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Introduction

The following document serves as the Title VI Language Assistance Plan (LAP) for Limited English Proficient (LEP)
Populations for the Alameda County Transportation Commission (Alameda CTC) and demonstrates the agency's
commitment to provide meaningful access to all individuals accessing services provided by the agency. The planis
intfended for managers and staff who interact directly or indirectly with LEP individuals. Title VI prohibits discrimination
by recipients of federal financial assistance on the basis of race, color, and national origin, including the denial of
meaningful access for Limited English Proficient people. As a sub-recipient of federal funds, Alameda CTC must “take
reasonable steps to ensure meaningful access to their programs and activities by LEP persons.”!

On August 11, 2000, President William Jefferson Clinfon 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, and develop and
implement a system to provide those needed services so that LEP persons can have meaningful access fo them.

As a means of ensuring this access, the 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
LAP. The LAP becomes a blueprint for ensuring that language does not present a barrier to access to the agency's
programs and activities.

To develop the LAP necessary to comply with the guidance, an individualized agency assessment is required that
balances the following four factors:

e Factor 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;
e Factor 2: The frequency with which LEP individuals come in contact with the program;

e Factor 3: The nature and importance of the program, activity, or service provided by the recipient to people's
lives; and

e Factor 4: The resources available to the recipient and costs for language services.

! Federal Register Volume 70, Number 239 (Wednesday, December 14, 2005)
2 Implementing the Department of Transportation’s Policy Guidance Concerning Recipients’ Responsibilities to Limited English Proficient (LEP) Persons:
A Handbook for Public Transportation Providers. The Federal Transit Administration Office of Civil Rights, April 13, 2007
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To ensure compliance with federal guidance, Alameda CTC undertook an assessment with the goal that all
reasonable efforts be made to ensure that stakeholders and members of the public are not denied access to their
services due to a limited ability o speak, read, write or understand English. Alameda CTC believes in the rights of alll
residents within its community, and furthermore supports the overall goal of providing meaningful access to its services
to LEP persons. Given the diverse nature of the Alameda County service areq, eliminating the barrier to persons with
limited English-speaking ability will have a positive impact not only on LEP individuals themselves, but also on the
impact that Alameda CTC services have on the community.

Agency Background

Alameda CTC was created in July 2010 by the merger of the Alameda County Congestion Management Agency
(ACCMA) and the Alameda County Transportation Improvement Authority (ACTIA), to streamline operations,
eliminate redundancies, and save taxpayer dollars. Alameda CTC prepares the local countywide transportation plan,
along with other transportation planning activities in the county, and administers local transportation sales tax
Measures B and BB and the Vehicle Registration Fee.

Alameda CTC receives federal funds for a number of programs and activities, including its general administrative
operations, plan development of the Alameda Countywide Transportation Plan and Community Based Transportation
Plan, Priority Development Area Planning, and the Safe Routes to Schools program and some federal grants, such as
for Mobility Management for seniors and people with disabilities.

Alameda CTC also receives funds for the management or oversight of projects in Calirans’ or the local jurisdictions’
right of way. However, some of these projects would not be included for Title VI compliance, as Alameda CTC is an
“implementing agency” not a “project sponsor.” For those activities, Caltrans or the local jurisdictions would be
responsible for Title VI compliance.

Alameda CTC uses an open and inclusive public involvement process through public outreach, and project-specific
committees made up of local elected officials, public works directors, fransit operators, and interested citizens.
Alameda CTC continues to be committed fo ensuring that access o their services is not limited to English-only
speaking populations.

Methodology and Recommendations
The development of the LAP and associated Four Factor Analysis included the following components:

1. Review of relevant programs, activities and services, also existing documents and materials, provided and/or
franslated by Alameda CTC

2. Data analysis
3. Surveys and Community Based Organization (CBO) participation
4. Alameda CTC staff and consultant interviews

5. General plan findings that include the Four Factor Findings, Top Languages, and Safe Harbor languages

2 | ALAMEDA CTC e TITLE VI LANGUAGE ASSISTANCE PLAN
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Based on the Four Factor Findings, the following are categories of recommendations that would improve the level of
service that Alameda CTC provides to its LEP stakeholders and members of the public and that can be implemented
over time as budget and staff permits:

1.

2.

General, including such things as internal awareness and public outreach strategy
Materials and documents
Translation and interpretation tools and protocols

Employees, including fraining or guidance to empower employees to provide assistance.

ALAMEDA CTC e CONGESTION MANAGEMENT PROGRAM 2017 | 3
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1. Four Factor Analysis Overview

The cornerstone of the LAP is the Four Factor Analysis that serves as a needs assessment for developing language
assistance measures for those with a limited ability to read, write, speak or understand English. These LEP populations
are those who reported to the U.S. Census that they speak English “less than very well,” “not well,” or “not at all.” It's
important o note that LEP status may be context-specific — an individual may have sufficient English language skills o
communicate basic information (e.g., name, address, etc.) but may not have sufficient skills to communicate detailed
information (e.g., trip planning needs, origin and destination needs) in English.

Federal circulars and resources provide guidance to recipients on how to ensure that they provide meaningful access
to persons who are LEP. The guidance notes that recipients shall use the information obtained in the Four Factor
Analysis fo determine the specific language services that are appropriate to provide. The analysis can help Alameda
CTC determine if it communicates effectively with LEP persons and will inform the development of the LAP.

The Four Factor Analysis is an individualized agency assessment that balances the following four factors: 1)
determining the number or proportion of LEP persons in the service area who may be served or are likely to encounter
an Alameda CTC program, activity or service; 2) the frequency with which LEP populations come in contact with
Alameda CTC's programs, activities and services; 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 Alameda CTC and costs associated with
language assistance services. This section describes the step-by-step instructions for conducting the required LEP
needs assessment according to the federal guidance as it applies to Alameda CTC.

Data Sources and Use

A variety of data sources were consulted for each of the steps in the Four Factor Analysis. This section presents a
description of each of the data sources and how they were utilized in the analysis.

