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Introduction – GRTC’s Commitment to Title VI 

  

What is Title VI? 

Title VI (“6”) of the Civil Rights Act of 1964 states that "no person in the United States shall, on 

the ground of race, color, or national origin, be excluded from participation in, be denied the 

benefits of, or be subjected to discrimination under any program or activity receiving Federal 

financial assistance" (42 U.S.C. Section 2000d). 

 

Recipients of public transportation funding from the Federal Transit Administration (FTA), 

including GRTC, are required to develop policies, programs, and practices that ensure that 

federal and state transit dollars are used in a manner that is nondiscriminatory. This document 

details how GRTC Transit System incorporates nondiscrimination policies and practices in 

providing services to the public.  

 

 

 

GRTC’s Title VI Policy Statement 

 
GRTC Transit System is committed to ensuring that no person shall, on the grounds of race, 

color, national origin, as provided by Title VI of the Civil Rights Act of 1964 and the Civil Rights 

Restoration Act of 1987 (PL 100.259), be excluded from participation in, be denied the benefits 

of, or be otherwise subjected to discrimination under any program or activity, whether those 

programs and activities are federally funded or not. 

 

 

 

Authorities 

 
Title VI of the 1964 Civil Rights Act provides that no person in the United States shall, on the 

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

benefits of, or be otherwise subjected to discrimination under any program or activity receiving 

federal financial assistance (refer to 49 CFR Part 21). The Civil Rights Restoration Act of 1987 

broadened the scope of Title VI coverage by expanding the definition of the terms "programs or 

activities" to include all programs or activities of Federal Aid recipients, sub-recipients, and 

contractors, whether such programs and activities are federally assisted or not. 

 

 

Additional authorities and citations include: Title VI of the Civil Rights Act of 1964 (42 U.S.C. 

Section 2000d); Federal Transit Laws, as amended (49 U.S.C. Chapter 53 et seq.); Uniform 

Relocation Assistance and Real Property Acquisition Policies Act of 1970, as amended (42 

U.S.C. 4601, et seq.); Department of Justice regulation, 28 CFR part 42, Subpart F, 

"Coordination of Enforcement of Nondiscrimination in Federally-Assisted Programs" 

(December 1, 1976, unless otherwise noted); U.S. DOT regulation, 49 CFR part 21, 
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''Nondiscrimination in Federally-Assisted Programs of the Department of Transportation 

Effectuation of Title VI of the Civil Rights Act of 1964" (June 18, 1970, unless otherwise noted); 

Joint FTA/Federal Highway Administration (FHWA) regulation, 23 CFR part 771, 

"Environmental Impact and Related Procedures" (August 28, 1987); Joint FTA/FHWA 

regulation, 23 CFR part 450 and 49 CFR part 613, "Planning Assistance and Standards," 

(October 28, 1993, unless otherwise noted); US. DOT Order 5610.2, "U.S. DOT Order on 

Environmental Justice to Address Environmental Justice in Minority Populations and Low 

Income Populations," (April 15, 1997); U.S. DOT Policy Guidance Concerning Recipients' 

Responsibilities to Limited English Proficient Persons, (December 14, 2005), and Section 12 of 

FTA's Master Agreement, FTA MA 13 (October 1, 2006). 

 

 

Annual Nondiscrimination Assurance to the FTA 

 
As part of the Certifications and Assurances submitted to the FTA, GRTC submits a 

Nondiscrimination Assurance which addresses compliance with Title VI as well as 

nondiscrimination in hiring (BEO) and contracting (DBE), and nondiscrimination on the basis of 

disability (ADA). In signing and submitting this assurance, GRTC confirms to the FTA the 

agency's commitment to nondiscrimination and compliance with federal and state requirements. 
 

Organization and Title VI program responsibilities  

GRTC’s Title VI Officer is responsible for ensuring implementation of the agency's Title VI 

Program.  

 

He or she is responsible for supervising the other staff assigned with Title VI responsibilities in 

implementing, monitoring, and reporting on GRTC’s compliance with Title VI regulations, 

including: 

 Identifing, investigating, and eliminating discrimination when found to exist; 

 Processing Title VI complaints in accordance with the agency's Nondiscrimination 

Complaint Procedures; 

 Meeting with staff periodically to monitor and discuss progress, implementation, and 

compliance issues; and 

 Periodically reviewing and updating the agency's Title VI Program to assess if 

administrative procedures are effective, staffing is appropriate, and adequate 

resources are available to ensure compliance. 
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Program Requirements 
 

All large public transit agencies that are recipients of FTA funds (of which GRTC is included) 

must comply with Title VI requirements as outlined by the Federal Transit Administration in 

Circular 4702.B. They are detailed on the following pages. They include: 

 

General Record-Keeping and Notifications 

 Providing notice to the public and any beneficiaries of the service of their rights under 

Title VI,  

 Developing Title VI-related complaint procedures and forms,  

 Maintaining a log of all Title VI-related complaints, investigations, and lawsuits,  

 Developing and maintaining a record of the membership of the system’s non-elected 

committees and councils, and how the system encourages the participation of minorities 

on such committees, 

 Maintaining a log of all major service and fare changes.  

