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Program Introduction 

Eastern Contra Costa Transit Authority’s (ECCTA’s) Title VI program provides policy, procedure, and data 

analysis to comply with guidelines issued by the Federal Transit Administration (FTA) of the United 

States Department of Transportation (USDOT) to implement Title VI of the 1964 Civil Rights Act. The 

intent of Title VI is to assure that no person shall, on the grounds of race, color, or national origin, be 

excluded from participation in, be denied the benefits of, or be subject to discrimination under any 

program or activity receiving Federal financial assistance. 

Since 1972, the FTA has required applicants for, and recipients of, Federal assistance to provide 

assessments of compliance as part of the grant approval process. The FTA has the responsibility to 

ensure that federally supported transit services are distributed in a manner consistent with Title VI, 

including Environmental Justice and access for individuals who have Limited English Proficiency (LEP). 

This program conforms to the FTA Title VI Circular 4702.1B, effective October 2012. 

As a direct recipient of Federal financial assistance, ECCTA is required to update and submit its Title VI 
Program every three years to the FTA. The 2024 Title VI plan is an update of the previous Title VI plan. 
 
ECCTA’s Title VI Program contains information on the following topics, as per Appendix A of Circular 

4702.1B: 

General Requirements (All transit providers) 

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

• Title VI Complaint Procedures and Form 

• List of Title VI Investigations, Complaints, and Lawsuits 

• Public Participation Plan, as well as outreach efforts made since the last Title VI Program 

submission 

• Language Assistance Plan 

• Membership of Non-Elected Boards and Committees  

• Monitoring of Subrecipients for Title VI Compliance 

• Facility Equity Analysis 

• Title VI Program Board Resolution 

Additional Requirements (transit providers with 50 or more fixed route vehicles) 

• Service Standards and Policies 

• Monitoring Program Results 

• Public Engagement for Major Service Change Policy and Disparate Impact/Disproportionate 

Burden Policy 

• Service or Fare Equity Analyses 

• Demographic and Service Profile Maps 

• Demographic Ridership and Travel Patterns 
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Agency Information 
 
ECCTA was formed in 1976 as a Joint Powers Authority (JPA) consisting of the cities of Antioch, 

Brentwood, Pittsburg and the county of Contra Costa. Oakley incorporated as a city in 1999 and joined 

the JPA in 2000. ECCTA is governed by an eleven-member board of directors composed of two 

appointed by each of the mayors of Antioch, Brentwood, Oakley, and Pittsburg, two appointed by the 

Contra Costa County Board of Supervisors, and one member at large. ECCTA operates fixed-route and 

paratransit service under the name "Tri Delta Transit" and contracts with a private company, Transdev, 

for the operation of the buses. 

 
ECCTA provides nearly 2 million trips each year to a population of approximately 315,000 residents in 

the 225 square miles of Eastern Contra Costa County. Tri Delta Transit operates 16 local bus routes 

weekdays, 6 local bus routes on weekends and holidays, on-demand shared-ride shuttle service, and 

door-to-door bus service for senior citizens and people with disabilities. 

 

 
 
ECCTA Weekday System Map 
 

 

ECCTA Weekend/Holiday System Map 
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Title VI Notice to the Public 

Eastern Contra Costa Transit Authority (ECCTA) operates its programs and services without regard to 

race, color, or national origin in accordance with Title VI of the Civil Rights Act of 1964. 

If you believe you have been discriminated against on the basis of race, color, or national origin by 

ECCTA you may a file a Title VI complaint. For more information on ECCTA’s Title VI program and the 

procedures to file a complaint, visit www.TriDeltaTransit.com/title_VI.aspx or contact: 

Eastern Contra Costa Transit Authority 

Compliance Manager 

801 Wilbur Avenue 

Antioch, CA 94509 

(925) 754-6622 

(925) 757-2530 (fax) 

CivilRights@eccta.org 

 

A complaint may be filed directly with the Federal Transit Administration, at Office of Civil Rights, 

Attention: Complaint Team, East Building, 5th Floor-TCR, 1200 New Jersey Avenue SE, Washington, DC 

20590. 

If information is needed in another language, please contact 1-925-754-6622. 

Si necesita información en Español, llame al 1- 925-754-6622. 

如果需要中文信息，请致电 1-925-754-6622. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-6622. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-6622. 

  

http://www.trideltatransit.com/title_VI.aspx
mailto:CivilRights@eccta.org
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Título VI Aviso al Publico 

Eastern Contra Costa Transit Authority (ECCTA) opera sus programas y servicios sin importar la raza,  el 

color, ni tampoco el origen de su nacionalidad  de acuerdo con el Título VI de la ley de derechos civiles 

de 1964. 

Si usted cree que ha sido discriminado debido a su raza, color, ó por el origen de su nacionalidad por 

ECCTA usted puede entablar una queja según el Título V. Para más información acerca del programa del 

Título VI de ECCTA y el proceso para entablar una queja, visite www.TriDeltaTransit.com/title_VI.aspx ó 

también puede ponerse en contacto:  

Eastern Contra Costa Transit Authority 
                             El Gerente de Quejas (Compliance Manager) 

801 Wilbur Avenue 
Antioch, CA 94509 

(925) 754-6622 
(925) 757-2530 (fax) 

CivilRights@eccta.org 
 

Puede entablar una queja directamente con el departamento de Federal Transit Administracion 

(Administración Federal de Tránsito), en la oficina de Civil Rights (Derechos Civiles), Atención:   

Complaint Team, East Building, 5th Floor-TCR, 1200 New Jersey Avenue SE, Washington, DC 20590. 

 

If information is needed in another language, please contact 1-925-754-6622. 

如果需要中文信息，请致电 1-925-754-6622. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-6622. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-6622. 

 

  

http://www.trideltatransit.com/title
mailto:CivilRights@eccta.org
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List of Title VI Notice Placement 

ECCTA currently has its Title VI Notice placed at the following locations: 

• In the lobby of the main office, located at 801 Wilbur Avenue, Antioch, CA 94509 

• On each fixed route and paratransit bus 

• On ECCTA’s website at www.trideltatransit.com/title_VI.aspx 

 

 

Title VI Notice placed in the lobby of the main office 

 

 

http://www.trideltatransit.com/title_VI.aspx
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Title VI Notice on board buses 
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Title VI Notice on website at www.TriDeltaTransit.com/title_VI.aspx 
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Title VI Complaint Procedures and Form 
 

This document outlines the Title VI complaint procedures for any person who believes they have been 

discriminated against on the basis of race, color, or national origin by ECCTA.  It does not deny the 

complainant the right to file formal complaints with the California Department of Transportation, the 

Secretary of the U.S. Department of Transportation, Equal Employment Opportunity Commission 

(EEOC), Federal Highway Administration (FHWA), Federal Transit Administration (FTA), or to seek private 

counsel for complaints alleging discrimination, intimidation, or retaliation of any kind that is prohibited 

by law. 

Title VI of the Civil Rights Act of 1964 requires 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 

subjected to discrimination under any program or activity receiving federal financial assistance. 

1. Filing Complaint  

Any person who believes that they have been subjected to discrimination based on race, color, or 

national origin by ECCTA may file a Title VI complaint. Federal and State law requires complaints be 

filed within one-hundred eighty (180) calendar days of the last alleged incident. 

a. Complainants have the right to complain directly to the appropriate federal agency, 

however they must do so within one-hundred eighty (180) calendar days of the last 

alleged incident.  A person may file a complaint directly with the Federal Transit 

Administration: 

Federal Transit Administration Office of Civil Rights 

 Attention: Complaint Team, East Building, 5th Floor-TCR 

1200 New Jersey Avenue SE 

 Washington, DC 20590 

 

b. To file a written complaint with ECCTA, the complainant may download the Title VI 

Complaint Form from ECCTA’s website (www.TriDeltaTransit.com) or request the Title VI 

Complaint Form from ECCTA’s Customer Service Department or Compliance Manager by 

calling 1-925-754-6622. Complaints may also be filed with ECCTA’s Customer Service 

Department over the phone at 1-925-754-6622 or in person at ECCTA’s Administration 

Office at 801 Wilbur Avenue, Antioch, CA. 

 

c. The complainant may also submit a written statement that contains all of the 

information identified in Section c (1) through (7). 

 

The complaint will include the following information:  

1. Name, address, and telephone number of the complainant. 

2. The basis of the complaint i.e., race, color, or national origin. 

3. The date or dates on which the alleged discriminatory event or events occurred. 

4. The nature of the incident that led the complainant to feel discrimination was a 

factor. 



12 

5. Names, addresses, and telephone numbers of persons who may have 

knowledge of the event. 

6. Other agencies or courts where complaint may have been filed and a contact 

name. 

7. Complainant's signature (optional) and date. 

If the complainant is unable to write a complaint, ECCTA staff will assist the complainant. If 

requested by complainant, ECCTA staff will provide a language or sign interpreter. 

The complaint may be sent or faxed to the following address: 

Eastern Contra Costa Transit Authority 

Compliance Manager 

801 Wilbur Avenue 

Antioch, CA 94509 

(925) 754-6622 

(925) 757-2530 (fax) 

Or emailed to CivilRights@eccta.org 

2. Reviewing Complaint 

a. Upon receipt of a potential Title VI complaint, the complaint is investigated, then the 

Compliance Manager or designee will review the information to determine if it is 

covered under Title VI. 

 

3. Following Up on Complaint 

a. Upon review of the complaint, the Compliance Manager or designee will discuss findings 

and/or recommendations for resolution with ECCTA management. 

 

b. The Compliance Manager or designee will send a letter to the complainant stating the 

outcome of the investigation, the right to appeal, and appeal process no later than sixty 

(60) calendar days after the date ECCTA received the complaint.  If more time is 

required, the complainant will be notified of the estimated time-frame for completing 

the review. 

 

4. Submitting Appeal 

a. A complainant can appeal the decision by submitting an appeal in writing stating the 

reason(s) for the appeal.  The written appeal is to be submitted to: 

Eastern Contra Costa Transit Authority 

Chief Executive Officer 

801 Wilbur Avenue 

Antioch, CA 94509 

 

ECCTA’s Chief Executive Officer (CEO), or designee, shall promptly consider the appeal.  

Consideration of the appeal will be based on the written appeal and accompanying 

documentation and with the discretion of the CEO or designee, may include a meeting 

with the appealing party.  ECCTA’s CEO or designee shall within a reasonable time 

mailto:CivilRights@eccta.org
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frame, but not to exceed sixty (60) calendar days from receipt of the appeal by ECCTA, 

issue a written decision to the appealing party.  The decision by the CEO or designee 

shall constitute the final administrative determination by ECCTA. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If information is needed in another language, please contact 1-925-754-6622. 

Si necesita información en Español, llame al 1- 925-754-6622. 

如果需要中文信息，请致电 1-925-754-6622. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-6622. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-6622. 
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Eastern Contra Costa Transit Authority 
Title VI Complaint Form 

Title VI of the Civil Rights Act of 1946 states, “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.” 

Please provide the following information in order to process your complaint. Assistance is available upon 
request. Complete this form and mail or deliver to: 

Eastern Contra Costa Transit Authority 
Compliance Manager 
801 Wilbur Avenue 
Antioch, CA 94509 

Alternatively, it can be faxed to 1-925-757-2530 or emailed to CivilRights@eccta.org. 

Complainant’s Name: _______________________________________________________  
Address:  _________________________________________________________________  
City:  ______________________________ State: _______ Zip Code: ________________  
Telephone Number (Home): __________________  (Business):  _____________________  

Person discriminated against (if other than complainant): 
Name: __________________________________________________________________ 
Address:  _________________________________________________________________  
City:  ______________________________ State: _______ Zip Code: ________________  

Which of the following best describes the reason you believe the discrimination took place?  
(Check all that apply): 
  ____ Race  
  ____ Color 
  ____ National Origin  
 
What date did the alleged discrimination take place?  _____________________________  

Describe the alleged discrimination in as much detail as possible. Explain what happened and why you 
believe you were discriminated against.  Describe all persons who were involved.  Include the name 
and contact information of the person(s) who discriminated against you (if known) as well as names 
and contact information of any witnesses.  Please include the route number and direction of travel, the 
time the incident occurred, and the bus number, if applicable.  For additional space, attach additional 
sheets of paper or use the back of this form. 
 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

mailto:CivilRights@eccta.org
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 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 
Did you file this complaint with another federal, state, or local agency; or with a federal or state court? 
(Check appropriate space) ______ Yes  ______ No 

If the answer is yes, check each agency that your complaint was filed with: 

Federal Agency ___________________ Federal Court ______________ State Agency ______________  

State Court ______________________ Local Agency ______________ Other ____________________  

Provide the contact person information for the agency (or agencies) you filed the complaint with: 

Name: ______________________________________________________________________________  

Address:  ____________________________________________________________________________  

City: ________________________________________ State: ______ Zip Code:  ____________________  

Telephone Number:___________________________ 

Date Filed: ___________________________________  

Sign the complaint in the space below. Attach any documents you believe support your complaint. 

 ______________________________________   ______________________  

 (Signature-optional) (Date) 

 

 

 

 

 

 

If information is needed in another language, please contact 1-925-754-6622. 

Si necesita información en Español, llame al 1- 925-754-6622. 

如果需要中文信息，请致电 1-925-754-6622. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-6622. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-6622. 
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Título VI Procedimiento de Quejas y Formulario 
 

Este documento describe el procedimiento de queja Título VI para cualquier persona que cree ser 

víctima de discriminación personal en base a su raza, color, origen de nacionalidad por parte de ECCTA. 

