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Pierce Transit has conducted this analysis to meet requirements under Title VI of the Civil Rights Act of 1964, which 
seeks to improve access to services for persons with Limited English Proficiency (LEP). Executive Order 13166, 
“Improving Access to Services for Persons with Limited English Proficiency,” directs federal financial recipients to take 
reasonable steps to ensure meaningful access to their programs and activities by LEP persons. 

US Department of Transportation (DOT) published revised LEP guidance for its recipients on December 15, 2005, 
which states that Title VI and its implementing regulations require that DOT recipients take reasonable steps to ensure 
meaningful access to their programs and activities by LEP persons. The Federal Transit Administration (FTA) includes a 
summary of the LEP requirements in its Circular 4702.1B in Ch. III, Section 9: “Requirement to Provide Meaningful 
Access to LEP Persons.”  

I. FOUR-FACTOR ANALYSIS

FTA requires transit agencies to conduct an LEP needs assessment based on a four-factor framework in order to 
determine a plan to implement a cost-effective mix of language assistance measures and to target resources 
appropriately. The four factors are: 

Factor 1: The number and proportion of LEP persons served or encountered in the eligible service population. 

Factor 2: The frequency with which LEP individuals come into contact with your programs, activities and services. 

Factor 3: The importance to LEP persons of your program, activities and services. 

Factor 4: The resources available to the recipient and costs. 

Factor 1: The number and proportion of LEP persons served 

To conduct Factor 1, staff sought quantitative and qualitative information regarding LEP populations in Pierce Transit’s 
service area. 

Quantitative Data 

US Census: Data about LEP populations was gathered in the U.S. Census 2010 and the yearly American Community 
Survey. Pierce Transit (PT) used the 2016 American Community Survey (ACS) data which uses data from 2011-20116. 
The ACS data provides relevant demographic data for LEP/Title VI analysis, is updated yearly, and is available at the 
block group level for route-level analysis. 

Pierce Transit serves much of Pierce County, but not the entire County. The difference between the Public 
Transportation Benefit Area (PTBA) population and County population differed by 257,197 persons. According to 
2016 ACS data, the 2016 County population was 832,896 and the Public Transportation Benefit Area (PTBA) 
boundary included 575,699 people.    

Within area block groups, ACS data record the presence of persons who describe their ability to speak English as “less 
than well." Figure 1 shows Pierce Transit’s bus routes overlaid on the Census tracts within Pierce Transit’s Service Area 
(the PTBA) with high concentrations of persons who have identified themselves as speaking English less than well. 
Generally, LEP populations have concentrated themselves along well-served transit corridors. Census tracts with high 
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concentrations of LEP persons are very well-served by Pierce Transit’s fixed-route bus system and the corresponding 
ADA paratransit service - SHUTTLE. 

Figure 1. LEP Census Block Groups in the Pierce Transit Service Area 

Table 1 below shows the percentages of the population 5 and older who speak English “very well” and “less than 
very well" by language category. 
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Table 1. Language Spoken at Home in PTBA by Ability to Speak English 

Total Percent LEP Rank 
Estimate; Total: 560987 100.0% 
Speak only English 463949 82.7% 
Spanish or Spanish Creole: 37912 6.8% 
Spanish or Spanish Creole: - Speak English "very well" 24001 4.3% 
Spanish or Spanish Creole: - Speak English less than "very well" 13911 2.5% 1 
Korean: 8399 1.5% 
Korean: - Speak English "very well" 3161 0.6% 
Korean: - Speak English less than "very well" 5238 0.9% 2 
Vietnamese: 6066 1.1% 
Vietnamese: - Speak English "very well" 1944 0.3% 
Vietnamese: - Speak English less than "very well" 4122 0.7% 3 
Russian: 4974 0.9% 
Russian: - Speak English "very well" 2748 0.5% 
Russian: - Speak English less than "very well" 2226 0.4% 4 
Tagalog: 6280 1.1% 
Tagalog: - Speak English "very well" 4322 0.8% 
Tagalog: - Speak English less than "very well" 1958 0.3% 5 
Mon-Khmer, Cambodian: 4327 0.8% 
Mon-Khmer, Cambodian: - Speak English "very well" 2637 0.5% 
Mon-Khmer, Cambodian: - Speak English less than "very well" 1690 0.3% 6 
Other Pacific Island languages: 5478 1.0% 
Other Pacific Island languages: - Speak English "very well" 4084 0.7% 
Other Pacific Island languages: - Speak English less than "very well" 1394 0.2% Not specific 