Data that were consulted to determine the most prevalent languages spoken in the service area, as well as those that
may benefit from language assistance for the Factor 1 analysis included:

o American Community Survey (ACS) 2014-2018 five-year sample languages of people who speak English less than
“Very Well” for Alameda County, Table B16001
o ACS 2019 one-year sample of LEP Households, Table $1602
¢ California Department of Education Language Learner data for Alameda County 2019-2020
The data that were consulted for Factors 2 and 3 (i.e., the frequency with which LEP Populations come in contact with

Alameda CTC's programs, activities and services, and the nature and importance of the program, activity, or service
provided by Alameda CTC to people's lives) included:
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Employee/consultant surveys

CBO consultation/survey data

Employee/consultant interviews

CBO interviews

Data that were consulted for Factor 4 to determine the resources available to Alameda CTC and costs associated
with language assistance services included:

e Department budgets for translation and interpretation expenses

e Document translation services costs

Factor 1 Overview

Factor 1 includes determining the number or proportion of LEP persons in the service area who may be served or are
likely fo encounter an Alameda CTC program, activity or service.

A review of available data sources enabled Alameda CTC to classify the languages spoken in Alameda County into
three categories for the purposes of developing the Language Assistance Plan:

e Primary: These represent the languages that are spoken in the heaviest concentration in the county (Spanish and
Chinese — Cantonese and Mandarin)

e Secondary: This represents two addifional languages with significantly less concentration than Primary
(Vietnamese and Tagalog)

e Safe Harbor: This represents the remaining languages in the county that meet the Safe Harbor definition and
includes a total of 14 individual or discrete languages

The first step in the LAP 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, and using census and other available data to identify concentrations of LEP persons
in the service area, including those that qualify under the “Safe Harbor Languages™ definition.

Safe Harbor languages are defined by FTA Circular 4702.1B as languages spoken by at least 1,000 individuals with LEP
within the service area, stating, "if a recipient provides written franslation 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 fo be affected or encountered, then such action will be considered strong evidence of
compliance with the recipient’s written translation obligations.”

To determine Safe Harbor languages in the Alameda CTC service area, the most recent available ACS data from
Alameda County at the time this plan was researched was used. While the data is not as contemporary as desired, it
represents the most recent data available at the fime this plan was researched that had the granularity necessary to
review the specific languages for consideration.

The 2019-2020 California Department of Education Language Learner data also provided corroborating data to
support the findings.
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1.1 Data Analysis

The first data reviewed related to the percentage of limited English-speaking households within Alameda County in
which no member five years or older (1) speaks only English or (2) speaks a non-English language and speaks English
"very well." In other words, households in which all members five years old and older have at least some difficulty
speaking English. 3 Previous Census Bureau data products have referred to these households as "linguistically isolated.”

Using this definition, about 7% of all Alameda County households would be considered LEP households as seen in
Table 1: Linguistic Isolation for Households in Alameda County. Of Spanish-speaking households in Alameda County,
about 12% are LEP households, or linguistically isolated. The percentage of households who speak Asian and Pacific
Island languages and are LEP are about 20% of the total in Alameda County.

While this data presents the broad language categories of those LEP households, it is necessary to review other census
data tables to determine the languages of the LEP population. The most current ACS data available at the time this
report was undertaken was reviewed for this analysis, which includes Table B16001, which presents the population’s
ability to speak English.

Table 1: Linguistic Isolation for Households in Alameda County

Alameda County, California

Total Limited English-Speaking Percent Limited English-
Households Households Speaking Households

All Households 585,632 40,116 6.9%
Households Speaking:

Spanish 86,564 10,209 11.8%

Other Indo-European 55 405 3752 6.8%
languages

Asian and Pacific Island 121 592 24519 20.2%
languages

Other languages 10,222 1,636 16.0%

Source: ACS, 2019 one-year sample Table S1602.

1.2 ACS Safe Harbor Languages

The Safe Harbor language determination began with a review of the 2014-2018 ACS five-year sample data, Table
B16001 for Alameda County, presented below in Table 2: Alameda County LEP Population (2014-2018 ACS 5-Year
Sample) below. This data is slightly different than the “Linguistic Isolation” table, above, as that data considers only
those 5 years of age and older.

3 ACS 2019 one-year sample Table $1602 Table Notes
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At 56% of the county’s population, the majority of the population in the service area speaks English-only.

Spanish, by a large margin, continues to be the most prevalent LEP language in the service area, at 38% of the LEP
population in Alameda County. While Spanish is the most prevalent LEP population, this only accounts for about 7%
of the entire population in Alameda County.

The estimated percentage of the population that indicated they speak English less than “Very Well" is about 272,000
or roughly 18% of the total Alameda County population of 1,546,195. When taken together, Spanish and Chinese LEP
speakers account for two-thirds of the LEP speakers in the county. LEP speakers of the four most commonly spoken
languages (Spanish, Chinese, Tagalog and Vietnamese) account for 79% of all LEP speakers. Table 2: Alameda
County LEP Population (2014-2018 ACS 5-Year Sample), below, presents the ACS data breakdown by language for
those within the county who speak English less than “Very Well.”