No niega el derecho al demandante de entablar una queja formal con las siguientes dependencias del 

govierno: 

California Department of Transportation (Departamento de Transporte de California), Secretary of the 

U.S. Department of Transportation (Secretaría del Departamento de Transporte de los E.U.), Equal 

Employment Opportunity Commission (Comisión de Oportunidad de Empleo Equitativo), Federal 

Highway Administration (Administración Federal de Carreteras), Federal Transit Administration 

(Adminsitración Federal de Tránsito),  ó buscar asesoramiento privado para quejas por motivo de 

discriminación, intimidación, ó por  cualquier tipo de represalia prohibida por la ley.  

El Título VI de la Ley de Derechos Civiles de 1964 requiere que ninguna persona en los Estados Unidos no 

sea discriminada por motivos de raza, color, ni origen de nacionalidad, sea excluida de la participación 

en, le sean negados beneficios de, ó ser sujeto a descriminación en cualquier programa ó actividad que 

reciba asistencia financiera federal.  

1. Presentar Denuncia 
Cualquier persona que cree haber sido sujeta a descriminación por motivos de raza, color, ni origen 
de nacionalidad, puede entablar una demanda por escrito con ECCTA. La ley Federal y Estatal 
require que las quejas sean entabladas dentro de ciento ochenta (180) dias hábiles desde el último 
incidente. 
 

a.  Los demandantes tienen el derecho de quejarse directamente con la agencia federal 
apropriada, sinembargo deberán hacerlo dentro de ciento ochenta (180) dias hábiles 
subsecuentes al último incidente. La persona puede entablar su queja directamente con el 
Administración Federal de Transporte (Federal Transit Administration): 
Federal Transit Administration Office of Civil Rights 
Attention: Complaint Team, East Building, 5th Floor-TCR 
1200 New Jersey Avenue SE 
Washington, DC 20590 
 

b. Para entablar una queja por escrito con ECCTA, el demandante puede descargar el 
formulario del Title VI Complaint Form (Formulario de Quejas Título VI) de la página de 
internet de ECCTA (www.TriDeltaTransit.com) también puede solicitar el formulario del 
Departamento de Servicio al Cliente, ó también llamando al Compliance Manager 1-925-
754-6622. El demandante también puede enviar una declaración por escrito que contenga 
toda la información identificada en la Sección c, del inciso (1-7). 

 

c.  La queda deberá incluir la siguiene información: 
 
1.  Nombre, dirección, y número telefónico del demandante. 
 
2.  La razón en la cual se basa la queja, por ejemplo: raza, color, ó origen de nacionalida. 
 
3.  La fecha o fechas en las cuales ocurrió dicho evento ó eventos de discriminación. 
 

http://www.trideltatransit.com/
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4.  El motivo del incidente por el cual llevó al demandante a creer que la descriminación fué 
      el factor de la queja.  
 
5.  Nombres, direcciones, y numerous teléfonicos de personas que podrían tener 

conocimiento del evento. 

 

6.  Otras agencias ó tribunales donde se haya entablado la queja y el nombre del contacto. 

7.  La firma del demandante (opcional) y la fecha. 

 Si al demandante no le es posible presentar la queja por escrito, el personal de ECCTA le 

 proveerá un intérprete del idioma, asi como también un intérprete de lenguaje por señas. 

                   La queja puede ser enviada o mandarla por fax a la siguiene dirección: 
                   Eastern Contra Costa Transit Authority 
                   El Gerente de Quejas (Compliance Manager) 
                   801 Wilbur Avenue 
                   Antioch, CA 94509 
                   (925) 754-6622 
                   (925) 757-2530 (fax) 
 
                   Puede enviarla a: CivilRights@eccta.org 
 
 

2. Revisando la Denuncia 
a. Al recibir una posible denuncia de Título VI, se investiga la denuncia, y el Gerente de 

Quejas o su designado revisará la denuncia para determinar si está amparada bajo el 

Título VI.  

 
3. Seguimiento de la Denuncia 

a. Después de revisar la demanda, el Gerente de Quejas o su designado expondrá lo que 

haya encontrado y/o sus recomendaciones para una resolución con la administración de 

ECCTA. 

 

b. El Gerente de Quejas o su designado enviará una carta al denunciante exponiendo los 

resultados de la investigación, su derecho a la apelación, y el proceso de apelación en un 

término no mayor de los 60 (sesenta) dias hábiles después de la fecha en que ECTA 

recibió la demanda. De ser necesario más tiempo, el demandante será notificado acerca 

de una fecha aproximada para terminar dicha investigación.   

 

 

4. Remitiendo la Apelación 

El demadante puede apelar la decisión enviando una apelación por escrito explicando la 

razón(es) por dicha apelación. Dicha apelación por escrito debe ser enviada a: 

El Director Ejecutivo de ECCTA (CEO) 

801 Wilbur Avenue 

Antioch, CA 94509 

mailto:CivilRights@eccta.org
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El Director Ejecutivo de ECCTA, ó su designado, deberá considerar inmediatamente la apelación. 

Consideración a la apelación se basará en la apelación presentada por escrito y los documentos 

adjuntos y a discresión de el Director Ejecutivo ó su designado, puede convocar  una junta con el 

demandante. El Director Ejecutivo de ECCTA, ó su designado dentro de un tiempo razonable, 

pero que no exeda (60) dias hábiles de haber recibido la apelación por ECCTA, deberá expedir su 

decisión por escrito al demandante. La decision tomada por el Director Ejecutivo de ECCTA, ó su 

designado deberán constituir la determinación administrative final por parte de ECCTA.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
If information is needed in another language, please contact 1-925-754-6622. 

如果需要中文信息，请致电 1-925-754-6622. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-6622. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-6622. 

  



19 

 

 
Eastern Contra Costa Transit Authority 

Título VI Formulario de Queja 

Título VI de la Ley de Derechos Civiles de 1964 declara “Ninguna persona en los Estados Unidos será  

discriminada en base a su raza, color, ó por su origen de nacionalidad, ni tampoco sará excluida de la 

participación en, negarle los beneficios de, ó ser sujeto a discriminación bajo ningún programa ó 

actividad que reciba asistencia federal financiera.”   

Favor de proveer la siguiente información a fin de procesar su queja. Hay asistencia disponible si lo 

require. Complete éste formulario y envíelo ó entrégelo personalmente en la officina de:  

Eastern Contra Costa Transit Authority 
El Gerente de Quejas (Compliance Manager) 
801 Wilbur Avenue 
Antioch, CA 94509 
 

También tiene la alternativa de mandarlo for Fax 1-925-757-2530 o bién, por correo electrónico a 

CivilRights@eccta.org 

Nombre del Demandante:         

Dirección:            

Ciudad:     Estado:    Zona Postal:     

Número Telefónico (Casa):      Trabajo:    

 

Nombre de la persona discriminada (si es diferente del demandante): 

Nombre:           

Dirección:           

Ciudad:     Estado:    Zona Postal:    

 

De la lista siguiente, cual de ellas describe mejor la razón por la que used cree que fué discriminado? 

(Marque todas las que apliquen): 

  Raza 

  Color  

  Origen de Nacionalidad   

En que fecha ocurrió dicha discriminación?        

 

mailto:CivilRights@eccta.org
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Describa la presunta discriminación con el mayor detalle posible. Explique que pasó y porque cree usted 

que hubo discriminación en su contra. Describa todas las personas que estuvieron involucradas. Incluya 

el nombre y la información para comunicarse con la persona(s) quién discriminó en contra suyo (si sabe) 

así como también los nombres y la información para ponerse en contacto con testigos. Favor de incluir 

el número de ruta y hacia donde se dirigia, la hora en que ocurrió el incidente, y el número del autobús, 

si es que aplica. Si necesita espacio adicional, adjunte hojas de papel adicionales ó también puede usar 

el reverso de ésta hoja.  

____________________________________________________________________________________ 
 
____________________________________________________________________________________ 
 
____________________________________________________________________________________ 
 
____________________________________________________________________________________ 
 
 
Presentó usted ésta queja ante otra agencia federal, estatal, ó local; ó ante alguna corte federal ó 

estatal? (Marque el espacio correspondiente)    Si   No 
 

Si la respuesta es afirmativa, marque cada agencia con la cual usted presentó su queja: 

Agencia Federal ___________________ Corte Federal ______________ Agencia Estatal ____________  

Corte Estatal _____________________ Agencia Local ______________ Otra _____________________  

Favor de proveer información de la persona de la agencia (ó agencias) donde presentó su queja:  
 
Nombre:           
 
Dirección:           
 
Ciudad:     Estado    Zona Postal    
 
Número Telefónico:       
 
Fecha de la Denuncia:      
 
Firme la denuncia en el espacio de abajo. Adjute cualquier documento que usted considere importante 
para su queja. 
 
         _____________    

(Firma-opcional)      (Fecha) 

 

 

If information is needed in another language, please contact 1-925-754-6622. 

如果需要中文信息，请致电 1-925-754-6622. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-6622. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-6622. 
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Complaint Procedures 
 

Upon receipt of a written Title VI complaint submitted on the Title VI Complaint Form, the complaint is 

investigated in accordance to the procedures set forth in this program.  

In addition to receiving written Title VI complaint submissions on the Title VI Complaint Form, ECCTA will 

maintain a log of customer reports that are potential Title VI complaints.  Upon initial notification, each 

complaint is reviewed to determine if it may be a potential Title VI complaint.  If the complaint is a 

potential Title VI complaint, Title VI is indicated in the customer service program.  Each potential Title VI 

complaint is thoroughly investigated in accordance with the procedures set forth in this program. 

ECCTA’s Compliance Manager reviews all complaints to determine if there were any additional potential 

Title VI complaints that were not identified earlier that may need further investigation.   

Title VI complaints are placed within a Title VI complaint binder.  When the Title VI Program is updated, 

all complaints in the Title VI binder received after the previous Title VI Program submission will be listed 

in the updated Title VI Program. 

All complaints received by ECCTA are entered into an internal web-based customer service program. 

Complaints remain recorded within the web-based customer service program indefinitely for future 

review. 

After each complaint is closed, it is circulated to ECCTA management for review.    
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List of Transit-Related Title VI Investigations, Complaints, and Lawsuits 
 

Since the previous Title VI Program submission in 2021, ECCTA has not received any written Title VI 

complaints submitted on the Title VI Complaint Form or any lawsuits.  However, ECCTA’s customer 

service department did receive customer complaints that were identified as potential Title VI 

complaints.  The following log identifies those complaint calls. 

Complaints Complaint 
Date 

Summary of Allegations Status of 
Complaint 

Investigation Response 

1. 5/20/2021 Customer reported that the 
operator did not open the 
door for her to board the bus 
when it was already stopped 
at the bus stop. The driver 
departed the bus stop without 
boarding the customer.  
Customer stated that maybe it 
was because she was Latina. 
Basis of complaint: race 

Closed. Unable to validate 
customer’s complaint.  All 
buses at reported location 
and time did not leave 
any passengers behind.  
Asked for additional 
information from the 
customer and customer 
did not follow up.  
Complaint 
unsubstantiated. 

2. 6/6/2021 Customer reported that an 
operator did not answer his 
question about what bus to 
board and felt discriminated 
against because of his accent.  
Basis of complaint: national 
origin 

Closed. Unable to validate 
customer’s complaint. 
Reviewed video footage 
and operator answered 
customer’s question.  
Customer did not want 
follow up on complaint. 
Complaint 
unsubstantiated. 

3. 9/26/2021 Customer reported that the 
operator did not open the 
door for her to board the bus 
when it was already stopped 
at the bus stop. The driver 
departed the bus stop without 
boarding the customer.  
Customer stated that she felt 
it was undue discriminatory 
bias and racist. 
Basis of complaint: race 

Closed. Operator was held to First 
Transit disciplinary 
standard for leaving a 
passenger at the bus stop 
and provided training.  
Pass up was not 
substantiated as 
intentional pass up or 
Title VI related. Customer 
did not want follow up on 
complaint. 

4. 2/14/2022 Customer reported that her 
son was passed up by the 
operator and that she hoped 
it was not racial as her child is 
African American.  
Basis of complaint: race 

Closed. Operator was held to First 
Transit disciplinary 
standard for passing bus 
stop and provided 
training.  Pass up was not 
substantiated as 
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intentional pass up or 
Title VI related. Followed 
up with customer. 

5. 7/24/2022 Customer reported that the 
paratransit operator left 
without her when she forgot 
her bag in the house and that 
she felt it was racially 
motivated. 
Basis of complaint: race 

Closed. Complaint 
unsubstantiated.  When 
the operator arrived to 
pick up the customer, the 
customer reported she 
was not ready and still 
needed to get dressed.  
Operator followed 
protocol, called into 
Dispatch, held 3 minutes, 
then proceeded.  
Customer did not want 
follow up on the 
complaint. 

6. 2/15/2023 Customer reported that her 
return operator was rude and 
used racial slurs to a 
passenger that was dropped 
off before her. 
Basis of complaint: race 

 Complaint 
unsubstantiated. Video 
footage was reviewed and 
the operator was not seen 
to use racial slurs directed 
towards a passenger.  
Customer did not want 
follow up on the 
complaint. 
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Public Participation Plan 

ECCTA’s Public Participation Plan provides a framework of outreach tools to guide a customized and 

strategic approach to public participation.  The plan describes ECCTA’s approach to public participation 

for planning activities and bus service changes.   

