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LEGAL AND REGULATORY BACKGROUND FOR PLAN

Title VI of the Civil Rights Act of 1964, 421 U.S.C. 2000d et seq., provides that no person in the United
Statesshall, on the grounds of race, color, or national origin, be excluded from participationin, be
denied the benefits of, or be otherwise subjected to discrimination under any programor activity that
receives Federal financial assistance. The Super Court, in Lau v. Nichols, 414 U.S. 5763 (1974),
interpreted Title VI regulations promulgated by the former Department of Health, Education, and
Welfare to hold that Title VI prohibits conduct that has a disproportionate effect on Limited English
Proficient (LEP) persons because such conduct constitutes national origin discrimination.

Executive Order 13166, “Improving Access to Services for Persons with Limited English Proficiency,”
reprinted at 65 FR 50121, August 16, 2000 directs each Federal agency to examine the services it
provides and develop and implement a system by which LEP persons can meaningfully access those
services. Federal agencieswere instructed to publish guidance for their respective recipients in order to
assist them with their obligations to LEP persons under Title VI. The Executive Order statesthat
recipients must take reasonable steps to ensure meaningful access to their programsand activities by
LEP persons.

President George W. Bush affirmed a commitment to Executive Order 13166 through memorandum
issued on October 25, 2001 by Assistant Attorney Generalfor Civil Rights, Ralph R. Boyd, Jr. Federal
agencieswere directed to provide guidance and technical assistance to recipients for Federal funds as to
how they can provide meaningful access to Limited English Proficient users of Federal programs.

The U.S. DOT published revised guidance for its recipients on January 5, 2016.
https://www.transportation.gov/civil-rights/civil-rights-awareness-enforcement/dots-lep-guidance This
document states “Inaccordance with the Executive Order, the U.S. Department of Transportation
issued Policy Guidance Concerning Recipient's Responsibilities to Limited English Proficient (LEP)

Persons, which is modeled after DOJ's guidance. As described in the guidance, DOT recipients are
required to take reasonable steps to ensure meaningful access to their programs and activities by LEP
persons. The guidance applies to all DOT funding recipients, which include state departments of
transportation, state motor vehicle administrations, airport operators, metropolitan planning
organizations, and regional, state, and local transit operators, among many others. Coverage extends to
a recipient’sentire program or activity, i.e., to all partsof a recipient’s operations. This is true even if
only one part of the recipient receives the Federal assistance. For example, if DOT provides assistance to
a state department of transportation to rehabilitate a particular highway on the National Highway
System, all of the operations of the entire state department of transportation—not just the particular
highway program or project—are covered by the DOT guidance.


https://www.transportation.gov/civil-rights/civil-rights-awareness-enforcement/dots-lep-guidance

The DOT guidance outlines four factors recipients should apply to the various kinds of contactsthey
have with the public to assess language needs and decide what reasonable steps they should take to
ensure meaningful access for LEP persons:

1. The number or proportion of LEP persons eligible to be served or likely to be encountered by a
program, activity, or service of the recipient or grantee.

2. The frequency with which LEP individuals come in contact with the program.

3. The nature and importance of the program, activity, or service provided by the recipient to
people’s lives.

4. The resources available to the recipient and costs.

The greater the number or proportion of eligible LEP persons; the greater the frequency with which they
have contact with a program, activity, or service; and the greater the importance of that program,
activity, or service, the more likely enhanced language services will be needed. Smaller recipients with
more limited budgets are typically not expected to provide the same level of language service as larger
recipients with larger budgets. The intent of DOT’sguidance is to suggest a balance that ensures
meaningful access by LEP persons to critical services while not imposing undue burdens on small
organizationsand local governments.