Table 2: Alameda County LEP Population (2014-2018 ACS 5-Year Sample)

Alameda County LEP Population

ACS LEP Population

(pesio ol | roaicounty | acerttlet
Well’) Population

Total Population ACS 2019 1,546,195
Speak only English 847,080 54.8%
Spanish 103,510 6.69% 38.09%
Chinese (incl. Mandarin, Canfonese) 78,405 5.07% 28.85%
Tagalog (incl. Filipino) 17,180 1.11% 6.32%
Viethamese 15,930 1.03% 5.86%
Korean 6,770 0.44% 2.49%
Punjabi 6,450 0.42% 2.37%
Hindi 5,355 0.35% 1.97%
Arabic 3,685 0.24% 1.36%
Other languages of Asia 3,610 0.23% 1.33%

Amharic, Somali, or other Afro-
Asiatic languages

Persian (incl. Farsi, Dari) 3,435 0.22% 1.26%
llocano, Samoan, Hawaiian, or other

3.505 0.23% 1.29%

Austronesian languages A 5177 oL
Telugu 2,590 0.17% 0.95%
Russian 2,155 0.14% 0.79%
Japanese 2,060 0.13% 0.76%
Tamil 2,040 0.13% 0.75%
lTOhr?é,Ung,egr other Tai-Kadai 1750 0.11% 0.64%
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Alameda County LEP Population

ACS LEP Population

" Percent of
Languages (Speaks E:\gllsh Total County Percent of T9tal
Less than "Very . LEP Population
" Population
Well")
Portuguese 1,700 0.11% 0.63%
Gujarati 1,530 0.10% 0.56%
Nepali, Marathi, or other Indic 1,470 0.10% 0.54%
languages
Khmer 1,390 0.09% 0.51%
French (incl. Cajun) 1,230 0.08% 0.45%
Urdu 1,210 0.08% 0.45%
Other and unspecified languages 1,120 0.07% 0.41%
Other Indo-European languages 1,000 0.06% 0.37%
TOTAL 271,765 17.58% 100.00%

Source: U.S. Census Bureau, American Community Survey, 5-Year Estimate (2014-2018).

Because the Department of Transportation (DOT) guidelines regarding "“Safe Harbor Provision” for franslation 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 LAP 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 actfion will be considered sfrong evidence of compliance with the recipient’s written
franslation 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 franslate vital written materials but should provide written nofice in the
primary language of the LEP language group of the right fo receive competent oral interpretation
of those written materials, free of cost.

Based on these guidelines, 18 discrete languages—including the Primary and Secondary languages discussed in
Section 1.2—have more than 1,000 persons who speak English less than “Very Well” and would qualify as “Safe
Harbor” languages, requiring the franslation of vital documents. According fo Federal guidance, vital written
documents include, but are not limited to, consent and complaint forms; intake and application forms with the
potential forimportant 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. While several language groups
include more than 1,000, they have not been included in the Safe Harbor languages because they represent a variety
of languages that may, independently, fall below the threshold. They also may represent a language family consisting
of several individual languages, not one specific or individual language.

ALAMEDA CTC e TITLE VI LANGUAGE ASSISTANCE PLAN | 9
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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 6,770 Korean speakers indicate that
they speak English less than “Very Well,” this equates to less than one-half of one percent (0.44%) of the total
population in the county. 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.

While specific languages within the group are not included in the Safe Harbor list, there may be a need to investigate
whether there are unmet needs within this or other of these language groups that may result in some languages being
included for written franslations. This will be further discussed in Factors 2 and 3.

According to the guidelines set forth by the federal government, the LEP analysis should also review alternate and
local sources of data o assist in Factor 1 findings. To provide further understanding of the languages that may require
language assistance, data from the California Department of Education (DOE) 2019-20 Census of English Learners
data on bilingual and English language learners was reviewed for Alameda County. 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 findings. Below, Table 3: Department of
Education Survey of English Learner Population 2019-20 provides a breakdown of the languages of the Department of
Education English Learners reported for the school districts in Alameda County that have greater than one speaker.

Table 3: Department of Education Survey of English Learner Population 2019-20

Percent of

Spanish 27,025 60.92%
2 Other non-English languages 2,562 5.78%
3 Cantonese 2,386 5.38%
4 Mandarin (Putonghua) 1.897 4.28%
5 Arabic 1,688 3.81%
6 Vietnamese 1,201 2.71%
7 Filipino (Pilipino or Tagalog) 1,089 2.45%
8 Farsi (Persian) 710 1.60%
% Punjabi 698 1.57%
10 Telugu 698 1.57%
11 Hindi 603 1.36%
12 Tamil 390 0.88%
13 Korean 355 0.80%
14 Pashto 298 0.67%
15 Urdu 275 0.62%
16 Russian 229 0.52%
17 Tigrinya 211 0.48%
18 Japanese 187 0.42%
19 Khmer (Cambodian) 162 0.37%
20 Tongan 159 0.36%
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Percent of

Guijarafi 133 0.30%
22 Marathi 130 0.29%
23 Portuguese 130 0.29%
24 French 122 0.28%
25 Amharic 109 0.25%
26 Burmese 102 0.23%
27 Bengali 83 0.19%
28 Kannada 77 0.17%
29 Toishanese 57 0.13%
30 Samoan 50 0.11%
31 Thai 50 0.11%
32 Turkish 44 0.10%
33 Hebrew 4] 0.09%
34 Mien (Yao) 40 0.09%
35 German 40 0.09%
36 llocano 38 0.09%
37 Serbo-Croatian (Bosnian, Croatian, Serbian) 33 0.07%
38 Polish 32 0.07%
39 Lao 30 0.07%
40 Italian 24 0.05%
41 Indonesian 22 0.05%
42 Cebuano (Visayan) 19 0.04%
43 Rumanian 18 0.04%
44 Dutch 14 0.03%
45 Armenian 12 0.03%
46 Chaozhou (Chiuchow) 11 0.02%
47 Taiwanese 10 0.02%
48 Somali 10 0.02%
49 Greek % 0.02%
50 Ukrainian 9 0.02%
51 Hungarian 8 0.02%
52 Hmong 8 0.02%
53 Assyrian 6 0.01%
54 Bulgarian 5 0.01%
55 Albanian 4 0.01%
56 Kurdish (Kurdi, Kurmanji) 2 0.00%
57 Marshallese 1 0.00%
58 Mixteco 1 0.00%
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Percent of
59

Swedish 1 0.00%
60 Swahili 1 0.00%
Source: Cdalifornia Department of Education Language Learner data 2019-20.

Using a compound analysis of the data sources, we find that all of the most prevalent languages are represented in
these data sets. Table 4: Composite of LEP Languages, below, presents the ranking of the data sets that were used to
help identify the Safe Harbor languages. Based on Factors 2 and 3, additional languages may be added or refined to
reflect the better understanding of the service area’s language needs.