In addition to communication strategies and outreach tools providing opportunities for the public to 

participate, outreach tools are included that specifically address language or economic barriers that may 

be preventing minority, low-income, and limited English proficient (LEP) populations from participating 

effectively in ECCTA’s decision making process.  The Public Participation Plan complements ECCTA’s 

activities for reaching individuals with limited English proficiency that are described in ECCTA’s Language 

Assistance Plan. 

Due to the COVID-19 pandemic, the Metropolitan Transportation Commission (MTC) delayed 

performing on-board passenger surveys for transit agencies within its jurisdiction for two years, which 

required MTC to push the schedule for transit agency on-board passenger surveys further out.  MTC 

decided to perform a high-level survey to re-baseline ridership trip and demographics of the region’s 

transit agencies with a Snapshot Survey from the Fall of 2023 to the Spring of 2024.  ECCTA is 

participating in the Snapshot Survey.  Because MTC is two years behind in performing on-board 

passenger surveys for transit agencies within its jurisdiction, MTC plans to perform ECCTA’s next Title VI 

on-board passenger survey in 2027.  Therefore, ECCTA is using data from the most recent on-board 

passenger survey conducted by MTC in the Spring of 2019.  According to the 2019 on-board passenger 

survey, about one-third of ECCTA’s passengers indicated they spoke a language other than English at 

home.  79.3% of the passengers indicated they spoke Spanish at home.  The next highest language 

spoken at home was Tagalog at 4.6%.  Of all passengers indicating they spoke a language other than 

English at home, more than two-thirds indicated they spoke English “very well.”  All of ECCTA’s vital 

documents are translated into Spanish. 

More than one-third of passengers reported an annual household income below $25,000 and 

approximately half of all passengers reported an annual household income of between $25,000 and 

$75,000. 

The purpose of ECCTA’s Public Participation Plan is multi-faceted. It seeks to: 

• Inform the public about transportation issues and the planning process. 

• Establish the process whereby the public can express concerns, desires, and values. 

• Reach a wide range of residents and increase the participation of under-represented 

populations. 

• Ensure ECCTA’s programs and activities reflect community values. 

• Improve service based on public input. 

To accomplish these goals, ECCTA employs numerous outreach tools. ECCTA selects appropriate 

outreach tools based on factors such as the demographics of the affected population, the type of public 

participation process planned, community input needed, available staffing, and resources. 
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These outreach tools include: 

1.) Website: 

ECCTA posts notices and announcements on the agency’s website at www.TriDeltaTransit.com.  

Google Translate allows website visitors to instantly translate the website content into the 

needed language. For planning outreach, ECCTA provides project information, community 

engagement opportunities, and how to provide input.  ECCTA posts all service change  

information on the website.  For major service changes, ECCTA provides service change 

information, community engagement opportunities, and how to provide input.   

 

2.) Email/Text Notification: 

ECCTA communicates via email and/or text message to customers over an email/text message 

notification system.   Customers receive the specific information they register to receive, 

whether it is route information, general ECCTA news, outreach activities, service change 

information, etc.  For planning outreach, ECCTA provides project information, community 

engagement opportunities, and how to provide input.  For major service changes, ECCTA 

provides service change information, community engagement opportunities, and how to 

provide input.   

 

3.) Social Media: 

Due to the popularity and ease of use, social media is used for its quick and widespread reach.  

ECCTA uses Facebook, Instagram, Twitter and YouTube to communicate route information, 

general ECCTA news, outreach activities, service change information, alerts, etc.   

 

4.) On-Board Resources: 

Printed materials are available on buses to convey planning outreach and service change 

information.  Critical information that appears on these materials are translated into languages 

identified as spoken or written by a target population. If all information cannot be translated, 

notices describe where to obtain the translated information.   

 

5.) Customer Service: 

In-person language assistance is available at ECCTA’s administrative office or via telephone. 

The public can visit the administrative office or call to receive information, as well as give 

comments and input. The customer service center number is included in ECCTA materials. Staff 

have access to LanguageLine telephone translation services covering the full range of languages. 

Any customers who are on hold on an ECCTA phone receive a recorded announcement which 

highlights planning and other changes that require community input. 

 

6.) Print Materials: 

In addition to on-board printed information, ECCTA publicizes public participation and outreach 

information via print materials, such as flyers and other direct mail materials. ECCTA places 

announcements at the top 20 frequently boarded bus stops and also places print ads when 

http://www.trideltatransit.com/
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applicable.  Critical information that appears on these materials are translated into languages 

identified as spoken or written by a target population. If all information cannot be translated, 

notices describe where to obtain the translated information. 

 

7.) Media Relations: 

Press releases and media events disseminate project and agency information to local, national, 

and trade media outlets.  ECCTA will issue press releases for planning outreach and service 

changes.   

 

8.) Surveys: 

The Metropolitan Transportation Commission (MTC) is currently responsible for conducting a 

statistically-valid on-board survey of ECCTA passengers, with issue-specific surveys being used 

under appropriate circumstances. Surveys include adequate and appropriate language 

translations and can be conducted either in-person, over-the-telephone, online, or a 

combination of the three.   

 

9.) Community Events: 

ECCTA staff participate in community events in Eastern Contra Costa County to establish a 

presence, promote programs, and interact with residents.  Staff provide information on ECCTA 

services and programs, answer questions, assist with trip planning, and obtain input from riders 

and the public.  If there is a predominate language other than English spoken at the community 

event, a staff member speaking the predominate language represents ECCTA at the event or 

staff use available translation apps. 

 

10.) Contractor Outreach: 

Outreach to contractors regarding ECCTA’s Disadvantaged Business Enterprise (DBE) programs 

provides information about opportunities to bid and compete for upcoming contracts.  ECCTA 

collaborates with DBE officers in transit agencies across the Bay Area, as a member of the 

Business Outreach Committee (BOC), to develop and stage outreach and educational events 

each year.  The events inform the contracting community of upcoming contracting 

opportunities, assist small contractors in developing relationships with prime contractors, and 

provide education on becoming DBE certified businesses. The BOC also issues a quarterly 

newsletter with announcements of upcoming contracting opportunities. 

 

11.) Community Based Organizations: 

Community Based Organizations (CBOs) play an important role in public participation. ECCTA 

works with a variety of CBOs, including ethnic centers, geographic-specific organizations such as 

tenant associations, neighborhood and community groups, civic groups, business organizations, 

education facilities, service providers for youth, families, disabled individuals, recreation 

facilities, senior organizations, and many others. Staff works with the CBOs to conduct outreach.  
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Below is a list of some of the CBOs ECCTA works with: 

 

Organization Address City 
Title 

VI/Environmental 
Justice Group 

La Clinica 
2240 Gladstone 
Drive, Suite 2 

Pittsburg Low income, minority 

La Clinica 2021 Main Street Oakley Low income, minority 

Antioch Senior Center 415 W. 2nd Street Antioch Low income, minority 

Brentwood Senior 
Center 

193 Griffith Lane Brentwood Low income 

Pittsburg Senior 
Center 

300 Presidio Lane Pittsburg Low income, minority 

Oakley Senior Center 215 Second Street Oakley Low income, minority 

Employment and  
Human Services 

4545 Delta Fair 
Boulevard 

Antioch Low income, minority 

SparkPoint Family 
Service Center 

3105 Willow Pass 
Road 

Bay Point Low income, minority 

Opportunity Junction 
3102 Delta Fair 
Boulevard 

Antioch Low income 

 

 

12.) Public Meetings and Public Hearings: 

Public meetings and public hearings allow ECCTA to give and to receive information from a 

broad segment of the community. Such meetings are widely advertised and open to all 

community members and can range from open houses to public hearings.  These meetings 

provide stakeholders with the most current information in an interactive setting.  Meetings may 

consist of brief presentations with brainstorming discussions, full project or service proposal 

reviews, or small informational sessions.   ECCTA compiles any comment and written statements 

to document public input and present to the Board of Directors.  Staff provides information to 

participants on upcoming public meetings and resources on ECCTA’s website.  

 

ECCTA’s public meetings and public hearings are held at locations that are transit and Americans 

with Disabilities Act (ADA) accessible, and they may be scheduled at various times of the day to 

accommodate working families, individuals, and seniors.  Convenient and accessible locations, 

facilities, and meeting times maximize opportunities to provide input. 

 

ECCTA’s public meetings may also be held in an online/by telephone format when in-person 

meetings are not feasible. 
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As appropriate, ECCTA hosts public meetings and public hearings with translation assistance 

provided by bilingual ECCTA staff or external translators. 

a. Public Hearings:  

A public hearing must be held whenever a major service change or change to the basic 

fare structure will be enacted. Notice of the public hearing shall be posted at least 

twenty-one (21) days prior to the hearing. All notices shall include a description of the 

matter(s) to be considered. The notices shall also state where and when the hearing(s) 

shall take place, as well as options to view the information for the public that cannot 

attend the hearing. 

 

Should a specific group(s) or neighborhood(s) be impacted by a proposed change, ECCTA 

shall use their best efforts to publish information targeting the impacted group(s) or 

neighborhood(s). 

At a public hearing, ECCTA shall afford any interested party the opportunity to present 

statements, both written and oral. Limitations may be established on the length of the 

presentation in order for all community members to be heard.  

 

13.)  Digital Tools: 

ECCTA uses digital outreach to geotarget specific demographics or regions of eastern Contra 

Costa County.  ECCTA also uses the following smart phone applications to message passengers 

regarding passenger information and service changes:   

a. Tri Delta Watch 
Description: Safety reporting application 
Capability: Push notification to passengers and an alert posted in the app.  ECCTA is able 
to identify those who have selected Spanish as their language of choice and provide a 
message in the appropriate language. 
 

b. Tri MyRide 

Description: Microtransit application 

Capability: Push notification to passengers, a pop up when they open the app, and an 

alert in their app inbox.  ECCTA is able to identify those who have selected Spanish as 

their language of choice and provide a message in the appropriate language. 

 

c. Transit 

Description: Real-time route information and bus-crowding application 

Capability: Push notification to passengers, a banner at the top of the app homepage, 

and route specific notifications. ECCTA is able to identify those who have selected 

Spanish as their language of choice and provide a message in the appropriate language. 
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d. Easy Book 

Description: On-line paratransit booking system 

Capability: Allows for email alerts as well as notification section at the top of the 

webpage.  A message in Spanish is included in each notification. 

The following table provides an overview of ECCTA’s outreach tools for public participation. 

Outreach Tool When Used 

Website Passenger information 
Planning outreach 
Service changes 
Participation 

Email/Text Notification Passenger information 
Planning outreach 
Service changes 
Participation 

Social Media Passenger information 
Planning outreach 
Service changes 
Participation 

On-Board Resources Passenger information 
Planning outreach 
Service changes 
Participation 

Print Materials Passenger information 
Planning outreach 
Service changes 
Participation 

Media Relations Passenger information 
Planning outreach 
Service changes 

Surveys Passenger information/Demographics 

Community Events Passenger information 
Planning outreach 
Service changes 
Participation 

Contractor Outreach Participation 

Community Based Organizations Planning outreach 
Major service changes 
Participation 

Public Meetings Planning outreach 
Major service changes 

Digital Tools Passenger information 
Planning outreach 
Service changes 
Participation 
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Public Outreach by Type of Service Change 

Outreach Tool Major Service Change Minor Service Change 

Press Releases X X 

On-Board Resources X X 

Print Resources X  

Social Media X X 

Email/Text Notification X X 

Website X X 

Community Based 
Organizations 

X  

Community Events X X 

Public Meetings X  

Digital Tools X X 

 

Summary of Outreach 

Since the previous Title VI Program submission in 2021, the following public participation outreach 

activities were performed: 

• Bus Route Evaluation and Redesign 

A service and fare equity analysis was conducted for a bus route evaluation and redesign.   

Initial public participation outreach was conducted in the fall of 2020 and was used to identify the 

transit improvements that were of greatest value to east Contra Costa County residents and transit 

riders.  The initial outreach survey responses were used to develop proposed route revisions.  The 

second feedback survey conducted in the fall of 2021 was used to get input on each of the proposed 

route revisions. At the October 27, 2021 Tri Delta Transit Board meeting, Board members held a public 

hearing, reviewed outreach feedback, and approved the route redesign as presented.  The approved 

route and fare changes were implemented in September 2022. 

Promotion of the project and survey were done through the following public participation activities:  

• Direct email to community organizations, including the community-based organizations listed in 
Tri Delta Transit’s Title VI program plan  
• Direct email to businesses in the transit service area  
• Direct email and follow up to cities and chambers of commerce  
• Direct email to individuals participating in 511 Contra Costa free and low-cost bus pass programs  
• Direct email invitation to respondents of the initial outreach survey to participate in the feedback 
outreach  
• General and targeted social media posts on Twitter, Facebook, and Instagram  
• On-board, transit center and bus stop signage  
• Web and print ads, including to  
• Agency service alerts and newsletters  
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• 511 Contra Costa’s TDM outreach newsletter  
• Virtual town hall meeting  
 

Electronic promotion offered a direct link to the project page and survey. Print promotion offered a QR 

code and/or URL to the project website, along with a phone number and email to request a paper 

survey or to take the survey over the phone. All survey options, the virtual town hall meeting, and 

outreach materials were offered in Spanish and English. 

The Bus Route Evaluation and Redesign Service and Fare Equity Analysis is included in Appendix A. 