Other Slavic languages: 2794 0.5% 
Other Slavic languages: - Speak English "very well" 1566 0.3% 
Other Slavic languages: - Speak English less than "very well" 1228 0.2% Not specific 

Chinese: 2246 0.4% 
Chinese: - Speak English "very well" 1193 0.2% 
Chinese: - Speak English less than "very well" 1053 0.2% 7 
German: 4187 0.7% 
German: - Speak English "very well" 3414 0.6% 
German: - Speak English less than "very well" 773 0.1% 8 

Source: U.S. Census, American Community Survey 2011-2016 

Table 1 above examines Language Spoken at Home by ability to speak English. Only languages which have greater 
than 1,000 individuals who speak English less than very well are displayed, in addition to German, which was in the 
top 7 in our 2015 analysis, but which no longer has over one thousand individuals in that group. Analysis of the 
above table shows that after English, Spanish remains the most frequently spoken language in households in Pierce 
Transit’s service area (13,911 Spanish-speaking individuals speak English “less than very well,” which is about 2.5% 
of the service area population). Spanish is about 2.5 times as likely to be spoken by LEP individuals as the next highest 
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language, Korean, which comprises 5,238 individuals or 0.9 % of the population. The language that remains in third 
place is Vietnamese, with 4,122 individuals (or 0.7% of the population) who speak English less than well. Russian, 
Tagalog, Cambodian (Mon-Khmer), and Japanese complete the list of the top seven languages with more than 1,000 
people who speak English “less than very well” within Pierce Transit’s service area. While the categories “Other Pacific 
Island languages” and “Other Slavic languages” also have more than 1,000 people who speak English “less than very 
well”, these categories are too broad to provide specific translation services for those languages, since they are made 
up of several different languages. As noted above, there are now fewer than 1,000 German speakers who speak 
English “less than very well”. 

Of the 560,987 people living in the PTBA, about 38,450 or 6.9% percent speak English “less than very well.” 

Qualitative Information 

Pierce Transit has established relationships with local organizations which serve LEP persons and continues to expand 
these relationships through ongoing outreach. Centro Latino is a local organization that provides programs and 
services that provide opportunities for the Latino community to effectively participate in and contribute to the success 
of Pierce County. They provide English as a Second Language (ESL) classes as well as youth and family support 
services. Centro Latino has been a regular purchaser of transit fare products to provide to their clients. Through our 
work with Centro Latino, Pierce Transit gained a better understanding of the needs of Spanish-speaking transit 
customers.  

Pierce Transit has also established relationships with other local neighborhood, cultural, education and faith-based 
organizations that provide service to LEP populations.  

When a project or planning process has a need for outreach, we look at our LEP information and tailor our outreach to 
the LEP populations in the affected area.  One example of our efforts was during our High Capacity Transit (HCT) 
Feasibility Study. Early in the process, Pierce Transit hosted nine open houses where displays, handouts and other 
materials were used to explore how the corridor would benefit from HCT service. Attendees gave feedback in both oral 
and written form -  on paper and via the project website which was available via a laptop at meetings. Meetings were 
held in accessible locations throughout the service area to ensure geographic equity in minority and low income areas; 
translation services were available as needed. Printed brochures/rider alerts were created to provide the public with 
information about the public meetings and to solicit feedback via the project website. Over 5,000 were distributed for 
each open house meeting. Fact sheets were prepared in English and Spanish and were distributed at Centro Latino in 
Tacoma. 

For key literature, a translation block (Appendix A) was included on brochures stating translation service was available 
in more than 200 languages with additional basic information translated into the top seven languages. TTY Relay 
information was also provided.  