Table 4: Composite of LEP Languages

Alameda County AISD
Language . .
ACS Ranking Learner Ranking

Spanish 1 1
Mandarin 2 4
Cantonese 2 3
Tagalog (including Filipino) 3 7
Viethamese 4 6
Korean S) 13
Punjabi 6 9
Hindi 7 11
Arabic 8 5
Other languages of Asia N/A N/A
Amharic, Somali, or other Afro-Asiatic languages N/A 36, 48
Persian (incl. Farsi, Dari) 9 8
llocano, Samoan, Hawaiian, or other

Austronesian languages N/A 30,36
Telugu 10 10
Russian 11 16
Japanese 12 18
Tamil 13 12
Thai, Lao, or other Tai-Kadai languages NA 31
Portuguese 14 23
Gujarati 15 21
Nepali, Marathi, or other Indic languages N/A 22
Khmer 16 19
French (incl. Cajun) 17 24
Urdu 18 15
Other and unspecified languages N/A 2

Sources: ACS, 2018 one-year sample Table B16001; and CA Department of Education Language Learner 2019-20.
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1.3 Factor 1 Finding

Factor 1 of the LEP Plan was undertaken to assess the proportion of LEP individuals that may be encountered within
Alameda County. A number of data sources were used as a way to inform the conclusions, including the American
Community Survey (Census), the California Department of Education English Learners, and information from existing
franslation services provided by Alameda CTC. The findings reveal the following about languages spoken in Alameda
County that will inform the Language Assistance Plan:

o 18 discrete languages qualify under the “Safe Harbor Provision” for written materials within Alameda County
e 2 Languages (Spanish and Chinese) represent the primary non-English languages spoken in the county
e 2 additional languages (Tagalog and Viethamese) represent the secondary non-English languages spoken in the county

e The remaining 14 languages represent those that may require translation services but that are spoken less often by
LEP populations in the county and include: Korean, Punjabi, Hindi, Arabic, Persian (incl. Farsi, Dari), Telugu, Russian,
Japanese, Tamil, Portuguese, Gujarati, Khmer, French, Urdu

Below, Table 5: Safe Harbor Languages within Alameda County, combines the outputs of the data considered, and
presents a ranking of the languages by the data considered. Using this fo determine the prevalence of the Safe
Harbor languages, four languages are identified as those that should be considered for written or verbal translation
service: Spanish, Chinese, Tagalog and Vietnamese. However, only Spanish and Chinese could be considered
predominant languages using all data sefs, as they represent about 67% of the entire LEP Population.

Table 5: Safe Harbor Languages within Alameda County

Alameda County
Safe Harbor Language .
ACS Ranking

Spanish 1

Mandarin

Cantonese

Tagalog (including Filipino)
Vietnhamese

Korean

Punjabi

Hindi

Arabic

Persian (incl. Farsi, Dari)
Telugu

Russian

Japanese

Tamil

Portuguese

Gujarafi

Khmer

L O Do -0 v ®©® NN W NN

French (incl. Cajun)
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Alameda County
Safe Harbor Language .
ACS Ranking

Urdu 18

Factor 2 Overview

Factor 2 includes the frequency with which LEP Populations come in contact with Alameda CTC’s programs, activities
and services. This factor can also influence the languages that are included in the LAP, as some language groups
may require language assistance even though they are not identified by data.

Assessing the frequency with which LEP populations come in confact with Alameda CTC's programs, activities and
service helps the agency determine which languages need to be considered for language services. Generally, “the
more frequent the contact, the more likely enhanced language services will be needed.”4 Strategies that help serve
an LEP person on a one-time basis will be very different than those that may serve LEP persons on a daily basis. This
analysis provides more clarity on the languages encountered and can help refine the languages requiring language
assistance. This can also include adding languages for potential language assistance based on the agency
employee’s intferaction with specific language populations.

For purposes of estimating the frequency of contact with LEP individuals, Alameda CTC programs and services were
reviewed, and front-line employees that have direct connection with LEP populations were surveyed and/or
inferviewed. Surveys and interviews with CBOs were also reviewed for relevance. Copies of the Alameda CTC Staff and
Consultant Survey and Alameda CTC Community Based Organization (CBO) Survey are available in the Appendix of
this report. Other data sources, including ACS data, was also consulted.

2.1 Alameda CTC Services and Programs

Alameda CTC provides a variety of services and programs that were reviewed to better understand the populations
that Alameda CTC may serve. The following provides a general description of the activities and the language
assistance measures that may be available.

GENERAL ADMINISTRATION AND PLANNING

As the Congestion Management Agency and county fransportation planning agency, Alameda CTC completes
studies that engage local jurisdictions as well as residents through a number of planning activities. For example, as
recipients of federal funds for identifying barriers to mobility and working to overcome them, Alameda CTC has
completed a number of Community Based Transportation Plans (CBTPs) in the past that have solicited direct
engagement from the community. These studies as well as other similar fransportation studies help the agency set
priorities for recommendations that are forwarded to the region for future funding.

When soliciting information from the public during the time this report was researched, flyers in English and Spanish

were provided on the Alameda CTC website or may have involved other nofification methods based on the type of
studies being undertaken. For example, when preparing the Alameda County Transit Plan, relevant documents were
translated into Spanish and Chinese and were available both on the Alameda CTC website and at public meetings.

4 Implementing the Department of Transportation’s Policy Guidance Concerning Recipients’ Responsibilities fo Limited English Proficient (LEP) Persons--A
Handbook for Public Transportation Providers, 2007.
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Alameda CTC also uses bilingual staff within their organization to provide informal interpretations or franslation services
for events and/or hearings, or when recording bilingual telephone recordings for project specific hotlines.

Alameda CTC has a number of program specific welbsites under its jurisdiction: alamedactc.org, accessalameda.org,
alamedacountysr2s.org and grh.alamedactc.org. Material providing general Alameda CTC information, as well as
project- and program-specific information, is provided on the website. While Google Translate is included on the
Alameda CTC main website, it is not currently available on all program specific websites and for all languages.
Additionally, some general information is provided in Spanish and Chinese on the website, and public outreach
material for planning efforts like the Countywide Transportation Plan are also translated and posted.