Secondly, after completing the above four-factor analysis, recipients can determine the appropriate
“mix” of LEP services required. Recipients have two main ways to provide language services: oral
interpretation either in person or via telephone interpretation service and writtentranslation. The
correct mix should be based on what is both necessary and reasonable in light of the four-factor
analysis. For instance, a motor vehicle department or an emergency hazardous material cleanup teamin
a largely Hispanic neighborhood may need immediate oral interpretersavailable and decide to hire full-
time bilingual staff. In contrast, there may be circumstances where the importance and nature of the
activityand number or proportion and frequency of contact with LEP persons may be low and the costs
and resources needed to provide language services may be high in which pre-arranged language services
for the particular service may not be necessary. The languages spoken by the LEP individuals with whom
the recipient has frequent contact often determine the languagesinto which documents will be
translated and the types of interpreters provided.

Thirdly, the recipient should then implement a Language Assistance Plan including details on the
agency’s:

= Language assistance services by languagesrepresentative in the agenciesservices area.

= Noticesto LEP persons about the availability of language assistance

=  Monitoring, evaluation and updates on the language access plan

= Training for employees to provide timely and reasonable language assistance to LEP
populations.

Finally, the plan should outline the agency’s compliance with “The Safe Harbor Provision”. This provision
of the USDOT-FTA Title VI Circular stipulates that, “if a recipient provides written translation of vital



documents for each eligible LEP language group that constitutes five percent (5%) or 1,000 persons,
whichever is less, of the total population of persons eligible to be served or likely to be affected or
encountered, then such action will be considered strong evidence of compliance with the recipient’s
writtentranslation obligations”.

More detail on the points discussed above and information on other considerations are found in the
DOT LEP guidance”.

The Federal Transit Administration (FTA) references the DOT LEP guidance in its Circular 4702.1B, “Title
VI Requirements and Guidelines for Federal Transit Administration Recipients”, which was published on
October 1, 2012. The circular states, “Title VI prohibits discrimination by recipients of Federal financial
assistance on the basis of race, color, and national origin, including the denial of meaningful access for
limited English proficient (LEP) persons. The Circular reaffirms the edicts of Executive Order 13166, with
“recipients shall take reasonable steps to ensure meaningful access to benefits, services, information,
and other important portions of their programsand activities for individuals who are limited-English
proficient (LEP)”. http://www.gpo.gov/fdsys/pkg/FR-2005-12-14/pdf/05-23972. pdf



http://www.gpo.gov/fdsys/pkg/FR-2005-12-14/pdf/05-23972.pdf

FACTOR 1: REVIEW OF LEP RESIDENTS IN SERVICES AREA.

US DOT Guidance Factor 1: “There should be an assessment of the number or proportion of LEP
individuals eligible to be served or encountered and the frequency of encounters pursuant to the first
two factors in the four-factor analysis.

A review or the population of LEP residents and their representation in CATS services area is necessary
asthe 1ststepin a 4 step analysis. This 1° stepidentifies what the proportions these potential patrons
might encounter CATS services as they reside within CATS services footprint. Once transit staff is able to
determine this factor, the scope of the language assistance plan and resulting efforts can be tailored to
MEET THE SPECIFIC NEEDS OVERALL OF CATS SERVICE AREA LEP CUSTOMERS.

Proportions and Number of LEP Persons in CATS Services Area.

The U.S. Census’ American Community Survey 2018 released 5-year estimate reports for the geographic
area encompassing and within census tractsoverlaying and attachedto % of mile of CATS regular
services are and % mile of the system’s express routes area 207,553 or 18.83% of the region’s
population, 5 yearsand older, speaks a language other and English at home. Out of this group, 93,244
or 8.46% of the greater population of 1,101,984 residents speaks a foreign language at home and speak
English “less than very well”. Below is a table that identifies the languages of the speakers in that group.

Table 1: LEP population in service area.