 Obtaining Board approval of all Title VI-related procedures, 

 

Data Collection and Analysis 

 Collecting and maintaining demographic information about ridership, including 

demographic and service profile maps and charts,  

 Collecting demographic ridership and travel patterns through surveys 

 

Policy & Program Development 

 Developing service standards and policies, 

 Developing a public engagement processes for setting the major service change policy,  

 Developing a public participation plan,  

 Developing a Language Assistance Plan, 

 Evaluating Service and Fare Equity 

 Developing a subrecipient management plan 
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GRTC’s Notice to Beneficiaries of Title VI 
 

GRTC Transit System provides the following Title VI notice to its customers in English and 

Spanish:  

 

NOTICE TO BENEFICIARIES OF PROTECTION UNDER TITLE VI 

This notice is provided in compliance with 49 CFR Section 21.9 (d). 

Non-Discrimination Notice 

GRTC Transit System provides services and operates programs without regard to race, 

color, or national origin in compliance with Title VI. 

  

Request for Information 

To request additional information about GRTC Transit System's non-discrimination 

obligations, send your written request to: Title VI Officer, GRTC Transit 

System Headquarters, 301 East Belt Boulevard, Richmond, Virginia 23224. 

 

Complaint Process 

As a member of the general public if you desire to file a discrimination complaint under 

Title VI, the following procedure should be followed: 

 

• Any person who believes he or she has been subjected to unlawful 

discrimination may directly file a complaint or use an authorized 

representative. A complaint form is available from the Title VI Officer or 

from the GRTC website, www.ridegrtc.com. 

 

• The form must be filled out completely with as many details as possible 

and sent to: 

 

Title VI Officer 

GR TC Transit System Headquarters 

301 East Belt Boulevard 

Richmond, Virginia 23224 

 

This notice is found on GRTC’s Website (www.ridegrtc.com), in our main office, and on most 

transit buses.  

http://www.ridegrtc.com/
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Title VI-related Complaint Procedures 
 

Any individual may exercise his or her right to file a complaint with GRTC if that person 

believes that they (or any other program beneficiaries) have been subjected to unequal treatment 

or discrimination in the receipt of transit service. GRTC will make a concerted effort to resolve 

complaints using the agency's Nondiscrimination Complaint Procedures, as described below. All 

Title VI complaints and their resolution will be logged as described and reported with all 

program updates. Should any Title VI investigations be initiated by FTA, or any Title VI 

lawsuits be filed against GRTC, the agency will follow these procedures: 

 

PROCEDURES AND RECORD-KEEPING 

 

Who takes discrimination complaints?  

 

 Customer service and/or executive office staff may take in discrimination complaints. 

Other departments, (e.g. transportation, planning, and scheduling) and switchboard 

operators should direct/transfer calls to customer service for proper log-in.  

 

How are discrimination complaints processed? 

 

 Once Customer Service receives the discrimination complaint, the complaint is logged in 

a database under the category, “Discrimination/Title VI”. The customer service director 

will forward all discrimination complaints to the Title VI Officer (the planning and 

scheduling director) for review.  

 If executive office staff receives the discrimination complaint, the complaint is forwarded 

to the Title VI Officer. Planning staff will then log-in the complaint and notify Customer 

Service director of such action.  

 All discrimination complaints will be logged into the customer service complaints 

database under the category “Discrimination/Title VI”. GRTC will notify the alleging 

party within three days of the complaint’s receipt. This notification initiates the review 

period.  

 

How are discrimination complaints handled?  

 

 Case investigation and documentation: The Title VI Officer will conduct a prompt 

investigation of each discrimination complaint filed and will develop a complete case 

record. A complete case record consists of the name and address of all parties 

interview/consulted and a summary of their statements, copies of summaries of pertinent 

documents, and a narrative summary of all evidence disclosed in the complaint 

investigation. It also includes the completed Title VI complaint form. 
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 A written report is to be prepared at the conclusion of the investigation and this shall 

include: summary of the complaint, description of the investigation, findings, and 

recommendations.  

 

Disposition-approval and notice: 

 

 The Title VI Officer will present recommendations to GRTC’s Chief Operations Officer 

(COO) for approval of the disposition. If the complaint is determined to be valid, the 

recommendation will include proposed collective actions to address the situation. A 

resolution with no actions will be recommended if the complaint is found not valid or 

questionable.  

 The Title VI Officer will notify the alleging party about the resolution to the complaint 

within 30 days of its receipt by the Title VI officer. Proper log of the resolution to the 

complaint will  be kept on file.  

 

Requests for consideration: 

 The alleging party may submit a request for reconsideration within 30 days from the date 

the notice of disposition is issued.  

 Appeals will be reviewed within 30 days of the dated request for reconsideration. The 

appeal will be heard by the Chief Executive Officer.  

 

Monitoring 

 

 The Title VI Officer, Planning Manager, and Customer Service Director will conduct a 

quarterly review of all Title VI complaints reviewed by GRTC. Corrective actions taken 

at the time of each resolution will be reviewed in these quarterly sessions. The Title VI 

Officer may waive the requirement of a quarterly meeting if no complaint or corrective 

action has been taken in the closing quarter.  

