inyong reklamo.

Lagda ng Nagrereklamo Petsa

Tala: Ang reklamo ay maaari rin sulatan ng: Federal Transit Administration, Office of Civil Rights,
Attention: Title VI Program Coordinator, East Building, 5t Floor — TCR, 1200 New Jersey Ave., SE,
Washington, DC 20590.

11/28/16
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Mau don Khiéu nai Phan biét déi xtr Muc VI (Title VI)- Caltrain

Caltrain cam két dam bao rang khong ai bj loai khéi viéc phan ph0| cong bang cac dich vu va tién
nghi ctia minh vi chiing téc, mau da hodc quéc gia xuat xc. Bat ky nguoi nao cho rang ho da bj phan
biét déi xt dwa trén mot trong nhirng diéu sau c6 thé ndop don khiéu nai. Khiéu nai phai dwgc ndp
trong vong 180 ngay dwong lich ké tir ngay xay ra vu viéc.

Trong vong 10 ngay lam viéc ké tlr khi nhan dwoc mau don khiéu nai day da théng tin cta quy vi,
Caltrain sé lién hé véi quy vi d& xac nhan da nhan dwoc don khiéu nai ctia quy vi va bat dau diéu
tra (trtr khi don khiéu nai dwoc ndp trwdc hodc dong thdi véi mét td chire bén ngoai). Viéc diéu tra
c6 thé bao gom (cac) thao luan vé khiéu nai voi tat ca cac bén bj tac dong dé xac dinh ban chét cia
van dé. Cudc diéu tra thwong sé duwoc tién hanh va hoan thanh trong vong 60 ngay ké tw ngay nhan
dwoc don khiéu nai day da théng tin. Dwa trén tat ca thdng tin nhan dwgc, mot bao céo diéu tra sé
dwoc ndp 1én Giam dbc diéu hanh cda Caltrain - Rail. Nguwoi khiéu nai s& nhan dwoc mot bire thw
cho biét quyét dinh cudi ciing cta Caltrain trong vong 60 ngay.

Vui 1dng hoan thanh théng tin dwéi day va givi dén:  Caltrain, Title VI Administrator
1250 San Carlos Ave. — P.O. Box 3006
San Carlos, CA 94070-1306
hoac: titlevi@caltrain.com

MUC 1 — THONG TIN LIEN HE

Tén:

Pia chi:

Thanh phé: Tiéubang: __ Zip Code:
Dién thoai: (Nha) (Bién thoai Di d6ng) (S& lam)

[Vui Idng chi thich néu bat ky sé dién thoai nao 1a cho TDD hodc TTY ]

E-mail: @

_ R .
Quy vi c6 dang ndp don khiéu nai nay cho chinh quy vi khéng?_Cé_Khéng
[Néu quy vi tra |&i “cé” cho cau hdi nay, vui Iong xem tiép Muc 3.]

Néu khéng, vui 1dong cho biét tén va méi quan hé ctia ngwdi ma quy vi dang ndp don khiéu nai thay
mat ho:

Vui long giai thich ly do quy vi ndp don cho bén th ba.

Vui ldng x&c nhan rang quy vi da dwoc sy cho phép ciia bén bi anh huwéng néu quy vi ndp
don thay cho bén th ba. Cé Khéng



about:blank

MUC 3 — DPON KHIEU NAI PHAN BIET POI| XU

Diéu nao sau day miéu ta ly do ma quy vi cho rang da dién ra phan biét dbi x»? C6 phai vi:
Chuing téc Mau da Québc gia Xuat xw

Vui long md ta Chiing tdc, Mau da hodc Québc gia Xuat x&r clia bén bj anh hwéng
Ngay va gi® vu viéc phan biét dbi xtr theo cao budc diénra: Ngay [/ |/ Gio a.m./p.m.

Vu viéc phan biét dbi x&r theo cao budc dién ra & dau? Thong tin phwrong tién cu thé rat hteu ich (vi
du: so xe).

C6 ngudi ndo ma quy vi co thé xac dinh dwoc da phan biét dbi xt véi bén bj anh hwéng khong?
Tén: ID#

Bang cach dién dat ctia chinh quy vi, hdy mé ta vu viéc phan biét i xt theo cao budc. Giai thich
nhirng gi da xay ra va ngwdi ma quy vi cho la ngudi chiu trach nhiém. Vuilong s dung trang bd
sung néeu can thiét.

Trwéc day quy vi da tirng ndp don khiéu nai vé phan biét déi xr Muc VI vé&i Caltrain hay khong?
Cé,chovuviecnhay  C6, cho motvu viec khac _ Khbéng
Quy vi da ndp don khiéu nai nay lén b4t ky co quan nao khac hodc toa an chwa?
_____Coquanlienbang _ CoquanTiéubang _ Co quan Bia phwong
__ _ToaéanlLiénbang __ Toa an Tiéu bang

Khac (vui ldong ghi rd):

Quy Vi c6 tirng ndp yéu cau bdi thweng hodc don kién vé khiéu nai nay khéng? Co Khong

Néu c6, vui long cung cap mét ban sao ctia mau don khiéu nai va chd thich tda an noi da nop:
Toa &n Lién bang Toa an Tiéu bang

Vui ldng cung cép théng tin ngwdi lién hé cha co quan/tda an noi khiéu nai dwoc ndp. Tén /

Van phong:

Pia chi:

Thanh phé: Tiéu bang: Zip Code:




S6 bién thoai

MUC 5 — CHIF KY

Vui long ky vao bén duoi dé cam doan tinh trung thuc clia nhivng diéu trén. Quy vi co thé dinh kem
bat ky tai liéu bang van ban nao hoac théng tin khac ma quy vi cho rang c6 lién quan dén khiéu nai
ctia minh.

Chir ky ctia Nguoi khiéu nai Ngay

Lwu y: Ciing c6 thé nép don khiéu nai véi: Federal Transit Administration, Office of Civil Rights,
Attention: Title VI Program Coordinator, East Building, 5t Floor — TCR, 1200 New Jersey Ave., SE,
Washington, DC 20590.

11/28/16



Caltrain: BnaHk xxano6bl Ha guckpumuHauuio (Maea Vi)

KomnaHus Caltrain 06513yeTcs o6ecrneunTb paBHbIA JOCTYN K CBOMM ycryram U UHgpacTpyKkType
BCEM ML aM BHE 3aBUCUMOCTM OT pachl, LIBETA KOXM UNN HauMoHanbLHoN npuHagnexHocTu. Jlioboe
nnLo, cyMTatoLlee, YTo OHO NoABEPrnochk AUCKPUMUHALIMM MO OOHOMY U3 3TUX NPU3HAKOB, UMEeT
npaBo nofatb »arnoby. Kanobbl 4omkHbI ObITb NoAaHbl B TedeHne 180 kaneHaapHbIX AHeW ¢ AaThbl
NPOUCLLIECTBUS.

B Teuenne 10 paboumx gHen nocrne nonydeHms 3anonHeHHoro 6naHka xanobbl komnaHus Caltrain
cBshKeTCsa ¢ BaMu, 4Tobbl NoaTBEPANTL NonyvyeHue 6naHka xanobbl, 1 HaYHeT paccnegoBaHue.
McknoyeHne cocTaBnsioT criydan, Korga »xanoby cHavana unm ogHOBpPEMEHHO noganu B
CTOPOHHIOK OpraHusaumio. B xoge paccnegoBaHusa MoryT NnpoBoauTbest 6ecebl CO BCEMU
3anHTepecoBaHHbIMM CTOPOHaMMU MO CyLeCTBY Bonpoca. PaccrnenoBaHue, Kak npasuio,
3aBepLiaeTcs B 60-QHEBHbIN CPOK C MOMEHTA NOCTYNSIEHNS 3anofHEHHOro 6naHka xanobebl. Ha
OCHOBaHMM BCEX MMEIOLLNXCS AaHHbIX UCNONMHUTENBbHOMY AMPEKTOPY MO Xere3HbIM Aoporam
Caltrain HanpaBnsieTcs OTYET N0 pesynbTaTam paccrnefoBaHus. ABTopy xanobbl B 60-gHEBHbIN
CPOK HanpaBnseTcs NUCbMeHHoe yBegoMreHne 06 oKkoHYaTenbHOM peLueHnn komnaHum Caltrain.

3anonHute chopmMy HXKe 1 oTnpaBbTe ee no agpecy: Caltrain, Title VI Administrator
1250 San Carlos Ave. — P.O. Box 3006
San Carlos, CA 94070-1306
unu titlevi@samtrans.com

PA30EN 1: KOHTAKTHAA WH®OPMALINA

Nma n pamunns:

Appec:
Mopoa: LWraT: NovTOBLIN MHAOEKC:
TenedoH: (aomaLuHun) (coToBbIN) (pabouni)

YKaxuTe, aBnsieTca v kakon-nnbo ns Homepos NuHuen TDD nnn TTY.

OneKTpoHHaa noyTa: @

PA3OEN 2: NOOAYA XANOBbl OT MUMEHW OIPYTOIro JINLLIA

Bbl nogaeTte aTy xanoby oT ceoero nuua? [a Het

[Ecnu Bbl OTBETUNMU «Za» Ha 3TOT BOMPOC, nepengute K pasgeny 3.]

Ecnu Her, YKaXute nmMma u cbamvmmo yerioBeka, OT MUMeHU KOTOPOro Bbl NogaeTe 3Ty >Kano6y, N KemM
OH BaM NpunxoguTca:

Ob6bscHuTe, no4yemy Bbl NnogaeTte >Kar|o6y OT UMEHN OpYyroro nuua.

MoaTBepanTe, YTO Bbl NOMYYMIM MHAPOPMALMIO OT NOCTPadaBLUEN CTOPOHbI, ECINN Bbl
nogaete xanoby OoT MMeHM Apyroro nuua. [a Het



PA3LEN 3: XAJIOBA NCKPUMWHALINWN

Mo KakKoMy NMpu3Haky, no saiemMmy MHEHU, Bbl NOOBEPIInNCb }J,I/ICKpVIMVIHaU,I/IVI? Ykaxute NPU3HaK:

Paca LiBeT koxu HauuoHanbHasa npuHagneXxHocTb

Ykaxute pacy, uBeT KOXN U1 HauMOHalbHYH NpUHaAieXxHOoCTb HOCTpaﬂaBLUGVI CTOPOHDbI:

[aTa n Bpems npegnonaraeMon guckpummHaumm: ata / / Bpems yTpa/Beyepa

"ae nocTpagaBsLlas CTOpoOHa NPeanonoXUTENbHO NoaBepriacb ANCKpUMnHauun? MNonesHo ykasaTtb
TOYHbIE JaHHbIE TPAHCNOPTHOrO CPEACTBA, HaNpMMep ero Homep.

MoxxeTe nu Bbl ykasaTb Ha kakoe-nMbo Nuuo, KOTopoe NPeAnonoXUTensHO NOABEPTIO
nocTpagaBLUY CTOPOHY AUCKPUMMHALMUN?

