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[bookmark: _Toc515614563]INTRODUCTION AND BACKGROUND

[bookmark: _Toc515614564][bookmark: _GoBack]Purpose of LEP Plan


The Fayetteville Area System of Transit (FAST) Limited English Proficiency (LEP) Plan is designed to assist staff by providing guidance on translation, interpretation and outreach services for LEP persons seeking access to FAST programs, consistent with
Title VI of the Civil Rights Act of 1964, 49 CFR § 21, and Executive Order 13166. 

All employees ensure the public is treated with dignity and respect, identify the language needs for FAST customers, and utilize available bilingual resources to assist customers, when needed.

[bookmark: _Toc515614565]Policy Statement

FAST, under Title VI of the Civil Rights Act of 1964 and related statutes (42 U.S.C. §2000d et seq.), will ensure that no person on the grounds of race, color, national origin, sex, disability, and age, be excluded from participation in, be denied the benefits of, or be otherwise subjected to discrimination under any program or activity it administers. The agency is committed to taking steps to provide timely and meaningful access for LEP persons coming into contact with FAST’s programs, activities, information, services, or benefits. FAST will provide free language assistance to LEP persons and inform members of the public that language assistance services are available free of charge to LEP persons.

[bookmark: _Toc515614566]Mission

To enhance awareness of the need and methods to ensure that LEP persons have meaningful access to federally assisted programs and to ensure implementation of language access requirements under Title VI of the Civil Rights Act, its implementing regulations found at 49 CFR § 21, and Executive Order 13166 (65 Fed. Reg. 50121) in a consistent and effective manner across program areas.



[bookmark: _Toc515614567]Who is Limited English Proficient?

LEP persons are individuals who do not speak English as their primary language and have a limited ability to read, write, speak, or understand English, as a result of their national origin. These individuals may be entitled to language assistance in a particular type of service, benefit, or encounter.


[bookmark: _Toc515614568]Program Analyst Responsibilities

The Program Analyst is the FAST expert on the Title VI Plan and plays a lead and participatory role in the development and implementation of the FTA Title VI Program. The Program Analyst provides leadership and guidance to ensure nondiscrimination in FAST programs, activities and services, and promotes the participation of all people regardless of race, color, national origin, sex, age, disability and socioeconomic status.

The Program Analyst, through the provision of guidance and technical assistance on Title VI matters, has overall program responsibility for preparing required reports regarding Title VI compliance and initiating monitoring activities, including developing procedures and monitoring for:

· Promptly processing and resolving Title VI complaints;
· The collection of statistical data of participants in and beneficiaries of FAST programs, activities, and services;	
· The identification and elimination of discrimination when found to exist;
· Promptly resolving areas of deficiency;
· Pre-grant and post-grant approval reviews of compliance with Title VI requirements;
· Conducting annual Title VI reviews of program areas and their activities, and working with program staff to resolve any deficiencies;
· Ensuring that Title VI requirements are included in policy directives and that the procedures used have built-in safeguards to prevent discrimination;
· Coordinating the development and implementation of Title VI and related statutes training programs;
· Providing FTA reports of Title VI accomplishments, upcoming goals, and updates to the Title VI Plan that reflect organizational, policy and implementation changes;
· Assisting staff with the correction of Title VI problems, and discriminatory practices and policies to monitor and review FAST activities;
· Developing Title VI information for public dissemination and, where appropriate, in languages other than English;
· Monitoring the FAST language assistance plan and program activities for compliance with Title VI and related statutes; and
· Referring Title VI discrimination complaints to the Human Relations Department for investigation.
[bookmark: _Toc515614569]Public Dissemination of Title VI Information

United States Department of Justice regulations found at 28 CFR §42.405 states “Public Dissemination of Title VI Information” requires FAST, as a recipient of federal financial assistance, to publish program information in the news media. Advertisements will state that the program is an equal opportunity program and/or indicate that federal law prohibits discrimination. Reasonable steps must also be taken to publish information in languages understood by the population eligible to be served or likely to be directly affected by the program. The following is the notice that will be used by FAST:

The Fayetteville Area System of Transit is committed to ensuring that no person is excluded from participation in, or denied the benefits of, its transit services or programs on the basis of race, color, national origin, age, sex or disability as afforded by non-discrimination laws and Title VI of the Civil Rights Act of 1964. Its objective is to:

· Ensure that the level and quality of transportation service is provided without regard to race, color, or national origin;

· Promote the full and fair participation of all affected populations in transportation decision making;

· Prevent the denial, reduction, or delay in benefits related to programs and activities that benefit minority populations or low-income populations; and

· Ensure meaningful access to programs and activities by persons with limited English proficiency. 