Another outreach example is from 2015-2016 when PT developed a new Long Range Plan – Destination 2040. The 
agency developed a public and stakeholder outreach plan, held interagency scoping meetings, stakeholder meetings, 
presented at various city, county and other local council meetings, and held three public open houses. Social media 
including Facebook and PT NewsFlash as well as traditional print media were utilized to communicate information 
about and request input on the plan. The Community Transportation Advisory Group (CTAG) reviewed the plan 
throughout the planning process. 
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Factor 2: The Frequency with Which LEP Individuals Come into Contact with your 
Programs, Activities and Services 

Pierce Transit provides services that are used by LEP persons regularly, including Fixed-Route bus service, SHUTTLE 
Paratransit services, and Vanpools. LEP persons also access information about transit services through our transit 
operators, customer service line, fare purchase locations, in our schedule book, on our website, and via signage at our 
bus stops, transit centers and park and rides. Pierce Transit also conducts outreach in the community about our 
programs, activities and services and proposed changes to those services. 

Contact between customers and Pierce Transit operators while traveling the system is anecdotal, and statistics are not 
kept on these interactions. Supervisors assisting customers in the field sometimes encounter riders with limited English 
proficiency. The customers have drawn pictures or the number of the route on paper; very often they will try to say 
things in English the best they can and then piece it together. If the supervisors know the language the customers 
speak, the supervisors may ask for assistance from someone who speaks that language. Otherwise, the customers can 
use the language line to assist with translations.  While encounters with non-English speakers are frequent, drivers 
very infrequently need to use their multilingual skills or an interpreter to assist someone. Most non-English speakers 
encountered by operators have had someone, a family member or friend, explain to them how to use the system. If a 
group of passengers are traveling together, usually one has enough rudimentary English knowledge to ask a question 
and to understand the answer.  

Customer service staff have similar experiences. While encountering non-English speakers several times per week, they 
find that most LEP persons travel in groups, with someone in the group having enough English knowledge to assist 
with the information exchange. When language becomes a barrier in these situations, Customer service staff provide 
access to the telephone interpreter line, and a three-way conversation ensues between the customer, a customer 
service staff member, and an interpreter. Appendix B is the approved Task Outline for employees to follow when using 
this service. 

Pierce Transit captures data about how often the interpreter line service is used when customers require telephone 
assistance, and for which languages (see Table 4). The table shows that in 2015 only six calls requested interpreter 
services. This went up to 22 calls in 2016 and back down to eight in 2017.  Spanish is the most frequently requested 
language with almost half of the translation needs requesting Spanish. 

 

Table 4. Language Assistance Line Use – 2015-2017 

 
Language 

 
2015 2016 2017 

Total 2015-
2017 

Spanish 3 9 5 17 
Korean 2 4 1 7 

Mongolian     1 1 
Cambodian     1 1 

Russian   4   4 
Polish   1   1 
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Vietnamese 1 1 
Farsi 1 1 

Arabic 1 1 
Thai 1 1 

French 1 1 
Total Calls/Year 6 22 8 36 

Total Costs $40.77 $144.40 $35.18 $220.35 

Average Cost per Call $6.80 $6.56 $4.40 $6.12 

Factor 3: The Importance to LEP Persons of Your Program, Activities and Services 

Community organizations who serve LEP persons tell us that transit is a very important element of their lives, allowing 
access to jobs, housing and other services. Pierce Transit’s service area has an average proportion of about 7% LEP 
persons and about 3.7% of all households. Many block groups in Pierce Transit’s service area have a greater 
proportion than the service area average; most of those block groups with even higher proportions of LEP persons are 
also located on major transit routes (see Figure 1). This shows that many new immigrants, many of whom have 
limited English proficiency, appear to make decisions about where they live based on transit availability. They rely on 
transit to get them to their jobs, shopping and appointments. 