Nmsa n bamunus:

NoeHTnmnkaunoHHbIn HoMep

CBovMU crioBamu onuLLMTe npeanonaraemyto guckpuMmHaumo. OGbACHUTE, YTO CNY4YMIIoCh U KTO,
no BalleMy MHEHWI0, HeceT OTBETCTBEHHOCTb. [py HEOGXOAMMOCTH UCTMONb3YyINTe
[AOMNOMHUTENbHbIE NUCTDI.

PA3LNEN 4: NPEABIOYLLIWE UKW TEKYLUWE XXAJNOBbI N CYNEBHBIE NCKWN

Mogasanu nu Bbl korga-nmbo xanoby o guckpumnHauum no Mase VI B komnaHumio Caltrain?
[a, o6 aTom npoucLuecTeumn [a, o gpyrom npowucLiecTsmmn HeTt

Mopasanu nu Bbl 3Ty anoby B Apyrue areHTcTBa unm B cya?
depnepanbHoOe areHCTBO AreHTCTBO LITaTa MyHuLMNanbHOe areHCTBO

depepanbHbIv cyq Cya wrata [pyroe (ykaxute):

Mpeabssnsanu nu Bbl korga-nmMbo NpeTeH3nn UM UCKM No NoBoAy 3Tou xanobbi? [a HeT

Ecnn ga, npunoxute konuto 6riaHka »xanobbl 1 ykaxute, Kyga oHa Obina nogaHa:

depepanbHbIn cya Cyp wrata

YKkaxuTe KOHTaKTHYI MHGOpMaLMIO NpeacTaBUTenNs areHcTea/cyaa, kyaa bbina nogaHa

xanoba. msa n hamunus/yupexaeHue:

Apnpec:

Mopoa: LraT: [No4yTOBbLIN UHOEKC:




TenedoH

PA3LEN 5: NOANUCH

Pacnuwntecb Huxe, YTOObI noaorBepanTb JOCTOBEPHOCTbL BbILLIECKAa3aHHOrO. Bbl MoxeTe NPUNOXUTb

Kakve-nmbo NMCbMEHHbIE MaTepuarnsl Unu Apyryo MHopMaLmio, KOTopble, MO BalleMy MHEHWUIO,
MMET OTHOLLIEHME K BaLlen xanobe.

Moanuck aBTOpA Xanoobwl Jara

MpumeyaHume: xanoby Takke MOXHO noaaTtb nNo agpecy Federal Transit Administration, Office of Civil
Rights, Attention: Title VI Program Coordinator, East Building, 5t Floor — TCR, 1200 New Jersey
Ave., SE, Washington, DC 20590.

11/28/16



Caltrain — Title VI-Diskriminierungsbeschwerdeformular

Caltrain verpflichtet sich dafir zu sorgen, dass keine Person aufgrund von Ethnie, Hautfarbe oder
nationaler Herkunft von der gleichberechtigten Nutzung seiner bereitgestellten Dienstleistungen und
Einrichtungen ausgeschlossen wird. Jede Person, die der Ansicht ist, dass sie aufgrund einer dieser
Kategorien diskriminiert wurde, kann Beschwerde einreichen. Die Beschwerde muss innerhalb von
180 Kalendertagen ab dem Vorfall eingereicht werden.

Caltrain nimmt innerhalb von 10 Arbeitstagen nach Eingang lhres ausgefllliten
Beschwerdeformulars Kontakt mit lhnen auf, um den Erhalt Ihrer Beschwerde zu bestatigen und
eine Untersuchung einzuleiten (es sei denn, die Beschwerde wurde zuerst oder zugleich bei einer
externen Stelle eingereicht). Im Zuge der Untersuchung kann die Beschwerde mit allen beteiligten
Parteien diskutiert werden, um die Art des Problems zu ermitteln. Die Untersuchung wird im
Allgemeinen innerhalb von 60 Tagen nach Erhalt eines vollstandig ausgefiillten
Beschwerdeformulars durchgefuhrt und abgeschlossen. Auf Grundlage aller erhaltenen
Informationen wird dem Chief Operating Officer — Rail ein Bericht vorgelegt. Der Beschwerdefuhrer
erhalt vor Ablauf der 60-tédgigen Frist ein Schreiben, in dem ihm die abschlieRende Entscheidung
von Caltrain mitgeteilt wird.

Bitte tragen Sie unten die erforderlichen Informationen ein und senden Sie das ausgefullte Formular
an: Caltrain, Title VI Administrator

1250 San Carlos Ave. — P.O. Box 3006

San Carlos, CA 94070-1306, USA

oder: titlevi@samtrans.com

ABSCHNITT 1 — KONTAKTINFORMATIONEN

Name:

Anschrift:

Ort: Bundesstaat/Bundesland/Kanton: PLZ:
Telefon: (Privat) (Mobil) (Dienstlich)

[Bitte machen Sie einen Vermerk, falls es sich um ein Schreibtelefon (TDD oder TTY) handelt.]

E-Mail: @

ABSCHNITT 2 — EINREICHUNG FUR EINE ANDERE PERSON
Reichen Sie diese Beschwerde fiir sich selbst ein? Ja Nein
[Wenn Sie diese Frage mit ,Ja“ beantwortet haben, fahren Sie mit Abschnitt 3 fort.]

Geben Sie andernfalls den Namen der Person an, fiir die Sie die Beschwerde einreichen, sowie lhr
Verhaltnis zu dieser Person:

Bitte erklaren Sie, warum Sie eine Beschwerde fiir eine dritte Person einreichen.

Bitte bestatigen Sie, dass Sie Uber die Erlaubnis der geschadigten Partei verfigen, falls Sie
die Beschwerde fir eine dritte Person einreichen. Ja Nein



ABSCHNITT 3 — DISKRIMINIERUNGSBESCHWERDE

Aus welchem der folgenden Griinde erfolgte die Diskriminierung Ihrer Ansicht nach? War der
Grund lhre:

____Ethnie Hautfarbe Nationale Herkunft

Bitte beschreiben Sie Ethnie, Hautfarbe oder nationale Herkunft der geschadigten Partei.
Datum und Uhrzeit der mutmaRlichen Diskriminierung: Datum [ | Uhrzeit a. m./p. m.

Wo kam es zu der mutmallichen Diskriminierung? Konkrete Fahrzeuginformationen sind hilfreich
(z. B. Fahrzeugnummer).

Kénnen Sie eine Person identifizieren, die die geschadigte Partei diskriminiert hat?

Name: Ausweisdokumentnummer:

Beschreiben Sie die mutmalliche Diskriminierung mit Ihren eigenen Worten. Erldutern Sie die
Geschehnisse und wer lhrer Meinung nach dafir verantwortlich war. Verwenden Sie bei Bedarf
weitere Boégen.

e
Haben Sie schon einmal eine Title VI-Diskriminierungsbeschwerde bei Caltrain eingereicht?

Ja, zu diesem Vorfall Ja, zu einem anderen Vorfall Nein

Haben Sie diese Beschwerde bei anderen Stellen oder einem Gericht eingereicht?
__ Bundesbehdérde _ Bundesstaatliche Behorde ______ Ortliche Behérde
__ Bundesgericht _____Bundesstaatliches Gericht
_____Sonstige Stelle (bitte angeben):
Haben Sie im Zusammenhang mit dieser Beschwerde Klage eingereicht? Ja___ Nein__

Falls ja, figen Sie bitte eine Kopie des Beschwerdeformulars bei und geben Sie das Gericht an, bei
dem die Klage eingereicht wurde:
Bundesgericht Bundesstaatliches Gericht
Bitte geben Sie die Kontaktinformationen des Ansprechpartners bei der Behérde/dem Gericht an, bei
dem die Beschwerde eingereicht wurde.
Name/Stelle:

Anschrift:




Ort: Bundesstaat/Bundesland/Kanton: PLZ:

Telefon:

ABSCHNITT 5 — UNTERSCHRIFT

Bitte unterschreiben Sie unten, um zu bestatigen, dass lhre oben gemachten Angaben der Wahrheit
entsprechen. Sie kdnnen alle schriftlichen Unterlagen und sonstigen Informationen beifligen, die lhrer
Ansicht nach fir die Beschwerde von Bedeutung sind.

Unterschrift des Beschwerdeflihrers Datum

Hinweis: Sie konnen auch hier Beschwerde einreichen: Federal Transit Administration, Office of Civil
Rights, Attention: Title VI Program Coordinator, East Building, 5t Floor — TCR, 1200 New Jersey
Ave., SE, Washington, DC 20590, USA.

28.11.2016






Caltrain -Formulaire de réclamation pour cause de discrimination en vertu du Titre VI

Caltrain s’engage a veiller & ce qu’aucun individu ne soit exclu de la distribution équitable de ses services et
équipements a cause de son origine ethnique, de sa couleur de peau ou de sa nationalité. Toute personne qui
pense avoir été victime de discrimination sur la base de I'un de ces criteres peut déposer une réclamation. Les
réclamations doivent étre déposées dans un délai de 180 jours calendaires a compter du jour de I'incident.

Caltrain vous contactera pour accuser réception du formulaire de réclamation et entamer une enquéte (sauf si
la réclamation a été déposée d’abord ou simultanément auprés d'une entité extérieure) dans les 10 jours
ouvrables a compter du jour de réception du formulaire de réclamation ddment complété. L’enquéte peut
passer par un ou plusieurs examens de cette réclamation avec toutes les parties concernées afin de
déterminer la nature du probléme. En général, I'enquéte est menée et réalisée dans un délai de 60 jours a
compter du jour de réception du formulaire de réclamation ddment complété. Un rapport d’enquéte reposant
sur toutes les informations recueillies sera remis au chef d’exploitation Rail de Caltrain. Le requérant recevra
une lettre lui indiquant la décision finale de Caltrain au terme du délai maximum des 60 jours.

Veuillez indiquer les renseignements suivants et les adresser a :
Caltrain, Title VI Administrator

1250 San Carlos Ave. — P.O. Box 3006

San Carlos, CA 94070-1306

ou sur : titlevi@samtrans.com

RUBRIQUE 1 - COORDONNEES

Nom :

Adresse :

Ville : Etat Code postal :
Téléphone : (domicile) (mobile) (professionnel)

[Merci de préciser si I'un de ces numéros est relié a un ATS ou ATME.]

E-mail : @

RUBRIQUE 2 — DEPOT DE LA RECLAMATION POUR UN TIERS
Déposez-vous cette réclamation pour votre propre compte ? Oui __Non
[Si vous avez répondu « oui » a cette question, passez a la Rubrique 3.]

Sinon, merci d’'indiquer le nom et votre lien avec la personne pour le compte de laquelle vous
déposez cette réclamation :

Veuillez expliquer les raisons pour lesquelles vous avez déposé cette réclamation pour un tiers.

Si vous déposez cette réclamation pour le compte d’un tiers, veuillez confirmer que vous
avez obtenu l'autorisation de la partie |ésée. Oui Non



RUBRIQUE 3 — RECLAMATION POUR CAUSE DE DISCRIMINATION

Laquelle de ces propositions décrit le mieux la raison qui vous laisse penser qu’il y a eu
discrimination ? Etait-ce en raison de votre :

Origine Couleur Nationalité
ethnique de peau

Veuillez décrire I'origine ethnique, la couleur de peau ou la nationalité de la partie lésée
Date et heure auxquelles la discrimination supposée a eu lieu : Date__/ / Heure a.m./p.m.