The Fayetteville Area System of Transit’s is committed to a policy of non-discrimination in the conduct of its business, including its Title VI responsibilities and to the delivery of equal and equitable access to its programs, activities, and services.



[bookmark: _Toc515614570]Authority and Guidance
Section 601 of Title VI of the Civil Rights Act of 1964 found at 42 USC §2000d provides that no person “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.” The United States Supreme Court in Lau v. Nicholls, 414 U.S. 56 (1974) held that one type of national origin discrimination is discrimination based on a person’s inability to speak, read, write, or understand English.

Executive Order 13166 states, “Improving Access to services for Persons with Limited English Proficiency,” was adopted to “improve access to federally conducted and federally assisted programs and activities for persons who, as a result of national origin, are limited in their English Proficiency.” This Executive Order is directed at implementing the protections afford by Title VI and related regulations. It prohibits recipients of Federal financial assistance from discriminating based on national origin or by failing to provide meaningful access to services to individuals who are LEP. This protection requires that LEP persons be provided an equal opportunity to benefit from or have access to services that are normally provided in English.






[bookmark: _Toc515614571]Definitions

Bilingual – Department of Justice defines bilingual as the ability to speak two languages fluently and to communicate directly and accurately in two languages.

Interpretation – Department of Justice defines interpretation as the act of listening to a communication in one language and orally converting it into another language, while retaining the same meaning. Interpreting is a sophisticated skill needing practice and training, and should not be confused with simple bilingualism. Even the most proficient bilingual individuals may require rigorous and specialized training before serving as an interpreter.

Limited English Proficient Persons – Department of Justice defines LEP persons as individuals with a primary or home language other than English who must, due to a limited fluency in English, communicate in that primary or home language if the individuals are to have equal opportunity to participate effectively in, or benefit from, any aid, service or benefit provided by the transportation provider or other DOT recipient.

Linguistically Isolated – This term is described in the Census as the percentage of persons in the households in which no one over the age of 14 speaks English well, and is used as a direct measure of those persons with a severe language barrier, distinct from those of foreign origin who speak English well. Those who are linguistically isolated may also be unable to benefit from transportation services and the services of other DOT recipients and therefore, should receive attention from recipients as a high priority.

Primary Language – The language in which an individual is most effectively able to communicate.

Program – Includes any program, project, or activity for the provision of services, financial aid, or other benefits to individuals (including education or training, health, welfare, rehabilitation, housing, or other services, whether provided through employees of the recipient of federal financial assistance or provided by others through contracts or other arrangements with the recipient, and including work opportunities), or for the provision of facilities for furnishing services, financial aid or other benefits to individuals. The services, financial aid, or other benefits provided under a program receiving Federal financial assistance shall be deemed to include any services, financial aid, or other benefits provided with the aid of Federal financial assistance or with the aid of any non-Federal funds, property, or other resources required to be expended or made available for the program to meet matching requirements or other conditions which must be met in order to receive the Federal financial assistance, and to include any services, financial aid or other benefits provided in or through a facility provided with the aid of Federal financial assistance or such non-Federal resources.

Qualified Interpreter – Department of Justice defines qualified interpreter to mean an interpreter who is able to interpret effectively, accurately, and impartially, either for individuals with disabilities or for individuals with limited English skills. The interpreter should be able to interpret both receptively and expressively, using any necessary specialized vocabulary.

Translation – The replacement of written text from one language into an equivalent written text in another language. Translation also requires special knowledge and skills. Translating documents for LEP’s to a fourth grade literacy level ensures the targeted audience understands the information. Community-based organizations or focus groups can assist with testing translations for language and literacy level appropriateness.

Vital Documents – Documents that convey information that critically affects the ability of the recipient/customer to make decisions about his or her participation in the program. 

[bookmark: _Toc515614572]Examples of vital documents include but are not limited to: 
Applications, public notices, consent forms, letters containing important information regarding participation in a program, eligibility rules, notices pertaining to the reduction, denial or termination of services or benefits, right to appeal, notices advising of the availability of language assistance, and outreach and community education materials.