Factor 4: The Resources Available to the Recipient and Costs 

Pierce Transit has a number of language assistance measures in place. Translation and interpretive services are 
provided through the language assistance line, allowing customer service representatives to communicate with 
customers in more than 200 languages. The agency’s Workforce Development Department also maintains a list of 
employees with non-English language skills who are able to assist customers.  The agency’s Title VI Notice and 
complaint form has been translated into Spanish and is available on the agency website (Appendix C). It is directly 
translatable into five of our other six languages meeting the Safe Harbor provision (> 1,000 population who speak 
English less than very well). In addition, Pierce Transit has translated information on how to ride the bus, pay fares, 
and use the schedule into Spanish both on the website and in the schedule book. Rider Alerts and other important 
rider information pieces contain “Translation Service Available” notices in Spanish, Korean, Russian, Cambodian, 
Vietnamese, Tagalog, and German. In the current analysis, Chinese has become the seventh language reaching the 
1,000 persons mark, while German fell below 1,000 at 773. Chinese will be added to the “Translation Service 
Available” notice. The following table summarizes Pierce Transit’s existing language assistance measures and their 
associated costs. 
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Table 5. Existing Language Assistance Measures 

Item Translation Cost Quantity Cost 

“How to ride” page and Title 
VI information in the 
schedule book “The Bus 
Stops Here” in Spanish (1.5 
pages) (Appendix D) 

$0.00 Approximately 90,000 schedule books published 
2x/year at each service change. This book may also 
be downloaded from the public website: 
http://www.piercetransit.org/pierce-transit-routes/ 

 

Marginal additional 
cost 

“Translation Service 
Available” notice is also 
featured prominently on the 
inside front cover of the 
schedule book, in Spanish, 
Korean, Russian, 
Cambodian(Khmer) , 
Vietnamese, Tagalog, and 
German (Appendix E).  

$300.00 

 

Approximately 90,000 schedule books published 
2x/year at each service change. Notice also appears 
on public website: 
http://www.piercetransit.org/contacts.htm 

 and in Service Change Rider Alert brochures; which 
are published 3x/year at each service change. 
Included also in these current brochures: Pierce 
Transit At A Glance (published annually), Route 425 
Puyallup Connector (published at each service 
change). 

Marginal additional 
cost 

“Interpretation Service 
Available” poster (Appendix 
F) 

$0.00 One poster is displayed at the Bus Shop (customer 
service office) and at Headquarters. 

Negligible 

Customer 
Comment/Compliment card 
(Appendix G)  

$0.00 Always available on bus and SHUTTLE vehicles, and 
at Pierce Transit’s Headquarters and  Bus Shop.  

Marginal additional 
cost 

Title VI Notice to the Public 
Interior Car Card (English) 

$0.00 One is displayed inside active Pierce Transit buses; 
currently that count is 153 buses. 

$1,377.00 

    

Title VI Notice to the Public 
Large Ride Guide (English 
and Spanish) 

N/A These displays are posted at some of our busiest 
passenger loading areas, such as Tacoma Dome 
Station, Commerce Street in Downtown Tacoma, 
Transit Centers, and some Park & Ride lots. The 
quantity of these signs fluctuates, depending on 
time-sensitive rider information that may need to be 
displayed instead at times in place of this Notice. 
Currently, a total of 30 notices are posted at 19 
locations.   

Marginal additional 
cost 

Title VI Notice to the Public 
(English and Spanish) 

N/A The Title VI Notice is displayed at our Customer 
Service and Reception desks. 

Negligible 

Translated information on 
agency’s public website 
(Spanish) 

$0.00 Pages on current agency website in Spanish: 
http://www.piercetransit.org/alerts/como_tomar.htm; 
http://www.piercetransit.org/title_vi.html; 
http://www.piercetransit.org/pdfs/complaint_sp.pdf 

 

 

http://www.piercetransit.org/alerts/como_tomar.htm
http://www.piercetransit.org/title_vi.html
http://www.piercetransit.org/pdfs/complaint_sp.pdf
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Item Translation Cost Quantity Cost 

 

Translation function on 
agency’s public website 

 Pierce Transit’s website was redesigned by an 
outside vendor in 2013. The   website now 
incorporates Google Translate, allowing readers to 
translate Pierce Transit’s web pages into a variety of 
languages, on demand. Google controls the number 
of languages it offers, and currently that number is 
103 different languages. On our website this Google 
Translate “Language” option appears at the top of 
every page. On some pages we have also added  7 
translated message blocks instructing the reader on 
how to use Google Translate above. 

negligible 

“The Way to Go to the 
Books” Library Information 
Rack Card (English and 
Spanish) (Appendix L) 

$0.00 Distributed in local libraries.  