 

• COVID-19 Temporary Service Changes 

 

On March 17, 2020 the Health Officer of Contra Costa County ordered all individuals living in the county 

to shelter at their place of residence, except to leave to provide or to receive certain essential services 

or engage in certain essential activities and work for essential businesses and governmental services, e-

ffective 12:01am on March 17, 2020 until 11:59pm on April 7, 2020 due to the COVID-19 pandemic. The 

shelter in place was then extended until 11:59pm on May 3, 2020 and extended again until 11:59pm on 

May 31, 2020. Contra Costa County continued to experience a significant increase in community 

transmission and illness from COVID-19 and the Health Officer of Contra Costa County continued to 

impose additional restrictions on certain businesses and activities that were previously cleared for 

operation on July 11, 2020. 

 

On April 19, 2020 ECCTA implemented changes to service in response to changing travel patterns and 

significantly reduced staffing levels due to the COVID-19 pandemic.  Since April 19, 2020, ECCTA brought 

back service when resources allowed and temporarily restored full service on July 4, 2021.  With 

emergency related temporary transit service changes still in effect twelve months after service 

reductions were introduced in April 2020, ECCTA conducted a service equity analysis of its COVID-19 

temporary service changes as of April 2021 to be responsive to the FTA’s requirement that changes in 

effect longer than twelve months be subject to such an analysis. 

 

ECCTA made service adjustments to respond to the COVID-19 State of Emergency to account for 

significant constraints on resources, specifically staff availability.  ECCTA was unable to meet its pre-

pandemic service demands and standards with a shortage of operators.  When resources allowed, 

ECCTA restored service to pre-pandemic service levels.   

 

Below is an overview of the COVID-19 related temporary service changes that were implemented 

between April 2020 and April 2021. 

• April 19, 2020- In response to a steep drop in ridership and staff availability due to the COVID-19 

State of Emergency, service adjustments were made. 

• November 8, 2020- The majority of ECCTA’s bus routes feed into the Bay Area Rapid Transit 

(BART) system. In response to BART adjusting service due to the COVID-19 State of Emergency, 

ECCTA made service adjustments to better meet BART trains. 
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• March 21, 2021- In response to BART adjusting service again due to the COVID-19 State of 

Emergency, ECCTA made service adjustments to better meet BART trains. 

 

To respond to the requirement stated in FTA Circular 4702.1B (Title VI) that service changes in effect 

longer than twelve months are subject to a service equity analysis, the equity analysis compared ECCTA 

service at the following two time points:  

• April 2020 – COVID-19 temporary service reductions began in April 2020.  ECCTA used service in 

effect before the initial COVID-19 service reductions began in April 2020, using the most recent 

pre-pandemic service adjustments which went into effect on February 10, 2019.  

• April 2021 – ECCTA  used service in effect twelve months from the initial COVID-19 temporary 

service reductions, using the latest service adjustments that went into effect on March 21, 2021.  

 

Throughout the pandemic, ECCTA welcomed feedback regarding the temporary service changes.  ECCTA 

staff followed up with each individual as requested.  Comments were collected online, by email, 

telephone, fax, mail or in-person.  

To engage passengers and the public, ECCTA placed information online at www.TriDeltaTransit.com, on-

board buses, and on social media using Facebook and Twitter.  ECCTA sent text messages and email 

messages.  All information was communicated in both English and in Spanish.  Spanish is the identified 

Limited English Proficiency (LEP) language in ECCTA’s service area.  

To inform the public and passengers of the public hearing, ECCTA posted the information and service 

equity analysis on the website at www.TriDeltaTransit.com and emailed and mailed the public meeting 

agenda to stakeholders, including media.  An email/text alert also notified the public and passengers of 

the public hearing. 

A public hearing was held on February 23, 2022 at ECCTA’s headquarters in Antioch, California.  The 

public hearing was conducted as both an in-person and online Zoom format, so participants could 

choose to join the public hearing in-person or remotely.  The Americans with Disability Act (ADA) 

accessible location was also accessible by transit.  A Spanish speaking interpreter was available for the 

public hearing.  There was one comment from the public. A member of the LGBTQ community reported 

he had noticed over the years the respect that Tri Delta Transit bus drivers had offered to customers.  He 

pointed out however, that there was nothing in Title VI referring to LGBTQ and asked if that needed to be 

addressed.  ECCTA staff responded and informed that Title VI addressed race, color, or national origin, as 

well as low-income. 

ECCTA’s Board of Directors approved the service equity analysis. The February 23, 2022 agenda and 

associated resolution are located in Appendix B. 

 

 

 

http://www.trideltatransit.com/
http://www.trideltatransit.com/
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• Paratransit Mobile Fare Payment Type Elimination- Fare Equity Analysis 

ECCTA’s Mobile Ticket App was created by an app developer.  Unexpectedly, ECCTA began 

experiencing problems with the backend of the Mobile Ticket App and customers were no longer 

able to purchase tickets or use existing tickets or wallet funds in their account.  ECCTA contacted 

the app developer and after waiting two months, with no resolution presented by the app 

developer, ECCTA decided to end the contract with the app developer and eliminate the Mobile 

Ticket App.  Fixed route customers were transitioned to another existing mobile ticket app for fixed 

route fare payment on a mobile device, but there was no alternate existing mobile ticket app to 

transition paratransit customers to for paratransit fare payment on a mobile device.  ECCTA 

anticipates an alternate mobile ticket app for paratransit customers to be available in 2025.  Cash 

and paratransit one-way ride tickets are accepted on ECCTA’s paratransit vehicles and provide an 

alternative payment to the mobile ticket option. 

 

The elimination of ECCTA’s Mobile Ticket App and ability for paratransit customers to use a mobile 

device to pay a paratransit fare requires a fare equity analysis due to the elimination of a paratransit 

fare payment type.   

 

The public engagement activities related to the fare equity analysis were conducted from the time 
ECCTA’s Mobile Ticket App stopped functioning to after elimination of the app.  Since ECCTA’s Mobile 
Ticket App suddenly and unexpectedly stopped working and the app developer was not able to fix the 
problems causing the app to not function correctly, ECCTA was not able to perform outreach in advance 
of the app not working. The outreach provided an opportunity to both educate and to collect input from 
riders on the elimination of the Mobile Ticket App.  In addition, ECCTA was able to outreach to 
customers regarding receiving a refund for tickets and wallet funds in the ECCTA Mobile Ticket App.  No 
complaints or negative comments were directly expressed over the phone to ECCTA staff who answered 
customers questions about the Mobile Ticket App. 
 
Information was communicated in both English and in Spanish.  Spanish is the identified Limited English 
Proficiency (LEP) language in ECCTA’s service area. Information was available in other languages upon 
request and through Language Line translation. 
 
ECCTA engaged the public through the following activities: 

• Website- www.TriDeltaTransit.com communicated rider news with updated information on 
ECCTA’s Mobile Ticket App and requested Mobile Ticket App customers to contact ECCTA.  
Information was also communicated by text and email alert. 

• Social Media- ECCTA’s Twitter and Facebook account were used to communicate information 
about ECCTA’s Mobile Ticket App and requested Mobile Ticket App customers to contact ECCTA. 

• Elerts (Tri Delta Watch)- Communicated information about ECCTA’s Mobile Ticket App and 
requested Mobile Ticket App customers to contact ECCTA. 

• Scheduling Department/Customer Service Department- ECCTA’s scheduling and customer 
service departments informed and updated callers on ECCTA’s Mobile Ticket App. 

• Operations In-Service Meetings- Operations employees were informed and updated on ECCTA’s 
Mobile Ticket App so they could convey the information to passengers if necessary. 
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• WiFi Splash Page-A banner on ECCTA’s free WiFi informed and updated customers on ECCTA’s 
Mobile Ticket App and requested Mobile Ticket App customers to contact ECCTA. 

• Mobile Ticket App Paratransit Customer Survey- ECCTA sent a survey to the 65 paratransit 
Mobile Ticket App customers to develop a detailed understanding of passenger demographics 
and to communicate information about the Mobile Ticket App, provide contact information for 
customers to receive assistance with receiving a refund for existing tickets or wallet funds in 
their Mobile Ticket App account, and provide a comment section for customers.   

• Email- ECCTA emailed all Mobile Ticket App customers to communicate information about the 
Mobile Ticket App, provide contact information for customers to receive assistance with 
receiving a refund for existing tickets or wallet funds in their Mobile Ticket App account and 
provide an opportunity for feedback. 

 

ECCTA’s Board of Directors approved the fare equity analysis. The fare equity analysis, including the June 

28, 2023 resolution are located in Appendix C. 

• Additional public participation outreach activities: 

o January 2021- Revitalize Day Program outreach, community outreach at Pittsburg Senior 

Center, Overcoming Transportation Barriers presentation with Contra Costa County 

Behavioral Health 

o February 2021- Sierra School outreach, Guide Dogs for the Blind outreach, Somerset Senior 

Apartments outreach presentation, ODAT non-profit youth organization Transportation 

Justice Youth Team presentation 

o March 2021- Working Wonders Day Program outreach, Overcoming Transportation Barriers 

presentation with Contra Costa County Behavioral Health 

o April 2021- East County Resource and Networking Meeting presentation 

o May 2021- Delta Veterans Group outreach, outreach to community on Free WIFI provided 

on buses 

o June 2021- Overcoming Transportation Barriers presentation with Contra Costa County 

Behavioral Health 

o July 2021- Tri MyRide outreach, Open House and Job Fair outreach 

o August 2021- bus schedule community outreach, school registration outreach 

o September 2021- partnered with Bay Area Transit Agencies on All Aboard Bay Area Transit- 

get back to transit campaign, partnered with Bay Area Transit Agencies for Free Fare 

September campaign, assisted Contra Costa Transportation Authority in East Bay 

transportation survey campaign, Revitalize Day Program outreach, participation in 

Committee for Social Inclusion 

o October 2021- System Redesign survey promotion and public hearing, October 6th Free Ride 

for 4th Annual California Clean Air Day campaign 

o December 2021- bus schedule community outreach 

o January/February 2022- COVID-19 Temporary Service Change public hearing outreach, 

Gateway school outreach, Clipper START community outreach, bus schedule community 

outreach, DBE/SBE outreach for Meet the Buyers Procurement forum 



 

35 

o March 2022- Clipper START community outreach, Delta Veterans Group Outreach, Liberty 

Union High School District’s Gateway Program outreach 

o April 2022- DBE/SBE outreach for DBE Triennial Goal 

o May 2022- Bike to Work Day community outreach 

o June 2022- City of Pittsburg Green Footprint Festival community outreach 

o July 2022- July 4th holiday schedule community outreach, high school registration outreach, 

ECCTA 45th Birthday and Tri MyRide 3rd Anniversary community outreach 

o August 2022- Customer service community outreach, student outreach for Pass2Class 511 

Contra Costa Program, DBE/small business construction contractor outreach 

o September 2022- System Redesign community outreach, paratransit fare equity analysis 

survey, Oakley Park & Ride community outreach, Antioch Senior Center outreach 

o October 2022- Pittsburg Chamber of Commerce Halloween community outreach event 

o November 2022- Quail Lodge Assisted Living senior outreach, dialysis unit outreach 

o December 2022- Outreach with Accessible Services to Vistability, dialysis and Commercial 

Support Services  

o January 2023- Antioch Senior Center, Stoneman Village and Harmony Home senior outreach 

o February 2023- Ride4Free community outreach for 511 Contra Costa program, Antioch 

Senior Center outreach, DBE/small business outreach for procurement series 

o March 2023- Transit Driver Appreciation Day/free fare community outreach, Means Based 

Fare Pilot Program outreach 

o April 2023- Means Based Fare Pilot Program outreach, Antioch Senior Center outreach, 

Merrill Gardens Assisted Living senior outreach 

o May 2023- LMC Elementary school outreach event, Bike to Wherever Day community 

outreach, Contra Costa County Fair event community outreach, Means Based Fare Pilot 

Program outreach, dialysis unit outreach 

o June 2023- City of Pittsburg Green Footprint Festival community outreach, City of Oakley 

Summerfest community outreach, Means Based Fare Pilot Program outreach, DBE/small 

business outreach for DBE/ACDBE certification workshops 

o July 2023-Student outreach for Pass2Class 511 Contra Costa program, Clipper START and 

Clipper Mobile program community outreach, City of Oakley Summerfest community 

outreach, Freedom High School student outreach 

o August 2023- Student outreach for Pass2Class 511 Contra Costa program, Dallas Ranch 

Middle School community outreach, Oakley Senior Center community outreach 

o September 2023- Schedule change community outreach, community outreach at Pittsburg 

Seafood and Music Festival event, Antioch Big Truck Event community outreach, community 

outreach for system changes/bus schedule 

o October 2023- Clipper START program community outreach, Pittsburg Chamber of 

Commerce Spooktacular community outreach event, community outreach at Brentwood 

Oktoberfest event, DBE/SBE outreach at CalTrans DBE Summit, Los Medanos College 

community outreach event 

o November 2023- DBE/SBE outreach at Meet the Buyers event, Pittsburg High School 

community outreach event 
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Language Assistance Plan 
 

Per Title VI of the Civil Rights Act of 1964, the U.S. Department of Transportation (DOT) implementing 

regulations, and Executive Order 13166 “Improving Access to Services for Persons with Limited English 

Proficiency (65 FR 50121, Aug. 11, 2000),” ECCTA is federally mandated to develop and implement a 

Language Assistance Plan, by which persons with Limited English Proficiency (LEP) can meaningfully 

access translations of written and oral information. As ECCTA is an FTA recipient receiving federal 

financial assistance, ECCTA must take reasonable steps to ensure meaningful access to the benefits, 

services, information, and other important portions of their programs and activities for LEP persons. 