It is recommended that program areas develop criteria, with assistance from the Program Analyst, for deciding which documents are vital.


[bookmark: _Toc515614573]Determining the Need

[bookmark: _Toc515614574]Four Factor Analysis
As a recipient of federal funding, FAST will take reasonable steps to ensure meaningful access to the information and services it provides.

The Department of Justice (“DOJ”) recommends, in determining “reasonable steps”, the consideration of four factors:

[bookmark: _Toc515614575]Factor One: The Number and Proportion of LEP Individuals Served

In accordance with FTA’s policy guidance, the initial step for providing meaningful access to services for LEP persons, and maintaining an effective LEP program, is to identify LEP populations in the service area and their language characteristics through an analysis of available data. Determining the presence of LEP populations in the FAST service district area was completed by creating a geographic information system analysis and census data. Analysis of the quantitative data showed that the estimated total LEP population aged five-years and older within FAST’s service area represents 3.4 percent with the largest proportion consisting of Spanish speaking LEP individuals (1.6%). 

[bookmark: _Toc415480480][bookmark: _Toc515541068][bookmark: _Toc515614576]Table 1. LEP Population Fayetteville Service Area
	 
	LEP Population Estimate
	Percentage of Total Population
	Percentage of LEP Population

	Language Spoken at Home
	
	
	

	Spanish
	3,252
	7.10%
	47.39%

	Asian/Pacific Islander
	2,348
	2.20%
	34.22%

	Indo-European
	1,010
	2.60%
	14.72%

	Other Languages
	252
	0.60%
	3.67%

	Total
	6,862
	12.50%
	100.00%


Source: 2012-2016 American Community Survey. The total limited English proficient population within FAST’s service area is 6,862 individuals. The highest concentration of limited English proficient populations is Spanish speaking LEP’s, followed by Asian-Pacific Islanders at 2,348 and Indo-European at 1,010. 

According to the 2012-2016 ACS data for LEP individuals, the top language spoken at home is Spanish followed by Asian-Pacific Islander (“API”) and Indo-European.  FAST applied the DOJ safe harbor threshold (5% or 1,000 individuals, whichever is less) to determine whether or not translation is needed.  Based on the data FAST will translate vital documents in Spanish. 
The next highest language is Asian-Pacific Islander followed by Indo-European.  However, the number of Asian-Pacific Islanders (2,348) represents multiple languages, i.e. Korean, Chinese, etc. None of the individual languages (Korean, Chinese, etc.) have greater than 5% or 1,000 individuals classified as speaking English “less than very well.” Likewise, the number of Indo-European (1,010) represents multiple languages as well, i.e. French, Italian, etc. None of the individual languages (French, Italian, etc.) have greater than 5% or 1,000 individuals classified as speaking English “less than very well.”  When examining individual census tracts within the service area, there are no individual census tracts (within each language spoken at home) that exceeds the 5% or 1,000 threshold. Therefore, translation is not required for Asian-Pacific Islander or European. 
Based on the FTA LEP guidance, FAST applied the rule of thumb that the greater the number or proportion of LEP persons served or encountered, the more likely the language services is needed. Analysis shows that the predominant language likely to be encountered within the FAST service area is Spanish.

[bookmark: _Toc515614577]Factor Two: Frequency of LEP Contact
FAST has conducted an analysis to assess the frequency with which LEP’s come into contact with its essential services. FAST’s paratransit service line received the most contact of LEP individuals where the callers chose the “Spanish Speaking” option in the menu. Additionally, FAST’s operators carry “I Speak” cards, however there have been no requests for individual languages on record. FAST provides “vital documents” in Spanish. However, there has not been a significant frequency of LEP contact that would require excessive amounts of documents to be reproduced. Based on the analysis, it is not the case that LEPs frequently come into contact with FAST’s services. 

It is FAST’s policy, however, that in areas where public outreach or public involvement is central to the mission of the activity, staff will consider whether appropriate outreach to LEP persons could increase the frequency of contact with those groups, triggering a higher level of language assistance. 