A quel endroit la discrimination supposée a-t-elle eu lieu ? Tout renseignement concernant le train
concerné peut étre utile (par ex., un numéro de voiture).

Y a-t-il une personne clairement identifiable qui soit a I'origine de la discrimination de la partie Iésée ?

Nom : Numéro de carte d’identité

Décrivez avec vos propres mots les circonstances de la discrimination supposée. Expliquez les
faits et décrivez la ou les personnes que vous tenez pour responsables. Veuillez utiliser des
feuillets supplémentaires si nécessaire.

RUBRIQUE 4 — RECLAMATIONS ET PLAINTES PASSEES OU EN COURS

Avez-vous déja déposé un formulaire de réclamation pour cause de discrimination en vertu du Titre
VI auprés de Caltrain ?

Oui, pour cet incident Oui, pour un autre incident Non

Avez-vous déja déposé cette réclamation auprés d’autres administrations ou d’un tribunal ?
Administration fédérale Administration d’Etat Administration locale
Tribunal fédéral Tribunal d’Etat

Autre (merci de préciser) :

Avez-vous déposé une plainte ou intenté une action judiciaire en lien avec cette réclamation ?
Oui Non

Si oui, veuillez fournir une copie du formulaire de réclamation et préciser le tribunal auprés duquel il a
été déposé :
Tribunal fédéral Tribunal d’Etat

Veuillez fournir les coordonnées de la personne a contacter au sein de I'administration ou du



tribunal auprés desquels la réclamation a été déposée. Nom / Bureau :_

Adresse :

Ville Etat : Code postal :

Numeéro de téléphone

RUBRIQUE 5 — SIGNATURE

Veuillez signer ci-dessous pour attester de la sincérité de tous les renseignements consignés plus
haut. Vous pouvez fournir en sus tout document écrit et toute information que vous jugez utiles au
traitement de votre réclamation.

Signature du requérant Date

Remarque : Une réclamation peut également étre déposée auprés de : Federal Transit
Administration, Office of Civil Rights, Attention: Title VI Program Coordinator, East Building, 5t Floor
— TCR, 1200 New Jersey Ave., SE, Washington, DC 20590.

11/28/16






JPB| TITLE VI COMPLIANCE PROGRAM 2022

C. LIST OF COMPLAINTS AND INVESTIGATIONS

The following exhibit illustrates the Title VI complaints received during the review period (December 2019
to December 2022).
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Record ID Date Filed Customer Date of Incident Date Closed Description Status Last Action Taken Finding
Service
720029 6/4/19, 08/06/19, 6/14/2019 2/20/2020 |Complainant first emailed customer service and then sent |c OCR phoned Complainant on 1/23/2020 |As the Title VI Form was received
10/05/19 with Title VI complaint via email on 1/22/2020. Complainant to confirm date of incident. beyond the 180 days, no investigation
customer  service, alleges that he was discriminated against because he is a was opened. Complainant also states
1/21/2020 with OCR white, tech worker by being given a ticket for not paying that this was a last attempt to stop the
the fare. Complainant alleges that he did scan his Translink payment of the ticket.
Card for the fare. Complainant states that he was harassed
by Castillo and that Castillo's attitude was "extremely"
violent. Castillo gave the complainant a ticket
N/A  District Secretary received [4/5/2021 10/8/2021 6/16/2020 |Complaint did no indicate discrimination in his initial |c April 8, 2021 - left message on voicemail [No Title VI Form was received
through Board Correspondence complaint. Assault dealt with at Caltrain E Team Level
#8243389 2/3/2022 3/6/2022 Complainant claims she has been discriminated multiple |[C OCR did intake on March 5, 2022 Complainant has made numerous
times because she is black. She states that all the complaints under the identity of "Black
conductors are racist because she is not allowed to bring Mama" for both SamTrans and Caltrain.
her stroller on the train. The stroller with the cover is After interviewing the Conductor, the
needed because people have spit on her baby. conductor stated that she asked the
Complainant says that a conductor tried to move her Complainant to fold her stroller per the
stroller and take a picture of her baby. States that policy of Caltrain policy. Conductor
Conductor called her a deadbeat, negligent mother, and states that Complainant threatened
would call child services, Complainant states that she has that she would be all over her.
been discriminated multiple times because she is black and Conductor states that this passenger
threatened to sue. Complainant called later and stated she has harassed other conductors multiple
missed the train because the conductor closed the doors times. Interview with the Supervisor
on her. Complainant demanded that Caltrain pay for a car who spoke with Complainant and
for her to pick up her child because the cops will take her Complainant asked why "white bitches
child away. Complainant refuses to provide address. are allowed to bring their strollers on
and no word is said to them".
Supervisor explained the need for her
stroller to be folded up as it is large
and a safety concern. Supervisor
checked phone of ¢ conductors to
ensure no photo was taken OCR has
found no evidence of discriminatory
actions by conductors, but will continue
to investigate if other issues arise
827989 2/28/2022 3/6/2022 Complainant boarded Sunnyvale Station and got off at |C OCR did intake on March 5, 2022 Report from CS states that passengers
Mountain View. She moved to get off the train with her were being harassed and passenger got
stroller and states that the Conductor slammed the door in off the train. No discrimination
her face. Same Complainant - above.
829089 3/4/2022 3/5/2022 Complainant same as above. States that Conductor called |C OCR did intake on March 5, 2022 Requested police report, but no police

San Bruno Police Department and stopped the train to
throw Complainant off the train.

report was taken. Only police report
was on a SamTrans incident with same
passenger, not Caltrain. No evidence of
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.  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. The
Peninsula Corridor Joint Powers Board (“JPB” or “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.

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

The 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 processes invite stakeholders to 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 to
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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.
2.

To inform the public about Caltrain’s transportation issues and planning processes

To establish the process through which the public can express concerns, desires, and
values

To reach a wide range of the JPB’s customers, and increase the participation of under-
represented populations

To ensure the JPB’s programs and activities reflect the community values

To improve service outcomes based on public input

The PPP is based on the following core values:

Transparency

Empathy

Excellence

Accountability

Diversity, Equity, and Inclusion

The PPP functions 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, the JPB
Organization, and the demographics of the three counties it serves as well as Caltrain riders in
particular. This information sets the scene for meaningful public engagement that has shifted
due to the COVID-19 pandemic.
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D. CALTRAIN SYSTEM OVERVIEW

Caltrain is governed by the Peninsula Corridor Joint Powers Board (JPB), formed pursuant
to Joint Powers Agreement between three member agencies from each of the counties
which Caltrain serves. Each member agency has three representatives on the nine
member Board of Directors. 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 provides commuter rail service between Santa Clara, San Mateo, and San
Francisco Counties. The service area —extending from Gilroy in the south to San Francisco
in the north —is geographically and ethnically diverse, containing both dense urban cores
and suburban landscape with residents from an array of different backgrounds. These
factors make the Caltrain service area unique. Caltrain operates 104 weekday trains and
64 weekend trains. In FY2021 Caltrain carried approximately 1.3 million passengers. As
necessary, Caltrain also provides additional or modified train service for holidays or
special events that occur year around.
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Exhibit 1: Caltrain System Map
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E. JPB ORGANIZATION

The San Mateo County Transit District (District), which is the JPB's managing agency, provides
administrative staff services for Caltrain under the direction and oversight of the JPB's Board of
Directors. The JPB reimburses the District for the direct and administrative costs incurred for
Caltrain operations.

The District also operates SamTrans bus service and Redi-Wheels paratransit service under the
District's Board of Directors, and manages activities of the San Mateo County Transportation
Authority (TA) under direction of the TA's Board of Directors. Exhibit 2 features the latest JPB
Organization Chart.
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Exhibit 2: JPB Organization Chart

PENINSULA CORRIDOR JOINT POWERS BOARD
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Board of Directors

PCJPB General
Counsel

Executive Director,
Caltrain

Chief of Staff Executive Assistant
[ | | [ I |
Chief 3 . Chief Chief Officer,
Adn;u;f_lstratlve Chlzzm:er' COmnal;plcatlons Executive Officer, Chief Financial F;{lanlnglgi, :ram:' Chief Qperating
= R District Secretary Officer S CSiahes A officer, Rail
Transportation A
Effective 11/08/2021
Page 2 of 47
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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 refers
to 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 | 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
JPB 2022 Title VI Compliance Program, Appendix | - 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 2020 5 year American Community Survey Data.

Minority census tracts are defined as those in which the minority population
exceeds the system-wide minority average of 65%. Low income census tracts are
defined as those in which greater than 13% of the households in the tract that
have an income that is 200% of the federal poverty threshold or lower.

In addition to maps provided in Appendix |, maps provided in Appendix K of the
JPB 2022 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 tract level, allowing staff a “station area view” of the data.
All maps can also be found in the JPB 2022 Title VI Compliance Program, Appendix
K — Monitoring Program.

The 2019 Triennial Onboard survey was made available in 2020 at the beginning

of the COVID-19 pandemic lockdown. While the 2019 Triennial Survey provides a
more comprehensive data set, The COVID-19 pandemic severely impacted
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Caltrain by reducing ridership and service in 2020-2021. Using the 2019 Triennial
Onboard Survey data would present a skewed profile of current ridership.

Therefore comparative data is also presented from the 2020 Pandemic Ridership
Survey where available and the 2021 Caltrain Planning Survey. It is important to
note that where comparisons of ridership are used, the 2019 Triennial Onboard
Survey and the 2020 Pandemic Ridership are only used as the 2021 Caltrain
Planning Survey combines both ridership and general population.

Copies of the surveys are available in Appendix J.

a. ANNUAL HOUSEHOLD INCOME

The average income among Caltrain riders has increased by more than $30,000
per year, to around $158,000 (from about $129,000 in 2016). This is largely due
to a higher share of respondents in 2019 who earn $200,000 or more (35%)
compared to 23% of respondents in 2016.

In 2020, this average income decreased to $113,000 with the number of
respondents who earned more than $200,000 at 12.3%. The largest portion of
riders earned between $60,000 to $99,000 (28%).

Categorization of income increments for all surveys after the 2019 Triennial
Survey changed (for example, “less than $24,999 a year” was used in 2016 vs.
2019’s “less than $15,000 a year”). The increment of $250,000 or more a year
was added in 2019 and subsequent surveys. The average income across time
periods changed from 2016-2019is as follows:

e Among Weekday Peak riders, income rose from $136,000 in 2016 to about
$153,000 in 2019.

e Among Weekday Off-peak riders, income rose from about $116,000 in 2016
to about $124,000 in 2019.

e Among Weekend riders, income rose from about $95,000 in 2016 to about
$114,000 in 2019.