 

(See Appendix B for a copy of GRTC’s Title VI Complaint Form) 

 

 



 

7 
 

List of Active Title VI-related Investigations, Complaints, and Lawsuits 
 

There have been no active Title VI-related investigations, complaints, or lawsuits since the time 

of the last Title VI Program Update.  
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Non-elected Committees and Councils 
 

GRTC is led by a Board of Directors consisting of six members. Three are appointed by the City 

of Richmond, Virginia and three are appointed by Chesterfield County, Virginia. Both 

jurisdictions share ownership of the transit system. GRTC does not select any members of the 

Board. GRTC does not have additional committees or councils with non-elected members.  

If GRTC did have directly appointed committees, then it would be required to submit a list of the 

board members and their status relating to Title VI (minority status). In addition, GRTC would 

need to ensure that it encourages the participation of minorities on such committees. 
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Major Fare and Service Changes 
 

List of Fare Changes in the last 3 years:
 

Date of Change Service 

Fare Before 

Change ($) 

Fare after Change 

($) 

Fall 2010 

Across-the Board Fixed 

Route fare increase 1.25 1.50 

Fall 2010 

Multiple Express 

Routes 1.75 2.00 

Fall 2010 

Multiple Express 

Routes 2.50 2.75 

Fall 2010 

Route 96x 

(Fredericksburg 

Express) 6.00 6.25 

Fall 2010 Transfers 15 cents 25 cents 

Fall 2010 

Senior/Disabled 

Passenger (half-fare) 50 cents 75 cents 

March 2011 

Route 81x & 82x 

(Chesterfield Express 

Routes) 2.00 3.00 

March 2011 

Route 95x (Petersburg 

Express route) 2.75 3.00 

July 2012 Route 95x 3.00 5.00 

December 2012 Route 95x 5.00 3.50 

February 2013 Route 81x 3.00 3.50 

February 2013 Route 82x 3.00 4.00 
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List of Major Service Changes in the Last 3 Years 

 

Date of Change Service Type of Change 

March 2011 Route 96x 

(Fredericksburg 

Express) 

Elimination 

June 2011 Route 102X 

(King’s Dominion 

Express) 

New Service 

July 2012 Route 95x 

(Petersburg Express) 

major service 

reduction 

December 2012 Route 95x 

(Petersburg Express) 

major service 

reduction 

February 2013 Route 81x 

(Chesterfield Express) 

major service 

reduction 

February 2013 Route 82x 

(Commonwealth 

20/Swift Creek Express) 

major service 

reduction 

June 2013 Route 21x 

(Mechanicsville 

Express)  

Elimination 
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Demographic Data Collection and Analysis 
 

GRTC is required by FTA to develop demographic and service profile maps and charts as part of 

the Title VI update, because GRTC Transit System operates more than 50 fixed route vehicles in 

the peak service time and is located in a Metropolitan Statistical Area of more than 200,000 

people. This data is used to gain a better understanding of GRTC’s service area population and 

ridership base, and set a background context to evaluate service. 

GRTC’s Service Area 

GRTC currently operates 28 local bus routes and 12 express bus routes. Local routes provide 

service at the neighborhood level, and exist on a loosely arranged hub-and-spoke model, with 

most local routes servicing the downtown core for destinations and transfers. Express routes 

mainly serve to bring commuters to Richmond’s downtown business district or other job centers.  

In order to define GRTC’s local service area, US Census block groups containing local fixed 

routes were used to approximate the ridership base. Census block groups were used because they 

are a more detailed dataset, which allows analysis on a more representative sample of the 

population living near to the local transit routes. Thematic data regarding English language 

proficiency and household income characteristics are found using US Census American 

Community Survey data, which is only found at the Census Tract level. Therefore the local 

service area is approximated using Census Tracts for these datasets. 

Express routes were not included in the local service area because of the more diffused location 

of the ridership base as well as the nature of express service – which serves to offer commuting 

choices rather than provide a comprehensive transit service.  
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Local Service Area Geography and Demographics 

GRTC’s local service area includes most of the City of Richmond, significant parts of Henrico 

County, and limited areas of Chesterfield County. The level of transit service offered within this 

area varies, and is based on factors including population and/or job density, ridership levels, 

historical service areas, popular destinations, and funding availability.  

For the purposes of Title VI, GRTC analyzed US Census data for the population of the local 

transit service area as well as the population of the three jurisdictions in which the local service 

area is found. Data was gathered for minority status, low income status, and language 

proficiency status.  
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Characteristics Local Service Area 3 Jurisdictions 

Total population 342,517 (2010) 827,385 (2010) 

Total land area 89,020 acres 458,751 acres 

Population density 3.85 persons/acre 1.8 persons/acre 

% Non-Minority 

(defined as race 

reported as white 

alone and non-

hispanic) 

132,862 (39%) 461,404 (59%) 

% Minority 

(defined as race 

reported other than 

white alone, or 

reported as hispanic) 

209,655 (61%) 365,981 (41%) 

% African-

American 

174,442 (51%) 274,311 (33%) 

% Asian 130,74 (3.8%) 40,978 (5%) 