Service Area PPerc«Ientt' w't:;:nt Percent
English Speaking Total opuiation tha Population
. . . speaks a s
Proficiency Population within
] language other )

Populaﬂon than English Service Area
Speak Only English 894,431 81.17%
Speak Language Other than English 207,553 18.83%
Speak English "very well" 114,309 55.07% 10.37%
Speak English less than"very well" 93,244 44.93% 8.46%
Total Service Area 1,101,984

Source: U.S. Census Bureau, 2014-2018 American Community Survey Table C16001- Language Spoken at
Home for the Population 5 Years and Over -- (Estimate)




Note: As survey results are considered still valid up until 5 years from completion, the following data
is still valid for analysis until 2021. 2016 Current Rider Survey LEPresponses- provided some more
general population level data CATS ridership spoke another language at home and the ability to speak
English well. The survey identified that 63% of Hispanic and 88% of Asian ancestry respondents were
born outside the United States. 21% of respondents speak a language other than English at home.
Asian Indian being the highest percentage of that group with 87%, followed by Hispanic at 71%, and
Asian Pacific at 32% who speak a language other than English at home. Though these groups constitute
the majority of foreign speakers the largest ridership population of LEP speakers responding would be
those of African descent at 10%, followed by Caucasian 8%, for an overall 8% representing all groups
who cannot speak English well and speak a foreign language. The data also show 5% of the foreign
language speaking population cannot speak English as all. This partially correlatesas the
aforementioned data from the American Community Survey identified populations of African, Russian,
Portuguese and French language speaking populations who have challenges speaking English. This
provides foundation for maintaining all but one of these languagesin the Safe Harbor list of languages.
Portuguese is under 1000 persons available census estimates, but it is showing representation under
system’s surveyed ridership data. Portuguese is represented in Google Translate functionality of CATS
Website.

Where were you born? 6% of respondents were born outside of the United States.

Race
Native
American
African or Asian/
Caucasian/ | American/ | Hispanic/ | Alaskan Asian Pacific
Total White Black Latino Native Indian Islander |Multiracial | Other
Unweight] 548 115 346 17 5 12 5 16 4
ed I_3ase 582 100 407 17 7 7 6 20 3
Weighte (A) (B) © D) (E) F G) (H)
d Base
In the 549 98 399 6 7 1 5 17 3
United 94% 98% 98% 37% 100% 12% 81% 83% 100%
States
Other - 33 2 8 10 0 7 1 4 0
specify 6% 2% 2% 63% 0% 88% 19% 17% 0%




Do you speak a language other than English at home? 21% of CATS rider respondents speak
another language at home.

Race
Native
American
African or Asian/
Caucasian/| American/| Hispanic/ | Alaskan | Asian Pacific Multi-
Total White Black Latino Native Indian | Islander | racial | Other

Unweighted 560 123 339 25 5 14 6 16 4
Base 591 105 399 26 7 8 7 20 3
Weighted (A) (B) © (D) (E) (F) (©) (H)
Base
Yes 127 16 71 18 1 7 2 6 1

21% 15% 18% 71% 13% 87% 32% 30% 31%
No 464 89 327 8 6 1 5 14 2

79% 85% 82% 29% 87% 13% 68% 70% 69%
How well do you speak English? 13% responded as not speaking English well or not at all.

Race
Native
African American Asian/
Caucasian/|American/| Hispanic/ |or Alaskan| Asian Pacific Multi-
Total| White Black Latino Native Indian Islander racial | Other
Unweighted 109 12 60 16 1 11 2 3 1
Base 106 12 61 16 1 6 1 6 1
Weighted (A) (B) © (D) (E) (F) (©) (H)
Base
Not at all 5 0 5 0 0 0 0 0 0
5% 0% 8% 0% 0% 0% 0% 0% 0%
Not well 8 1 6 1 0 0 0 0 0
8% 8% 10% 4% 0% 0% 0% 0% 0%

Well 19 0 6 6 1 4 0 2 0

18% 0% 9% 39% 100% 61% 0% 38% 0%
Very well 73 11 44 9 0 2 1 4 1

70% 92% 2% 58% 0% 39% 100% 62% 100%




CATS Systemwide LEP Census Data Estimates and Demographic breakdown.