Additionally, as a local sales taxing authority, Alameda CTC has an Independent Watchdog Committee (IWC) that
provides reports to the public. These are franslated info both Spanish and Chinese and posted fo the Alameda CTC
website and distributed in hard copy format to libraries and other public centers.

SAFE ROUTES TO SCHOOLS (SR2S)

Safe Routes to Schools (SR2S) in Alameda County is a program that encourages elementary, middle and high school
students to walk or bike to school and promotes bicycle and pedestrian safety. The SR2S program includes
educational events, student training, student incentives and safety projects in collaboration with school staff and
volunteers, parents, police departments, public health staff, and city staff. Since 2006, the Alameda County SR2S
program has focused on educating students at special events, enforcing traffic laws in school zones, installing safety
improvements, and encouraging families to sidestep traffic in favor of “walking & rolling” to school. The program also
performs “walk audits” with local engineering experts to assist the community in evaluating streets and identifying
improvements for walking and biking to school. There is also a website dedicated to SR2S for those who want

to access information directly (http://alamedacountysr2s.org/) which provides Google Translate in alll

available languages.

Because SR2S staff works directly with the school staff, parents, public health officials, police and cities, requests for
language assistance typically do not come directly from the beneficiaries of the programs. However, due to input
from the school staff and other participants, information about the programs is now provided in other languages and
capacity exists to provide translated information upon request. Some information is also provided on their website in
the form of PDFs in Spanish. However, some content is English-only, which may be appropriate given that school
coordinators are staff that are not LEP.

STUDENT TRANSIT PASS PROGRAM (STPP)

Alameda CTC is responsible for the implementation of the STPP in Alameda County. The STPP provides free youth
Clipper cards to eligible middle and high school students in Alameda County which can be used for unlimited free bus
rides in their area (on AC Transit, Union City Transit or LAVTA Wheels), as well as a 50 percent discount on BART trips and
youth discounts on other transit systems. The program makes it easier to travel to and from school and school-related
programs, jobs and other activities, expanding fransportation options for Alameda County’s middle and high school
students. Eligible students can apply online to receive a Clipper card that provides the discount. The website provides
translations for all languages via Google translate including for the application process. It also provides fact sheets in
Spanish, Chinese, Arabic and Farsi.
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GUARANTEED RIDE HOME (GRH)

Their Guaranteed Ride Home program is designed to encourage the use of commute alternatives such as carpooling,
vanpooling, public transit, walking or bicycling, by providing a free ride home to program participants in cases of
emergency, unscheduled overtime, and other qualifying events. Those wishing to participate can register online at
the GRH website (grh.alamedactc.org) or they can contact the GRH program administrator. The GRH program is also
advertised through employers who may have ways of communicating the benefits of the program to their non-English
employees. Currently, written information materials are not provided in languages other than English, although the
basic information available on Alameda CTC's welbsite about GRH can be translated using Google Translate via the
website. However, the microsite where the majority of program information is located as well the program’s
registration page is not available for use with Google Translate.

PARATRANSIT PROGRAMS

While Alameda CTC does not directly provide paratransit services within the county, local funds are used by local
jurisdictions to provide these services. When the Measure B 2 cent sales tax was reauthorized, it increased the
percentage of nef revenue for Special Transportation from 1.5 percent to 10.45 percent. These revenues fund
operations for Americans with Disabilities Act (ADA)-mandated services and city-based paratransit programs. In 2014,
the passage of Measure BB augmented funding to local cities and paratransit providers to continue tfransportation
services through 2045. Even though the paratransit services are not directly provided by Alameda CTC, they do
provide information related to the services and have a welbsite geared towards paratransit users (http://accessalameda.org/).
Website content is available for translation through Google Translate. Access Alameda is a resource guide provided
through this program. It is available on the website and in print in English, Spanish, Vietnamese, Farsi, Chinese

and Tagalog.

2.2 Alameda CTC On-site Language Assistance Services
Alameda CTC provides varying degrees of inclusive language assistance tools for LEP persons, some practices are
concrete and specific, while other measures are informal.

According to Alameda CTC staff, the agency relies on informal systems fo determine which vital documents it
translates from English into other languages. The agency standard is to translate into Spanish and Chinese, largely
assisted by professional translation services and bilingual Alameda CTC employees as needed. At the time this report
was researched, multiple staff identified as speaking Spanish, and staff who speak Chinese (Mandarin and
Cantonese), Hindi, Punjabi, Tamil, Viethamese, Russian, French and Czech.

At the fime this report was researched, LEP persons requesting language assistance were reliant on the Alameda
CTC's unofficial language assistance policy. When LEP callers call into the agency for franslation services, they were
directed to an appropriate person, depending on the nature of the request. Safe Routes to Schools Site Coordinators
seeking translation services for parents did not have formal systems set in place for adult LEP family members utilizing
SR2S services. Alameda CTC relied on the California Department of Transportation (Caltrans) staff for interpretation or
translation services when conducting in-person/virtual open-houses that were sponsored by Caltrans. Alameda CTC
staff provided ad hoc interpretation for LEP attendees asking for translation services during in-person events if
Alameda CTC staff speaking those languages were available and in attendance. Staff noted that for virtual
open-houses, LEP attendees utilize the Google Translate function on the Alameda CTC website.
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Since this report was initially researched, Alameda CTC has implemented a translation assistance telephone service
that staff may access when they receive a call from an LEP caller. The service provides real-time translation services
so that the LEP caller and agency staff can communicate with each other. As they are updated, publications

and fact sheets are also being edited fo include directions in English about how LEP persons may request
franslated documents.

2.3 Alameda CTC Website

The Alameda CTC website currently uses Google Translate for a variety of languages that have historically been
requested, but does not include the full list of languages that Google Translate provides. While not as accurate as a
translator, Google Translate provides cost effective methods of addressing the immediate needs of LEP populations
who speak lightly used languages. It can also be used as a method of franslating text in a rough manner that can
then be corrected by native speakers, thereby saving time on franslations.