[bookmark: _Toc515614578]Factor Three: Nature and Importance of the Services Provided
Once the demographic analysis and the 2nd factor was complete, FAST reviewed the nature and importance of the agency’s programs, activities and services. FAST applied the rule, the more important the activity, information, service or program, then the greater likelihood the contact with LEP individuals occurs. 
FAST analyzed essential services and programs. The analysis included a comprehensive review of FAST’s services to determine which of its services are important. FAST created a list of these services and identified which are “vital”. Analysis also considered whether the LEP individual or population is denied access to a service, program, or activity.
As a result of the analysis, FAST’s policy is to translate any document, displayed for the public, in Spanish and English. 
The policy results in FAST translating maps, schedules, brochures, signs, notifications, applications, and more in Spanish. FAST’s translation policy applies to customer information such as translating notifications regarding service changes, holiday hours, changes to policy/procedures, amongst others. FAST advertises public meetings in the local Spanish newspaper, Acento Latino. FAST’s website provides the user with the option to translate all information into any language the user chooses.  

[bookmark: _Toc515614579]Factor Four: Resources
The first-factor requiring a demographic analysis shows Spanish is the primary language spoken by LEP populations within its service area. While LEP’s do not frequently come into contact with FAST’s service, FAST will translate vital documents in Spanish. FAST has assessed the fourth factor by examining the resources associated with translation costs (approximately $2,000). Upon conclusion of assessing the costs, FAST concluded translation costs were reasonable. 
FAST has created an extensive list of language assistance for LEPs. In order to contain costs, FAST will utilize bilingual staff as interpreters, and will continually explore the most cost-effective means of delivering competent and accurate language services. All language services are free to the public.
[bookmark: _Toc515614580]Language Assistance

[bookmark: _Toc515614581]Providing Notice to LEP Persons
FAST provides a notice of language assistance to LEP individuals: 

Some notification steps FAST takes can include:

· Posting signs in areas where the public is likely to read them, e.g., entry points, stations, vehicles, public areas, etc.

· Stating in outreach materials (brochures, booklets, pamphlets, and flyers) that language services are available for free.

· Working with community-based organizations to inform LEP persons of the language assistance availability.

· Including notices in local newspapers in languages other than English.

· Providing notices on non-English language radio and televisions stations about the availability of free language services for important events.

· Presentations and/or notices at religious organizations and schools for important events or where community involvement is critical.

· Using a telephone voice mail menu (if available) in the most common languages encountered.

[bookmark: _Toc515614582]Language Assistance Measures


Language assistance will be provided for LEP individuals through translation of some key materials, as well as through oral interpretation when necessary and possible. LEP persons are notified of free translation services provided by qualified interpreters. 
FAST balances the understanding that not all LEP populations are literate in their native language with the need to provide written and oral translation services. FAST considers the importance of the service, benefit, or activity that the program provides. FAST encourages its staff to consider the following questions to guide decision-making:
· If an LEP person cannot access the service, benefit, or activity, will the individual be deprived of critical services, such as the ability to exercise his or her legal rights or receive a financial benefit for which the individual is eligible? If so, the program area should focus on improving access for LEP persons to this service, benefit, or activity.
· Even if the program area does not provide a critical service, benefit, or activity, what is the impact of the denial or delay of the service, benefit, or activity on actual and intended beneficiaries? The office will consider the long and short-term impact on beneficiaries when determining what language assistance is appropriate.
· What are the points of contact where LEP persons interact with the program areas? What language assistance will we provide LEP persons for each point of contact?
· How can staff access the language assistance our program provides? For example, if we have interpreter services or translation services, how will staff contact the service provider once the need has been identified?




[bookmark: _Toc515614583]Translation and Interpretation Principles

FAST has adopted the following translation and interpretation assistance policy to guide each program area in developing its plan to improve access to LEP persons.

The Department of Justice (67 Fed. Reg. 41463) indicates that translation is the rendering of a written text from one language (source language) into another language (target language). Interpretation is the immediate rending of oral language from the source language into the target language.
Each program area will work with the Program Analyst to ensure reasonable steps are taken to provide high-quality translation services through individuals who are competent to provide those services at a level of fluency, comprehension, and confidentiality appropriate to the specific nature, type and purpose of the information at issue.

[bookmark: _Toc515614584]Quality Standards for Translated Documents
Translators of written documents, as with oral interpreters, will be competent. Many of the same considerations apply. However, the skill of translating is very different form the skill of interpreting, and a person who is a competent interpreter may or may not be competent to translate, and vice versa. Where vital documents are being translated, competence can often be achieved by use of certified translators.