The following tables compare the 2019 and 2020 income totals. The 2020
Pandemic survey did not capture differences between Weekday Peak and Off-
Peak due to reduction in services.
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Exhibit 3: Ridership Annual Household Income Totals in 2019 and 2020

Base (All Respondents) 5501 1056
%

Less than $15,000 2 9.9
$15,000-524,999 a year 2 7.0
$25,000 to $29,999 1 4.9
$30,000 to $39,999 2 5.7
$40,000 to $49,999 3 7.4
$50,000 to $74,999 9 17.0
$75,000 to $99,999 10 10.6
$100,000 to $124,999 11 11.1
$125,000 to $149,999 10 5.6
$150,000 to $199,999 14 8.3
$200,000 to $249,999 11 5.7
$250,000 or more 24 6.6

Total 100 100

Exhibit 4: Caltrain Corridor Service Area Household Incomes

Household Income Percentage
Less than $24,999 a year 6%
$25,000 to $29,999 2%
$30,000 to $39,999 4%
$40,000 to $49,999 4%
$50,000 to $74,999 10%
$75,000 to $99,999 9%
$100,000 to $124,999 9%
$125,000 to $149,999 8%
$150,000 to $199,999 14%
$200,000 or more 35%

Table B19101 Family Income ACS 2020 5 Year Estimate

Household income alone, without consideration of family size,
does not indicate any economic or financial hardship. Federal
guidelines require JPB to identify how many low income
individuals are served by Caltrain by comparing household
income and size to the federal poverty rate. Currently, “low
income” is defined as 200% of the federal poverty rate. By this
definition, a couple making less than $32,000 and a four person
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household making less than $50,000 would qualify as low
income. Even though individuals with incomes above the
federal poverty threshold may not be categorized as low
income, individuals may still be in poverty given the area’s high
cost of living. In addition, individual counties along the Caltrain
Corridor have different definitions of low-income based on
county metric. Caltrain is responsive to the changing economic
landscape and in some cases, will present data that represents
the county poverty threshold as well as the federal poverty
threshold.

b. MINORITY POPULATIONS

The Caltrain corridor is a diverse area with over half of the population identifying
as people of color. Exhibit 6 provides a racial and ethnic breakdown of the service
area population in Caltrain Corridor. Data from the ACS 2020 5 Year Estimate
survey are used for comparison with the 2019 Triennial Customer Survey
categories and 2020 Pandemic Service Survey.

Exhibit 5: Race and Ethnicity in the Caltrain Corridor Service Area

Race/Ethnicity Percentages
White alone 35%
Asian alone 35%
Hispanic or Latino 22%
Two or more other races 4%
Black or African American alone 3%
Native Hawaiian and Other Pacific
Islander alone 1%
Other Race 0.41%
American Indian and Alaska Native alone 0.16%

Table DPO5 ACS 2020 Demographic and Housing Estimates

Race and Ethnicity in the Caltrain Ridership

The Caltrain Ridership is also diverse and is reflective of the community
demographics of the Caltrain Service Area. In 2019, the majority of ridership
identified as White/Caucasian as Asian as opposed in 2016 where over half the
ridership identified as White/Caucasian. In 2020, riders who identified as Asian
decreased, with Hispanic/Latino and Black/African American ridership almost
doubling.
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Exhibit 6: Race and Ethnicity in the Caltrain Ridership

2019 2019

2019 SICEV  Weekday 2019

Total Peak Off-peak Weekend
Base (All Respondents) 5,501 4,332 789 380

% % % %

White/Caucasian 48 48 46 49
Asian 40 40 37 39
Hispanic/Latino 12 12 16 13
Black/African American 4 4 5 5
Native Hawaiian Or Other 2 2 2 2
Pacific Islander
American Indian Or Alaska 1 1 1 2
Middle Eastern/Arabic/Persian 1 1 <1 1
Mixed (Unspecified) <1 <1 <1 <1

Exhibit 6a: Race and Ethnicity in Caltrain Ridership

2019 2020
Total Total

Base (All Respondents) 5,501 1123
% %
White/Caucasian 48 42.7
Asian 40 26.4
Hispanic/Latino 12 26.0
Black/African American 4 7.5
Native Hawaiian Or Other Pacific 2 1.5
Islander
American Indian Or Alaska Native 1 1.7
Middle Eastern/Arabic/Persian 1 N/A
Mixed (Unspecified) <1 1.3
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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. This is located in
Appendix E. In addition, identifying LEP concentrations by census tract (2022 Title
VI Program Appendix E) helps the JPB identify locations and neighborhoods where
outreach to LEP individuals and multi-lingual persons can be targeted. These LEP
maps were developed using the 2020 5 year 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 arecipient of Federal funds, Caltrain must
“take reasonable steps to ensure meaningful access to their programs and
activities by LEP persons.”?!

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

ii. CALTRAIN RIDERSHIP DEMOGRAPHICS

Besides income and race/ ethnicity, the studies provide other demographics that
inform public participation strategies. The following demographics can be found
in the Caltrain On-board Triennial Customer Study Report dated October 2019 and
the Caltrain On-Board Pandemic Survey in Fall 2020. Key findings from the surveys
are listed below.

! Federal Register Volume 70, Number 239 (Wednesday, December 14, 2005)
2 FTA Circular 4702.1B- TITLE VI REQUIREMENTS AND GUIDELINES FOR FEDERAL TRANSIT ADMINISTRATION
RECIPIENTS, October 1, 2012.
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http://www.caltrain.com/Assets/_Marketing/pdf/2013+Caltrain+Triennial+Customer+Survey+-+Report.pdf

Executive Summaries:

Caltrain On-board Triennial Customer Study Report is conducted every three
years. The fieldwork on this study was conducted in Fall 2019. A total of 5,501
surveys were completed by Caltrain riders. After the shelter in place orders in
Spring 2020, Caltrain ridership was drastically reduced. When available, this
update provides comparative data from 2020 Caltrain Pandemic Rider Survey.

Length of Time Using Caltrain

e 2019: 34% of riders have been riding Caltrain were less than one year.

e 2020: About 78% of Caltrain riders rode Caltrain before the March 2020
Shelter in place, with 22% of riders riding for the first time.

Frequency of Riding Caltrain

e 2019: About two-thirds of riders (69%) rode Caltrain at least four days per
week. Infrequent riders (those riding 1 day a week or less) who rode during
the week appear to have declined, while there was a much greater share of
infrequent riders on the weekend. While 40% of weekend riders in 2016 were
infrequent riders, in 2019, 74% were infrequent riders.

e 2020: About half of riders (52%) rode Caltrain at least 4 days per week, with
the average frequency about 3 days. When compared to riding habits prior to
the March 2020 Shelter In Place, 32% rode less frequently and 15% rode more
frequently. Riders were less likely to ride Caltrain frequently compared to
20109.

Fare Media

e 2019: More than one third of respondents (34%) paid for their Caltrain trip
with a Clipper Caltrain monthly pass. The share who paid for their Caltrain trip
using a Go Pass rose from 21% in 2016 to 25% in 2019. Notably, this increase
in Go Pass use existed across Weekday Peak, Weekday Off- peak, and
Weekend time periods. Nearly a 4™ of respondents (23%) in 2019 used cash
value on their Clipper card to pay for the surveyed trip and 5% of respondents
used the mobile app to pay for their trip.

e 2020: Across all fare media, there were slight decreases in each product.
Clipper Caltrain Monthly pass users comprised of about 23% of those surveyed
with 16% of respondents using Go-Pass. Riders paying with Clipper Cash were
about 28%. However, those using the mobile app remained the same at about
6%. Riders were less likely to use monthly passes and more likely to use other
forms of payment.

Why Riders Choose Caltrain
e 2019: Nearly two-thirds of riders (72%) said they rode Caltrain to avoid
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traffic. This is an increasefrom 62% who said they rode Caltrain for this
reason in 2016. Notably, 24% of respondents said they chose Caltrain
because it was faster than other options and 43% said they rode to help the
environment.

e 2020: Multiple answers were accepted for this question. Riders chose lack of
access to car (46%), traffic avoidance (44%), reduction of stress (43%) and
saving money (43%) as the top reasons.

Stations Used

e 2019: Nearly half of all riders boarded Caltrain in San Francisco (25%), San Jose
Diridon (10%), Palo Alto (8%), or Mountain View (7%). San Francisco was the
most common boarding station and disembarking station across all major time
periods. After San Francisco, riders most commonly exited the train at Palo
Alto (11%), San Jose (10%), Mountain View (7%), and Redwood City (7%).

e 2020: Similarly, nearly half of riders board San Francisco (18%),Palo Alto (13%)
and San Jose Diridon (11%). San Francisco was the most common boarding
station (18%). Palo Alto and San Francisco were the most common for exiting
(16.5%).

Car Availability

e 2019: The share of those who had a car for the surveyed trip dropped to 51%
from 60%.

e 2020: The share of riders who had a car for the surveyed trip dropped to 36%.

Covid Impact in 2020

e Most of the those surveyed in 2020 (78%) said they had used Caltrain even
prior to shelter in place in March 2020.

e About half (53%) said they rode about the same as they did prior to March
2020, while 32% ride less frequently.

e Only 20% said they were more likely to ride for work purposes, while 17% said
they were less likely to ride for work related purposes, and 63% said they rode
about the same amount for work.

e In 2020, passengers were twice as likely to identify as Hispanic/Latino (12% in
2019 vs 26% in 2020) or Black (4% in 2019 vs 8% in 2020) compared to 2019.

e The average household income of Caltrain riders dropped from about
$158,000 in 2019 to about $95,000 in 2020

iii. 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
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retrieved from the JPB’s Communications Division. JPB will continue with regular
onboard surveys every three years and special surveys as needed.

2022 Triennial Customer Survey (results in 2023)
2021 Service Change Survey

2020 Pandemic Rider Survey

2019 Caltrain Customer Experience Survey
2019 Triennial Customer Survey

2016 Caltrain Customer Experience Survey
2016 Triennial Customer 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
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Il. PUBLIC PARTICIPATION PROCESS

A. PUBLIC PARTICIPATION PROCESS FLOWCHART

Process Initiation

v
Process Completion

PUBLIC PARTICIPATION PROCESS

Identify Project/Proposed Action

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

Design Public
Participation Strategy
Select Tools and Techniques
Develop Draft Strategy
Refine Strategy Based on Initial
Stakeholder Feedback

. Develop Final Strateqy

Implement Public Participation

Document Stakeholder and
Public Input

Consider Input To Inform Decision
Makers

Complete Decision
Making Process

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, including, but not limited to the examination
of 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, or within
a subset of, the following:

e Transit customers

e Non transit customers

e Shuttle users

e Individuals or groups affected by a transportation project or action

e Individuals or groups that believe they are affected by a transportation
project or action

e Traditionally under-served and/or under-represented communities

e Residents or commuters to/from affected geographic areas

e Government agencies and special districts

e (Civic institutions

e Community-based organizations (including those that have direct
communications with LEP populations)

e 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.
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Public participation tool or strategies to employ can vary depending on the project
scope. Often many tools will be required. When choosing the appropriate tools,
several factors should be considered such as:

e The number and type of stakeholders

e The geographic region of the project

e Available budget and resources

e Research requirements

e Communication and language requirements

e Desired outcome and results

e [ssues 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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lll. 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, the JPB uses traditional and social
media, and other tools such as the following.

