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I. PURPOSE
The Metropolitan Atlanta Rapid Transit Authority (MARTA) recognizes the importance of effective and accurate communication between its personnel and the community that they serve.  Language barriers can impede effective and accurate communication in a variety of ways.  Language barriers can sometimes inhibit or even prohibit individuals with limited English proficiency (LEP) from accessing and/or understanding important rights, obligations and services, or from communicating accurately and effectively in difficult situations.  Ensuring maximum communication ability between the Authority personnel and all segments of the community serves the interest of both.
The purpose of this plan is to establish effective guidelines, consistent with Title VI of the Civil Rights Act of 1964, for the Authority’s personnel to follow when providing services to, or interacting with, individuals who are LEP. 
II. TITLE VI POLICY STATEMENT SUMMARY
MARTA is committed to ensuring compliance with Title VI of the Civil Rights Act of 1964 and all related regulations and directives.  MARTA assures that no person shall on the grounds of race,  color,  national origin, gender, age, or disability be excluded from participation in, be denied the benefits of, or be otherwise subjected to discrimination under any MARTA service, program, or activity. The Authority also assures that every effort will be made to prevent discrimination through the impacts of its programs, policies, and activities on minority and low-income populations. In addition, the Authority will take reasonable steps to provide meaningful access to services for persons with Limited English Proficiency.
The Authority   has,   as   a normal part of doing business, committed to ensuring that publications intended for public outreach or public involvement, where appropriate, will be also offered in Spanish (Atlanta’s largest LEP population), Korean, Chinese, and Vietnamese.  The Authority will continue to monitor requirements and add other languages when they meet the required LEP threshold.
III. MARTA ‘s LEP SERVICES VISION STATEMENT
The Authority strives to provide effective, efficient, and equitable service to all individuals regardless of their ability to speak, read, or write English.  Service delivery options (translation of publication, oral language assistance etc.) are available to LEP individuals, enabling them to communicate effectively with the Authority in person, over the phone, in writing, and through electronic media.
IV. EXECUTIVE SUMMARY

On December 14, 2005, the United States Department of Transportation (DOT) published revised guidance for its recipients on the Implementation of Executive Order 13166, “Improving Access to Services for Persons with Limited English Proficiency”. Limited English Proficiency (LEP) is a term used to describe people who do not speak English as their primary language and who also may have limited ability to read, write, or understand English.  The foregoing Executive Order states that Title VI and its implementing regulations require that DOT recipients take responsible steps to ensure meaningful access to the benefits, services, information, and other important portions of their programs and activities for individuals who are Limited English Proficient (LEP) and that recipients should use the DOT LEP Guidance to determine how best to comply with statutory and regulatory obligations to provide meaningful access to the benefits, services, information, and other important portions of their programs and activities for individuals who are LEP. 

The Metropolitan Atlanta Rapid Transit Authority (MARTA) supports the goals of the DOT LEP Guidance to provide meaningful access to its services by LEP persons. MARTA has devoted significant resources to provide oral and written language assistance services to LEP individuals. In April 2007, MARTA initiated an effort to document current language assistance services and develop a Language Assistance Plan (LAP) that meets the requirements of the DOT LEP Guidance.   Key findings of the Language Assistance Plan include:
 
· According to the Census, 577,273 of the Georgia residents are foreign born.  From 1990 to 2000, the foreign born population increased by two hundred and thirty-three percent in Georgia. The census reports that 9.9% of the state’s population speaks a language other than English at home, 4.9 percent of which speak English less than “very well”. 
· Since demographic information from the 2000 Census is outdated, and information from the next Census will not be available until 2010, MARTA staff retrieved demographic data from elementary schools from the 2007-2008 academic years in the following areas:  City of Atlanta, Fulton County and DeKalb County public school systems as an alternative. 
· An example of the languages spoken by students at the schools yielded the top spoken languages in the MARTA service area and they are ranked as follows: 1.) Spanish, 2.) India* 3.) Korean 4.) Chinese 5.) Vietnamese  6.) Africa* 7.) Asia* 8.) Amharic 9.) French 10.) Europe*

*Languages/dialects in these countries were not provided by the school systems due to the small proportion of students who speak the respective languages/dialects.
· MARTA has not maintained data to document the frequency of contact by LEP persons with its services; however there is some available data to estimate the frequency of contact.
· Less than 2 percent of all calls to MARTA’s Customer Care Center or visits to MARTA websites involve the use of language assistance services. 
· LEP customers who call the MARTA Service Customer Care Center have direct access to Spanish-speaking customer service representatives. 
· MARTA Ride Guides are available in the following 2 languages: English and Spanish. The Guides can be found at MARTA offices, station kiosks, and can be downloaded from the MARTA website. 
· Many MARTA system-wide bus announcements are made in English and Spanish. 
· All MARTA Bus timetables are produced in English/Spanish and are available on the MARTA website. 
· MARTA places Spanish language signage in select MARTA stations, as appropriate, for specific events and to announce construction or other situations important to customer safety. 