% Native American 3,553 (1%) 8,127 (1%) 

% Hawaiian/Pacific 

Islander 

522 (0.1%) 1,224 (0.2%) 

% Hispanic (counted 

in addition to race) 

24,690 (7.2%) 55,078 (6.7%) 

   

% LEP (over age 

14)* 

20,409 (5.9%) 37,857 (5%) 

% Low Income* 134,083 (37%)  199,043 (25%)  

                *2011 ACS 5-year Estimates, Census Tract Level 

 

Maps of each of the following characteristics can be found in the appendix of this document:  

Minority Status: 

 Hispanic population (as a percent of total population) by Block Group 

 Black/African-American population (as a percent of total population) by Block Group 

 Asian population (as a percent of total population) by Block Group 

 Native American Indian population (as a percent of total population) by Block Group 

 Hawaiian/Pacific Islander population (as a percent of total population) by Block Group 
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Language Status: 

 Limited English Proficiency (LEP) individuals (as a percent of total population) by 

Census Tract 

 

Low Income Status: 

 Low Income individuals (as a percent of total population) by Block Group 

 

Overall, GRTC’s local routes services areas that have a higher proportion of minorities, LEP 

persons, and low-income persons than the 3 jurisdictions as a whole. These basic characteristics 

are used as indicators to measure for compliance with Title VI. Further analysis is required in 

order to complete a fare or service equity analysis or a level and quality of service assessment. 

 

Demographic Ridership and Travel Patterns 

GRTC Staff conduct a large-scale ridership survey at least every three years. The latest was 

completed in August 2012. The purpose of the survey is to measure origins and destinations of 

riders as well as to collect opinions on GRTC’s quality of service from riders. GRTC staff 

compile the survey data into a Level and Quality of Service Compliance Assessment (which is 

included in the appendix of this document).  
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Service Standards and Policies 
 

GRTC monitors its level and quality of service on an ongoing basis in order to ensure equity in 

access to public transit services. Level of service refers to the amount of transit offered, and can 

be measured in a variety of ways. GRTC uses the following five indicators, which The Federal 

Transit Administration (FTA) considers to be significant measures of level of service:  

 Vehicle load - the ratio of passengers to the total number of seats on a vehicle (how full 

the bus is); 

 Vehicle assignment - the process by which transit vehicles are placed into service in 

depots and on routes throughout the transit provider’s system (which bus goes where); 

 Vehicle headways - the amount of time between two vehicles traveling in the same 

direction on a given line or combination of lines. A shorter headway corresponds to more 

frequent service; 

 Distribution of transit amenities - items of comfort, convenience, and safety that are 

available to the general riding public (benches, shelters, trash cans, etc); and 

 Service access/availability - a general measure of the distribution of routes within a 

transit provider’s service area. 

GRTC also monitors quality of service through a large-scale customer satisfaction and 

origins/destinations survey at least every three years. The indicators used include: 

 Bus/Stop Cleanliness 

 Bus Temperature 

 On-time adherence 

 Schedule 

 Driver Friendliness/Helpfulness 

 Customer Service (phone/web) 

 Notices 

 Cost of fares 

 

GRTC completes a Level and Quality of Service Compliance Assessment based on this data 

every three years as required by FTA. The assessment measures for service equity on minority 

and non-minority routes (minority areas defined as areas with higher than median minority 

populations for the service area) to ensure compliance with Title VI. This assessment was last 

updated for FY 2012 and is included in the appendix of this document. The latest assessment 

found no significant areas of concern under any of the described indicators. This analysis is 

scheduled to be updated in 2015.  
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Public Participation Plan 
 

GRTC has created a public engagement process to ensure that no one is excluded from 

participating in GRTC’s service planning and development process. It is included in the 

appendix. 

GRTC’s Public Participation Plan applies when: 

 

 a fare change of any type is proposed; 

 a major service change of any type is proposed; 

 major Planning Programs (capital projects) are proposed, to include public meetings and 

public comment periods.  

Proposed changes to stops or amenities in the City of Richmond follow the Process for Changes 

to Bus Stops and Amenities.  

For minor schedule and service changes not rising to the level of those above, GRTC will post 

service change notices on appropriate buses and park-and-ride lots in advance of the change date. 
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Language Assistance Plan 

 

A Language Assistance Plan is included in the Title VI Program update to satisfy Executive 

Order 13166, "Improving Access to Services for Persons with Limited English Proficiency," the 

intent of which is to ensure that persons with limited English proficiency (LEP) are accorded 

equal treatment by agencies receiving federal funding. The order and subsequent guidance has 

enabled GRTC to put together this plan, which helps identify the existence of any limited 

English proficient populations and the size of any such population, determine what methods may 

be used to assist that population and then assign resources for the tasks involved. 

 

GRTC has conducted an analysis using US Census and American Community Survey data to 

discover the presence of LEP populations in the local service area. From this analysis GRTC 

developed the LAP – Language Assistance Plan – which acts as a guideline for including the 

LEP population when interacting with our customer base. The LAP has specific steps and 

activities that we can implement to engage the LEP population and make them aware of 

language assistance available to them. 