A. OUTREACH TOOLS & STRATEGIES
1. Earned Media

Publicizing public participation opportunities and outreach information through
free promotion can help spread the word about these events. Ethnic media
sources serve as a helpful way to reach minority groups. Some local news or
radio shows and local publications are 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 provide
contact information so that audiences can reach the agency for comments and
guestions. When appropriate, the JPB should also attempt to provide a
multilingual spokesperson to address a non-English speaking audience.

2. Online/Social Media

Currently, JPB/Caltrain posts notices and announcements on the agency’s
website (www.caltrain.com), uses Facebook, Twitter, Nextdoor, Instagram,
YouTube, and other social media outlets, and sends information via e-mail to
customers on an opt-in basis.

Social media platforms allow users to have direct interaction with agency
representatives for immediate interaction. Being relatively easy to use and less
costly than other strategies, the JPB able to be creative and current with
important information. In working with community partners and government
entities, social media posts are easy to share and reach a wider audience. Live
webcasting on these platforms allow staff receive and answer questions in real
time. For smart phones, third party applications can work similar to the Caltrain
website and social media, providing fast update to stakeholders.

The JPB also hosts a website for the Peninsula Corridor Electrification Project,
also known as CalMod, which provides specific updates and news on construction

and the CalMod project.

JPB also uses its blog, Peninsula Moves, to highlight events, updates, and
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announcements in greater detail for the region. Readers access articles pertaining
to the SamTrans’s multi-modal transit agencies at one website. Blog articles are
written by JPB staff and take an in depth look into a variety of topics that affect
both riders and non-riders.

3. Virtual Participation in Public Meetings, Public Hearings, Townhalls, and
Board Meetings.

The JPB provides virtual participation opportunities for outreach events, public
hearings, and Board meetings. Board meetings for the JPB are held the first week
of every month and videos are archived for interested community members.
Members of the public can participate in board meetings virtually or- in-person.
allows viewing of public hearings via its website. The JPB will provide language
assistance when requested as per its language assistance plan. Virtually, the JPB
provides video captions in Zoom to increase accessibility.

Virtual Townhalls on Zoom are live webcasts that allow JPB employees to share
recent developments and allow viewers to directly ask questions and receive
immediate responses. This allows community members to view the content at
any location and at any time. The JPB will provide simultaneous interpretation
during virtual town halls in Spanish and Chinese. In some cases, language specific
virtual townhalls may be appropriate. The JPB will also provide translations of
virtual hall presentations available on the website.

4. Mobile App

The JPB launched its mobile app in February 2018 to provide timetable
information, trip planning, and ticket purchasing for smartphone users. Users can
download the app for free and purchase mobile tickets and parking permits.

5. 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 at their
bus stations and on vehicles. Providing written and printed information on buses
is an efficient way to convey messages about potential service or fare changes, or
other planning efforts. Printed material includes hand-outs, seat drop flyers, and
pamphlets that are also translated in the community’s targeted languages.
Caltrain also uses visual messaging and audio announcements. Caltrain will
continue to explore how visual and audio announcements can be made in other
languages.
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6. Customer Service Center and Dedicated Project Hotlines

The public can call into Caltrain’s call center or, if available, a dedicated project
hotline both to receive information and to give comments and input. The
customer service number is easily accessible and is provided on all Caltrain’s
materials and on the website. Customer Service Representatives also provide
outreach assistance at transit fairs, community meetings, and other public events.

The Caltrain Customer Service Center can handle calls in numerous languages
using the Language Line. 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 Hearing-Impaired Equipment (TTY)
services and access to a telephonic interpretation service.

7. Printed Materials

In addition to on-board printed information, Caltrain may 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. Printed materials related to service changes or the need for public
participation can also be found at bus shelters. 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 translation/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
community members, is distributed on-board and is also posted on the Caltrain
website.

8. Surveys

The 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.
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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.

9. 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.

10. 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.

11. 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.

An open house format allows many 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 tabletop 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. Interpreters should
be present to help communicate information and attain feedback.
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12. 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.

13. 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 many people and can be a good tool in highlighting
organizational achievements.

14. 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
everyone’s perspectives and opinions to be heard by all in attendance. Caltrain
coordinates attendance for government meetings in local and state government
meeings.

The JPB 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, where appropriate. Possible
government meetings include city and town councils, planning and public works
commissions, state legislative committees and federal hearings.

15. Community Based Organizations Interactions

In the past three years, the JPB has developed mutually beneficial and unique
relationships with community-based organizations focused on equitable and
environmental change. The JPB will continue to coordinate with and inform
community-based organizations, educational institutions, and other civic
organizations about programs and activities to specifically engage minority, low-
income and LEP communities. The JPB presents information and obtains feedback
at these organizations’ own meetings and community sponsored events. A few
examples of the CBOs that have been actively engaged in JPB projects and plans:
Friends of Caltrain, Transportation Equity Allied Movement Coalition, Youth
Leadership Institute San Mateo, and North Fair Oaks Council, and Transform.

The Language Assistance Plan is consulted when reaching out to the populations
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served by CBOs. An updated listed is maintained by the Government Affairs Team
of the Communications Department and is available upon request.

The JPB may also engage with online community-based organizations using digital
communication tools including but not limited to Facebook, Discord, Nextdoor,
etc.

16. Advisory Committees
The JPB has a total of six Advisory Committees as of December 2022:

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
members from the San Francisco, San Mateo, Santa Clara, and other Bay Area
counties.
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The Local Policy Maker Group meets every month on the fourth Thursday to
facilitate local input and guidance on the Caltrain Modernization Program. It is
comprised of officials from all 19 cities and three counties along the Caltrain
corridor. In 2018, it expanded the scope of the LPMG to include the Caltrain
Business Plan and the LPMG membership was expanded to mirror the full corridor
boundaries.

The City/ County Staff Coordination Council (SCC) was established in October
2012 to provide a venue for dialogue at the staff level. It is comprised of technical
staff from the same cities and counties along the Caltrain Corridor. The CSCG is
held a week before the LPMG meeting to help inform the format and the
information to present at the LPMG meeting.

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:

e Community meetings

e Public hearings with interpreters and translators as requested

e Government meetings

e Bilingual newspaper notices

e Bilingual onboard notices

e News releases

e Social media (Facebook, Twitter, Instagram, blogs, etc.)

e Presentations to the Caltrain Citizens Advisory Committee (CAC)

e Presentations to the Caltrain Bicycle Advisory Committee (BAC)

e Presentations to the Caltrain Central Equipment Maintenance and Operations
Facility (CEMOF) Monitoring Committee

e Presentations to the Caltrain Accessibility Advisory Committee (CAAC)

e Information on Caltrain website with Google Translate tool

e Customer Service Center (with bi-lingual and multi-lingual staff)

e Telephone Language Line

e JPB Board Secretary contact

e Station electronic message signs

e Caltrain Connection and other newsletters

e Advertisements (in community newsletters and email blasts)

e Workshops
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e Personal interviews

e Rider forums

e Tabling events

e Communication with other transit agencies

e Communication with community-based organizations

e Business Groups (C3) / Labor

e Local Policy Maker Group (elected officials from 17 cities along Caltrain-owned
corridor)

e City / County Staff Coordinating Group (technical staff from 17 cities along the
Caltrain-owned corridor)

e E-Newsletters/Construction Notices/Project Updates

e Passenger interaction at stations / events

e Virtual Townhalls

e 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:

e Issues news releases

e Distributes “Take One” notices on trains

e Posts flyers on station information boards

e Places ads in local newspapers, places translated ads in local newspapers in
other languages

e Includes in on-board newsletter, “Caltrain Connection”

e Posts on Caltrain website

e Makes station audio and visual message announcements

e Informs local employee commute coordinators

e Discusses changes with its advisory committees

e Makes conductor announcements

e Provides social media updates (e.g., blogs, Twitter, Facebook, Discord)

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.
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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:

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.

e Improving communication with targeted organizations, such as community
based organizations and faith-based groups, to assure that more LEP
individuals participate in outreach efforts.

e Providing a short survey regarding LEP needs on trains in various languages
for LEP individuals who cannot make it to outreach meetings.

e Providing future Customer Service surveys in more languages.

e Offering more opportunities for involved stakeholders to evaluate and offer
feedback about the effectiveness of the JPB’s public participation strategies.

e Identifying emerging groups that may need targeted outreach.

e Improving existing community relationships and developing new community
relationships using public relations techniques.

e Discussing new ways to reach communities with key stakeholders
representatives.

e Use new media to inform community about specific topics/issues that are
not traditionally connected in a news release, such as a podcast or through
discussion in chatrooms (e.g., on Discord).

e Define and develop metrics of success fort the variety of engagement and
communication strategies.

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
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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.

e Caltrain Electrification Project (CalMod Program)
= Construction Outreach
= Bike Design and Configuration
= Safety Campaign
= Rider Benefits
=  Mini Model Roadshow
e Caltrain Business Plan
e South San Francisco Station Improvement Project
e Bike Registration Outreach with Project 529
e 22" Street Station Improvement
e 25" Ave Grade Separation
e Hillsdale Station Closure
e Caltrain Fare Change
e Gilroy Service Change
e Caltrain Customer Experience Survey
e Caltrain Customer Experience Focus Groups
e Community Based Organizations (CBO) Survey

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
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additional opportunities for community input. Examples of some of the outreach
materials are provided in the following pages.
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Appendix 1: Public Hearing Notices — Posted, Website, Translations
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Peninsula Carridar Joint Powers Doard
PUBLIC HEARING & MEETINGS NOTICE - e

 Proposed Closure of Atharton Caltrain Station
'rhllP'lnh':mhm'riﬂnf..}nlﬂ!’vl;'sWﬂmﬂjﬂlhﬂdawﬁcmmmmumﬂcmmMpmﬂ
cimzure of the Ahecion Caltrain Stalion. The closure wil permanantly discontinue sarvice Tor Mhenan station and remowe hae
stalion from future timetablas. On January 15, 2020 tha Town of Atharan tentativaly amrmmmmmm
subject 1o an Agreement on a Mamorandum of Underssanding (MOU betwasn the bwo parties.

Today, e Athericn Caltrain stafian cumeslly receves mlmnrmm—nnarmmmmmmﬁmmmma 4
passengers perwaekand day. The: “center boarding” configuration of the station limis cperations as trains iravaling n the
mﬂmun?m mmwnu’urmmw: whils Bhi irain &1 the stalion is Boasding.