To meet the needs of the substantial and growing LEP population in MARTA’s service area, it is recommended that the following additional strategies and actions be phased in over the next three years: 

· Adopt standard operating procedures (SOPs) to be used by all MARTA frontline employees and contractors when encountering a LEP customer. The SOP may differ depending on the mode of transportation. 
· Expand and enhance the written translation services available on MARTA’s website to add the languages most frequently spoken by LEP persons in the service area as required by the regulation. 
· Provide written notification, in 5 languages (Spanish, Korean, Vietnamese, Japanese and Chinese), that language assistance services are available, upon request, free of charge. 
· Distribute MARTA multilingual materials, such as the MARTA Ride Guide, bilingual bus schedules and “How to Ride MARTA” to community organizations that assist the LEP population. 
· Develop and implement a program of “training” LEP community leaders so that they can “train” LEP persons in their communities on how to use MARTA services and how to obtain language assistance services. 
· Increase MARTA’s internal bilingual capabilities by identifying bilingual employees to provide oral language assistance, as needed. 
· MARTA should also continue its efforts to recruit and hire bilingual frontline employees by participating in community job fairs and advertising in publications and media that reach diverse populations. 
· Consider increased use of pictographs or other symbols throughout the MARTA system to convey messages on how to safely use MARTA. 
· Develop and implement frontline staff training and supervisory training on MARTA LEP policies and procedures. 
· Enhance current mandatory training in customer service and diversity awareness to include cultural sensitivity to LEP persons. 
· Establish a Language Efficiency (LEPC) Plan Committee and appoint the Equity Administrator as LEP Coordinator. 
· Solicit feedback from the LEP community and the Title VI/LEP Committee on Transit Information for Limited English Proficiency (LEP) and ongoing efforts to monitor and update the LEP Plan. 
· Utilize bilingual MARTA staff to monitor language assistance measures by using the website, contacting the Customer Care Center and by posing as customers to identify continuing barriers faced by LEP persons. 
· Provide frontline personnel with language training that will provide relevant words and phrases that would be useful in encounters with customers. Start with the most prevalent language spoken by LEP persons in the region. 

Many of these new measures will be implemented initially in the areas identified where there are high concentrations of LEP speakers.


V. AUTHORITY AND GUIDANCE
Presidential Executive Order (EO) 13166 – Improving Access to Services for Persons with Limited English Proficiency is directed at implementing the protections afforded by Title VI of the Civil Rights Act of 1964 and related regulations. Discrimination in providing services to LEP persons is covered in Title VI under national origin discrimination.  

The 1987 Civil Rights Restoration Act broadened the coverage of Title VI to include all of a federal fund recipient’s programs and activities, whether they are federally funded or not. These requirements filter down through MARTA to all sub recipients including contractors, Metropolitan Planning Organizations, and agents doing business on behalf of MARTA such as county transportation improvement programs.
EO 13166 states that recipients must provide LEP persons an equal opportunity to benefit from and ensure meaningful access to its programs and services that are normally provided in English.  President Bush affirmed his commitment to Executive Order 13166 through a memorandum issued on October 25, 2001 by Assistant Attorney General for Civil Rights, Ralph F. Boyd, Jr. Federal agencies were directed to provide guidance and technical assistance to recipients of Federal funds as to how they can provide meaningful access to Limited English Proficient users of Federal programs. 

The U.S. DOT published revised guidance for its recipients on December 14, 2005 Exhibit 1. This document states that Title VI and its implementing regulations require that DOT recipients take responsible steps to ensure meaningful access to the benefits, services, information, and other important portions of their programs and activities for individuals who are Limited English Proficient (LEP) and that recipients should use the DOT LEP Guidance to determine how best to comply with statutory and regulatory obligations to provide meaningful access to the benefits, services, information, and other important portions of their programs and activities for individuals who are LEP. 

The Federal Transit Administration (FTA) references the DOT LEP guidance in its Circular 4702.1A, “Title VI and Title VI-Dependent Guidelines for FTA Recipients,” which was published on April 13, 2007 Exhibit 2. Chapter IV part 4 of this Circular reiterates the requirement to take responsible steps to ensure meaningful access to benefits, services, and information for LEP persons and suggests that FTA recipients and sub-recipients develop a language implementation plan consistent with the provisions of Section VII of the DOT LEP Guidance.

The DOT LEP Guidance recommends that all recipients, especially those that serve large LEP populations, should develop an implementation plan to address the needs of the LEP populations they serve. The DOT LEP Guidance notes that effective implementation plans typically include the following five elements: 1) identifying LEP individuals who need language assistance; 2) providing language assistance measures; 3) training staff; 4) providing notice to LEP persons; and 5) monitoring and updating the plan. 

Individuals, who have a limited ability to read, write, speak, or understand English are Limited English Proficient, or ‘‘LEP.” According to the 2000 U.S. Census, more than 10 million people reported that they do not speak English at all or do not speak English well. The number of persons reporting that they do not speak English at all or do not speak English well grew by 65 percent from 1990 to 2000. Among limited English speakers, Spanish is the language most frequently spoken, followed by Chinese (Cantonese or Mandarin), Vietnamese, and Korean.