Per ACS 2018 5-year estimate data, The LEP population in CATS services areais at 8.46% or 93,244
persons. The majority of LEP speakers in the area are identified as Spanish speaking and constituting
more that 5% of the service areas population at 5.32% or 58,644 persons. The remaining 34,600 LEP
speakers focusing primarily on those at or in excess of 1000 speakers are those in order of
representation who communicate in Vietnamese, French, Chinese, Russian, Arabic, and Korean. As
well there are several groupings of LEP speaker types representedin CATS systemwide footprint, who do
not individually reachthe 5% or 1000 persons marks. But taken as parts of representative groups from
specific area they meet the FTA Safer Harbor threshold for language groups to pinpoint access efforts.
Unfortunately, these language types are unspecified by Census ACS data, so there are no indicators to
focus efforts.

Table 2: LEP Language Group Proportions in Services Area.

Total Population 1,101,984
Total LEP Population: Speak Englishless Than
el 93,244 8.46%
Spanish- LEP
58,644 5.32%

Other Indo-European languages:-LEP
9,938 | over 1000 persons

Other Asian and Pacific Island languages: - LEP
6,384 | over 1000 persons

Vietnamese: - LEP
4,955 | over 1000 persons

French, Haitian, or Cajun - LEP
2,819 | over 1000 persons

Other and unspecified languages: - LEP
2,771 | over 1000 persons

Chinese (incl. Mandarin, Cantonese):- LEP
2,642 | over 1000 persons

Russian, Polish, or other Slavic languages: - LEP
1,929 | over 1000 persons

Arabic: - LEP

1,466 | over 1000 persons




Korean: - LEP

1,065 | over 1000 persons

2020 update: 2018 ACS 5-Year Estimate Data Profiles

Mecklenburg County, REGION OF BIRTH OF FOREIGN BORN
Foreign-born population excluding 166,427 Percentage
population born atsea by continent
Europe 15,311 9.2%

Asia 54,588 32.8%
Africa 14,313 8.6%
Oceania 6,657 0.4%
Latin America 78,886 47.4%
Northern America 2,663 1.6%

Based on the 2018 5-Year dataset the largest grouping of non-native born Mecklenburg county residents
hail from Latin America at 47.4% and Asia at 32.8% with residents from other continents and geographic
descriptions individually coming in under 10%.

The largest foreign born Spanish speaking Hispanic population in Mecklenburg county from this same
data set are former residents of Mexico. See below, no other group comes close to 33.37%
repreesentation. The closes population would be those from El Salvador at 12.99%.

Ethnicity & /or Nationality Population Percentage
Hispanic or Latino Total 148,350

Mexican 50,041 33.73%
Puerto Rican 13,808 9.31%
Cuban 3,940 2.66%
Dominican (Dominican Republic) | 8,490 5.72%
Costa Rican 308 0.21%
Guatemalan 7,190 4.85%
Honduran 17,640 11.89%
Nicaraguan 1,929 1.30%
Panamanian 1,923 1.30%
Salvadoran 19,277 12.99%
Other Central American 96 0.06%
South American: 17,773 11.98%
Argentinean 2,481 1.67%
Bolivian 303 0.20%
Chilean 153 0.10%
Colombian 4,223 2.85%
Ecuadorian 5,724 3.86%
Paraguayan 51 0.03%
Peruvian 2,423 1.63%
Uruguayan 191 0.13%




Venezuelan 2,224 1.50%
Other South American 0 0.00%
Spaniard 1,518 4.00%
Spanish 1,432 1.02%
Spanish American 0 0.00%

Update 2020- staff has attempted to update informationfor the following analysis, but the 2018
dataset appears to lack this level of information. Please see previous analysis below.