 

After implementation of the plan, monitoring will take place to determine the efficacy of the 

plan. Regular updates will be made to coincide with Title VI Program Updates and with the 

release of decennial census data. 

 

Four Factor Analysis 

The FTA recommends a Four Factor Analysis before completing an LAP, considering: 

1. The number and proportion of LEP persons eligible in the GRTC service area who may 

be served or likely to encounter a GRTC program, activity, or service;  

2. The frequency with which LEP persons come into contact with GRTC services and 

programs; 

3. The nature and importance of GRTC’s services and programs in people’s lives; and 

4. The resources available to GRTC for LEP outreach, as well as the costs associated with 

that outreach. 

GRTC completed the Four Factor Analysis, shown below, as part of the LAP. 

 

1. Consider he number and proportion of LEP persons eligible in the GRTC service area who 

may be served or likely to encounter a GRTC program, activity, or service. 
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Overall, the greater Richmond area is a diverse urban area with many different languages 

present. 2011 American Community Survey data shows that in the three main municipalities of 

our service area, over 11% spoke a language other than English. Within our current service area 

it was about the same amount.  

However, many of the speakers of languages other than English also speak English very well, 

and so they are not considered part of the LEP population. In order to determine the LEP 

population, GRTC looked at American Community Survey data showing the population over age 

fourteen who spoke English less than “very well”.  

. 

 

As one can see from the above map, the LEP population is loosely concentrated in two large 

suburban areas – the south side of Richmond/Northern Chesterfield County, and Western 

Henrico County (but LEP individuals are found throughout the region). The following chart 

details the population of speakers for the five major LEP languages for the local transit service 

area as well as the three jurisdictions as a whole: 

 



 

19 
 

 

Language Local Service Area Region 

  population  population  

   

1. Spanish or Spanish Creole: 19,388 39,031 

Speak English "very well" 7,780 18,758 

Speak English less than "very well" 11,608 20,273 

      

2. Vietnamese: 1,829 4,197 

Speak English "very well" 824 1,870 

Speak English less than "very well" 1,005 2,327 

      

3. Chinese: 1,834 4757 

Speak English "very well" 859 2397 

Speak English less than "very well" 975 2360 

      

4. Korean: 811 2588 

Korean: - Speak English "very well" 471 1130 

Korean: - Speak English less than "very 
well" 340 1458 

      

5. Arabic: 1,697 3095 

Arabic: - Speak English "very well" 813 1795 

Arabic: - Speak English less than "very 
well" 884 1300 

 

The major LEP language by far is Spanish. There are almost 12,000 Spanish-speaking LEP 

individuals over age 14 in the local service area, which is about 3.4 percent of the working age 

population of the area. The following chart details the Spanish speaking LEP population: 
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The above chart indicates that Spanish remains the major LEP language population in the service 

area, but that there are thousands of other individuals who speak a variety of languages that may 

come in contact with GRTC. 

 

 

2. Consider the frequency with which LEP individuals come in contact with a GRTC program, 

activity, or service. 

GRTC does not directly collect onboard data on LEP individuals, so in order to estimate the 

frequency in which LEP persons come into contact with the bus service we use indirect methods.   

 GRTC’s Customer Service department subscribes to a Tele-Language service that 

enables the representatives to include a translator of the caller's language on the call. This 

enables our representatives to communicate with speakers of 150 different languages. In 

the past year, only two calls to the customer service hotline required Tele-Language 

assistance, both in Spanish. Since the Customer Service department receives thousands of 

calls a year, this could be considered a negligible amount.  

 According to anecdotal operator recollection, there have been very few instances where a 

customer tried to communicate, but could not speak English well enough to be 

understood by a bus operator.  

 Based on completed responses from onboard customer satisfaction surveys, where both 

English and Spanish paper copies are available, only about 1% of recent surveys were 

returned in Spanish. This is lower than the local service area’s Spanish LEP population 

proportion of 3.4%.  

 In the past year, the Specialized Transit department (which is a contracted service) has 

received no reservation calls where the caller was considered to be LEP. There is a 

chance that users of the specialized transportation have other people (family members, 

social services providers, etc) call on their behalf, which is common with all specialized 

transportation users, but thus far there have not been instances where language was a 

barrier during calls. 

Combining these indirect methods, it appears that LEP persons use transit less frequently 

than the service area population as a whole. This does not tell GRTC whether or not the LEP 

community’s needs are being adequately met through GRTC’s transit service, or whether 

there are significant barriers to use transit that could be mitigated.  

Another method of discovering GRTC’s role in the LEP population’s transportation needs is 

to determine where there may be concentrations of LEP individuals and what GRTC service 

serves them.  
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Based on the LEP population maps created using US Census and American Community 

Survey data, there are two major areas in the immediate region with a concentration of LEP 

individuals. Those areas are served by Routes 62 and 63 on the south side of Richmond, and 

by Routes 18 and 19 in the West End area of Henrico County. For this reason, the south side 

routes may have a higher proportion of LEP Spanish speaking riders than the other routes. 

The West End area of Henrico County has the highest proportion of LEP speakers in the 

service area from many different languages, so Routes 18 and 19 may experience a variety of 

LEP riders, in addition to Spanish speakers. Further study would need to be done to 

determine relative LEP ridership for each bus route. 