Transit agencies that provide language assistance to persons with Limited English Proficiency in a competent and effective manner will help ensure that their services are safe, reliable, convenient, and accessible to those persons. These efforts may attract riders who would otherwise be excluded from participating in the service because of language barriers and, ideally, will encourage riders to continue using the system after they are proficient in English and/or have more transportation options. Catering to LEP persons may also help increase and retain ridership among the agency’s broader immigrant communities in two important ways: 1) agencies that reach out to recent immigrant populations in order to conduct a needs assessment and prepare a language implementation plan (pursuant to the DOT LEP Guidance) will send a positive message to these persons that their business is valued; and 2) community outreach designed to identify appropriate language assistance measures can also assist the agency in identifying the transportation needs of immigrant and linguistically isolated populations and ensuring that an agency’s transit routes, hours and days of service, and other service parameters are responsive to the needs of these populations. Additionally, transit agencies that conduct outreach to LEP persons can increase their potential for recruiting bilingual employees to better serve the needs of the community. In summary, serving the needs of LEP persons is not only a good business decision; it fulfills the mission of the transit agency to serve the public. 


VI. LIMITED ENGLISH PROFICIENCY
Limited English Proficiency (LEP) is a term used to describe people who do not speak English as their primary language and who also may have limited ability to read, write, or understand English.
The diversity of Atlanta’s population continues to grow and change with Asian and Hispanic young adults. Census Bureau statistics show that nearly 9.9% of the population in Georgia identified themselves as someone who speaks English less than “very well”. There are 6 Georgia cities (Athens, Atlanta, Dalton, Gainesville, Hinesville and Rome) with LEP Hispanic populations at 5% or above.

This population statistic is only likely to grow in the future. Therefore, it is critical that the Metropolitan Atlanta Rapid Transit Authority (MARTA) be innovative and proactive in engaging people from different cultures, backgrounds and businesses in the public involvement aspect of planning and project development and other program areas such as: service modifications, transit development, and other programs or services involving the public.

In response to the needs of the Spanish-speaking population, the largest language-minority population the Authority serves, the Authority translates   numerous publications into Spanish,   commonly provides interpretation services in Spanish,   and has Spanish-speaking   customer-service representatives at its customer care call centers.

The Asian 25 to 34 year-old population of the Atlanta metropolitan area increased almost four times as fast during the 1990s as it did nationally, growing from a little more than 14,000 to more than 70,000. Nearly twice as many 25 to 34 year-olds identified themselves as Asian, single-race in the 2000 Census as identified themselves as Asian in the 1990 Census. The fraction of Atlanta’s population that is Asian, however, is still less than half of the average level of the Asian population in U.S. metropolitan areas.   Since the Asian population is growing at a rapid pace, the Authority is committed to monitor LEP needs for the Asian population and provide language assistance services when needed.

Providing access to LEP persons to Authority programs, services, and activities through translation of publication and oral language assistance.   The Authority is committed to making its services and programs available to LEP persons as part of its mission “to ensure equal access to transportation.”  Based on this commitment, the Authority makes designated publications (Breeze card, Community Exchange, Public Hearing, Closing of major routes etc.) available in languages other than English and provides interpretation services to persons who are not proficient in English.
VII. MARTA SELF ASSESSMENT
This section documents the research done to identify LEP populations in the three counties served by MARTA.  For the purposes of this publication, individuals who do not speak English as their primary language and who have a limited ability to read, write, speak, or understand English are considered LEP.   The Authority has used the U.S. Department of Transportation four factor LEP analyses which consider the following:
· Demographics - The decision to provide language assistance services included an assessment of the number or proportion of LEP persons from a particular language group served or encountered in the surrounding community area. The greater the number or proportion of LEP persons served or encountered, the more likely language services are needed. Generally, identifying any community where the LEP population equals 5 percent or more in a given language automatically triggers providing language assistance services as a mandatory and normal part of your program operation. In Georgia, the largest LEP population is Hispanic.  However since the Asian population is growing at a rapid pace, the Authority is committed to monitor LEP needs for the Asian population and provide language assistance services when needed.

· Frequency of Contact – The more frequent the contact with a particular language group, the more likely that enhanced services in that language are needed. MARTA has considered the frequency of contact that patrons who speak different languages may have with MARTA services. For example, frequent contact with individuals who speak Spanish and who are also LEP may require bilingual staffing. Less frequent contact with other language groups may suggest a different and less intense approach. For MARTA programs where public outreach or public involvement is central to the mission, staff has and will continue to consider whether appropriate outreach to LEP persons could increase the frequency of contact with those groups, triggering a higher level of language assistance.

· Importance of Contact – Once MARTA has assessed what languages to consider by looking at demography and frequency of contact, we will look at the nature and importance our programs, activities and services that we provide to that population. As a general rule, the more important the activity, information, service or program, or the greater the possible consequences of the contact to the LEP individuals, the more likely language services will be needed. If the denial or delay of access to services or information could have serious implications  for the LEP individual, procedures should be in place to provide language assistance to LEP persons as part of standard business practices.

· Resources – MARTA has identified the resources available to ensure that we will be able to provide language assistance to LEP persons participating in our programs or activities.  MARTA demographics, frequency and importance of contact will dictate the level of language services MARTA will commit to provide. Some language   services can be provided at little or no cost, such as using community volunteers or bilingual staff as interpreters. Using a telephone language line is less expensive than hiring an interpreter. In order to meet the spirit and intent of the LEP Program requirements, MARTA will carefully explore means of delivering competent and accurate language services before deciding to limit services due to resource concerns community volunteers or bilingual staff as interpreters. Using a telephone language line is less expensive than hiring an interpreter.