[bookmark: _Toc515614585]Vital Documents
A vital document is a document that conveys information that critically affects the ability of the customer to make decisions about his or her participation in the program. Vital documents are available in English and Spanish (See Appendix A).
Examples of vital documents are:

· Emergency transportation information.

· Notices of proposed public hearings regarding proposed transportation plans, projects, changes, fare increases, or route changes.


· Notices of reduction, denial, or termination of services or benefits.

· Signs in reception areas and other points of initial entry, e.g., stations, facility stops, vehicles.

· Notices advising LEP persons of free language assistance.

· Statements about the services available and the right to free language assistance services in brochures, pamphlets, outreach and recruitment information and other materials routinely disseminated to the public. 

· Applications or instructions on how to participate in a program or activity or to receive benefits or services.

FAST created a Title VI brochure titled “Know Your Rights – FAST Responsibilities Under Title VI of the Civil Rights Act of 1964” (See Appendix B). This was developed to provide the public with information regarding Title VI and related statutes and their rights under the law. The brochure has been translated into Spanish.
[bookmark: _Toc515614586]Internal Procedures for Translating Written Documents

FAST has an internal procedure for translation of written documents. For example, staff is encouraged to consider the following steps:
· Attempt to determine the language that the document is written in.

· Once you have identified the language, or possible language, contact the Program Analyst to obtain interpreter and/or translation services.

· Determine what the LEP customer requested and determine who should respond.

· The Program Analyst will notify the appropriate person that the document has been received and relay the importance of a timely and quality response as required by Title VI and related statutes.

· Ideally, the translated version of a document should be released simultaneously with the release of the English language version. If this is not possible, the translated version should be distributed as soon as possible after the distribution of the English language version.

· Ask the program contact to draft a letter in English. Ask the translator to rewrite the response letter in the necessary language. The use of two translators for the translation of one written document is recommended. 

· Once the translator completes the initial translation, the second reviews and edits the translation for accuracy and appropriate use of language.

· Coordinate the response and follow up.

· Give the LEP customer the same level of service as an English-speaking customer.

· Thank the interpreter/translator for their assistance.
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[bookmark: _Toc515614587]How We Assist Our LEP Customers


FAST will assess the circumstances surrounding the need for interpretative service and provide assistance in a timely and effective manner, appropriate to the situation and need of the LEP. FAST will consider the following:

[bookmark: _Toc515614588]Interaction with Walk-In LEP individuals

FAST uses identification cards (or “I Speak” cards), which invite LEP persons to identify their language needs to program staff. The Federal government has made these cards available at:

http://www.usdoj.gov/crt/cor/Pubs/ISpeakCards2004.pdf

FAST will disseminate these cards (Appendix C) to all FAST employees to be used with the Walk-In LEP Customer procedures below.

[bookmark: _Toc515614589]Walk-In LEP Customers

1. The FAST employee will attempt to communicate in English first to determine if the customer can understand English sufficiently to be fully understood.

2. If the customer cannot understand or effectively communicate in English, the employee will determine the language he or she is speaking. If the FAST employee recognizes the language the customer is speaking but does not speak that language, skip to Step 4.

3. If the FAST employee cannot recognize the language the customer is speaking, he or she will use the “I Speak” card (see Appendix C) so the customer can point to his or her language. The FAST employee will quickly determine if any of the employees working in the program area speak the necessary language and are willing to interpret. If not, the FAST employee will reference the Volunteer Interpreters List coordinated through the Human Relations Department, and quickly call a volunteer who speaks the necessary language. If the volunteer cannot immediately come to the location of the LEP person, the FAST employee will use the telephone for interpreting.

4. The interpreter will determine the customer needs, request, comment or complaint. Subsequently, the FAST employee will determine the appropriate contact to respond and have the interpreter assist in a timely and quality response to the LEP customer. If an interpreter is not available, the FAST employee will use the language assistance line to assist the LEP with his or her needs.