ECCTA developed this LEP Plan to identify reasonable steps for providing language assistance to persons 

with limited English proficiency to access ECCTA’s services and programs.  As defined in Executive Order 

13166, LEP persons are those who do not speak English as their primary language and have limited 

ability to read, speak, write, or understand English. 

Four-Factor Analysis 

In compliance with Circular 4702.1B guidance, ECCTA conducted a four-factor analysis to determine the 

specific language services that are appropriate to provide to persons within its service area.  The four-

factor LEP analysis considers the following factors: 

1. The number or proportion of LEP persons eligible to be served or likely to be encountered by the 

program or recipient. 

2. The frequency with which LEP persons come into contact with the program. 

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

people’s lives. 

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

that outreach. 

Factor 1: The number or proportion of LEP persons eligible to be served or likely to be encountered by 

the program or recipient. 

To determine the number of Limited English Proficient (LEP) persons eligible to be served or likely to be 

encountered by ECCTA, ECCTA first determined what census tracks fell within its service area1. Taking 

data about these census tracts from the U.S. Census Bureau2, ECCTA was able to determine that the 

estimated total population within its service area was 301,053. Following the Census’ classification, and 

the formal definition of LEP persons as established by the FTA, ECCTA then focused on the number of 

                                                           
1 The census tracts within ECCTA’s service area are: 3020.05, 3020.06, 3020.07, 3020.09, 3020.13, 3020.14, 
3031.04, 3031.05, 3031.06, 3031.07, 3032.02, 3032.04, 3032.06, 3032.07, 3032.08, 3032.09, 3032.10, 3032.11, 
3040.01, 3050.00, 3060.02, 3060.03, 3060.04, 3071.01, 3071.02, 3072.01, 3072.02, 3072.04, 3072.05, 3080.01, 
3080.02, 3090.00, 3100.00, 3110.00, 3120.00, 3131.02, 3131.04, 3131.05, 3132.03, 3132.04, 3132.05, 3132.06, 
3141.02, 3141.03, 3141.05, 3141.06, 3142.00, 3150.00, 3160.00, 3170.00, 3180.00, 3200.04, 3211.01, 3280.00, 
3310.00, 3551.09, 3551.10, 3551.11, 3551.18, 3551.19, 3551.20, 3552.01, 3552.02 
2 U.S. Census, table C16001, “Language Spoken at Home for the Population 5 Years and Over” 
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persons who, speaking any language other than English, spoke English “less than very well” within its 

service area. This total came to be 39,989 persons. 

ECCTA then examined the language groups themselves in order to better ascertain the extent of 

language assistance that might be needed. Spanish LEP speakers accounted for 8.6% of the total 

population (25,884 persons). The next three largest percentages of LEP speakers of the total population 

were those speakers speaking Tagalog3 at 1.4% (4,285 persons), Chinese4 at 1% (3,078 persons), and 

Vietnamese at 0.5%  (1,540).  

Safe Harbor languages are defined by FTA Circular 4702.1B as languages spoken by at least 1,000 
individuals with Limited English Proficiency (LEP) within the service area. The circular states, “if a 
recipient provides written translation of vital documents for each eligible LEP language group that 
constitutes five percent (5%) or 1,000 persons, whichever is less, of the total population of persons 
eligible to be served or likely to be affected or encountered, then such action will be considered 
strong evidence of compliance with the recipient’s written translation obligations.”  
 
The top three languages in ECCTA’s service area have not changed since the previous Title VI Program 

submission in 2021: Spanish is the predominant language spoken by individuals with Limited English 

Proficiency (LEP). ECCTA had previously designated Tagalog and Chinese as Safe Harbor languages, and  

with census data tracking 1,540 LEP individuals speaking Vietnamese in ECCTA’s service area, ECCTA has 

added Vietnamese as a Safe Harbor language. 

ECCTA uses Remix, a proprietary geospatial data analysis that uses Geographic Information System (GIS) 

mapping software customized for ECCTA. Remix uses a fixed set of census block groups from a Shapefile 

ECCTA provided to Remix. Based upon the Remix map data for LEP individuals in ECCTA’s service area, it 

is assumed that the majority of these LEP individuals would be eligible to be served by, or otherwise 

encounter, ECCTA either via ECCTA’s fixed route, microtransit, or paratransit services. 

  

                                                           
3 For the purposes of this analysis, and following the example of the U.S. Census, Tagalog and Filipino were 
considered as one language under the Tagalog classification. 
 
4 For the purposes of this analysis, and following the example of the U.S. Census, Chinese includes Mandarin and 
Cantonese. 
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Limited English Proficiency map- All LEP languages 
(Map from Remix) 

 

Limited English Proficiency map- Spanish language 
(Map from Remix) 

 

 



 

39 

Factor 2: The frequency with which LEP persons come into contact with the program. 

To determine the frequency these LEP populations come into contact with our services, ECCTA looked at 

the most recent fixed route ridership survey, which was performed in the Spring of 2019, the amount of 

active eligible paratransit riders that had indicated a preferred language other than English on their 

applications for service, and LanguageLine/staff interpreted calls.  ECCTA focused on the 

aforementioned four languages (Spanish, Tagalog, Chinese and Vietnamese), as they would be the most 

likely language groups that would require language assistance. 

Fixed Route 

According to the ridership survey performed in 2019, passenger responses indicated that approximately 

30.9% of weekday passengers spoke a language other than English at home.  Of those weekday 

passengers who spoke a language other than English at home, 9.5% indicated they spoke English “less 

than well” and 1.3% spoke English “not at all”, for a total of 10.8%.  9.1% of the LEP weekday passengers 

speaking Spanish spoke English “less than well” and 1.7% “not at all”, for a total of 10.8%.  0% of 

passengers speaking Tagalog spoke English “less than well” or “not at all”, 0% of passengers speaking 

Chinese spoke English “less than well” or “not at all”, and 0% of passengers speaking Vietnamese spoke 

English “less than well” or “not at all”. 

44% of weekend passengers spoke a language other than English at home.  Of those weekend 

passengers who spoke a language other than English at home, 0% indicated they spoke English “less 

than well” and 1.3% spoke English “not at all”.  1.4% of the LEP weekend passengers speaking Spanish 

spoke English “not at all”, 0% of passengers speaking Tagalog spoke English “not at all”, 0% of 

passengers speaking Chinese spoke English “not at all”, and no weekend passengers indicated that they 

spoke Vietnamese. 

 

Paratransit 

When applying for eligibility to use ECCTA’s paratransit service, applicants are offered the option to 

indicate a primary language if other than English. While this does not mean that the applicant is an LEP 

individual, it is assumed that an LEP person would indicate their primary language on the eligibility 

application as other than English, especially if they speak English less than very well. This language is 

then noted in ECCTA’s scheduling software to indicate that this person may need translation services 

when being contacted about a paratransit ride. 

ECCTA looked at all the active eligible users of its paratransit services and found that out of 3,359 

paratransit passengers, 289 passengers indicated Spanish was their primary language, 75 passengers 

indicated Tagalog was their primary language, 13 passengers indicated Chinese was their primary 

language, and 6 passengers indicated Vietnamese was their primary language. Based on this 

information, 9% spoke Spanish as their primary language, 2% spoke Tagalog as their primary language, 

0% spoke Chinese as their primary language, and 0% spoke Vietnamese as their primary language. 
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LanguageLine Calls/Staff Interpreted Calls 

ECCTA reviewed LanguageLine calls and staff interpreted calls received from June 2021 to June 2023. 

There were 2,404 LEP calls with 2,337 calls in Spanish, 2 calls in Tagalog, 1 call in Chinese, and 64 calls in 

Vietnamese.  Based on this information, approximately 97% of the callers spoke Spanish as their primary 

language, 0% spoke Tagalog as their primary language,  0% spoke Chinese as their primary language, and 

3% spoke Vietnamese as their primary language. 

Factor 3: The nature and importance of the program, activity, or service provided by the program to 

people’s lives. 

DOT Guidance states, “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. The obligations to communicate rights to an LEP person who needs public transportation differ, 
for example, from those to provide recreational programming. A recipient needs to determine whether 
denial or delay of access to services or information could have serious or even life-threatening 
implications for the LEP individual…providing public transportation access to LEP persons is crucial. An 
LEP person’s inability to utilize effectively public transportation may adversely affect his or her ability to 
obtain health care, education, or access to employment.”  
 
Transit services operated by ECCTA continue to play a vital role in the lives of many residents in eastern 
Contra Costa County. ECCTA’s services serve major local commercial, employment, healthcare, 
education, and civic locations throughout Eastern Contra Costa County and include connections to the 
Bay Area Rapid Transit (BART), Central Contra Costa Transit Authority, and Western Contra Costa Transit 
Authority service areas that, in turn, reach most major job centers in the Bay Area. As such, for ECCTA 
riders, the importance of ECCTA’s services are paramount. 
 
Factor 4: The resources available to the recipient for LEP outreach, as well as the costs associated with 

that outreach. 

The DOT Guidance says, “A recipient’s level of resources and the costs imposed may have an impact on 
the nature of the steps it should take in providing meaningful access for LEP persons. Smaller recipients 
with more limited budgets are not expected to provide the same level of language services as larger 
recipients with larger budgets. In addition, ‘reasonable steps’ may cease to be reasonable where the 
costs imposed substantially exceed the benefits. Recipients should carefully explore the most cost-
effective means of delivering competent and accurate language services before limiting services due to 
resource concerns.”  
 
The majority of language assistance at ECCTA is provided via an over-the-phone interpretation 
service (currently LanguageLine translators translate the call into the caller’s spoken language) through 
the ECCTA call center and administration office, and translation services by bi-lingual staff. ECCTA’s 
website can be translated using the Google Translate button, which currently provides translations in 
more than 100 languages. At public meetings, interpreters can be requested in advance at no cost to the 
speaker. On the bus, interpretation may be provided by bi-lingual staff and all staff have access to 
language assistance cards that include the most frequently spoken languages in ECCTA’s service area.   
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ECCTA currently provides resources to each LEP group while maintaining cost efficiency.  
 
Resources may include, but are not limited to: 

• Bilingual or multi-lingual staff members. 

• Professional translation services (can be implemented quickly with minimal cost). 

• Over-the-phone translation services through Language Line, which can be implemented quickly. 

• Documents, brochures, and other media of less-essential importance shall be translated into the 

LEP language groups upon request. 

• Information displays at community events where it is likely that significant numbers of LEP 

persons will attend shall be staffed by at least one person fluent in the identified language(s), if 

feasible. 

• Oral translation services shall be provided upon request. 

• Pictographs shall be provided whenever possible to instruct and depict necessary information 

and procedures. 

• Any other translation request, provided it does not create an undue financial or administrative 

burden. 

ECCTA translates the following vital documents: 

• Title VI Notice to Beneficiaries, Title VI Complaint Form, Title VI Complaint Procedures.  These 

printed and online vital documents are provided in English and in Spanish, and include a 

language assistance text block in all Safe Harbor languages.  The online information may also be 

accessed using Google Translate. 

• Paratransit applications, paratransit eligibility documents. These printed vital documents are 

provided in English and in Spanish, and include a language assistance text block in all Safe 

Harbor languages.  Downloadable online paratransit applications are provided in English and in 

Spanish, and include a language assistance text block in all Safe Harbor languages. 

• Bus schedule. This printed vital document is provided in English/Spanish and includes a 

language assistance text block in all Safe Harbor languages.  Bus schedule information online 

may be accessed using Google Translate. 

• Service alerts. The printed vital document is provided in English/Spanish and includes a 

language assistance text block in all Safe Harbor languages.  Service alerts online may be 

accessed using Google Translate. 

Four-Factor Analysis Final Results 

The Four-Factor Analysis performed by ECCTA identified the top four LEP language groups spoken within 

ECCTA’s service area: Spanish, Tagalog, Chinese, and Vietnamese. 

Spanish: 25,884 persons, or 8.6%, within the population of ECCTA’s service area are Spanish LEP 

persons.  Additionally, when looking at the frequency with which Spanish LEP speakers interact with 

ECCTA (12.2% for fixed route and 9% for paratransit, 97% for LanguageLine calls), ECCTA will translate all 

vital documents into Spanish. 
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Tagalog: Tagalog LEP persons make up 1.4% of the total population within ECCTA’s service area (4,285 

persons). Additionally, when looking at the frequency with which Tagalog LEP speakers interact with 

ECCTA (0% for fixed route and 2% for paratransit, 0% for LanguageLine calls), ECCTA has determined 

that translation of vital documents into Tagalog is not warranted at this time. Tagalog is identified as a 

Safe Harbor language and the language assistance text block included on all vital documents includes 

Tagalog. 

Chinese: Chinese LEP persons make up 1% of the total population within ECCTA’s service area (3,078 

persons). Additionally, given the frequency with which Chinese LEP speakers interact with ECCTA (0% for 

fixed route and 0% for paratransit, 0% for LanguageLine calls), ECCTA has determined that translation of 

vital documents into Chinese is not warranted at this time.  Chinese is identified as a Safe Harbor 

language and the language assistance text block included on all vital documents includes Chinese. 