Using bilingual staff to 
interpret as needed 

$0.00 Ongoing, as-needed. $0.00 

Spanish language online 
advertisements publicizing 
High Capacity Transit Study 
Open Houses 

$120.42 per hour if 
completed by our HCT 
consultant; could be 
done in-house when 
bilingual staff available 

Four advertisements at approximately 2 hours for 
each ad. 

Approx. $963.36  

Spanish language Fact Sheets 
regarding the High Capacity 
Transit Study’s progress and 
public involvement 
opportunities (Appendix I) 

$481.68 for 2017 
translations; $481.68 for 
2018 translations (as 
noted above) 

Two were created and posted in 2017; two in 2018.  Negligible cost to post 
on website 

Using telephone interpreter 
services (Appendix B) 

Average cost per call is 
$6.12 

6 calls for 2015, 22 calls in 2016, 8 calls in 2017   $68.20 in 2014 

 

SHUTTLE Eligibility Manual in 
HTML 

$0.00 The SHUTTLE Eligibility Manual was changed to 
HTML on the agency website to allow for easier 
translation using Google Translate to assist 
customers with access to this service 

$0.00 

 

Pierce Transit has implemented many language assistance measures without great financial impact to the agency. 
Working with community groups, outside vendors, and Pierce Transit’s own employees for translation services has 
proven to be cost effective. We no longer have a full time customer service representative who speaks Spanish 
fluently. The language assistance line is providing assistance at an average cost of $6.12 per call when our own 
employees are not able to provide it.  
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There are additional measures that Pierce Transit should examine for implementation to ensure meaningful access to 
persons with limited English proficiency. These include actions for our website, printed materials, and signage. 
Additional details, including which groups are responsible within the agency, are provided in Section II. -
Implementation Plan, Table 6. 

Website: Google Translate was incorporated into Pierce Transit’s website in 2013. (Appendix L). Website visitors are 
taking advantage of the translation feature, especially in Spanish. Going forward, we wish to continue to identify 
elements on the website that should be changed from pdf files to html, in order for that information to also be 
available to the translation functionality. 

Printed Materials: Pierce Transit has been refining its process for determining which written documents should be 
translated into other languages. Pierce Transit should continue to include notice on all important customer information 
documents that language assistance is available.  

Signage: Pierce Transit provides notice to customers at major intake areas that language assistance is available. 
Priority areas addressed include the Bus Shop (our customer service office), transit centers, major park and rides, and 
Headquarters reception. Another area to address is the interior of our buses. 

 

II. IMPLEMENTATION PLAN 

Task 1: Identifying LEP Individuals Who Need Language Assistance 

Research completed in the four-factor analysis indicates that Spanish-speaking LEP persons are the largest group 
within Pierce Transit’s service area. Approximately 2.5% of the population, or 13,911 LEP persons, speak Spanish, 
while about 5,238 LEP persons speak Korean. Other languages with more than 1,000 LEP persons in the service area 
are: Vietnamese, Russian, Mon-Khmer (Cambodian), Tagalog, and Chinese. 

Research among bus drivers and customer service staff indicate that Spanish is the most frequent language 
encountered. Pierce Transit’s efforts should continue to focus on targeting language assistance measures to the 
Spanish-speaking community, while also providing opportunities for other LEP languages as necessary. 

Task 2: Language Assistance Measures 

As reviewed in Factor Four, Pierce Transit has implemented a number of language assistance measures. Table 5 below 
lists Pierce Transit’s language assistance measures and how staff can access those services or direct customers to 
access the services. Any continued or new actions are also recommended and responsibilities are identified. 
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Table 6. Language Assistance Measures Plan 

Item Where Available Recommended Action Responsibility & 
Timeline 

“How to ride” page and 
Title VI information in the 
schedule book “The Bus 
Stops Here” in Spanish (1.5 
pages) (Appendix D) 

The “How to Ride” page in Spanish is currently 
located on page 5 of The Bus Stops Here, adjacent to 
the English page. The English and Spanish Title VI 
Notices are on page 151. 