5. The FAST employee will give the LEP person a Title VI brochure in his or her language, if available.

6. The FAST employee will give the LEP customer the same level of service as an English-speaking customer.

7. The FAST employee will thank the volunteer for his or her assistance.

[bookmark: _Toc515614590]Phone calls from LEP individuals:

FAST takes steps to respond in a timely and effective manner to LEP persons who call seeking information or assistance. FAST utilizes the following steps to assist phone-in LEP customers:

[bookmark: _Toc515614591]Phone-In Services to Assist LEP Customers:

1. The FAST employee will attempt to communicate in English first. If it is not possible to effectively communicate in English, the FAST employee will determine the language being spoken.

2. If the FAST employee recognizes the language, he or she will access the phonetic “Please hold while I get an interpreter” list and ask the LEP person to hold in his or her language.

3. The FAST employee will quickly determine if any of the employees working in the program area speak the necessary language and are willing to interpret. If not, the FAST employee will reference the Volunteer Interpreters List coordinated through the Human Relations Department, and quickly call a volunteer who speaks the necessary language. The FAST employee will ask the interpreter to come to the phone or transfer the call.

4. The interpreter will determine the customer’s need, request, comment, or complaint and relay it to the appropriate contact person to ensure a response is relayed to the LEP customer.

5. If the interpreter cannot communicate effectively with the LEP customer, all FAST employees can access the telephonic interpretive service. 

6. The FAST employee will make every effort to give the LEP customer the same level of service as an English-speaking customer.

7. The FAST employee will thank the volunteer for his or her assistance.

[bookmark: _Toc515614592]Language Line to Assist LEP Customers

FAST will contact a simultaneous translator through the language assistance line to provide free language assistance to LEPs. The language line is available to all departments and provides translation services in all languages. This cost is billed to the department.

[bookmark: _Toc515614593]Tools to Communicate with LEPs

[bookmark: _Toc515614594]Bilingual Staffing

FAST will employ bilingual staff in program areas when feasible, where the percentage of LEP customers or potential customers is statistically significant, or where the frequency of contact with such persons will provide for efficient and effective communication. A decision to employ bilingual staff will be based on a needs assessment and in accordance with FAST human resource policies and procedures.

[bookmark: _Toc515614595]Language Identification Flashcards

To identify LEP individuals who need language assistance, FAST will use “I Speak” cards when first encountering an LEP individual. These cards, developed by the US Census Bureau, have the phrase “Mark this Box if you read or speak (name of language)” translated into 38 different languages. They are used by government and non-government agencies to identify the primary language of LEP individuals during face-to-face contact. The Census Bureau’s Language Identification Flashcard can be downloaded for free at:

http://www.usdoj.gov/crt/cor/Pubs/ISpeakCards2004.pdf

The flashcards should be available at all public service counters. 

[bookmark: _Toc515614596]Paid Interpreters

FAST is committed to using qualified paid interpreters free of charge to LEP’s. The DOJ (66 Fed. Reg. 14) has interpreted that “qualified” means an interpreter who is able to interpret effectively, accurately and impartially, either for individuals with disabilities or for individuals with limited English skills. The interpreter will be able to interpret both receptively and expressively, using any necessary specialized vocabulary.

A paid interpreter will be:

· Proficient in and have the ability to communicate accurately in both English and in the other language, as well as employ the appropriate mode of interpreting (e.g., consecutive, simultaneous, summarization, or sight translation).
· Have knowledge in both languages of any specialized terms or concepts specific to the program.
· Understand and follow confidentiality and impartiality rules to the same extent as a FAST employee for whom he or she is interpreting or to the extent that the position requires.
· Understand and adhere to his or her role as interpreter without deviating into a role of counselor, legal advisor, or other inappropriate role.

[bookmark: _Toc515614597]Telephonic Interpretative Services

FAST utilizes a language line service when phone interpretation may be needed along with the Volunteer Interpreter List through the Human Relations Department. The Language Line is currently available to every department and is utilized by various offices within the City.  The Language Line is included as part of the City’s Strategic Plan. The Line can be accessed at:

http://www.languageline.com/page/webpi/

FAST uses its credit card to pay for services when needed.

[bookmark: _Toc515614598]Language Assistance Volunteers

For assistance with interpretation, FAST will utilize the Volunteer Interpreter List (See Appendix D) through the Human Relations Department. These volunteers may be called on for assistance in oral communication. Their activities do not cover translation, although they may review translations. Each program area will be provided the list of volunteers at FAST (along with the “I Speak” cards) at the front counters of their main offices where the public may come in.