Bublic Meating

Tha Peninsufa Cormidar Joing WMNHMWI hald & virtual public hearing to discuss the pmpuammm
e, Tha Brard invites pulic commant on The paentizl closurs of Aharan slation # hihﬂmTHBmmﬂjpﬂ]ﬂFﬂi
ﬂaammmmmwm i

Thursday, Septomber 3, 2020 at 8 am. . .
[’ar!saﬂm Musrealer o5 H'r:mnﬂ:.rmyhrbﬂu‘d,l-

i EF Webinar [0 932 0772 5581
Aecess via Tﬂwhm 1.55!! 800.9128; Mlllm ID; 832 0772 9631

Priar 1 thas hagring, commants mmmwmmmammmmmmw.
by mail, aﬂ'ﬂimnnma
Board Secretary

Peninsuta Corridor Joint Powers Board
i P.0. Box 3006, San Carlos, CA 8340701308,
Changes@caltrain.com 1.800.660.4287 (TTY B50.508.5448)

For transtation of imerpretalion assistance, call Caltrain at 1.800.860.4287 ot leas! ke days balara the mesting,

Para tadvecidn Tama af 1.500.660.4297; SRR IAR 1.800660 4287, -

D34 |Page



Peninsula Corridor Joint Powers Board
AVISO DE AUDIENCIA PUBLICA Y REUNIGN
de cierre de la estacién Atherton de
Caltrain
Poninata Corridor Jeint Powers Board [PCIPE,
[ar 50U Siglas en ingkis) llkvard a cabo una auchian-
cia publkca con el fin de eibir comentances soling
la propuesta del clerre de ta estacian Atherton e
Catrain. Bl cierre propone discontinuar al sarvicio
ol la estacicn Atherton y retirarta de fuluras crona-
gramas. E115 de enero del 2020, el Pusblo ce Ath-
erton apoyt tertativamente & clerme o2 la estacikn,
de confarmidad con un Acuerda enun Memonndo
iz Ertendimiento entre ambas partes

Enla actualidad, la estacicn salo reche servicio los
finas de semana y cada 90 mirulos, con un pro-
rmedio de 114 pasa}eruspnr dia, La configuracién

de abordaje central de b astacion limita las cpea-
ciones. ya que log trenes gua vienen desde la direc-
cidn opuesta deben esperar por seguriclad hasta
que os passieros sborden el tren enla estacion

Sesitn publica
Caitrain levard 2 cabo una sasicn virtual para pre-

glennar las propuestas y recioir comenitarias del pl-
o

Midrcoles, 29 de julie del 2020, 5:30 p.

Enlace Zoom: httpex//zoomus/f97368! ?I
Identificador de webinaric: 373 6887 0471
Acceso telefonico: 1669.900.9128; identifica-
dar de reunkbn: 9736 BATO 471

Audiancia piblica

Los Directorzs de PCUPB levaran a cabo una a
diencia plblica virlual para discutic &l pronuesto
ciaa ca |a estacidn, Bl Consseo indta & plbico &
participar en esla audiencia, par atar el posile

cierre o |a estacitn de Alherton, IZI publico pusde
participar madiante & enlace Zoom de Intermet wo
por telélona

Jusves, & de agosto del 2020, 9 am,
(o poco despuds, lan |:imrt?0 como e5tE el
Zoom i nnrm.fzmm /95032712662
Wiebinar |D: 850 3211 2562

Acceso Iale’!dnrco 1668800,
1D Reunidn: 550 3271 2662

Bl pubiico puede envar comentarios antas de la
audiencia, mediants el farmuianio an inea de wws:
caltraEncomibitherionciosune, © Por comeo regular,
elactrinicn o por tekdana:
Board Secretary (Secretarla
Paninsula Corridor Jolm Powers
PO. Bax 3006, San Carlos, CA 940701306
Changes@caliraincom 1.B00.6E0428T (TTY
650.508.6448)

Para soicilar sendcios de traduccin o ke

. sirvase lamar a Caltrain 2 Isie[ono
18006604287 con tes dias de anlicpacion como
rririirre | TSR BT 18006604267

T, Tadve0
CNS-33TeE86H
EL OBSERVADOR

Appendix 2: Social Media
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#CALTRAIN10O1 - STATIONS

G6FK  4TH & KING HMIL HILLBRAE HPE  MENLD PARK LAl LAWRENCE CAP CAPITOL
22HD 8T WY BROADWAY PAL  PALD ALTD SCL SANTA CLARA BHL BLOSSOM MILL
BAYSHORE ! BURLINGAME STF  STANFORD STRDIUM CPKX COLLEGE PARK "

SOUTH GAN FRARCISCD SHT  SAN NATED CAL CALIFORNIA AVE 8JD SAN JOSE DIRIDON WHL MORGAM HILL

! SAN BRUND £ HAYWARD PRRK SAN ANTONIO TAM TRAMIEM SMR SAN MARTIM

HOUNTAIN VIEW GIL GILROY
SUNNYWALE

IC REDWOOD CITY

Caltrain Alerts

@CaltrainAlerts

Official service alerts for @Caltrain. Some information is automated, delays are
approximate. To report an issue call Customer Service at 1.800.660.4287.

® Bay Area (2 caltrain.com/schedules/real... Joined November 2012

36 Following 4,743 Followers

Tweets Tweets & replies Media Likes

Caltrain Alerts @CaltrainAlerts - 1h
c’ﬁ’ Single tracking San Antonio/Mountain View has ended. Beginning with
SB514, all trains will board on their scheduled platforms

O T 2 &

Sign in
San Mateo County Transit District is on Nextdoor, the neighborhood hub.
Sign up for Nextdoor

California
San Mateo County
San Mateo County Public Agencies
San Mateo County Transit District

San Mateo County Transit
District

The San Mateo County Transit District is the administrative body for the principal public transit and
transportation programs in San Mateo County: SamTrans bus service, including Redi-Wheels paratransit
service, Caltrain commuter rail and the San Mateo County Transportation Authority.

samtrans.com
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https://nextdoor.com/login/?next=/pages/samtrans
https://nextdoor.com/agency-detail/ca/san-mateo-county/samtrans/
https://nextdoor.com/
https://nextdoor.com/find-neighborhood/ca/
https://nextdoor.com/city/san-mateo-county--ca/
https://nextdoor.com/agency-city/ca/san-mateo-county/?utm_medium=agency_public_page&utm_source=agency_public_page
https://nextdoor.com/agency-detail/ca/san-mateo-county/samtrans/
http://www.samtrans.com/

More info...

Caltrain Hillsdale Station - Southbound Platform Closure

Government & Community Affairs Lori Low San Mateo County Transit District

Dear Caltrain Neighbor,
As San Mateo’s 25th Avenue Grade Separation Project progresses toward its goals to improve safety, and
reduce traffic congestion and train horn noise, there will be some upcoming impacts. Due to COVID-19 and
shelter in place, train service has been reduced; therefore, starting this Friday, April 10, 2020, trains will single-
track through the Hillsdale Station. This will allow for the removal of the southbound platform, which will close
east/west pedestrian access through the station. Riders can continue to access trains from the northbound
platform.

Construction crews will also start shifting track, as well as construct a tie-in, and work on the new Hillsdale
Station. Construction hours will be from 7:00 a.m. to 6:00 p.m. Thank you for your patience while this work
occurs.

Please note Hillsdale Station will temporarily close due to construction on May 16, 2020. Visit
www.caltrain.com/HillsdaleTempClosure for more information.
How to Stay Informed
Caltrain offers a weekly notice for those interested in the latest construction activities. To sign-up for the
weekly  construction notice or for more information visit = www.caltrain.com/25thgs.
For questions about the project, please call the Caltrain Customer Service at 800.660.4287 or email
SMGradeSep@caltrain.com.

About the 25th Avenue Grade Separation Project
Caltrain, in cooperation with the City of San Mateo, is improving safety, traffic flow, and reducing train horn
noise in the City. The project will separate the railroad tracks from the road at E. 25th Avenue, create two new
east-west connections at 28th and 31st Avenues, and build a new Hillsdale Station with updated amenities to
better serve the community.

Temporary Hillsdale Station Closure
CALTRAIN.COM

5 neighborhoods
THANK

REPLY
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https://nextdoor.com/agency-post/ca/san-mateo-county/samtrans/caltrain-hillsdale-station-southbound-platform-closure-143916217/
https://nextdoor.com/city/post/143916217/
https://nextdoor.com/profile/22943005/
https://nextdoor.com/agency/1330226/
http://www.caltrain.com/HillsdaleTempClosure
http://www.caltrain.com/25thgs
mailto:SMGradeSep@caltrain.com
https://flask.us.nextdoor.com/ct/nM41f3EyVw97KkyAB7KpIz2f6pe_BIsejdLCCF-gCCfYgkURr21OOaPzZ9UAAyLr-AHH5qRQAuFHX0f-Cl-yXw==
https://flask.us.nextdoor.com/ct/nM41f3EyVw97KkyAB7KpIz2f6pe_BIsejdLCCF-gCCfYgkURr21OOaPzZ9UAAyLr-AHH5qRQAuFHX0f-Cl-yXw==
javascript:void(0);
https://nextdoor.com/neighborhood/choose_address/
https://nextdoor.com/

Appendix 3: Caltrain News Release

November 9, 2022
Media Contact: Mahmoud Abunie, 650.730.6201

Caltrain to Deliver Opera Aficionados to La Traviata

Opera enthusiasts will have three acts to enjoy Opera at the Park on Friday,
November 11, by taking Caltrain to Oracle Park. Caltrain will operate at its normal
weekday schedule as the last train will depart at 12:05 a.m.

Riders are encouraged to check the schedule for service to and from San Francisco
Station ensure they are at the platform with a paid ticket before trains arrive and
depart.

Given the large crowds expected, riders are encouraged to purchase a Day Pass
through the Caltrain mobile app or use Clipper to avoid lines at ticket vending
machines. Riders using the mobile app must purchase their ticket on the day of the
game for it to be valid. Caltrain is a proof-of-payment system; tickets are not sold
onboard trains but can be purchased at station ticket machines.

Parking at Caltrain stations costs $5.50 for the day, and permits can be purchased
using the Caltrain mobile app or through ticket machines onsite. The mobile app can
be used immediately after parking, as it requires a space number. Paid parking rules
are enforced throughout the day.

Caltrain reminds customers that open alcoholic beverages are prohibited on the trains
beginning at 9 p.m. on special event days and nights. Caltrain encourages riders to
wear a face covering while on board.

For more information about Caltrain schedules and fares or for help planning your
trip, call Caltrain Customer Service at 1.800.660.4287 (TTY 650.508.6448) or visit
www.caltrain.com.

#HH

About Caltrain: Owned and operated by the Peninsula Corridor Joint Powers Board,
Caltrain provides rail service from San Francisco to San Jose, with commute service
to Gilroy. Serving the region since 1863, Caltrain is the oldest continually operating
rail system west of the Mississippi. Looking to the future, Caltrain is set to electrify
the corridor by 2024, which will reduce diesel emissions and add more service to
more stations while advancing the agency’s equity goals.