MARTA will weigh the costs and benefits of translating documents for potential LEP groups, considering the expense of translating the documents, the barriers to meaningful translation or interpretation of technical transit information, the likelihood of frequent changes in documents, the existence of multiple dialects within a single language group, the apparent literacy rate in an LEP group and other relevant factors. The Authority will undertake this examination when an eligible LEP group constitutes 5 percent of an eligible client group (for example, 5 percent of MARTA’s service area) or 1,000 persons, whichever is less. 

a. IDENTIFICATION OF LEP INDIVIDUALS IN MARTA SERVICE AREA WHO NEED LANGUAGE  ASSISTANCE

DOT Guidance: “There should be an assessment of the number or proportion of LEP individuals eligible to be served or encountered and the frequency of encounters pursuant to the first two factors in the four-factor analysis. 

An assessment of the number or proportion of LEP individuals eligible to be served or encountered by MARTA and the frequency of encounters with MARTA is an important first step, because the Language Assistance Plan should be developed to meet the specific need. The assessment involves four steps:
 
· Identify the proportion of LEP Persons in MARTA Service Area 
· Determine the Frequency of Contact by LEP Persons with MARTA Services 
· Determine the Nature and Importance of Transit 
· Assess the Current Resources Available and the Costs to Provide Language Assistance Services 

The 2000 Census shows that the state of Georgia includes 577,273 people who are foreign born[footnoteRef:1]. The Census also reports that 9.9 percent of the state’s population speaks a language other than English at home.  According to the Census, 374,251 or 4.9 percent of Georgia’s population speak English less than “very well” [footnoteRef:2]. Using census data, MARTA staff developed the following table, identifying the LEP speakers in the Atlanta Metropolitan Region.  [1:  http://factfinder.census.gov/servlet/QTTable?_bm=y&-geo_id=04000US13&-qr_name=DEC_2000_SF3_U_QTP14&-ds_name=DEC_2000_SF3_U&-redoLog=false]  [2:  http://factfinder.census.gov/servlet/QTTable?_bm=y&-geo_id=04000US13&-qr_name=DEC_2000_SF3_U_QTP17&-ds_name=DEC_2000_SF3_U] 


Since demographic information from the 2000 Census is outdated, and information from the next Census will not be available until 2010, MARTA staff retrieved demographic data from Atlanta area school districts as an alternative. Information retrieved from the school districts provides a more current assessment of the languages spoken in the area.  The data below aids in identifying any differences or population trends since the 2000 Census.  Demographic information was retrieved from elementary schools from the 2007-2008 academic year in the following areas:  City of Atlanta, Fulton County and DeKalb County public school systems.  The top languages spoken in each county were gathered from racial/ethnic data derived from each school.  This information was then divided by the total number of students enrolled in each individual county.  The outcome was then taken and overlaid on a MARTA service map to determine what areas in the near the MARTA service area contained a significant proportion of languages spoken other than English.  The first map shows a breakdown of all foreign languages by elementary schools in each county and the second map shows a breakdown of all foreign languages spoken in the students’ respective zip codes.
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The identification of the languages spoken by students at the schools yielded the top spoken languages in the MARTA service area and they are ranked as follows: 1.) Spanish, 2.) India* 3.) Korean 4.) Chinese 5.) Vietnamese  6.) Africa* 7.) Asia* 8.) Amharic 9.) French 10.) Europe*


 (
*Languages/dialects in these countries were not provided by the school systems due to the small proportion of students who speak the respective languages/dialects.
)


b. Frequency of Contact by LEP Persons with MARTA Services

DOT Guidance: “Recipients should assess, as accurately as possible, the frequency with which they have or should have contact with LEP individuals from different language groups seeking assistance, as the more frequent the contact, the more likely enhanced language services will be needed. The steps that are reasonable for a recipient that serves an LEP person on a one-time basis will be very different than those expected from a recipient that serves LEP persons daily.
 
MARTA does not currently collect data from its riders on their level of English proficiency. In the future, MARTA will attempt to capture this specific data through periodic and/or ongoing data collection efforts. Approaches to this data collection could include requiring dispatchers or station managers to enter a code into a database when a translator or bilingual employee is used. This approach may be used to measure frequency of contact in the Customer Care center. Another possible approach is to utilize student interns or others to capture English proficiency counts along selected bus corridors and rail stations. 

For purposes of this assessment, the following data sources were used to estimate the frequency of encounters by LEP persons with MARTA services. These sources are: 

· MARTA Customer Care  Center Data 
· MARTA Website Data 
· MARTA Customer Satisfaction Survey 
· Census Information

Customer Care Center Data - During Fiscal Year 2009, the Customer Care Center received 1,871 calls monthly requesting a Spanish operator. MARTA employs 10 Spanish-speaking operators in its Customer Care Center. Fewer calls, ranging from a low of 0 calls to 1 calls per month, requested alternative (non-Spanish) language services. The Customer Care Center handles nearly 196,046 calls per month. This means that the frequency of encounter by the MARTA Call Center of persons that require language assistance is approximately 0.9 percent of all calls. 

c. Available Resources and Costs of Providing Language Assistance Services

MARTA is committed to assuring that resources are used to reduce the barriers that limit access to its information and services by LEP persons. MARTA is committed to expending significant funds on language services, this includes: the publication of Ride Guide in other languages, printing of bus schedules and service change announcements in Spanish, website translation software, bilingual staff in the call center and in the administrative offices to make station announcements. 