Google Translate is available on the Alameda CTC, Safe Routes to Schools (SR2S), and Student Transit Pass Program
(STPP) websites. While the limited Google Translate function translates webpages into several languages, including
several of the Alameda CTC's Safe Harbor languages, it does not franslate PDF documents info other languages.

All Board Meeting Agenda notices since March 2018 advertise free language assistance. In addition to English, the
notice is provided in Spanish, Chinese and Viethamese. While free language assistance is available to LEP
stakeholders, it was not consistently posted front and center throughout the Alameda CTC website, on all public
notices, microsites and other websites operated on behalf of Alameda CTC at the time of this report’s research.
Directions for how LEP persons may request franslation assistance is now consistently and visibly posted on the
agency'’s website.

2.4 Frontline Staff Consultation

To better understand the languages that are most encountered by Alameda CTC staff, surveys and inferviews were
conducted during this report’s research phase. These surveys provided some broad understanding of the frequency
of contact, while the interviews provided an in-depth look at the practices of those encountered and the language
needs of Alameda CTC's LEP stakeholders. In addition to asking questions about language interactions and requests,
the survey asked questions on methods that could improve Alameda CTC's outreach and communication to

LEP communities.

The employee survey was posted online via Google Forms to ensure that all employees and consultants would be
able to participate. Alameda CTC publicized and distributed the survey to select Alameda CTC staff and consultants.
Alameda CTC staff and consultants received the internal survey through an email and staff received verbal reminders
during their team meetings. Survey results are included in Appendix A: LEP X Survey. A total of 34 employees and
consultants completed the survey.

The survey results found that Spanish was the predominant language most often heard when interacting with the
stakeholders or members of the public, which also corresponds to the ACS data. Other languages from Factor 1

are also heard in significant numbers, including Chinese (Mandarin and Cantonese), Viethamese, Tagalog, Hindi,
Arabic and Korean. Several other languages were also heard including Punjabi and Farsi. Table 6 presents the findings
on the following page:
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Table é: Top Languages Heard by Alameda CTC Staff and Consultants

Languages Most Often Heard
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More than half of survey respondents (63%) indicated that they encountered, on average, fewer than 5 LEP persons
per month, and almost 38% indicated that they never encountered LEP persons and/or members of the public who
are seeking assistance and are unable fo communicate well in English. Figure 1: Frequency of LEP Stakeholder
Encounters, below, presents the frequency of contact with LEP stakeholders.

Figure 1: Frequency of LEP Stakeholder Encounters
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This is not unusual for an agency that has a more capital project-driven outreach, as encounters with the general
public may also be fairly low. At the time this report was researched, Alameda CTC Staff and Consultants were asked
how many members of the public they come in contact with on an average month in person, via email, by phone or
virtual meeting. In response, greater than 53% noted that they encountered fewer than 10 members of the public per
month, with almost 10% never encountering the public. It's clear though that there are differences based on staff
responsibilities, because almost 10% indicated that they often had encounters with greater than 500 members of the
public per month, as reflected in Table 7: Members of the Public Encountered per Month, below.

Table 7: Members of the Public Encountered per Month
Employees' Monthly Encounters with Members of the Public

Up to 500
80 to 150
50

20to 30
1to 10

None

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Also, when asked if they ever provided translation services for LEP populations, almost 60% of the employees indicated
that they had not, as reflected in Figure 2, below. 41% indicated that they had provided written franslation services for
both Spanish and Chinese populations.

Figure 2: Staff Providing Translation Service to LEP Populations

Have You Provided Translation Services

= No = Yes
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When asked about whether they spoke another language proficiently, almost 60% indicated that they did nof.
However, 14 staff members and consultants indicated at the time this report was researched that they spoke a variety
of languages, as reflected below in Table 8: Percentage of Staff and Consultants who speak Other Languages
(Conducted in 2021).

Table 8: Percentage of Staff and Consultants who speak Other Languages (Conducted in 2021)

Vietnamese 3%

Tamil 3%
Czech 3%
Russian 3%
Cantonese 3%

Mandarin 3%

Punjabi 3%
French I 6%
Hindi I 9%
Spanish GG 21%
None I  59%

0% 10% 20% 30% 40% 50% 60% 70%

The final question posed to employees was, "Are there any resources you need to assist you in communicating with
members of the public2” A significant proportion (44%) provided very useful suggestions that have been incorporated
into the plan. The verbatim comments were:

e [ don't have immediate resources for Mandarin or other languages that come up, either for verbal
communication or franslating materials.

e Fasy access to franslation services. It would also be important that when working on large projects, to do
outreach/provide information via TV or radio stations broadcasting for the diverse communities in the County.
I am aware of the Spanish TV/Radio, but there are media stations in different languages that could help us
conduct outreach in those communities.

e Translation services
e Translation services for written translations of public facing documents
e Sign Language

e Training on what to do when caller does not speak English. It would be nice to have a reference list of staff who
would be able to help translate certain languages. For example, if we have member of the public on the phone
who does not speak any of the languages | speak, | would like to know who is available to help translate and
transfer the call.

e All our resources should be accessible to the public we serve following a good LEP
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e It would be really helpful to have translation and interpretation services available for all staff to access for
planning/projects/programs outreach. Thank you for the work on this important topic.

e 'm relatively new, so haven't learned yet what existing language resources exist.

e In addition to translating materials, it would be helpful to have translators available to attend meetings and
ofher in-person events to help with communication. I'm mostly interested in Spanish, Cantonese, and
Mandarin translators.

e As there may be non-English speaking residents in West Oakland that are not being reached about GoPort
due to language barriers, it would be helpful to have the following:

o Access to translation services for GoPort literature, emails, newsletters, mailings, etc. in Spanish and other
languages spoken in West Oakland.

o Information on telephone interpreter services.