Follow Caltrain on Facebook and Twitter.
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.sfopera.com%2Fseasons%2Fopera-at-the-ballpark%2F&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=B23TwT5RaN2oBe%2FSPZWmGRkp0QEbAq3eZAeFQJE6bHU%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.caltrain.com%2Fschedules.html&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=MG%2Fqcq5WiYjyHq4ixBzozmnXPWB%2FwdxqKz4tyjVw%2B28%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.caltrain.com%2FFares%2Fhowtobuy%2FCaltrainMobile.html&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=67DuTZDKgBisJanJVXxDqSXf%2FxBlbDv%2BoE%2F1VqLLL6c%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.clippercard.com%2FClipperWeb%2Fpay-with-phone&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=3FKd30WzQw7SRwJyCQxGpRn6gwtlQKDlZLIGYhG9TZA%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.caltrain.com%2F&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=CVcFwEEprkE6C0%2BRfvO63Vd4%2B3CgRwA6ZUqSNr6Kclw%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.facebook.com%2Fcaltrain&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=6Ne%2F3%2B4aLgwuIGzmzvoYcxrjinZ5IDWNU0dRetAwCt8%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.twitter.com%2Fcaltrain&data=05%7C01%7CLauW%40samtrans.com%7Ca5b753432ff24319064308dac2a56cbe%7C1a34d2f711e24a45b4cd47ceeb1d21be%7C0%7C0%7C638036313041166152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=AGdqUZwoYFMAw%2BBZBOuuO8GFYQ6vpiw3aLjoV99A8tA%3D&reserved=0

Appendix 4: Caltrain Outreach

e gocaltrain » Follow

gocaltrain We are back today @sanmateocofairl Find us to the
right exiting the expo halll We can't wait to see you!

IR i

LT

e n you still be there Friday
g e _raymondmiller_someone get me a small train Jy b
b r ¥ 22 tike Reply
& » 2

O mixie2124_studios | WANT SMOL TRAIN

e ignaciogloalza | WANT

A
]

oav

@ Liked by natekramer photography and 143 others

Q

Appendix 5: Special Event Service — SF Giants Service (Brochure)
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Appendix 7: Wheel Talk (Podcast) WheelTalk Podcast
Wheel Talk Episode 7: Transit-Oriented Development — Peninsula Moves!

CALTRAIN

Oriented Development

Wheel Talk Episode 6: The Life
Cycle of a SamTrans Bus

Al i, Episode 7: Transit-Oriented Dev
] 1
llllgllll The FLX Shuttle Returns to Linda
| | Mar
WHEELTALK

View all episodes: http:/ buzzsprout.com/591640

SamTrans' Director of Real Estate and Property Development, Brian Fitzpatrick, offers insight into the
District’s land use ove ears along Caltrain's new transit-oriented development polic
loving call it, “Tod") and for the agency

Caltrain on Twitter

Tweets from @Caltrain

e to Wheel Talk. Caltrain & . 4
@Caltrain - 6h

ALEX EISENHART: A show where we dive into the inner workings of R R
M County Transportation Authority, where your friendly neighborhood public servants and fans let's ”d_e Caltrain to see her
eCenter this Saturday,

Eisenhart. November 12th!

DAN LIEBERMAN: Welc

LIEBERMAN: And Dan Lieberman. Join us as we take a wonky ride through the world of transportation
and the work we do to keep you moving.

More here: caltrain.com/news/caltrain-
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https://peninsulamoves.org/2020/03/30/wheel-talk-episode-7-transit-oriented-development/

Appendix 8: Peninsula Moves — SamTrans / Caltrain/ TA (Blog)

- - 1 1 o om searun. ™

Peninsula Moves!

Caltrain SamTrans SMCTA Wheel Talk ~ Events

UL LT Ty

rd.com

clipperc®

CALTRAIN

Caltrain Station Power Outages:
What You Need to Know

NEXT POST
In the event of a power outage, Caltrain stations systems like lighting, ticket vending machines, Clipper Wheel Talk Episode 1: Rail Safety
Card readers, electronic platform signage and audio announcements may become inoperable.

In such cases, Caltrain service will continue to function safely. Operational impacts from a power outage PREVIOUS POST

would be limited because track systems are equipped with backup power sources and failsafe Wheel Talk Episode 2: Measure W

measures in the event of a power failure. Occasionally power outages will be the result of planned
Public Safety Power Shutoffs, which are governed by PG&E. Track systems impacted by such outages
will be field-monitored to ensure systems are continuing to function properly.
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Appendix 9: Caltrain Take One (Notices)

@

Transit safety is our priority!
Join us as we talk about harassment
on public transit and what we
can do to create a safe space in
San Mateo County.

SEE YOU THERE!
Wednesday, February 16, 2022
Wednesday, February 23, 2022

Wednesday, March16, 2022
Wednesday, March 23, 2022

Each event is from 6:00pm to 8:00pm

Scan the QR code below
to register:

ErReiE
LY

For more information, please contact
Tracy Rogers-Tryba
(650) 513-0330 ext 334

In partnership with:

;;‘é;i COUNTYor SAN MATEO

SSION ON THE STATUS OF WOMEN

& pcre

FENINSULA COMFLICT RESOLUTION CENTER

<

1/16/22
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Limited English Proficiency (LEP)
Language Assistance Plan (LAP)

Prepared by

NWC Partners, Inc.
with

CDM Smith, Inc.
October 2013

Opening New Frontiers for 150 Years
Revised by the JPB October 2022
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Executive Summary

Title VI prohibits discrimination by recipients of Federal financial assistance on the basis of race,
color, or national origin, including the denial of meaningful access for limited English proficient
(LEP) people. As a recipient of Federal funds, the Peninsula Corridor Joint Powers Board ("JPB,"
owner and operator of the Caltrain commuter rail service) must “take reasonable steps to
ensure meaningful access to their programs and activities by LEP persons.”?!

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, the JPB has revised its 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. The JPB
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

! Federal Register Volume 70, Number 239 (Wednesday, December 14, 2005)
2 FTA Circular 4702.1B- TITLE VI REQUIREMENTS AND GUIDELINES FOR FEDERAL TRANSIT ADMINISTRATION
RECIPIENTS, October 1, 2012.
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will have a positive impact not only on LEP individuals themselves, but also on Caltrain ridership
in general.

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 over 3 million and approximately 625 square miles.

Caltrain has 29 regular stops, one special event-only stop (Stanford Stadium), and one
weekend-only stop (Broadway). 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. Currently, Caltrain operates
104 weekday trains and 64 weekend trips. In FY 2021, Caltrain caried approximately 1.3
passengers per year

Plan Methodology

A variety of data for the three counties within the Caltrain service area was combined to form
the basis of the Caltrain LAP development. To provide a current and comprehensive LAP, both
pre-pandemic (2019) and data from FY 2020 — FY 2021 was used. This included Census data,
information from the Department of Education Language Learner data set, a Caltrain On-Board
Survey (October 2019), a Pandemic Ridership Survey (2020) and Service Change Survey (2021),
and information obtained through the Community Based Organization (CBO) Go-Pass Pilot
Survey.

Because Caltrain provides commuter rail service within three counties—each with their own
robust bus and rail transit operators (San Francisco Municipal Transportation Agency (SFMTA),
SamTrans, and Valley Transportation Authority (VTA))—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 LAPs. 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 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.
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The plan was also informed by the existing translations being provided through the Caltrain
website, onboard the trains and at the stations, through the call-center Language Line, and
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 analysis, the most frequently encountered languages have been
broken down into the following three categories:
e Tier One Languages: Spanish and Chinese (Mandarin and Cantonese)
e Tier Two Languages: Vietnamese, Tagalog, Korean, and Russian
e Tier Three “Safe Harbor” Languages for vital document translation in addition to those
listed above: Arabic, French and German,

Spanish remains the most predominantly spoken language within the service area and within
the Caltrain rider population. However, Chinese, including both Mandarin and Cantonese, is
also widely used and above the 5% threshold for Safe Harbor.®> 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 and
Chinese to ensure that these language speakers are not presented with barriers to access
Caltrain’s services and programs based on their English language ability. 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 for language assistance to LEP riders,
ensuring that employees understand how to access language assistance remains a goal that will
require additional effort.

3 Chinese includes Cantonese and Mandarin and can include the same written text. Currently, Caltrain uses
Simplified Chinese, but will also use Traditional Chinese with community input or communities that are known to
only read Traditional Chinese.
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Limited English Proficiency:

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 including data gathered from reaching
out to Community Based Organizations that serve LEP populations to assess the unique needs
of LEP populations.

Service Area Boundaries

In attempting to isolate the likely populations for consideration, the 2019 Caltrain Triennial
Survey was consulted to determine the catchment areas of Caltrain riders. The survey was
conducted in 2019 and represents a higher ridership base before the COVID-19 pandemic.

Table 1: Distance from Home to Station (Q12)

Distance 2019

Less than 1 18.5%
mile

1-5 miles 51.8%
6-10 miles 9.3%
11-20 miles 6.9%
21 miles or 13.4%
more

TOTAL: 100%
Average: 8.19 miles
Median: 2.00 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.
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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:

e United States Census

e American Community Survey 2020 five-year sample languages of people that speak

English less than “Very Well”

e California Department of Education (English Language Learners) for 2021/2022

e (Caltrain 2019 Triennial On-Board Survey

e Caltrain 2020 Pandemic Survey

e Caltrain 2021 Service Change Survey

e Caltrain 2022 Community Service Organizations Survey

Data Analysis

Using data from the American Community Survey (ACS) 5-year sample (2020) within the three-
county Caltrain service area, the estimated percentage of the population that indicated they
speak English “Less than Very Well” is approximately 22.65%. This is an increase from 19.59%
reported in the 2019 Caltrain 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, and Vietnamese, 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.

Due to ACS data available, 9 distinct languages were identified as having more than 1,000
persons who speak English less than “Very Well” and would qualify as “Safe Harbor languages”.
However, the ACS data does not include Japanese, Hindi, Telegu, Mon-Khmer, Gujarati, Hindi,
Urdu, Portuguese, Italian, and Farsi which have been Safe Harbor Languages for the Caltrain
Service area in the past. However, Caltrain will continue to provide Title VI information in these
11 other discrete languages. According to federal guidance, vital written documents include,
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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.* The Safe Harbor list does not include seven groups of languages (such as,
“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 2,000 French
speakers speak English “Less Than Very Well,” this equates to about 0.08% 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 Total Caltrain Speak English Speak English % Less than Very

Service "very well" less than "very  Well
well"

Spanish 531,103 327,771 203,332 6.04%

Chinese (incl. Mandarin, 385,363 187,436 197,927 5.88%

Cantonese)

Viethamese 137,306 54,154 83,152 2.47%

Tagalog (incl. Filipino) 122,865 79,353 43,512 1.29%

Other Indo-European 179,679 144,095 35,584 1.06%

languages:

Other Asian and Pacific 123,635 89,381 34,254 1.02%

Island languages

Russian, Polish, or other 48,461 30,994 17,467 0.52%

Slavic languages

Korean 35,517 20,373 15,144 0.45%

Other and unspecified 26,277 19,893 6,384 0.19%

languages

Arabic 16,841 13,121 3,720 0.11%

French, Haitian, or Cajun 24,968 22,202 2,766 0.08%

German or other West 19,471 17,951 1,520 0.05%

Germanic languages

Source: US Census American Community 2020 5 Year Community Survey Table C16001

4 FTA Circular 4702.1B
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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 11% of
the households would be considered linguistically isolated. Table 4 provides the information for
Linguistic Isolation by county. Figures 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” 10.5%
Households Speaking--

e Spanish 19.4%

e  Other Indo-European languages 13.1%

e Asian and Pacific Island languages 27.0%

e  Other languages 11.5%

Source: 2020 5-year US Census American Community Survey Table $1602

Table 4: Percentages of Linguistically Isolated Households by County

Linguistically Isolated Households San Francisco San Mateo Santa Clara
Considered Linguistically Isolated 10.9% 7.5% 10.4%
e  Spanish 16.8% 17.0% 14.6%
e  OtherIndo European 13.2% 11.0% 9.7%
e Asian and Pacific Islander 32.9% 18.6% 24.5%
e  Other Languages 15.7% 10.0% 12.8%

Source: 2020 5-year US Census American Community Survey Table $1602

GIS Analysis of the American Community Survey 2020

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 six discrete languages from the ACS
data that represent greater than 10,000 individuals per language who speak English “Less Than
Very Well”:

e Spanish or Spanish Creole

e Chinese
e Vietnamese
e Tagalog
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e Korean
e Russian

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 Spanish LEP Concentrations
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Map 3: Caltrain Service Area Chinese LEP Concentrations

Percent of Chinese Speaking (Including Mandarin and Cantonese)
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Map 4: Caltrain Service Area Vietnamese LEP Concentrations
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Map 5: Caltrain Service Area Tagalog LEP Concentrations

Percent of Tagalog (Including Filipino) Speaking
Population with Limited English Proficiency
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Map 6: Caltrain Service Area Korean LEP Concentrations

Percent of Korean Speaking Population with
Limited English Proficiency
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Map 7: Caltrain Service Area Russian, Polish, Other Slavic language LEP Concentrations

Percent of Population Speaking Russian, Polish or Other
Slavic Language with Limited English Proficiency
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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) 2021/2022 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 spoken languages reported 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 DOE English Learners reported for
the school districts in all three counties of the Caltrain service area.