While MARTA currently does not track expenditures related to providing language assistance, this will be monitored ongoing as part of the language assistance plan. MARTA will continue to expend a reasonable portion of the budgetary dollars to meet compliance goals and fulfill the provisions of the language assistance plan. 


VIII. STAFF ROLES AND RESPONSIBILITIES

a. Executive Management Team
Under the direction of the Office of Diversity and Equal Opportunity, General Manager/CEO, Assistant General Managers, Directors and Managers Shall specifically:
1. Be   responsible  for  becoming  familiar  with  LEP  compliance  requirements;
2. Evaluate  their respective areas to determine and document the frequency and nature of public contact;
3. Evaluate current practices to determine what opportunities exists for improved services to LEP populations;
4. Develop   written   procedures  where needed, to ensure consistent service delivery;
5. Orient   new   employees   as   to compliance   with    LEP requirements; and
6. Report LEP related data annually to the Office of Diversity and Equal Opportunity (DEO).

b. The Office of Diversity and Equal Opportunity (DEO)
Office of Diversity and Equal Opportunity will be the primary point of contact for the Authority. This office has the following specific responsibilities:
1. In coordination with Title VI/LEP Committee, and department managers, determine the most appropriate level and type of language assistance to provide.
2. In conjunction with training department, provide training and technical assistance in understanding and implementing LEP requirements and assisting in developing departmental procedures to ensure compliance. 
3. Provide assistance in evaluating local population demographics to determine compliance requirements.
4. Collect LEP related data for Federal reporting purposes.
5. Respond to and investigate all complaints of discrimination based on disability or national origin as they relate to language assistance.
6. Maintain MARTA’s Limited English Proficiency (LEP) policy and keeping it current and relevant.
7. Overseeing, along with development of the translations and printing of critical forms into languages most often and significantly encountered in the Authority.
8. Working, along with departments and offices and with the Office of Information Technology, to ensure that the agency's electronic systems include alerts and information on the client's language needs.
c. TITLE VI/LEP COMMITTEE
The Executive Director of Diversity and Equal opportunity will select MARTA personnel to serve on a committee to evaluate and monitor LEP services performed by the Authority. The goal of the committee will be to ensure that LEP individuals can meaningfully access services and benefits offered by MARTA. Members of the committee should include MARTA personnel with first-hand experience in dealing with LEP customers, representative from the Planning department, Marketing department and community representatives.  The responsibilities of the LEP Committee shall include reporting to the agency regarding the activities noted below. 
· Study LEP Service. Obtain concrete data regarding LEP service through a comprehensive analysis of the service provided by MARTA. (Factors to be reviewed are outlined below.) 
· Identify Critical Insufficiencies. Inform the authority of any deficiency in LEP service which precludes meaningful access by LEP individuals to the programs administered by MARTA. Such notification is required to assure appropriate consideration in preparation of annual budget submissions. 
· Evaluate Suggested Improvements. Review suggestions for improvement to LEP service and determine whether implementation is practical, economical and consistent with the mission of the authority. 
· Implement Economical Suggestions. Monitor the implementation of suggested improvements which can be accomplished at a nominal cost to the authority. 
· Prioritize Suggested Improvements. Prioritize those suggestions which cannot be implemented at a nominal cost to the authority. Consideration should be given to the number or proportion of LEP individuals who will benefit from the suggested improvement, the cost to the authority, and whether the change can be implemented in a manner consistent with, and without unduly burdening, the fundamental mission of the authority.



IX. PROVIDING NOTICE TO THE LEP COMMUNITY
Once it has been determined that MARTA must provide language services, it is important to let LEP persons know that those services are available and that they are free of charge. This information should be provided in a notice in a language LEP persons will understand. Some notification ideas include:
· Posting signs in areas where the public is likely to read them.
· Stating in outreach documents  (brochures,  booklets,  pamphlets, flyers) that language services are available free of charge.
· Working with community-based organizations to inform LEP persons of the language assistance available.
· Using  a   telephone  voice   mail  menu  in   the   most   common languages encountered.
· Including  notices  in  local  newspapers in languages other than English.
· Providing notices in non-English language radio and television stations about the availability of language assistance services for important events.
· Presentations and/or notices at schools and religious organizations for important actions or where community involvement is critical.

X. PROCEDURE FOR NOTIFYING THE PUBLIC ABOUT MARTA’s LANGUAGE SERVICES
Signage:  At each MARTA public building entry point or lobby, signage shall be posted in the most commonly spoken languages stating that interpreters are available free of charge to LEP individuals.  MARTA shall also maintain translated written forms and documents for LEP individuals.  Notification of the availability of translated forms and documents will be posted in the public lobby of MARTA Headquarters and ride stores to inform LEP persons about which forms are translated.  In the case of illiteracy or languages into which written materials have not been translated, such forms and documents will be read to LEP individuals in their primary languages.