Continue to provide this 
information in future 
publications of the schedule 
book. 

Marketing Dept. 

Ongoing 

“Translation Service 
Available” notice is also 
featured prominently on 
the inside front cover of 
the schedule book, in 
Spanish, Korean, Russian, 
Cambodian(Khmer) , 
Vietnamese, Tagalog, and 
German. (Appendix E). 
Chinese will replace 
German in future 
publications. 

Approximately 90,000 schedule books published 
2x/year at each service change. Notice also appears 
on public website: 
http://www.piercetransit.org/contacts.htm 

 and in Service Change Rider Alert brochures; which 
are published 2x/year at each service change. 

Continue publishing in the 
schedule books, service 
change rider alerts, and on 
website. 

Marketing Dept. 

Ongoing 

“Interpretation Service 
Available” poster 
(Appendix F) 

A poster is displayed at the Bus Shop and 
Headquarters Reception desk for walk-in customers. 

Continue displaying 
posters. 

Fixed Route Customer 
Service Dept. 

Ongoing 

Customer 
Comment/Compliment 
Card (Appendix G) 

On the buses, SHUTTLE vans, and at the Bus Shop 
(Customer Service office) 

Continue to provide in 
English and Spanish.  

Marketing Dept. 

Ongoing 

Title VI Notice to the Public 
Large Ride Guide (English 
and Spanish) 

These displays are posted at some of our busiest 
passenger loading areas, such as Tacoma Dome 
Station, Commerce Street in Downtown Tacoma, 
Transit Centers, and some Park & Ride lots. The 
quantity of these signs fluctuates, depending on 
time-sensitive rider information that may need to be 
displayed instead at times in place of this Notice. 

Continue to provide in 
English and Spanish. 

Marketing Dept. 

Ongoing  

Passenger Surveys 
(Appendix H) 

PT conducted an on-board survey in 2017. Cards 
were handed out in English and the seven other 
languages providing information about how to get 
translation assistance to participate in the survey.   

Continue to provide written 
translation on how 
customers can participate in 
the survey, 

Transit Development 
Dept./Marketing Dept. 

Ongoing 

Translated information on 
agency website 

Pages on agency website in Spanish: 
http://www.piercetransit.org/alerts/como_tomar.htm; 
http://www.piercetransit.org/title_vi.html; 
http://www.piercetransit.org/pdfs/complaint_sp.pdf 

Continue to feature Google 
Translate on the PT website 
to allow access to html web 
information in a language 
of the customer’s choice. 
Additionally, we will 
consider converting some 

Marketing unit 

Ongoing 

http://www.piercetransit.org/contacts.htm
http://www.piercetransit.org/alerts/como_tomar.htm
http://www.piercetransit.org/title_vi.html
http://www.piercetransit.org/pdfs/complaint_sp.pdf
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Item Where Available Recommended Action Responsibility & 
Timeline 

PDF documents on the 
website into HTML, to 
make them available to the 
translating functionality.  

Using bilingual staff to 
interpret as needed  

Workforce Development maintains a database on 
employees fluent in languages other than English. 
Employees were used for translations of information 
into Spanish. 

Pierce Transit should ensure 
the database is maintained 
and current. 

 

Workforce 
Development 
Department 

Ongoing 

 

Using telephone interpreter 
services 

Pierce Transit’s Task Outline 1930.30 (Appendix B) 
provides details on how an employee can use the 
interpreter line to assist with communication with a 
non-English speaking customer by telephone or in 
person and there is not an employee available who 
speaks the language.  

Maintain use of the 
telephone interpreter line 
and continue to track 
usage. 

Fixed Route Customer 
Service Department 

Ongoing 

Open Houses  Examples are included in Appendix I, J, K from the 
Destination 2040 Long Range Plan process and the 
High Capacity Transit Feasibility Study process. 