 

3. Consider the nature and importance of the program, activity, or service provided by GRTC to 

the LEP community. 

Since it appears that LEP individuals use GRTC transit service less frequently than the 

population as a whole, more work needs to be done to determine whether or not the system is 

meeting the needs of the LEP population. GRTC has not reached out extensively to any LEP 

community except for Spanish speakers, and that outreach has tapered off in the past few years. 

Therefore a new outreach exercise should be completed to discover more about the needs of 

speakers for the top 5 LEP languages (Spanish, Vietnamese, Chinese, Korean, and Arabic).  

 

4. Consider the resources available to GRTC and the overall costs. 

GRTC recognizes the importance of providing language assistance to the growing LEP 

community.  

GRTC assessed its available resources for both engaging the LEP community and providing 

translation services to our largest LEP populations. GRTC has been able to develop Spanish 

language translations for some, but not all, GRTC materials. GRTC continues the subscription to 

the Tele-Language service that enables customer service representatives to help LEP individuals 

speaking many different languages. When GRTC conducts large on-board surveys, surveys are 

provided both English and Spanish.  

Outreach should be done in the LEP communities in order to ascertain the transit needs of these 

populations, or barriers to use that could be mitigated.  

Any increase in outreach for LEP individuals in their core language would require cooperation 

through community groups that could serve as a liaison to the community, or by hiring 

translators who could work cooperatively between the Transit System and the LEP community.  
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GRTC needs to keep in mind the needs of all of its customers. If LEP persons represent a only a 

small fraction of the total ridership, then it needs to be determined what to spend on LEP 

services, both in time and money. GRTC currently publishes its “How to Ride Guide” in both 

English and Spanish, but only publishes its schedule maps in English.  

 

Limited English Proficiency Plan 

Task Responsibility Timeframe 

Identifying LEP Individuals Who Need Language Assistance 

 

Survey customer service reps and 

operators on their frequency of 

interaction with LEP persons 

 

Customer service manager annually 

Track use of Tele-Language 

service 

Customer service manager annually 

Maintain data of attendance at 

public meetings by LEP 

individuals to be 

prepared with an appropriate 

translator for similar future 

meetings 

Planning Dept Meeting-by-meeting basis 

At large public meetings have 

available “I speak” cards to 

enable LEP persons 

to communicate their language 

and for GRTC to find a translator 

for their language 

Planning Dept Prepare cards and have 

ready on a meeting-by-

meeting basis 

Contact local governments for 

information and statistics on 

local LEP population 

Planning Dept Every three years 

Continue to update LEP 

demographic information as 

Census and ACS are updated 

Planning Dept Every three years 

Language Assistance Measures 

Continue use of Tele-Language 

translation service for calls to 

Customer Service 

Customer Service Dept  ongoing 
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Training Staff 

Educate all staff in the Title VI 

LEP requirements and the tools 

available at GRTC for 

communicating with LEP 

populations 

Planning Dept, Customer 

Service Dept, Operations Dept 

annually 

Outreach Techniques 

• Include Spanish language 

versions of customer surveys 

Planning Dept Major surveys and as 

needed 

 

 

 

 

 

Create cards to keep on buses in 

the 5 most common LEP 

languages with common rider 

requests 

 

Marketing Dept Every three years 

Monitoring and Updating the LEP Plan 

• Update the LEP Plan following 

analysis of the 2010 census data, 

identifying changes in the LEP 

populations and degree of 

increase or 

decrease in need for language 

assistance 

Planning Dept complete 

• Keep records of interactions 

and outcomes with LEP 

individuals either 

through customer service or at 

meeting or other events. 

Planning Dept ongoing 

• Update the plan as part of the 

2014 Title VI Update. 

Planning Dept ongoing 

Providing Notice to LEP Persons 

• Notify Hispanic community 

organizations of translation 

assistance available through 

Customer Service 

Planning Dept, Marketing Dept annually 

• Provide notice on 

communications of the 

availability of translation 

through Customer Service (Tele-

Language) 

Marketing Dept, Planning Dept ongoing 



 

24 
 

• Include a notice of the 

availability of translation through 

Customer Service (Tele-

Language) on the GRTC website  

 

Marketing Dept  ongoing 

• Include on every bus a channel 

card a notice in Spanish of the 

availability 

of translation through Customer 

Service (Tele-Language) 

Marketing Dept ongoing 

Copies of this plan will be 

provided upon request. 

Planning Dept ongoing 

 

 

Questions and comments regarding this plan may be addressed to: 

Title VI Officer 

GRTC Transit System 

301 E. Belt Blvd. 

Richmond VA 23224 

Phone: 804-358-3871 

Fax: 804-342-1933 
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Service and Fare Equity 
 

GRTC has created a fare and service equity analysis policy and process to evaluate proposed 

service and fare changes. 

This process shall be performed in any and all of the following conditions: 

 A fare change (increase OR reduction) is considered on one or more routes or services 

(local, express, specialized or other) 

 A major service change is considered on one or more routes or services 

 A major service change is defined in the major service change policy as: change in 25% 

of bus stops and/or 25% of routing/miles and/or 25% of hours of service.  