XI. TRANSLATION OF VITAL DOCUMENTS INTO LANGUAGES OTHER THAN ENGLISH
Some Authority departments require interaction with the public as a part of daily operations and include contact with  one or more LEP populations.  If these interactions includes letters or notices, or forms and the nature of these documents would be considered of critical importance to the LEP person, consideration shall be given to written translation of the documents or forms.

It is important to make an assessment as to the population percentage, and the frequency and importance of the contact while considering the potential for translating these documents.  The departments most likely to encounter the need to translate vital documents are government relations, planning, Diversity and Equal Opportunity, marketing, and contract and procurement.
Examples of vital documents that require consideration for translation in Spanish (Georgia’s largest LEP population in the MARTA service area) are as follows:
· Title VI Complaint Process
· Bus and Rail schedules
· Notices of proposed public hearings regarding proposed transportation plans, projects, or changes.
· Emergency transportation information

Whether  or  not a  document (or  the information  it  solicits)  is “vital” will depend  on the  importance  of  the program,  information, encounter,  or  service  involved, and the consequence to the LEP person if the information in question is not accurate or timely disseminated.  For instance, applications for a bicycle safety course would not generally be considered vital, although access to driving handbook will be a vital document.  
Where appropriate, department heads are encouraged to create a plan for consistently determining over time what documents are “vital” to the meaningful access of the LEP populations they serve. 
Classifying a document as vital or non-vital is sometimes difficult, especially in the case of outreach materials like brochures or other information on rights and services. Awareness of rights and services is an important part of “meaningful access”, as a lack of awareness may effectively deny LEP individuals meaningful access. Where individual departments are engaged in community outreach efforts as part of their programs and activities, they should regularly assess the needs of the populations frequently encountered or affected by the program to determine whether certain critical outreach materials should be translated. Community organizations will be used to determine what outreach materials may be most helpful to translate, and some translations may be made more effective  when done in tandem with outreach methods including using ethnic media, schools and religious and community organizations to spread a message.
Sometimes a very large document may include both vital and non-vital information. This may also be the case when the title and a phone number for obtaining more information on the contents of the document in frequently encountered languages other than English is critical, but the document is sent out to the general public and cannot reasonably be translated into many languages. In a case like this, vital information may include, for instance, providing information in appropriate languages regarding where an LEP person might obtain an interpretation or translation of the document.

XII. PROVIDING ORAL LANGUAGE ASSISTANCE
MARTA will not pass on the cost to our customers for providing language assistance to meet its LEP requirements. With the exception of translating written materials, the cost of language assistance is generally fairly minimal.  MARTA will provide competent interpreters and other oral language assistance in a timely manner.  

XIII. LANGUAGE ASSISTANCE SERVICES OFFERED

· Oral interpretation services  - Bilingual staff that are competent in the skill of interpreting
· Written language services
· Volunteer interpreters from community minority organizations who are trained and competent in the skill of interpreting; 
· Qualified paid interpreters; and
· Translate vital documents
LEP persons are not obligated to provide their own interpreter, although many do so. In some areas such as, police services, it may be important for legal or safety reasons to provide a qualified outside interpreter rather than use a family member or friend of the LEP person.
Training staff on the  procedures  of  providing  language assistance and how to determine whether and what type of language services a customer needs, is  essential  to  bridging  the gap  between  policies or  procedures and actual practices. Training should include how to obtain language assistance services and how to communicate needs to interpreters and translators. 
Providing language assistance in some areas may also mean training staff to avoid using acronyms or industry jargon when communicating with LEP individuals.  Although the use of an interpreter who is qualified is essential,  it does not necessarily mean formal certification as an interpreter is required. Certification may be helpful, but at a minimum, a qualified paid interpreter needs to:
· Be proficient in and have the ability to communicate accurately in both English and in the other language, as well as employ the appropriate mode of interpreting (e.g. consecutive, simultaneous, summarization, or sight translation).
· Have knowledge   in  both languages   of   any specialized   terms  or concepts particular to the program.
· Understand and follow confidentiality and impartiality rules to the same extent as the LEP person for whom they are interpreting or to the  extent  that  their position requires.
· Understand and adhere to their role as interpreter without deviating into a role as counselor, legal advisor, or other inappropriate role.

XIV. DEFINITIONS
1. Primary Language – The language in which an individual is most effectively able to communicate.
2. Interpretation – The act of listening to a communication in one language and orally converting it into another language, while retaining the same meaning. Interpreting is  a sophisticated  skill needing practice and training, and should not be confused  with simple  bilingualism. Even the most proficient  bilingual  individuals may require additional training and instruction prior  to  serving as interpreters.  Qualified interpreters  are  generally  required to have undergone rigorous and specialized training.
3. Translation – The replacement of written text from one language into an equivalent written text in another language.  Translation  also requires special knowledge and skills.
4. Bilingual – The ability to speak two languages fluently and to communicate directly and accurately in both English and another language.
5. Direct Communication – Monolingual communication in a language other than English between a qualified bilingual Department employee or other bilingual person and an LEP individual (e.g., Spanish to Spanish).