Continue running Spanish 
language advertisements 
for critical awareness 
campaigns 

Planning and 
Community 
Development Division; 
Marketing Dept. 

Translated newspaper 
advertisements 

Pierce Transit has not provided this service in the 
past. 

Consider translated 
newspaper ads when 
important information 
needs to be conveyed. At 
least provide notice of 
language assistance in 
alternate languages in 
newspaper ads 

Marketing unit; Clerk 
of the Board 

Ongoing 

Interpreter services at 
public hearings 

Pierce Transit has not provided this service in the 
past. 

Upon request, Pierce Transit 
will consider procurement 
of interpretation services at 
public hearings. 

 Clerk of the Board 

Ongoing 
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Task 3: Training Staff 

Identify agency staff that are likely to come into contact with LEP persons, and management staff. 

The staff members at Pierce Transit most likely to have regular or frequent contact with LEP persons are our customer-
facing staff members. These include Service (field) Supervisors, Transit Operators, Customer Service Representatives, 
and Public Safety Officers. 

Identify existing staff training opportunities. 

All new employees, regardless of the amount of contact they have with customers, receive mandatory training on 
serving LEP persons as part of our New Employee Orientation. This is a regular component of the orientation offered 
on day one of employment and includes the following information:  

• A summary of Pierce Transit’s responsibilities under the DOT LEP Guidance; 

• A summary of Pierce Transit’s language assistance plan; 

• A summary of the information in the four-factor analysis; the number and proportion of LEP persons in the 
Pierce Transit’s service area, the frequency of contact between the LEP population and Pierce Transit’s 
programs and activities, and the importance of the programs and activities to the population; 

• A description of the type of language assistance that Pierce Transit is currently providing and instructions on 
how agency staff can access these products and services; and 

• A description of the agency’s cultural sensitivity policies and practices.  

Design and implement LEP training for agency staff. 

The training for new employees identified above was designed and implemented in 2011 as a result of the four-factor 
analysis and implementation plan developed in 2011. It is updated as the LEP data is updated, at least every three 
years. 

Task 4: Providing Notice to LEP Persons 

Pierce Transit employs a variety of methods to communicate with customers and the public. These include printed 
schedule information; signs inside vehicles; signs at bus stops, transit centers and park and rides; customer service 
phone line; Bus Shop (customer service office); Headquarters reception; website; Facebook and Twitter; news releases; 
advertising; community meetings and presentations; and participation in local community events. In late 2011 Pierce 
Transit incorporated the notice of the availability of language assistance into the main LEP languages for our outreach 
and communication methods, and this continues. The Marketing Department is responsible for these efforts. Where 
translation of documents is determined to be important, customers will be notified of the availability of such 
documents. Whenever feasible, Pierce Transit will continue to work with community organizations, such as Centro 
Latino, Hispanic Chamber of Commerce, Korean Women’s Association, and other local cultural, education, and faith-
based organizations, to ensure that future outreach efforts are well-targeted to LEP populations as well as low-income 
and minority populations. 
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Task 5: Monitoring and Updating the LEP Plan 

Pierce Transit’s ongoing outreach efforts will include a process to obtain feedback on our language assistance 
measures. Authority and responsibility for monitoring of the program will be with the Civil Rights Officer (CRO). 
Gathering feedback and monitoring the effectiveness of LEP efforts will also be part of the Community Transportation 
Advisory Group’s (CTAG) activities. There is opportunity to more effectively use the CTAG in this regard than the 
agency has done in the last three years. This group meets monthly and can assist Pierce Transit in ensuring the agency 
is meeting its Title VI commitments and is meeting the communication needs of the diverse community we serve.  

The DOT LEP Guidance suggests that agencies conduct internal monitoring of their system to determine whether 
language assistance measures and staff training programs are working. This monitoring can be accomplished in 
several ways, including identifying issues or needs during the following activities: 

• during employee training activities related to Limited English Proficiency or in the course of day-to-day 
operations of the system;   

• during outreach activities or other interactions with Pierce Transit staff, including informal meetings with 
leaders of community-based organizations and social service providers;  

• conducting surveys of operators, field supervisors and other front-line staff, including customer service 
representatives and planners, on their experience concerning contacts with LEP persons; and  

• complaints from LEP individuals received by Pierce Transit.  