[bookmark: _Toc515614599]Community Volunteers

Volunteer interpreters from community based organizations serving LEP’s may be another form of assistance. Institutions of higher education, hospitals, and law enforcement agencies are excellent sources for identifying interpreters and translators. FAST will work with community organizations to identify potential individuals that may be available to serve as interpreters in other languages, when needed.



[bookmark: _Toc515614600]Written Translation Services

FAST has a process in place for managing written communication with LEP’s. Some program areas require interaction with the public as a part of daily operations and include contact with one or more LEP populations. If this interaction includes letters, notices, or forms, and the nature of these documents would be considered of critical importance to the LEP person, consideration will be given to written translation of the documents or forms. FAST will work with the Human Relations department to translate any written correspondence it receives and will translate all outgoing documents. FAST will work with translators to ensure the target audience understands the information.

[bookmark: _Toc515614601]External Interpreter/Translation Services


Interpreter/Translation services are available to FAST customers by contacting the Civil Rights Program Analyst at:

Civil Rights Program Analyst/DBELO
Fayetteville Area System of Transit
455 Grove Street
Fayetteville, NC 28301

Translation services will be coordinated through the Program Analyst to ensure that the level of services is adequate and meets the needs of the LEP individual/population served.


[bookmark: _Toc515614602]Technical Assistance

FAST’s Program Analyst is responsible for providing managers and staff with technical assistance. This includes advising about LEP requirements and implementation, and assisting in developing program area procedures to ensure compliance.

FAST’s Program Analyst provides ongoing training to FAST employees. 
Training staff on the procedures of providing language assistance and how to determine whether and what type of language services a customer needs is essential to bridging the gap between policies or procedures and actual practices. Training will include how to obtain language assistance services and how to communicate needs to interpreters and translators. Providing language assistance in some program areas may also mean training staff to avoid using acronyms or industry jargon when communicating with LEP customers.

Language services should be provided at a time and place that avoids the effect of denying access to the services or benefit of the program. However, in some situations it may be reasonable to ask the LEP individual to return at a specified date and time to allow arranging for interpreter services.

In order to ensure LEP persons are not discriminated against on the basis of national origin, staff should be trained on how to properly handle a Title VI complaint (see Appendix E).

All managers and supervisors are trained even if they do not interact regularly with LEP persons, to ensure that they are fully aware of and understand what an LEP is so they can reinforce the importance of providing meaningful language to LEP’s and ensure language assistance is properly implementation by staff.


[bookmark: _Toc515614603]Monitoring Continuous Assessment

Managers and supervisors are responsible for ensuring that meaningful services to LEP persons are provided in their respective program areas.  This Plan must be incorporated by reference into the appropriate procedure manuals in order to ensure that employees are aware of their obligations for compliance. The Program Analyst will monitor programs to ensure LEP requirements are fulfilled and report annually on the accomplishments related to LEP activities to the City Council and 
triennially to the Federal Transit Administration. In monitoring compliance, an assessment will be made as to whether the program area’s procedures allow LEP persons to overcome language barriers and participate in a meaningful way in program activities and services. The program area’s appropriate use of methods and options detailed in this LEP Plan will demonstrate their intent to comply with LEP requirements and Title VI of the Civil Rights Act of 1964.

A vital resource in this evaluation process will be the procedures developed to identify LEP persons who need language assistance. As soon as the interpreter/translation assistance is provided, the services can be documented by completing the LEP Reporting Form (see Appendix F). Once the form is completed, it will be sent to the Program Analyst. Information from this form will be included in the annual assessment and report.

As with all other activities associated with compliance under Title VI, the FTA is responsible for enforcement, and in some cases, investigation of complaints.

Documentation shall include:

· Nature of the service (walk-in, telephone, or translation of a document).
· Means by which assistance was rendered (program area or district volunteer, local volunteer, etc.).
· Language translated or interpreted.
· Race and national origin of LEP person.
· Subject matter or services rendered.
· Date, time (start to finish).
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Providing meaningful access to LEP persons to FAST’s programs, services, and activities is an important effort that will enable FAST to achieve its mission of providing equitable and timely transit services to all persons. As FAST works together to ensure equity, LEP persons will gain access to the valuable programs, services, activities, and benefits.
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