Vietnamese: Vietnamese LEP persons make up less than 0.5% of the entire service area population 

(1,540 persons). Additionally, given the frequency with which Vietnamese LEP speakers interact with 

ECCTA (0% for fixed route and 0% for paratransit, 3% for LanguageLine calls), ECCTA has determined 

that translation of vital documents into Vietnamese is not warranted at this time. Vietnamese is 

identified as a Safe Harbor language and the language assistance text block included on all vital 

documents includes Vietnamese. 

The language assistance text block included on all vital documents: 

If information is needed in another language, please contact 1-925-754-4040.  

Si necesita información en Español, llame al 1- 925-754-4040. 

如果需要中文信息，请致电 1-925-754-4040. 

Kung kailangan ng impormasyon sa Tagalog, mangyaring tumawag sa 1-925-754-4040. 

Nếu cần thông tin bằng tiếng Việt, vui lòng gọi 1-925-754-4040. 

(1-925-754-6622 is the contact number for Title VI Notice to Beneficiaries, Title VI Complaint Form, Title 

VI Complaint Procedures) 

Identifying LEP individuals who need language assistance 

ECCTA may identify an LEP person who needs language assistance through the following activities: 

• If a customer speaks a language other than English, customer service language assistance is 

provided in person or over the phone; 

• If a customer requests a paratransit application or in-person assessment in a language other 

than English or Spanish, the Accessible Services Department provides the language assistance 

and records and reports on the assistance provided; 

• If bus operators or other front line staff identify language assistance needed, they provide the 

language assistance or connect the LEP passenger to customer service for language assistance 

using the language assistance card. 
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Language Assistance Measures 

 

Based on the results of the four-factor analysis, ECCTA provides translation of vital documents into 

Spanish.  ECCTA provides a notice on vital documents stating “If information is needed in another 

language, please contact 1-925-754-4040” (1-925-754-6622 is the contact number for Title VI Notice to 

Beneficiaries, Title VI Complaint Form, Title VI Complaint Procedures).  The statement is made in 

Spanish, Tagalog, Chinese, and Vietnamese. 

Vital documents include:  

• Title VI Public Notice, Title VI Complaint Form, Title VI Complaint Procedures 

• paratransit applications, paratransit eligibility documents 

• bus schedule 

• service alerts 

 

There are numerous language assistance measures available to LEP persons, including oral and written 

language services.  ECCTA strives to assist an LEP person who needs language assistance via the 

following measures: 

• Bilingual or multi-lingual staff members. 

• Professional translation services. 

• On-call translation services through LanguageLine or similar language translation service. 

• Documents, brochures, and other media of less-essential importance shall be translated into the 

LEP language groups upon request. 

• Information displays at community events where it is likely that significant numbers of LEP 

persons will attend shall be staffed by at least one person fluent in the identified languages, if 

feasible. 

• Oral translation services shall be provided upon request. 

• Pictographs shall be provided whenever possible to instruct and depict necessary information 

and procedures. 

• Any other translation request, provided it does not create an undue financial or administrative 

burden. 

Employee Training 

ECCTA staff are required to know their obligation to provide meaningful access to information and 

services for LEP persons.  An effective LEP plan includes training to ensure that staff are informed about 

LEP policies and procedures, and that staff having contact with the public are trained to work effectively 

with the resources made available to them to assist LEP persons. 

ECCTA has identified that bus operators, supervisors, dispatchers, route information, schedulers, 

customer service and administrators are most likely to come into contact with LEP persons.   

Employees who work with the public shall periodically take part in training sessions to keep up to date 

on their responsibilities to LEP persons. 
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Training includes: 

• Curriculum that educates staff on the Title VI requirements for providing meaningful access to 

services for LEP persons. 

• Providing staff with procedures to be followed when encountering an LEP person, including how 

to communicate using the “I Speak” language assistance cards. 

• LanguageLine (or similar language translation service) training for call center and administration 

staff. 

 

Providing Notice to LEP Persons 

The availability of language assistance for LEP persons shall be posted in the following locations: 

• Transit vehicles 

• Transit website at http://trideltatransit.com/title_VI.aspx 

• Public meeting agendas created by ECCTA 

Monitoring and Updating the Language Assistance Plan 

ECCTA updates the Language Assistance Plan (LEP Plan) every three years as required by the Federal 

Transit Administration (FTA).  ECCTA will continue monitoring and evaluating the effectiveness of its LEP 

Plan by: 

• Analyzing census data as it becomes available to monitor demographic trends regarding LEP 

persons. 

• Monitoring paratransit applications and LanguageLine (or other translation service) and staff 

Interpreted calls to determine which LEP populations are most frequently interacting with 

ECCTA’s transit services. 

• Reviewing complaints. 

• Updating the Language Assistance Plan every three years in accordance with FTA regulations. 

All Language Assistance Plan changes are subject to approval by the ECCTA Board of Directors. 

The Language Assistance Plan shall be made available to the public at the following locations: 

• Any person may request the Language Assistance Plan by calling the Compliance Manager: 1-

925-754-6622, by email: CivilRights@eccta.org, by mail or in person: ECCTA Administration 

Office, 801 Wilbur Avenue, Antioch, CA 94509, and shall be provided a copy of the plan at no 

cost. 

• A link to ECCTA’s Title VI Program which includes the LEP Plan is provided online at 

http://trideltatransit.com/civil-rights.aspx 

 

 

http://trideltatransit.com/title_VI.aspx
mailto:CivilRights@eccta.org
http://trideltatransit.com/civil-rights.aspx
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Contact Information  

Questions or comments regarding the Language Assistance Plan may be submitted to: 

Eastern Contra Costa Transit Authority 

Compliance Manager 

801 Wilbur Avenue 

Antioch, CA 94509 

(925) 754-6622 

(925) 757-2530 (fax) 

CivilRights@eccta.org 

  

mailto:CivilRights@eccta.org
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Membership of Non-Elected Boards and Committees 
 

ECCTA currently has no boards or committees that are non-elected.  All board members are appointed 

to ECCTA by each member of the JPA.  
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Monitoring of Subrecipients for Title VI Compliance 
 

ECCTA does not have any subrecipients for Federal Transit Administration funding. 
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Facility Equity Analysis 
 

ECCTA does not have any facility equity analysis. 

 

  



 

49 

System-wide Service Standards and Policies 
 

Title VI guidelines require the adoption of system-wide service standards and policies.  System-wide 

service standards and policies ensure that service design and operation practices do not result in 

discrimination on the basis of race, color, or national origin. 

 

The required standards address: 

Vehicle load for each mode: Generally expressed as the ratio of passengers to the total number of seats 

on a vehicle, relative to the vehicle’s maximum load point. 

Vehicle headways for each mode: The amount of time between two vehicles traveling in the same 

direction on a given line or combination of lines. 

 

On-time performance for each mode: A measure of runs completed as scheduled. 

Service availability for each mode: A general measure of the distribution of routes within an agency’s 

service area. 

The required policies address: 

Distribution of transit amenities for each mode.  Transit amenities refer to items of comfort, 

convenience, and safety that are available to the general riding public. 

 

Vehicle assignment for each mode. Vehicle assignment refers to the process by which transit vehicles are 

placed into service in depots and on routes throughout the agency’s system. 

At the June 24, 2015 ECCTA Board of Directors meeting, the following service standards and policies 

were approved.  The June 24, 2015 Board Agenda is located in Appendix D. 

Vehicle Headways 

All established routes* shall operate on a minimum headway of at least one during the hour for the 

routes span of service with the following exceptions: 

1. Commuter service (limited stop service that is limited to peak periods) 

2. Routes that do not meet the current productivity guidelines. 

3. Routes that had trips with less than 5 passengers per trip and the trip was discontinued. 

4. Routes that have more than 1.5 miles between stops. 

5. Routes that have more than 1.5 miles between stops due to ADA bus stop accessibility 

standards. 

6. Routes that operate school days only. 

*An established route is defined as three years from the start of service 
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Service Availability 

1. 40% of all census tracts shall have fixed route service that operates on a minimum of one hour 

headways as defined by Vehicle Headways. 

2. 40% of all census tracts shall have fixed route service that operates on a minimum of thirty 

minute headways during peak periods as defined by Vehicle Headways. 

3. 40% of all census tracts shall have fixed route service with at least one hour headways on 

weekends/holidays as defined by Vehicle Headways. 

Distribution of Transit Amenities 

The distribution of transit amenities including benches, shelters, and trash cans should be no less than 1 

amenity per directional route mile. The exceptions are commuter service routes, routes that have more 

than 1.5 miles between stops, and routes that are operated school days only. 

 

Transit Amenity Placement 

All amenities in place as of May 27, 2015 shall be grandfathered into the service standards. New 

placement shall follow the standards: 

• Shelters shall not be placed at stops with less than 41 average boardings/alightings per day or at 

locations that will not comply with ADA standards. 

• Benches will not be placed at stops with less than 15 average boardings/alightings per day or at 

locations that will not comply with ADA standards. 

• Trash receptacles will not be placed at stops with less than 25 average boardings/alightings per 

day or at locations that will not comply with ADA standards. 

Vehicle Assignments 

Revenue vehicles are assigned to routes on a rotating basis. All routes except Route 381 are interlined so 

buses assigned to a block will be used on all routes. Route 381 is not interlined because it is the only 

route that has headways and trip length that are efficient without interlining.  Buses are not assigned to 

a particular route therefore buses are evenly distributed throughout the entire service area on a random 

basis. 70% of all route blocks shall include at least two different routes.   

 

At the September 23, 2020 ECCTA Board of Directors meeting, the following standards were approved.  

The September 23, 2020 Board Agenda and associated resolution are located in Appendix E.  

Service Evaluation 
Standards 

Red Flags Goal 

Vehicle load factor  
(fixed route per peak 
period trip)5 

.100 
3.6 pax 

.750 
             27 pax 

On-time performance 
(fixed route and 
paratransit) 

Less than 90% 95.1% 

                                                           
5 These values represent the average vehicle load factor of each route.  
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Monitoring Program Results 
 

ECCTA is required to monitor the performance of its transit system relative to system-wide service 

standards and policies, not less than every three years, to remain compliant with Title VI requirements.  

ECCTA conducts an analysis to compare the level of service provided to predominately minority areas 

with the level of service provided to predominately non-minority areas to ensure the end result of 

policies and decision-making is equitable.  If ECCTA determines, based on the monitoring activities, that 

prior decisions have resulted in a disparate impact on the basis of race, color, or national origin, ECCTA 

shall take corrective action to remedy the disparities to the greatest extent possible.  Per FTA C 4702.1B, 

a minority transit route means a route that has at least 1/3 of its total revenue mileage in a census block 

or block group, or traffic analysis zone(s) with a percentage of minority population that exceeds the 

percentage of minority population in the transit service area. ECCTA’s routes are currently all designated 

as minority transit routes with the exception of Route 202x. 

 

The results of ECCTA’s monitoring, as of September 2023 are found below. 

Vehicle Load 

Average 
Passenger 
Capacity AM Midday PM Peak 

  Eastbound Westbound Eastbound Westbound Eastbound Westbound 

Minority 
Routes 

Load/ 
Seats 

Avg 
Load 

Load/ 
Seats 

Avg 
Load 

Load/ 
Seats 

Avg 
Load 

Load/ 
Seats 

Avg 
Load 

Load/ 
Seats 

Avg 
Load 

Load/ 
Seats 

Avg 
Load 

200x .053 1.9 .061 2.2 .067 2.4 .075 2.7 .067 2.4 .067 2.4 

201x .108 3.9 .178 6.4 .167 6.0 .125 4.5 .133 4.8 .119 4.3 

300x .058 2.1 .064 2.3 .081 2.9 .064 2.3 .100 3.6 .056 2.0 

379 .061 2.2         .111 4 

380 .236 8.5 .214 7.7 .344 12.4 .400 14.4 .211 7.6 .244 8.8 

381 .067 2.4 .075 2.7 .108 3.9 .111 4 .081 2.9 .081 2.9 

383 .131 4.7 .067 2.4 .083 3.0 .069 2.5 .089 3.2 .097 3.5 

385 .100 3.6 .078 2.8 .108 3.9 .100 3.6 .106 3.8 .108 3.9 

384 .094 3.4 .086 3.1 .094 3.4 .094 3.4 .108 3.9 .136 4.9 

387 .192 6.9 .181 6.5 .211 7.6 .228 8.2 .200 7.2 .164 5.9 

388 .178 6.4 .164 5.9 .217 7.8 .233 8.4 .186 6.7 .172 6.2 

389 .119 4.3   .122 4.4   .111 4.0   

390   .089 3.2     .114 4.1   

391 .133 4.8 .169 6.1 .178 6.4 .183 6.6 .156 5.6 .147 5.3 

395 .067 2.4   .056 2.0   .058 2.1   

380 Sat .225 8.1 .206 7.4 .258 9.3 .294 10.6 .236 8.5 .264 9.5 

380 Sun .225 8.1 .211 7.6 .225 8.1 .256 9.2 .203 7.3 .222 8.0 
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381 Sat .122 4.4 .069 2.5 .122 4.4 .103 3.7 .103 3.7 .100 3.6 

381 Sun .083 3.0 .069 2.5 .111 4.0 .089 3.2 .089 3.2 .100 3.6 

388 Sat .119 4.3 .156 5.6 .178 6.4 .211 7.6 .192 6.9 .181 6.5 

 388 Sun .131 4.7 .136 4.9  .150 5.4 .178 6.4  .142 5.1 .167 6.0 

389 Sat .142 5.1   .106 3.8   .125 4.5   

389 Sun .122 4.4   .147 5.3   .117 4.2   

391 Sat .147 5.3 .175 6.3 .158 5.7 .181 6.5 .175 6.3 .181 6.5 

391 Sun .158 5.7 .169 6.1 .139 5.0 .175 6.3 .156 5.6 .147 5.3 

395 Sat .089 3.2   .092 3.3   .083 3.0   

395 Sun .092 3.3   .081 2.9   .092 3.3   

Non-
Minority 
Routes               

202x .050 1.8 .044 1.6 .044 1.6 .039 1.4 .047 1.7 .125 4.5 

 

Vehicle Headway 

  
  
  

Frequency 
 (in minutes)   

Route Description Minority Peak Off Peak Hours of Service 

Express Route         

200x 
(vehicle 

headway 
exception 

#4) 

Martinez / Pittsburg Yes 60 60 6:20 a.m. – 6:04 p.m. 