Based on the feedback received from outreach to community groups, CTAG, customer service representatives, field 
supervisors and operators, Pierce Transit makes incremental changes to the type of written and oral language 
assistance we provide. Evaluation may result in expansion of language assistance measures that are effective, or the 
modification or elimination of measures which are not. 

If Pierce Transit expands or reduces service in areas with high concentrations of LEP persons, the agency will examine 
methods to best provide language assistance measures to those areas. 

During the last three years, no complaints have been received about how the agency is meeting the needs of LEP 
persons. Pierce Transit has met the major intent of the LEP guidance and the agency will continue to implement the 
Language Assistance Measures identified in Section II: Implementation Plan. 

Updates to the LEP Implementation Plan will be conducted every three years and will include the following: 

• Determination of any changes in the LEP population or areas served by Pierce Transit. 
• Annual number of documented LEP person contacts encountered, where possible. 
• Annual use of interpretive language services. 
• How the needs of LEP persons have been addressed. 
• Determination if the need for services has changed. 
• Determination if interpretative services have been effective and sufficient to meet the needs. 
• Determination if complaints have been received concerning Pierce Transit’s failure to meet the needs of LEP 
• Determine if Pierce Transit has complied with the goals of the LEP plan. 
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Appendix M Google Translate menu from Pierce Transit website  

 

 
 
 

 
 
 
 
 



Access to Pierce Transit Services for Persons with Limited English Proficiency August 2018 
Four-Factor Analysis and Implementation Plan  
Appendix A “Translations Available” Block in Seven Languages 15 



 

Access to Pierce Transit Services for Persons with Limited English Proficiency   August 2018 
Four-Factor Analysis and Implementation Plan   
Appendix B Task Outline – Using the Language Line Over the Phone Interpretation Service 
 16 

 
Effective Date: July 16, 2015    Review Due:  July 17, 2019 
Replaces: February 12, 2009 
See Also:  
Approved By: Kathy Walton, Marketing Manager 
 
TSK-1930.30 USING THE LANGUAGE LINE INTERPRETATION SERVICE -FIXED 
ROUTE CUSTOMER SERVICES 
 
To better serve and communicate with our non-English speaking customers, Fixed Route Customer Service 
Representatives: 
 
1. Determine the language of the non-English speaking customer 
2. Access an interpreter 

a. When receiving a request in person: 
 1) Dial 1-866-874-3972 
 2) Provide client ID # 577515 
 3) Select the language needed 
  i. Press 1 for Spanish 
  ii. Press 2 for all other languages and state the name of the language needed 
  iii. Press 0 for agent assistance if you cannot determine the language 
b. When receiving a request over the phone: 

1)  On Clarity, keep the person online, select 'contact' in the upper right corner of the screen 
2) Dial 1-866-874-3972, select 'invite' on the Clarity screen 
3) Select 'yes' when asked "Are you sure you want to invite?" 
3) Provide client ID # 577515 when prompted 
4) Select the language needed 
 i. Press 1 for Spanish 
 ii. Press 2 for all other languages and state the name of the language needed 
 iii. Press 0 for agent assistance if you cannot determine the language 
5) When the interpreter is connected, all members will be present on the call 

3.    After being connected to the interpreter: 
       a. Supply your employee number to the interpreter and explain the situation 
 1) The customer will be conferenced into the call 
 2) If the customer is in person, place the call on speaker phone or the handset must be handed  
  between you and the customer 
       b. The interpreter will provide his/her ID number 
       c. Note this information on the Language Line document 
4.    Be specific about what information you want the interpreter to convey 

a. Ask as if you are speaking to the customer 
b. End the call by saying, "Thank you Interpreter, end of call" 

5. Complete the Language Line document and forward via email to the Customer Service Supervisor 
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Translation Languages Listed in The Bus Stops Here 
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