XV. PROCEDURES FOR ACCESSING INTERPRETATION SERVICES
The Customer Information Center is required to  have a  minimum of one bilingual operator on duty per shift, to assist with requests from MARTA’s LEP population. 
· Telephone  communication  with  LEP  Callers:    When  a  non-bilingual  employee receives a call and determines that the caller is LEP, the call-taker shall inform the LEP caller that he or she will be placed “on hold” and immediately transfer the LEP caller to extension 2244 or 5290 so that the appropriate customer service representative may assist the caller.
· If no available and appropriate customer service representative is present, the call-taker will contact the an employee from the Employee Volunteer Language Bank.  Once a three-way call is established between the call-taker, the LEP caller, and the interpreter, the call-taker will follow the standard operating procedures used for the call center.
· Note:  MARTA will take reasonable steps to develop in-house language in the Customer Service Center by hiring personnel with specific language skills.
· MARTA Personnel Requesting Interpretation Services:
· Responding MARTA Personnel Responsibilities:   MARTA personnel in the field in need of interpretation services will attempt to identify the LEP individual's primary language through the use of the language identification card (http://www.dol.gov/oasam/programs/crc/ISpeakCards.pdf).
· Difficult Circumstances:  MARTA personnel are expected to the follow the general procedures outlined in this Plan; however difficult circumstances may require some deviations.  In such situations, personnel are to use the most reliable, temporary interpreter available, such as bilingual MARTA personnel.

· Family, Friends and Bystanders:  In other than difficult circumstance, MARTA personnel should only use family, friends or bystanders for interpreting in very informal, non-confrontational contexts, and only to obtain basic information at the request of the LEP individual.  Using family, friends or bystanders to interpret could result in a breach of confidentiality, a conflict of interest, or an inadequate interpretation.  Barring difficult circumstance, MARTA personnel should not use minor children to provide interpreter services.
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XVI. TRAINING STAFF
The Office of Diversity and Equal Opportunity will ensure that employees are knowledgeable about the Authority’s obligations to provide meaningful access to information and services for LEP persons.  Therefore,  DEO  will  ensure  that employees having contact with the public have experience in the following areas:
· Policies and procedures of language access;
· Resources available to determine the language needs of a customer;
· Resources available to ensure that access is provided in a timely and effective manner;
· Working effectively with language interpreters; and,
· Available documents that have been translated into languages other than English, and Policies and procedures for "informed choice."
· Types of language services available;
· How staff can obtain those services;
· How to respond to LEP callers;
· How to respond to written communication from LEP persons and;
· How to respond to LEP individuals who have in-person contact with staff.

The Office of Diversity and Equal Opportunity will also disseminate the LEP policies and procedures to all employees likely to have contact with LEP customers.  DEO will work with community organizations that are competent and experienced in such training and who are known to MARTA.  DEO will introduce new employees to LEP policies and procedures by placing a LEP fact sheet in the new employee orientation packet.

XVII. LEP PLAN DISTRIBUTION
The LEP Plan will be: 

1. Distributed to all MARTA supervisors who have direct contact with the public. 
2. Available in the Office of Diversity and Equal Opportunity. 
3. Posted on MARTA’s website, www.itsmarta.com
4. Explained in orientation and training sessions for supervisors and other staff who need to communicate with LEP clients.

XVIII. MONITORING AND UPDATING THE LANGUAGE ASSISTANCE PLAN
MARTA will monitor its language assistance program annually to assess the following:  the current LEP makeup of its service area, the current communication needs of LEP applicants and customers, whether existing assistance is meeting the needs of such persons, whether staff is knowledgeable about policies and procedures and how to implement them, and whether sources of and arrangements for assistance are still current and viable. It is MARTA’s intent to continually evaluate effectiveness and based on the results, make modifications where necessary.  
It is the responsibility of the Office of Diversity and Equal Opportunity to ensure that on an ongoing basis, whether new documents, programs, services and activities need to be made accessible for LEP individuals, and provide notice to the LEP public and to employees of any changes in programs or services.    In addition, the Office of Diversity and Equal Opportunity will consider whether changes in demographics, types of services, or other needs require annual re-evaluation of MARTA’s Language Assistance Plan.
DEO will evaluate MARTA’s Language Assistance Plan by seeking feedback from the community, and assess potential plan modification based on:
· Current LEP population in service area or population encountered or affected;
· Frequency of encounters with LEP language groups;
· Nature and importance of activities to LEP persons;
· Availability of resources, including technological advances, additional resources, and the cost imposed;
· Whether staff know and understand the Language Assistance Plan and how to implement it; and
· Whether identified sources for assistance are still available and viable. 
In monitoring compliance, an assessment will be made of whether the authority's procedures allow LEP persons to overcome language barriers and participate in a meaningful way in the program activities and services. The program area’s appropriate use of methods and options detailed in this LEP Plan will demonstrate their intent to comply with LEP requirements and Title VI of the Civil Rights Act of 1964.