201x 
(vehicle 

headway 
exception 

#4) 

Pittsburg-Bay Point BART 
/ Concord BART 

Yes 30 60 5:39 a.m. – 7:41 p.m. 

202x 
Brentwood Park & Ride / 
Los Medanos College 
Brentwood 

No 
2 trips 
during 
peak 

1 trip 
during 
peak 

7:31 a.m. - 5:24 p.m. 

300x 
Brentwood Park & Ride / 
Antioch BART 

Yes 15 30 3:59 a.m. – 10:00 p.m. 

  
  

Weekday Routes         

380 
Pittsburg-Bay Point BART 
/ Antioch BART 

Yes 30 60 3:51 a.m. – 11:30 p.m. 

381 
Pittsburg Marina / Los 
Medanos College 

Yes 15 30 7:00 a.m. - 6:20 p.m. 

383 
Blue Goose Park / 
Antioch BART 

Yes 60 60 5:08 a.m. - 6:49 p.m. 

384 
Brentwood Park & Ride / 
Antioch BART 

Yes 60 60 5:34 a.m. - 8:07 p.m. 
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385 
Antioch BART / 
Brentwood Park & Ride 

Yes 60 60 6:09 a.m. - 8:14 p.m. 

387 
Antioch BART / 
Pittsburg-Bay Point BART 

Yes 30 60 4:43 a.m. - 12:16 a.m. 

388 
Pittsburg-Bay Point BART 
/ Kaiser Antioch Medical 
Center 

Yes 30 60 4:59 a.m. - 11:45 p.m. 

389 
Pittsburg-Bay Point BART 
/ Bay Point 

Yes 60 60 6:36 a.m. – 4:21 p.m. 

390 
(vehicle 

headway 
exception 

#1) 

Antioch BART / 
Pittsburg-Bay Point BART 

Yes 30 60 4:39 a.m. – 8:31 p.m. 

391 
Brentwood Park & Ride / 
Pittsburg Center BART 

Yes 30 60 4:03 a.m. - 1:28 a.m. 

  
  

School Day Routes         

379 
(vehicle 

headway 
exception 

#6) 

Antioch BART / Kaiser 
Antioch Medical Center 

Yes 
1 trip 
each 
peak 

N/A 7:51 a.m. - 3:50 p.m. 

  
  

Saturday and Sunday/Holiday 
Routes 

      

380 
Pittsburg-Bay Point BART 
/ Antioch BART 

Yes 60 60 5:49 a.m. – 12:31 a.m. 

381 
Pittsburg Marina / Los 
Medanos College 

Yes 60 60 7:00 a.m. – 10:48 p.m. 

388 
Pittsburg-Bay Point BART 
/ Kaiser Antioch Medical 
Center 

Yes 60 60 7:33 a.m. - 12:27 a.m. 

389 
Pittsburg-Bay Point BART 
/ Bay Point 

Yes 60 60 7:00 a.m. – 10:39 p.m. 

391 
Brentwood Park & Ride / 
Pittsburg Center BART 

Yes 60 60 6:24 a.m. – 9:45 p.m. 

395 
Streets of Brentwood / 
Antioch BART 

Yes 60 60 9:22 a.m. – 7:49 p.m.  

 

 

 

 

 

 



 

54 

On-Time Performance (by individual route) 

FY22-23 Annual Totals Minority 

 
Route Timepoints # %    

200x 

% Early 242 2.58 

Yes 

 

% On Time 7,542 80.39  

% Late 1,282 13.66  

% Very Late 316 3.37  

201x 

% Early 118 0.64 

Yes 

 

% On Time 15,931 85.92  

% Late 2,053 11.07  

% Very Late 439 2.37  

202x 

% Early 10 0.72 

No 

 

% On Time 1,202 86.85  

% Late 140 10.12  

% Very Late 32 2.31  

300x 

% Early 139 0.44 

Yes 

 

% On Time 27,862 87.37  

% Late 3,390 10.63  

% Very Late 498 1.56  

379 

% Early 2 0.44 

Yes 

 

% On Time 295 64.41  

% Late 141 30.79  

% Very Late 20 4.37  

380 

% Early 1,440 1.32 

Yes 

 

% On Time 87,024 80.07  

% Late 16,214 14.92  

% Very Late 4,005 3.69  

381 

% Early 117 0.60 

Yes 

 

% On Time 17,472 90.30  

% Late 1,503 7.77  

% Very Late 257 1.33  

383 

% Early 100 0.58 

Yes 

 

% On Time 14,549 84.09  

% Late 2,302 13.31  

% Very Late 350 2.02  

384 

% Early 43 0.37 

Yes 

 

% On Time 10,136 86.30  

% Late 1,286 10.95  

% Very Late 280 2.38  
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385 

% Early 96 0.52 

Yes 

 

% On Time 15,063 81.60  

% Late 2,834 15.35  

% Very Late 466 2.52  

387 

% Early 859 14.87 

Yes 

 

% On Time 38,529 83.86  

% Late 5,273 11.48  

% Very Late 1,281 2.79  

388 

% Early 1,162 1.49 

Yes 

 

% On Time 58,671 75.12  

% Late 14,742 18.87  

% Very Late 3,529 4.52  

389 

% Early 176 1.58 

Yes 

 

% On Time 10,021 89.98  

% Late 805 7.23  

% Very Late 135 1.21  

390 

% Early 137 1.42 

Yes 

 

% On Time 7,451 77.13  

% Late 1,855 19.20  

% Very Late 217 2.25  

391 

% Early 333 0.59 

Yes 

 

% On Time 41,859 74.25  

% Late 12,303 21.82  

% Very Late 1,880 3.33  

709* 

% Early 0 0.00 

Yes 

 

% On Time 291 63.40  

% Late 159 34.64  

% Very Late 9 1.96  

395 

% Early 18 0.49 

Yes 

 

% On Time 2,754 75.43  

% Late 695 19.04  

% Very Late 184 5.04  

  

% Early 4,992 1.13 % Early  

% On Time 356,652 80.60 % On Time  

% Late 66,977 15.14 % Late  

% Very Late 13,898 3.14 % Very Late  

*BART early bird service 
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Service Availability 

Census Tracts 
Census Tracts with 
60 Min Headways 

Census Tracts with 
30 Min Headways 

during Peak 
Periods 

Census Tracts with 
60 Min Headways 

on 
Weekends/Holidays 

63 63 47 49 

% Meet Criteria 100% 74.60 77.78 

 

Tract # 
Hourly 

30m 
Peak 

60m 
Wknd/Hol 

3020.05 Yes Yes Yes 

3020.06 Yes Yes Yes 

3020.07 Yes Yes Yes 

3020.09 Yes Yes Yes 

3020.13 Yes Yes Yes 

3020.14 Yes No No 

3031.04 Yes Yes Yes 

3031.05 Yes Yes Yes 

3031.06 Yes Yes Yes 

3031.07 Yes Yes Yes 

3032.02 Yes No Yes 

3032.04 Yes No Yes 

3032.06 Yes No No 

3032.07 Yes Yes Yes 

3032.08 Yes No Yes 

3032.09 Yes No Yes 

3032.10 Yes No No 

3032.11 Yes No No 

3040.01 Yes No No 

3050.00 Yes Yes Yes 
3060.02 Yes Yes Yes 

3060.03 Yes Yes Yes 

3060.04 Yes Yes Yes 

3071.01 Yes Yes Yes 

3071.02 Yes Yes Yes 

3072.01 Yes Yes Yes 

3072.02 Yes Yes Yes 

3072.04 Yes Yes Yes 

3072.05 Yes Yes Yes 

3080.01 Yes Yes Yes 

3080.02 Yes Yes Yes 

3090.00 Yes Yes Yes 

3100.00 Yes Yes Yes 
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Tract # Hourly 
30m 
Peak 

60m 
Wknd/Hol 

3110.00 Yes Yes Yes 

3120.00 Yes Yes Yes 

3131.02 Yes Yes Yes 

3131.04 Yes Yes Yes 

3131.05 Yes Yes Yes 

3132.03 Yes Yes Yes 

3132.04 Yes Yes Yes 

3132.05 Yes Yes Yes 

3132.06 Yes Yes Yes 

3141.02 Yes Yes Yes 

3141.03 Yes Yes Yes 

3141.05 Yes Yes Yes 

3141.06 Yes Yes Yes 

3142.00 Yes No Yes 

3150.00 Yes No No 

3160.00 Yes No No 

3170.00 Yes No No 

3180.00 Yes No No 

3200.04 Yes No No 

3211.01 Yes No No 

3280.00 Yes Yes No 

3310.00 Yes Yes No 

3551.09 Yes Yes Yes 

3551.10 Yes Yes Yes 

3551.11 Yes Yes Yes 

3551.18 Yes Yes Yes 

3551.19 Yes Yes Yes 

3551.20 Yes Yes Yes 

3552.01 Yes Yes Yes 

3552.02 Yes Yes No 

Count 63 47 49 

% 100.00 74.60 77.78 
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Distribution of Transit Amenities 

ECCTA has the following amenities system-wide: 

Amenity 

B
en

ch
 

Sh
el

te
r 

Tr
as

h
 C

an
 

260 91 132 

 

Total of amenities: 483 

Total system directional route miles: 295.62 

Amenity per directional route mile: 1.63 
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2020 Census Tract Map for Contra Costa County  

 

Conclusions 

ECCTA is aware that it is not meeting the service standard for on-time performance.  As a solution for 
this deficiency in on-time performance, ECCTA will be working with a consultant on a comprehensive 
operational analysis.  ECCTA has issued the RFP and anticipates awarding the contract in February 2024.  
ECCTA is confident the comprehensive operational analysis will improve on-time performance as 
ECCTA’s existing services and how the services are functioning will be reviewed to explore opportunities 
to increase ridership, enhance service efficiency and increase cost effectiveness. 
 
ECCTA is also aware that it is not meeting the service standard for vehicle load.  ECCTA’s ridership is 

below the ridership level prior to the start of the pandemic. ECCTA’s planned comprehensive 

operational analysis will provide ECCTA with additional information on how to re-configure the system 

to build ridership.  As part of the process for the comprehensive operational analysis,  service standards, 

productivity guidelines, and objectives, measures and standards will be re-evaluated.  

ECCTA is meeting its service standard/policy for vehicle headway, service availability, distribution of 

transit amenities, and vehicle assignments. 
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Major Service Change Policy 

The Major Service Change Policy was developed pursuant to the FTA Title VI Circular 4702.1B, following 

a public participation process, and adopted by the ECCTA Board of Directors on May 16, 2016.  Following 

a public participation process, a minor update was made to the Major Service Change Policy to reflect 

the length of time the Title VI Circular allows for experimental or emergency service changes and fare 

changes, and was approved at the February 26, 2020 ECCTA Board of Directors meeting.  The February 

26, 2020 Board Agenda and associated resolution are located in Appendix F. 

For ECCTA’s public participation process, the public is notified of a public meeting or a public hearing.  

For individuals unable to attend the public meeting or public hearing, ECCTA’s website 

(www.TriDeltaTransit.com) communicates information about the Major Service Change Policy.  

Individuals are able to comment by email, telephone, mail, or in-person.   

Major Service Change Policy 

ECCTA is committed to meeting the public transit needs of East County residents. To ensure this, ECCTA 

will provide an opportunity for a public hearing prior to making a final decision on any increase to the 

basic fare structure or any major service change. 

The following defines a major service change or fare change, with exceptions also noted. 

1. A transit route is added or eliminated; or 

2. A reduction or increase of 25 percent or more in total vehicle revenue miles in service on 

any specific route over a one month period; or 

3. A change in the routing of a bus route, when it is in service that alters 40 percent or more of 

the route's path. 

Exceptions to the "major service change" include the following. 

• Standard seasonal variations in service. 

• Experimental or emergency fare changes may be instituted for six months or less without an 

equity analysis being completed; Experimental or emergency service changes may be 

instituted for twelve months or less without an equity analysis being completed.  

• Changes to a route with productivity that is fifty percent or below 18 passengers per revenue 

hour (Tri Delta Transit productivity standard) in a typical service day are not considered 

"major," unless service on that route is eliminated completely on any such day.   Productivity 

refers to the number of passengers carried per revenue hour or per trip. 

• Restoration of service previously eliminated due to budget constraints, provided the service 

runs on the same route as it had prior to its elimination, subject to minor deviations that do 

not exceed the requirements of (1), (2), or (3) above. 