GRTC shall keep records of all proposed and implemented fare and major service changes.  

GRTC defines a major service change as any proposal where at least 25% the total route mileage 

is increased, decreased, or altered from the current routing, OR at least 25% of the service hours 

are increased, decreased, or altered from the current hours. A major fare change is any proposal 

where fares for any or all service is increased or decreased by any amount.  

 

Disparate Impact 

“Disparate impact refers to a facially neutral policy or practice that disproportionately affects 

members of a group identified by race, color, or national origin, where the recipient’s policy or 

practice lacks a substantial legitimate justification and where there exists one or more 

alternatives that would serve the same legitimate objectives but with less disproportionate effect 

on the basis of race, color, or national origin.” (Federal Transit Administration) 

The typical measure of disparate impact involves a comparison between the proportion of 

persons in the protected class who are adversely affected by the service or fare change and the 

proportion of persons not in the protected class who are adversely affected. The comparison 

population for a statistical measure of disparate impact is all persons who are either affected by 

the service or fare changes or who could possibly be affected by the service or fare change (e.g., 

potential passengers). When a transit provider uses ridership as the comparison population, the 

transit provider will compare the ridership of the affected route(s) with the ridership of the 

system. For example, if the ridership of affected route(s) is 60 percent minority and the system 

ridership is only 40 percent minority, then changes to the route(s) may have a disparate impact. 

When a transit provider uses the population of the service area as the comparison population, it 

will compare the population in Census blocks or block groups served by the affected route(s) 
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with the population in the service area. For example, if affected route(s) serves Census blocks 

that are 40 percent minority but the service area is 45 percent minority, there would likely not be 

a disparate impact. 

GRTC defines a disparate impact as an impact that affects a protected population (based on race, 

color, national origin) at a higher rate than the overall population. GRTC will ensure that service 

policies do not result in a disparate impact to any protected class under Title VI over the general 

population. This shall be measured any time a major service or fare change takes place. It shall 

be measured by comparing the current service with the proposed service as part of a required fare 

and service equity analysis. 

Threshold: 

A proposed fare or service change is deemed to have a disparate impact on minority populations 

when there is at least a 10% difference in the amount of minority areas affected vs the ridership 

population as a whole. Meaning, if the overall ridership area has 61% minority, but the affected 

population of a proposed change is 72% minority, it is above the threshold and there is probably 

a disparate impact. 

If, during analysis, a disparate impact is found, GRTC will strive to ensure that it is mitigated as 

much as possible by proposing alternatives, and by determining if there is a legitimate 

justification for the proposed service or fare change.  

GRTC understands that public comment is required prior to approving the above policy.  

 

Disproportionate Burden 

“Disproportionate burden refers to a neutral policy or practice that disproportionately affects 

low-income populations more than non-low-income populations. A finding of disproportionate 

burden requires the recipient to evaluate alternatives and mitigate burdens where practicable.” 

(FTA) 

GRTC will ensure that service policies do not cast a disproportionate burden on low-income 

populations (which may also be minority populations). This shall be measured any time a major 

service change takes place. It shall be measured by comparing the current service with the 

proposed service as part of each required fare and service equity analysis. 

If a disproportionate burden is found, GRTC will take steps to remedy the disproportionate 

burden by developing an alternate service proposal that does not create a disproportionate 

burden, and if none is available, by mitigating the burdensome impacts where at all possible.  
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Threshold: 

A proposed fare or service change is deemed to have a potential disproportionate burden on low-

income populations when there is at least a 10% overage in the proportion of low income 

population affected vs the service area population as a whole. For example, a route is proposed to 

be discontinued. If the population along that route is 45% low-income, but the service area 

population as a whole is 25% low income, there is probably a disproportionate burden. If the 

population along the route is 45% low income and the overall ridership population is 40% low-

income, there is probably not a disproportionate burden.  

GRTC understands that public comment is required prior to approving the above policy.  

 

Process for completing a Fare and Service Equity Analysis: 

1. As soon as any change in fare or service is proposed, describe in detail the proposed 

change. Be detailed in describing what routes, schedules, and service indicators (level 

and/or quality of service) would be affected. For example, will this be an across-the-

board change or only affect certain routes? Describe the need or impetus for the change. 

2. Is this considered a major fare or service change under the policy? Explain. If no, keep a 

record of question 1 on file for records management. If yes, continue with the analysis. 

3. What is the difference between the existing service and proposed service for those 

impacted by the change? 

4. Analysis of possible adverse effects: 

a. Determine the affected area. 

b. Describe the demographic and ridership data being used for the analysis and how 

it was collected. 

c. Describe how the data will be used to determine if the proposed change will have 

an adverse effect. 

d. Compare the location of the proposed change to the most recent demographic data 

on file. Is the affected area a minority, low-income, or LEP area according to the 

data? 

e. Compare the ridership population that will be affected by the change as compared 

to the general ridership population. Could there be a potential disparate impact or 

disproportionate burden? Explain.  

f. Analyze the data to describe the details and extent of the possible impacts.  

i. Create maps showing the affected areas and demographic data along with 

route information 

ii. Create tables showing impacts of each type of change and the affected and 

overall ridership population 
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g. Determine whether the proportion of minorities and/or low-income population is 

affected is significant when compared to the general population set (use 

thresholds as defined in each policy). If not, finalize the analysis and provide to 

the Board. If so, steps need to be taken to describe these negative effects and to 

develop alternative options that mitigate, avoid, or minimize these effects.  

h. Repeat the analysis for any alternative options.  

i. Present the findings to the Board of Directors for review and acceptance.  