e Our consultant team only has the ability to QC [quality control] Spanish and Chinese translations. We do not have
staff that are native speakers of the other languages we use (Tagalog efc...) We anticipate that many of the
franslated texts may have the same issues that we see in the Spanish, but we have no way of identifying or
rectifying the issues. To ensure that we are communicating in a way that is culturally competent and effective,
there are two solutions that could help: 1) review and QC of all translated materials by native language speakers,
or 2) working with native language speakers to create the text from scratch, rather than translating from English.

e For the CTP, it would've been nice to have clearer guidance from the agency on what is needed/ideal for
oufreach related tfo a planning effort. Many fimes, we are commenting on scopes of work from outreach
consultants and they ask us what are our policies/recommendations with respect to language coverage.
Having some guidelines or rules of thumb would be great. If you're curious on what we ended up doing,
see the outreach summary report for the CTP: https://www.alamedactc.org/wp-content/uploads/2020/12/
2020 CTP_Final Outreach Summary Report.pdf

e | need assistance with consultative services for both translation and interpretation for SR2S provided in the top five
languages listed previously in this survey.

¢ We have not yet done much public oufreach, more efforts where we communicate in writing. When we "open

up" and begin to communicate directly with the public, we may need interpreters in the languages that are most
spoken in Alameda County and communication assistance for deaf and blind people.

2.5 Staff Survey Major Findings
The employee survey results lead us to draw the following conclusions.

1) Contact with LEP members of the public is limited to just a handful of employees and consultants working at
Alameda CTC. And, even when public contact is more often, there are typically very few members of the
public that require language assistance.

2) The languages most often heard by staff correspond to the languages identified in Factor 1.

3) At the time this report was researched, several employees and consultants spoke languages other than
English, enabling them to engage members of the LEP community directly and providing a pool that LEP
persons could be referred to if necessary. However, the ability to provide written franslations for additional
languages is still desired.
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4)  While franslations are often available in Spanish and Chinese, the need to improve translation services for
other languages would assist staff and consultants with additional LEP language needs.

2.6 Community-Based Organization Consultation

In addition to conducting interviews with employees, online surveys and interviews were conducted with four
community-based organizations (CBOs) located in Alameda County using a list of contacts suggested by Alameda
CTC staff. The list of contacts was compiled by Alameda CTC staff prior to the email with the survey link being sent to
CBOs. Additional outreach was done with each non-respondent organization contacted via telephone to ensure
delivery of the survey link to the appropriate CBO staff member and to encourage participation. A copy of the survey
isincluded in Appendix A.

A total of 22 organizations were contacted:

e Bay Area Urban Debate League

e Center for Independent Living (CIL)

e Centro de Servicios/Resource Center

e City of Fremont Human Services Department - Aging and Family Services Division
o Community Resources for Independent Living (CRIL)

e East Bay Sanctuary Covenant

e Eden I&R/211

¢ Hispanic Community Affairs Council

¢ Indo-American Seniors Association Fremont (INSAF)

e Kenneth Aitken Senior Center (Castro Valley)

e Korean Community Center of the East Bay

e La Pena Cultural Center

o LIFE ElderCare

e Mastick Senior Center (City of Alameda)

e Oakland African American Chamber

e Oakland Asian Cultural Center

e Oakland Chinatown Chamber of Commerce

e Pleasanton Library and Recreation Department

e Tri-City Senior Peer Counseling

e The Unity Council

e United Seniors of Oakland and Alameda County (USOAC)
e Vietnamese American Community Center of the East Bay

Survey respondents were given the option fo complete the survey link anonymously. The following four organizations
completed the survey link and identified their affiliations:
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Oakland Asian Cultural Center

Pleasanton Library and Recreation Department

United Seniors of Oakland and Alameda County (USOAC)

The Unity Council

Survey questions were designed to obtain demographic information on the populations that the CBOs serve, what
their LEP clients need from Alameda CTC, the types of information needed, methods of communication with the
populations, and methods of delivering the information.

2.7 CBO Summary Findings

Each CBO reported serving a specific geographic area, with three serving particular districts or cities within Alameda
County, and one serving people within the entire county. Respondents also reported that the number of people their
organization serves changed with COVID-19. Prior to the pandemic, one organization served 25,000 people; when this
survey was conducted the number was 10,000. One group reported typically serving 100 people throughout the year;
another a little over 11,000 people; and two groups provided services or advocated for 2,500 fo 3,000 people.

The CBOs reported serving, in addition to U.S. born individuals, individuals whose countries of origin include China,
India, Afghanistan, Iran, Mexico, Guatemala, El Salvador, Japan, Cambodia, Korea, the Philippines, and Vietnam, as
well as other Middle Eastern countries.

When asked the top five primary languages spoken by their population, all CBOs reported serving Chinese-speaking
individuals. Another 80% list English as one of the primary languages. More than half say their clients speak
Vietnamese; 40% list Spanish as a primary language. Other languages mentioned as being one of the top five
languages spoken by their populations include Korean, Tagalog, Arabic, Mum, Hindi, Punjabi and Farsi.

Respondents were asked to identify which age groups they served, providing age groups that included "Youth (under
age of 17);" "Adults (18-64);" “Seniors (65 and older);” and "All Ages.” Four CBOs reported serving all three age groups;
one reported serving Seniors.

Among those able to assess the literacy level of their clients in their native language, about 60% believed it was
proficient while the remainder believed it is basic or below basic. English literacy was perceived by the CBOs as
markedly lower: 60% believe it was below basic, while 20% saw it as basic or intermediate, and none deemed the
English literacy level of the people they serve as proficient.

Next, the CBOs were asked to what degree their populations rely on Alameda CTC's programs and services including
Safe Routes to Schools, other bicycle and pedestrian projects and programs, paratransit, senior and disabled
programs, and the Guaranteed Ride Home program. Organizations were asked to report their populations’ reliance
using the characterizations “A great deal;” Some;” Very little;” and “Not at all.” More than half of the CBOs said their
clients were reliant on Alameda CTC's programs and services to some degree. Only one CBO reported its population
relying on Alameda CTC programs and services a great deal, another one reported its reliance as very little.