 

  

http://www.trideltatransit.com/
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Disparate Impact and Disproportionate Burden Policy 

The Disparate Impact and Disproportionate Burden Policy was developed pursuant to the FTA Title VI 

Circular 4702.1B, following a public participation process, and adopted by the ECCTA Board of Directors 

on April 22, 2015.  At the February 26, 2020 ECCTA Board of Directors meeting, the existing approved 

Disparate Impact and Disproportionate Burden Policy was re-affirmed.  Appendix F includes the 

February 26, 2020 Board Agenda and associated resolution. 

For ECCTA’s public participation process, the public is notified of a public meeting or a public hearing.  

For individuals unable to attend the public meeting or public hearing, ECCTA’s website 

(www.TriDeltaTransit.com) communicates information about the Disparate Impact and 

Disproportionate Burden Policy.  Individuals are able to comment by email, telephone, mail, or in-

person.   

The purpose of the Disparate Impact and Disproportionate Burden Policy is to define when impacts of a 

major service change or a fare change result in disparate impacts or disproportionate burdens on 

protected populations or riders, defined as minority or low-income populations or riders.  A finding of 

disparate impact or disproportionate burden would indicate to ECCTA that it may need to take 

additional steps before implementing any major service change or fare change to avoid, minimize or 

mitigate the disparate impact or disproportionate burden. 

The policy defines a disparate impact as a neutral policy or practice that disproportionately and 

adversely affects members of a group identified by race, color, or national origin. Further the policy 

defines a disproportionate burden as a neutral policy or practice that disproportionately and adversely 

affects low-income populations. 

There are two sources of data for demographic analysis of proposed changes: U.S. Census data and 

ECCTA on-board passenger survey data.  When ECCTA uses on-board passenger survey data to analyze 

potential impacts, the ridership of the affected route(s) will be compared to the entire ridership of the 

fixed route system.  When no passenger survey data is available, ECCTA will rely on U.S. Census data. 

Threshold for Disparate Impact and Disproportionate Burden 

The policy provides a process and threshold for determining if a disparate impact or disproportionate 

burden has resulted in a service change. In assessing disparate impact and disproportionate burden, 

ECCTA determines adverse impact based on a threshold that compares benefits and adverse impacts 

between protected and non-protected populations. The following definitions apply to determine if a 

disparate impact or disproportionate burden may exist. 

1. For adverse effects or service decreases, a disparate impact or disproportionate burden will 
occur when the protected population impacted by service decreases is greater than 10 
percentage points above the percentage of the protected population system wide. 
 

http://www.trideltatransit.com/
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2. For benefits or service increases, a disparate impact or disproportionate burden will occur 
when the protected population impacted by service benefits is less than 10 percentage points 
below the percentage of the protected population system wide. 

 
 

The following is an example of ECCTA’s disparate impact or disproportionate burden analysis: 

In this example 71.6 percent of the population that would be impacted by two service decreases are 

classified as minority, while 37.3 percent of the population are classified as low-income. The system-

wide average of minority populations is 68.2 percent, while the system-wide average of low-income 

populations is 31.8 percent. 

In this example, no disparate impact or disproportionate burden is considered to exist, as neither of the 

differences between the system-wide percentages and the protected class percentages equals more 

than ten (10) percent. 

If a disparate impact and/or a disproportionate burden are found when considering a fare change or a 

major service change, ECCTA will take steps to avoid, minimize, or mitigate these impacts. If, however, 

ECCTA is unable to reduce these impacts in any way, pursuant to FTA Circular 4702.1B, ECCTA will be 

able to show that it has substantial legitimate justification for the proposed change and that there are 

no alternatives serving the same legitimate objectives that would have less of an impact on the 

protected classes involved. 

  

Average Riders Percent Minority Average Minority Riders

Line A (route eliminated) 800 70.0% 560

Line B (frequency reduced) 950 73.0% 694

Total 1750 71.6% 1254

Percent Low-Income Average Low-Income Riders

40% 320

35% 333

37.3% 653

System-wide Average 68.2% 31.8%

Difference 3.4% 5.5%

Greater than 10%? NO NO
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Service and Fare Equity Analyses 

ECCTA uses the policies in the Title VI Program and the most recent U.S. Census data and on-board 

passenger survey data to monitor its system and conduct analyses of proposed fare and service changes. 

Since the previous Title VI Program submission in 2021, ECCTA conducted a Bus Route Evaluation and 

Redesign Service and Fare Equity Analysis.  ECCTA also conducted a COVID-19 Temporary Service 

Changes Service Equity Analysis. 

Service and Fare Equity Analysis 

• Bus Route Evaluation and Redesign Service and Fare Equity Analysis 

The service and fare equity analysis for the Bus Route Evaluation and Redesign is located in 

Appendix A.  ECCTA conducted a service and fare equity analysis to ensure that the proposed bus 

route redesign did not result in a disparate impact on the basis of race, ethnicity, or national origin, 

or a disproportionate burden on low-income households. 

 

Based on ECCTA’s service equity analysis, the proposed bus route redesign did not have a disparate 

impact on minority riders or place a disproportionate burden on low-income riders.  The fare 

equity analysis concluded that the transition to the new fare structure did not result in a disparate 

impact to minority passengers or a disproportionate burden to low-income passengers.   

• COVID-19 Temporary Service Changes Service Equity Analysis 

On April 19, 2020 ECCTA implemented changes to service in response to changing travel patterns 

and significantly reduced staffing levels due to the COVID-19 pandemic.  Since April 19, 2020, ECCTA 

brought back service when resources allowed and temporarily restored full service on July 4, 2021.  

With emergency related temporary transit service changes still in effect twelve months after service 

reductions were introduced in April 2020, ECCTA conducted a service equity analysis of its COVID-19 

temporary service changes as of April 2021 to be responsive to the FTA’s requirement that changes 

in effect longer than twelve months be subject to such an analysis. 

 

The COVID-19 Temporary Service Changes Service Equity Analysis is located in Appendix B.  A service 

equity analysis was conducted to ensure that COVID-19 temporary service changes did not result in 

a disparate impact on the basis of race, ethnicity, or national origin, or a disproportionate burden on 

low-income households.  

Based on ECCTA’s service equity analysis, the COVID-19 Temporary Service Changes did not place a 

disproportionate burden on low-income riders or a disparate impact on minority riders. 

 

• Paratransit Mobile Fare Payment Type Elimination- Fare Equity Analysis 

ECCTA conducted a fare equity analysis to evaluate the effects of the paratransit mobile fare 

payment elimination and to determine if the change created a Disparate Impact on minority 

paratransit passengers or a Disproportionate Burden on low-income paratransit passengers. 
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Based on the fare equity analysis, ECCTA determined that elimination of the ECCTA Mobile Ticket 
App did not create a Disparate Impact on minority paratransit passengers, but did create a 
Disproportionate Burden on low-income paratransit passengers.  ECCTA performed additional 
outreach to paratransit Mobile Ticket App customers to mitigate the Disproportionate Burden. 
 
The fare equity analysis for the Paratransit Mobile Fare Payment Type Elimination is located in 
Appendix C. 
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Demographic and Service Profile Maps  

Graphic depictions, via Remix Title VI software, of the demographics of ECCTA’s service area with 

overlays pertaining to minority, poverty, and LEP populations within ECCTA’s service area can be found 

on pages 58 through 60. Remix is a proprietary geospatial data analysis that uses Geographic 

Information System (GIS) mapping software customized for ECCTA. Remix uses a fixed set of census 

block groups from a Shapefile ECCTA provided to Remix. 

Map 1: Base Map 
Map 1 is a base map of ECCTA’s service area that overlays census blocks depicting minority populations 

with transit routes, bus stops, and bus shelters displayed.  Map 1 data is from Remix.   
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Map 2: Minority Population 
Map 2 shows the census blocks where the percentage of the total minority population residing in these 

areas exceeds the average percentage of minority populations in the service area as a whole.  The map 

also shows all transit routes, bus stops and bus shelters. Map 2 data is from Remix.   
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Map 3: Low-Income Population 
Map 3 is similar to Map 2, but instead of portraying the minority demographics of the ECCTA service 

area, it shows the census blocks where the percentage of the total low-income population residing in 

these areas exceeds the average percentage of low-income populations for the service area as a whole. 

The map also shows all transit routes, bus stops and bus shelters.  “Low-income” is defined as a 

household income of less than 200% the federal poverty level. Map 3 data is from Remix.   
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Demographics and Travel Patterns of ECCTA Passengers 
Due to the COVID-19 pandemic, the Metropolitan Transportation Commission (MTC) delayed 

performing on-board passenger surveys for transit agencies within its jurisdiction for two years, which 

required MTC to push the schedule for transit agency on-board passenger surveys further out.  MTC 

decided to perform a high-level survey to re-baseline ridership trip and demographics of the region’s 

transit agencies with a Snapshot Survey from the Fall of 2023 to the Spring of 2024.  ECCTA is 

participating in the Snapshot Survey.  Because MTC is two years behind in performing on-board 

passenger surveys for transit agencies within its jurisdiction, MTC plans to perform ECCTA’s next Title VI 

on-board passenger survey in 2027.  Therefore, ECCTA is using data from the most recent on-board 

passenger survey conducted by MTC in the Spring of 2019.   

 

The survey was distributed on all ECCTA routes and was weighted to reflect daily ridership levels.  

Passengers were selected for participation using a random sampling function built into the survey 

programming and passenger responses were captured in real time. The customer was able to select 

their language choice for the survey and Spanish speaking interviewers were also available to administer 

surveys.   

 

Per Title VI regulations, the survey collected information on the race, color, national origin, English 

proficiency, language spoken at home, household income and travel patterns of passengers to develop a 

demographic profile.  The survey also collected demographic information on fare usage by fare type 

amongst minority users and low-income users, in order to assist with fare equity analysis. 

Transit Trip Characteristics  
The following bullets describe Tri Delta Transit passengers’ transit trips:  
Weekday  

• 35% of all weekday passengers’ trips surveyed were home-to-work or work-to-home trips. Half of all 
transit passenger trips (55.3%) surveyed were either home-to-other (non-work) or other-to-home 
(non-work). 10% of all transit passengers’ trips were non-home-based type trips.  

• 91% of transit passengers responding to the survey reported walking to access transit. About 2% 
reported personal bike to transit. 6% reported driving alone or being dropped off by someone – not 
a service. 

• More than 80% of all weekday passengers had trips that did not require any transfers on any system 
routes to complete their one-way trip. About 16% of passengers required a one or two system 
transfer. Transfer percentages were based on the unlinked expansion. 

• Majority of weekday passengers (84.5%) paid the adult fare for their one-way trip. About 8% of 
weekday passengers paid for the senior fare.  

 
Weekend 

• 39% of all weekend passengers’ trips surveyed on the weekend routes were home-to-work or work-
to-home trips. Half of all transit passenger trips (56.8%) surveyed were either home-to-other (non-
work) or other-to-home (non-work). Less than 5% of all transit passengers’ trips were non-home-
based type trips.  
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• Most weekend passengers reported walking to access transit (96.1%). About 2% reported personal 
bike to transit. 

• Most weekend passengers had trips that did not require any transfers on any system routes to 
complete their one-way trip (95.8%). Transfer percentages were based on the unlinked expansion. 

• Most weekend passengers (92.8%) paid the adult fare for their one-way trip. About 5% of weekend 
passengers paid for the senior fare.  

 
 
Transit Passenger Profile 
The following bullets describe Tri Delta Transit passengers’ demographics:  
Weekday  

• Nearly 60% of weekday passengers are employed. 

• 70% of weekday passengers are currently not a student. About one-fifth of passengers (18.2%) are 
either full- or part-time college/university students.  

• Nearly two-thirds of weekday passengers (65.7%) are between 18 and 50 years of age, with 43% 
being between 18 and 34 years of age. 

• The race/ethnicity of weekday passengers are: 39.3% Black/African American, 27.9% 
Latino/Hispanic, 27.8% White, 5.9% Asian, 2.8% American Indian/Alaska Native, 2% Native 
Hawaiian/Pacific Islander and 1.4% “Other”. 

• More than one-third of weekday passengers report an annual household income below $25,000 
(37%) and nearly half of passengers (48.5%) reported an annual household income of between 
$25,000 and $75,000. 

 
Weekend  

• Nearly two-thirds of weekend passengers (65.2%) are employed. 

• Most weekend passengers are currently not a student (84.7%).  

• Over half of weekend passengers (55.5%) indicated their age is between 18-34. 43% of weekend 
passengers are 35 or over. 

• The race/ethnicity of weekend passengers are: 38.2% Latino/Hispanic, 32.1% Black/African 
American, 25.1% White, 4.9% Asian, 1.2% Native Hawaiian/Pacific Islander, 1% American 
Indian/Alaska Native and 0.7% “Other”. 

• More than one-third of weekend passengers report an annual household income below $25,000 
(39.3%) and half of passengers (52.1%) reported an annual household income of between $25,000 
and $75,000. 
 

The 2019 on-board passenger survey is located in Appendix G. 
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Appendix A- Bus Route Evaluation and Redesign Service and Fare Equity 

Analysis 
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Appendix B- COVID-19 Temporary Service Changes Service Equity 

Analysis 
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Appendix C- Paratransit Mobile Fare Payment Type Elimination-Fare 

Equity Analysis 
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Appendix D- Board Approval of Service Standards and Policies 
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Appendix E- Board Approval of Service Standards 
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Appendix F- Board Approval of Major Service Change Policy/Disparate 

Impact and Disproportionate Burden Policy 
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Appendix G- On-Board Passenger Survey 
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Appendix H- Board Approval of Title VI Program 
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