XIX. COMPLIANCE & REPORTING
MARTA’s AGMs and Directors are responsible for ensuring that meaningful services to LEP persons are provided in their respective departments/offices. This Plan must be incorporated by reference into the appropriate departmental procedure manuals in order to ensure that employees are aware of their obligations for compliance.
The DEO Office Title VI Equity Administrator will monitor the Authority’s programs to ensure LEP requirements are fulfilled and report annually on the accomplishments related to LEP activities to the Executive Director of Diversity And Equal Opportunity.
XX. HOW IS A DISCRIMINATION COMPLAINT FILED?
Because LEP persons can file a complaint on the basis of national origin, staff should be trained on how to properly handle a Title VI complaint.  Complaints may be filed by any person who believes that he or she has been excluded from participation in, been denied the benefits of, or otherwise subjected to discrimination under any Metropolitan Atlanta Rapid Transit Authority (MARTA) service, program or activity, and believes the discrimination is based upon race, color, national origin, gender, age, disability, economic status or limited English proficiency. Complaints will be accepted in writing only, and may be filed with MARTA’s Equal Employment Opportunity Office.  A signed written complaint must be submitted within 120 days of the alleged discriminatory act (or latest occurrence). Individuals may also file complaints directly with the U.S. Department of Transportation (USDOT),  and/or the Federal Transit Administration (FTA) within the 180 day timeframe. The complaint should contain:
· Name, address, telephone number, and signature of complainant.
· Facts and circumstances surrounding the claimed discrimination, including date of allegations, and basis of complaint (i.e., race, color, national origin, gender, age, disability).
· Any names of persons, if known, that the investigator could contact for additional information to support or clarify the allegations.
· Corrective action being sought by the complainant.

a. HOW WILL A COMPLAINT BE RESOLVED?
Within five days of receiving a written complaint, MARTA’s DEO Office will acknowledge receipt of the complaint the DEO Office will investigate and make recommendations for resolving the complaint as deemed appropriate.
b. RETALITATION FOR FILING A COMPLAINT
Federal laws prohibit a recipient of federal funds from retaliating against any person who has made a complaint, testified, assisted, or participated in any manner in an investigation, proceeding, or hearing. Any complaints of retaliation should be directed to MARTA’s Office of Diversity and Equal Opportunity immediately at; 2424 Piedmont Road, Atlanta, GA  30324.

XXI. CURRENT EFFORTS TO PROVIDE SERVICES TO THE LEP COMMUNITY
The Authority's current outreach efforts to the LEP community began with the establishment of a Title VI/LEP task force group to address issues that affect members of the LEP communities and to examine public information materials “targeted to the needs of the community”. 
The Authority's LEP Plan addresses outreach efforts, including use of a variety of print and electronic media outlets; meetings with advocacy groups; and preparation and distribution of public information materials "targeted to the needs of the LEP communities."  As part of the LEP assessment, the 2007 Quality of Service Survey was used which confirmed the need for additional information on MARTA system in languages beside English, to ensure that a language barrier is not hindering people from using the system.
MARTA currently provides information in languages other than English through signs, audio messages, and with MARTA staff proficient in languages other than English.  Certain MARTA information is provided in English, Spanish, Chinese, Vietnamese, and Korean.

XXII. CURRENT LANGUAGE ASSISTANCE SERVICES AVAILABLE

· Oral Language Assistance
· MARTA Service Call Center – Spanish Greeting and option for callers, Call Center is staffed bilingual operators.
· Service modification is available in English, Spanish, Vietnamese, Korean, Chinese, and Japanese. 
· MARTA’s Marketing Office with Spanish media (TV and radio) to get out information to listeners and viewers. 
· Trip Planning is available in Spanish
· Translators are provided at community public meetings as appropriate 
· Written Language Assistance 
· Emergency exit information on buses is in Spanish
· All MARTA bus schedules have narrative information in English and Spanish
· Bus detour signs are made available in Spanish, as appropriate. 
· Service change brochures and signs are printed in English and Spanish. 
· Spanish language signs are placed in selected MARTA rail stations, as appropriate, for special events and to announce construction or other situations important to customer safety. 
· MARTA website contains a machine translator service that enables users to translate most (or all) vital materials into 6 languages (Spanish, Chinese, Japanese, Korean, French, and German). 
· Translated materials are provided at community public meetings as appropriate. 
· ADA announcements on buses are provided in English and Spanish

MARTA has designated a staff position in its Office of Diversity and Equal Opportunity to serve as MARTA’s Language Assistance Liaison. This person will work with community groups, the Regional Transportation Planning Board (TPB), Title VI/LEP Committee, staff and others on Transit Information for Limited English Proficiency (LEP) Customers to assist in coordinating meaningful access for persons with LEP. The Language Assistance Liaison will be responsible for developing, executing and coordinating language services to LEP persons. The Liaison will also investigate and resolve language access complaints from the LEP community. 

XXIII. CONCLUSION
Providing meaningful access to LEP persons to MARTA’s programs, services, and activities is an important effort that will help enable the Authority to achieve its mission “to ensure equal access to transit and to promote transit excellence throughout MARTA’s service area.”  As we work together LEP persons will gain equal opportunity to benefit from meaningful access to MARTA’s programs and services.

Most Spoken Languages in Elementary Schools from the City of Atlanta, Fulton, and DeKalb Counties

Spanish	India,Other	Korean	Chinese	Vietnamese	Africa,Other	Asia,Other	Amharic	French	Europe,Other	10483	503	444	404	363	308	274	250	205	184	
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