Table 5: Department of Education English Learners for San Francisco, San Mateo and Santa

Clara County (2021-2022 School Year)

Percentage of Number of

Language Total English | English Learners

Learners (EL)
Spanish 16.13% 9,824
Arabic 6.71% 4,090
Other non-English languages 6.58% 4,005
Filipino (Pilipino or Tagalog) 5.87% 3,575
Vietnamese 5.78% 3,522
Mandarin (Putonghua) 4.62% 2,817
Farsi (Persian) 3.44% 2,095
Russian 3.43% 2,088
Punjabi 3.31% 2,018
Cantonese 3.23% 1,965
Korean 2.75% 1,678
Portuguese 2.50% 1,524
Hindi 2.49% 1,516
Japanese 2.39% 1,456
Urdu 2.14% 1,302
Khmer (Cambodian) 2.11% 1,283
Pashto 1.60% 974
French 1.54% 941
Hmong 1.47% 893
Thai 1.22% 746
Armenian 1.19% 723
Lao 1.08% 659
Telugu 1.07% 650
Gujarati 1.01% 613
Bengali 0.99% 602

JPB Four-Factor LEP Plan



Percentage of Number of

Language Total English | English Learners
Learners (EL)
Tamil 0.96% 583
Turkish 0.87% 528
German 0.69% 421
Tongan 0.66% 401
Mixteco 0.66% 399
Ukrainian 0.63% 385
Samoan 0.63% 382
Hebrew 0.59% 361
Ambharic 0.59% 357
llocano 0.57% 348
Indonesian 0.55% 335
Burmese 0.52% 319
Italian 0.51% 308
Tigrinya 0.49% 298
Marathi 0.47% 287
Rumanian 0.44% 267
Cebuano (Visayan) 0.43% 259
Kannada 0.36% 219
Somali 0.36% 217
Polish 0.33% 201
Serbo-Croatian (Bosnian, Croatian, Serbian) 0.33% 198
Mien (Yao) 0.31% 188
Assyrian 0.29% 177
Toishanese 0.26% 161
Taiwanese 0.26% 158
Nepali 0.23% 142
Marshallese 0.22% 132
Hungarian 0.20% 124
Chaldean 0.20% 122
Kurdish (Kurdi, Kurmaniji) 0.19% 113
Dutch 0.16% 100
Zapoteco 0.16% 98
Albanian 0.15% 93
Greek 0.15% 90
Bulgarian 0.15% 89
Swedish 0.13% 77
Chaozhou (Chiuchow) 0.12% 74
Uzbek 0.12% 71
Lahu 0.08% 50
Haitian (Haitian Creole) 0.08% 49
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Percentage of Number of

Language Total English | English Learners
Learners (EL)
Swahili 0.07% 40
Khmu 0.06% 36
Chamorro (Guamanian) 0.02% 14
Kikuyu (Gikuyu) 0.02% 13
Karen languages 0.01% 9
Oromo 0.01% 9
Kinyarwanda 0.01% 7
Mayan Languages 0.01% 6
Kachin (Jingpho) 0.01% 5
Kashmiri 0.01% 4
Creoles and pidgins, French-based 0.00% 3
Mongolian 0.00% 3
Lingala 0.00% 2
Malayalam 0.00% 2
Afrikaans 0.00% 1
Afro-Asiatic languages 0.00% 1
Central American Indian Languages 0.00% 1
Czech 0.00% 1
Danish 0.00% 1
Dinka 0.00% 1
Fijian 0.00% 1
Hawaiian 0.00% 1
Iranian Languages 0.00% 1
Latvian 0.00% 1
Malay 0.00% 1
Navajo; Navaho 0.00% 1
North American Indian Languages 0.00% 1
Norwegian 0.00% 1
Slovak 0.00% 1
Twi 0.00% 1
Yoruba 0.00% 1

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 ridership surveys.

The Caltrain 2019 Triennial On-Board Survey contains the most comprehensive information for
rider characteristics. However, Caltrain ridership drastically changed due to the COVID-19
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pandemic and shelter-in-place orders. Therefore, more recent surveys such as the Caltrain 2020
Pandemic Survey and Caltrain 2021 Service Planning surveys are also referenced when similar
data is available. The use of these surveys is helpful to compare how ridership has changed and
the potential needs of language access planning if Caltrain retains pre-pandemic ridership.

Caltrain 2019 Triennial On-Board Survey

According to the report, almost all riders (98%) speak English “Well” or “Very Well.”> Ten
percent (10%) indicate that they speak English “Well,” while about 1% indicate that they either
speak English “Not Well” or “Not at all.” This is similar to the data reported in the last Title VI
program using the 2016 data. When asked about personal English use, the following response
percentages were reported.

1%
2%

B Speak English
Very Well

m Speak English
Well

Speak English Not
Well

Speak English Not
at All

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, 78% of the riders indicate that English is spoken in the home “Very Well” with 13% of the
riders indicating that English is spoken “Well” and about 8.4% indicate that English is spoken
“Not Well” or “Not at All.” A breakdown of this question is below in Table 6.

® Ibid
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Table 7: Languages Spoken in the Home — Triennial On-Board Survey

In 2019, Respondents to the survey speak 77 languages in their homes. While 85% of
respondents speak English, in their homes, 11% speak Spanish, 10% speak Mandarin, and 7%
Hindi or other Indian languages

2019
Weekday 2019
Off-peak Weekend

Base (All Respondents) 890 452

% %
English 82 84
Spanish 15 15
Mandarin 10 11
Hindi Or Other Indian Languages 7 . 7 7 5
Cantonese 3 . 3 4 3
Tagalog 2 . 2 2 3
Vietnamese 2 . 2 1 2
Russian o 1 2 2
French 1 I 1 2 1
Japanese 1 1 2 1
Korean 1 1 2 2
Tamil 1 1 <1 1
German 1 1 1 1
Other 1 1 <1
Portuguese 1 I 1 1
Telegu 1 1 <1
Farsi (Persian) 1 I 1 <1 <1

Source: Caltrain Triennial On-Board Survey 2019 Q24

2021 Caltrain Service Planning Survey

A similar question was in the 2021 Caltrain Service Planning (Q73) on languages spoken at
home. Multiple answers were accepted for this question. Thirty percent (30%) of survey
respondents indicated they spoke another language other than English at home. Of those
respondents, 83% indicated that they also used English at home. The 2021 survey did not assess
English proficiency. The 2021 survey indicates a much higher percentage of Spanish speakers
out of rider respondents. A breakdown of this question is below in Table 7.
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Table 8: Languages Spoken in the Home — Caltrain Service Planning Survey

2021
Total

Base (All Respondents) 690
%
English 83
Spanish 54
Mandarin 8
Hindi Or Other Indian Languages 3
Cantonese 7
Tagalog 2
Vietnamese 4
Russian 4
Japanese 4
Korean 2
Arabic 2
Other 18

Language Line Data

Caltrain call-in Customer Service provides Language Line assistance for those needing
translation services. The information contained in Table 9 below, provides the number of calls

that used Language Line services. This
most often used by individuals seeking

provides a good corroboration of the languages that are
language assistance. Interpretation services for Caltrain

callers are also provided by in-house staff persons who are paid a stipend for interpretation
services. These services are currently not tracked.

Between 2020 and 2022 over 200,000

customer service calls were received annually, including

those requesting language line assistance. Both Caltrain and SamTrans customers' calls are
received at the same Customer Service Center, and Language Line calls are not differentiated
between the two transit providers. When viewing these numbers in total, total telephonic
interpretations requested amount to about 2.4 % of all Call Center calls, provided in Table 10.

Table 9: Language Line Usage from August 1, 2020, to August 31, 2022

Languages
SPANISH
MANDARIN
CANTONESE

RUSSIAN
BURMESE
TAGALOG

Language Line
Translations (2020-2022)
3,235
397
221
83

68

50

JPB Four-Factor LEP Plan



ARABIC
VIETNAMESE
PORTUGUESE
FARSI

HINDI
JAPANESE
KOREAN
TONGAN
GERMAN
PORTUGUESE BRAZILIAN
CROATIAN
FRENCH
ITALIAN
PUNJABI
THAI
TOISHANESE
TURKISH
DANISH
ILOCANO
SERBIAN
URDU
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Table 10: Total Calls to Translations August 1, 2020 through August 31, 2022

Annual Estimated Calls and

Languages Translations

All Calls 172, 603
All translations 4,181
Percent of all calls translated 2.42%
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Factor 1 Findings:
Factor 1 of the LEP Plan was studied to assess the proportion of LEP individuals that may
encounter or use the Caltrain services. Several data sources were used to inform the
conclusions, including the American Community Survey (Census), the California Department of
Education English Learners data, and information from the most recent Caltrain surveys.
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:

e 9 Discrete languages qualify under the “Safe Harbor Provision” for written materials

e Spanish, Mandarin, Cantonese, Tagalog, Viethamese, and Russian represent the top

languages spoken in the Caltrain service area
e 16 Languages represent those predominantly spoken in the home by Caltrain riders

Table 11, below, combines the outputs of the data considered and presents a ranking of the
languages by the data used. The resulting top 10 highlighted languages are identified as those
that should be considered for translation service. Spanish could be considered a predominant
language using all data sets, as it is almost twice as prevalent as other languages. The ACS 2020
data shows that Chinese as a written language follows close behind. Caltrain should also be
aware of the emerging languages in the community that are not prevalent through ridership or
Census data but captured by Language Line calls requests and English Language Learner data.
This includes Arabic, Burmese, and Russian.
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Table 11: Top 10 Predominant Languages within Caltrain Service Area

ACS

20205 English Language
Language Year Learner On Boa