The following chart from FTA Circular 3702.B provides guidance in determining which analysis 

should take place depending on the potential impacts.  

 

GRTC’s Public Comments Process notes that across-the-board fare changes additionally require 

a 30-day public comment period and a public hearing. Notices should be published in the 

newspaper of record, and effort made to reach out to LEP and minority populations as well as 

follow GRTC’s aforementioned policies.  

GRTC must keep a record of all comments received and these must be presented to the Board of 

Directors prior to the change going into effect.  

The comments must be taken into account during the decision. If there is any sort of conflict 

discovered (based on the policies), work must be done to look at alternatives for the fare change 

that do not have adverse effects. The alternatives must go through the analysis as well. 

GRTC has not made a major fare or service change as defined above since becoming aware of 

the policy in Fall of 2013, but will complete a fare or service change analysis for any upcoming 

proposed changes. 

Facility Equity Analysis 

GRTC has not built any new facilities in the last three years, and does not have any plans to build 

facilities at the present time. However, GRTC will follow the requirements of the equity analysis 

when and if a new facility is needed.  
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Subrecipient Management under Title VI 
 

GRTC requires all subrecipients of federal funds to submit the following at least every three 

years: 

 Title VI Notice to Beneficiaries, including a list of locations where the notice is posted  

 Title VI Complaint Procedures ( i.e., instructions to the public regarding how to file a 

Title VI discrimination complaint)  

 Title VI Complaint Form  

 List of transit related Title VI investigations, complaints and lawsuits  

(GRTC requires subrecipients to submit a complaint log on a semi annual basis, and an 

annual summary of complaint summary) 

 Public Participation Plan, including information about outreach methods to engage 

minority and limited English proficient populations (LEP).   

(GRTC requires subrecipients to submit a summary of public outreach and involvement 

activities on an annual basis).  

 Language Assistance Plan (LAP) for providing language assistance to persons with 

limited English proficiency (LEP), based on the federal LEP Guidance. 

 A list of non-elected committees and councils, the membership of which is selected by 

the subrecipient, broken down by race, and description of the process the agency uses to 

encourage participation of minorities on such committees  

 A Title VI equity analysis if the subrecipient has constructed a facility, such as a vehicle 

storage facility, maintenance facility, operations center, etc. 

 A copy of the board resolution, meeting minutes, or similar documentation with the Title 

VI Program as evidence the Program was reviewed and approved.  

 Complete Title VI Program (GRTC requires subrecipients to submit every three years to 

GRTC Planning & Scheduling Coordinator  301 E. Belt Boulevard Richmond VA 23224 

or submit electronically. 
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Contact Information and Board Approval 
 

For additional information on GRTC’s Title VI Program Update, or its efforts to comply with the 

Civil Rights Act of 1964 or Executive Order 13166 Improving Access to Services for Persons 

with Limited English Proficiency, please contact: 

 

Title VI Officer 

Director of Planning, Scheduling, and Government Relations  

GRTC Transit System 

301 East Belt Blvd 

Richmond, Virginia  23224 

Tel: (804) 358-3871  
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Appendices 
 

 

A. Title VI Notice (English/Spanish poster) 

B. Title VI Complaint Form 

C. List of Title VI-related Complaints 

D. Public Comment Procedures 

E. Example of Notice 

F. Demographic Profile Maps and Charts 

G. Minority Status: 

o Black/African-American population (as a percent of total population) by Block 

Group 

o Asian population (as a percent of total population) by Block Group 

o Native American Indian population (as a percent of total population) by Block 

Group 

o Hawaiian/Pacific Islander population (as a percent of total population) by Block 

Group 

o Hispanic population (as a percent of total population) by Block Group 

H. Low Income Status: 

o Low Income individuals (as a percent of total population) by Block Group 

I. Level and Quality of Service Assessment, 2012 

J. List of Subrecipients 

K. Board Approval Documents 
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Appendix A: Title VI Notice (English/Spanish poster) 
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Appendix B: Title VI Complaint Form
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Appendix C: List of Title VI-related Complaints in the past three years: 

(There have been no Title VI-related complaints in the last three years) 
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Appendix D: GRTC Public Comment Procedures
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Appendix E: GRTC Local Service Area
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Appendix F: Minority Status Maps (US Census Block Groups, 2010) 
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Appendix H: Low-Income Status Map (American Community Survey 2011) 

 

 

 

 

 

 

 

 

 

 

 



 

49 
 

 

Appendix I: Level and Quality of Service Assessment  

(under separate cover) 
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Appendix J: List of Subrecipients under GRTC of FTA Funding 

 

1. Chesterfield Link  

 

2. Senior Connections 