When asked what difficulties their populations encounter in using Alameda CTC''s programs and services, their
verbatim responses were:

e Doesn't know about Guaranteed Ride Home program. No difficulties.
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e [ am noft familiar with these programs or how frequently they are being used by our audiences, so | do not know
what difficulties they may be having in using Alameda CTC's programs.

e Not aware.

e Accessibility, hours of operations, information on program availability, requirements and benefits. They're not
aware of the programs offered. Educating them on available programs and services. Also hesitant about having
fo rely on an agency or organization for fransportation, 7 day in advance requirement and not having a specific
time for pick-up and drop-off, or just having a window, is a deterrent. Also giving up theirindependence is hard for
them to accept; they don't want to be a burden on anyone so they don't use the services. Learning a new system
can be overwhelming for them.

When asked the best way to obtain input from their populations in order to better serve them, the CBOs named a
number of steps. Verbatim responses included:

Best way fo obftain input is by the telephone.

| think posting printed notices, direct mail, WeChat communications in Chinese and Vietnamese may be helpful.
Incentives like free swag & prize drawings may help encourage engagement.

Having a language translator or interpreter to send out information in their own language [for] written materials...
talking about Chinatown specifically. Try to work with more respected organizations like Asian Health Services
because [they] already have good relationships with the audience.

By talking to them, calling, or sending written information (flyers, email, social media)

Surveys (on-line, in-person and on paper) are good, focus groups are good. Coming to speak and asking them in
person. Calling them.

Offering the two or three things their populations need from Alameda CTC to be better served, CBOs primarily
focused on improving accessibility in LEP stakeholder’s native languages. Specific suggestions included the below,
some of which reflect concerns specific to when the interviews were conducted in 2021:

e Update the Access Guide 2018... during COVID a lot of those programs and phone numbers have been
changed. Oakland and Emeryville had changes and paratransit had changes.

e Safety may be a very relevant issue and potential barrier to using fransportation programs as Oakland Chinatown
has seen an escalation in anti-Asian violence.

e Getting information about Alameda CTC programs in native languages through social media apps. Using
WhatsApp for Chinese American community, using KakaoTalk (Katalk) for Korean American community. 90% of
both communities use these apps.

e Information on program availability, requirements and benefits.

e [. Financial discounts. 2. Building partnerships with the agencies that serve [clients] so that information is getting
out to them from a frusted source... that Alameda CTC is out in the community and visible. 3. Provide all materials
and collateral in population's language of choice. 4. Having staff that look and talk like [CBO client population].

Finally, CBOs were asked what suggestions, if any, they had for Alameda CTC when it comes to communicating with
their population. Responses included:
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o Gefting information about Alameda CTC programs in natfive languages through social media apps. Using
WhatsApp for Chinese American community, using KakaoTalk (Katalk) for Korean American community. 90% of
both communities use these apps.

e Share proactively resources and services available.

e Having Mandarin, Cantonese, Hindi, Punjabi and Farsi speakers. | think native English speakers take for granted

that representation on their staff is needed. | think if you have a paid staff person that comes from their
community it flows better, it feels better. It's different when you can have someone speak with you in your own
language versus having someone in English communicate and then have someone else translate for you. It's
better received from the community if the person can just use their native language. Age Well Center is for all of

Fremont noft just English speakers.

e None.

According to these CBOs, and as would be expected, when it comes to reaching out to their LEP populations, the

CBOs advocated for more communication in native languages and outreach on the part of Alameda CTC. It

appears a number of these CBOs would be willing to assist Alameda CTC in their outreach, and Alameda CTC could

consider enlisting their and others’ help in order to reach more LEP persons within the county.

2.8 Factor 2 Summary Findings
Combined survey results led us to draw the following conclusions:

1)

2)

3)
4)

5)

6)

7)

Contact with LEP members of the public is limited to just a handful of employees and consultants working at
Alameda CTC. And, even when public contact is more often, there are typically very few members of the
public that require language assistance.

While Alameda CTC does a good job addressing the needs of the few non-English speakers that currently
access the agency’s website, providing additional translations on the welbsite may improve access to
information for LEP populations.

The languages most often heard by staff correspond to the languages identified in Factor 1.

At the fime this report’s research was conducted, several employees and consultants spoke languages other
than English, enabling them to engage members of the LEP community directly and providing a pool that LEP
persons could be referred fo if necessary. However, the ability fo provide written translations for additional
languages is still desired.

While translations are often available in Spanish and Chinese, the need to improve translation services for
other languages would assist staff and consultants with additional LEP language needs.

CBOs remain a valuable asset in helping achieve language assistance goals, including the ability to reach LEP
populations in their native language.

Utilizing social media apps such as WhatsApp and Kakao Talk are recommended as necessary in
disseminating information about Alameda CTC programs to LEP persons, especially Chinese and
Korean speakers.
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Factor 3 Overview

Factor 3 includes the nature and importance of the program, activity, or service provided by the recipient to people's
lives. “The more important the activity, information, service, or program, or the greater the possible consequences of
the contact to the LEP individuals, the more likely language services are needed.”>

Because this report’s research was conducted during the COVID-19 pandemic, circumstances did not permit
surveying individuals who directly seek out Alameda CTC's services. In place of the standard approach, alternative
steps were taken to gathering information for this factor’s analysis. First, input was taken from the staff survey. Second,
information from interviews with key staff in relevant departments referenced in Factor 2 was also used. The interviews
provided insight into the needs the public may have in accessing Alameda CTC planning activities, as well as the
more specific programs such as parafransit and SR2S. Interviews included key staff in several departments, including
but not limited to Administration, Communications, GoPort, Planning, Projects and Safe Routes to Schools. These
surveys and interviews also helped to understand how important these or other programs are to the general public
and how the ability to speak English may impact access to the programs.

3.1 Employee Survey

Employees were asked what information was being sought by the LEP population, which can provide 