The Challenge of identifying the “Other” Language Speaking Groups and their languages. The ACS does

not provide the necessary level of detail toaddress several of the language groups who show 1000 or

more LEP Speakers.

1. Other “African Languages” Review: Due to 2016 Ridership Survey identifying 10% of African
Ancestry respondents LEP group and the ACS identifying African LEP grouping in excess of
1000 persons some furtherinformationon this group andtools are necessary. African
Language potential speakers based on Nation of Origin, Mecklenburg County ACS 5- year

estimate 2015 for cross reference for software translation capability.

A review of residents with origins in Africa from that same data (5-Year ACS estimates) within
Mecklenburg County identifies the proportions from each nation. Staff has identified the official or most




spoken languages per nation and if Google Translate has the language available. Note: those with

Ethiopian, Ghanaians, Liberian, Nigerian, and Central Africanancestry have representativesin excess

1000 per group. Google translation has translation capability for not only these 5 groups, but for all the
African nationalities and regions listed.

Table 3: African Languages Mecklenburg County ACS 5- year estimate 2015 for cross reference for

software translation capability.

Official or most spoken Languages

Google Translate one or
more needed “non-

African: 13,809 -
English) languages
represented

Cabo Verde 49 ii Portuguese-Creole Yes (Portuguese)

Cameroon 253 i French, English Yes

Egypt 556 ii Arabic Yes

Eritrea 540 ii Tigrinya, Arabicand English Yes

Ethiopian 1,010 i Oromo, Amharic Yes

Ghana 1339 i English Yes

Kenyan 600 i Swabhili, English Yes

Liberia 1521 i English, Yoruba Yes

Morocco 202 ii Arabic, Berber Yes

Nigeria 1038 ii Hausa, Igbo Yes

) Arabic, Swahili, Hausa, Amharic,
Other East Africa 492 Yes
French

Other Middle (Central) 2,140 | French, Sango Yes

Africa

Other North Africa 61 ii Arabic, Berber, English Yes

Arabic, Somali, Berber, Amharic,
Other West Africa 859 ii Oromo, Igho, Swahili, Hausa, Yes

Manding, Fulani and Yoruba

10




SierralLeon 117 ii English Yes

Somalian 794 i Somali Yes
South African 889 ii Zulu, Afrikaans, English Yes
Sudanese 298 i Arabic, English Yes

1. “OtherAsian Languages” Review:

A review of Asian languages spoken identifies that Hindi and Chinese are the major languages spoken by
immigrantsin North Carolina according the 5-Year ACS dataset (See below). Note see the table below
that of the Southeast Asian languages, Vietnamese, Chinese, Gujarati, Koreanand Hindi are the majority
languages spoken by the LEP community in CATS services Area.

A review of residents with origins in East Asia from that same data (5-Year ACS estimates) within
Mecklenburg County identifies the proportions from each nation. Staff has identified the official or most
spoken languages per nation and if Google Translate has the language available. Note those originating
from Burman have the option of Chinese translations but it is primarily in Mandarin (standard Chinese
modern) not Hokkien (classical Chinese), where there are some differences but Google translate will
partially translate Hokkien using Mandarin as a guide.

Table 3(a): Other Asian Language potential Speakers based on Nation of Origin, Mecklenburg County
ACS 5- year estimate 2015 for cross reference for software translation capability

Official or most spoken Languages Google Translate one or
South East Asia 12,427 more needed “non-
English) languages
represented
Cambodia 600 i Khmer Yes
Indonesia 285 i Indonesian Yes
Laos 1066 i Lao Yes
Malaysia 380 ii Malaysian, Malay Yes

Burmese, Karen, Kachin, Chin, and .
Burma 752 . . . Yes (Chinese)
Chinese (mainly Hokkien)

Philippines 1,520 :i: Filipino, English Yes

11



) English, Malay, Mandarin Chinese,
Singapore 69 . Yes
and Tamil
Thailand 588 ii Thai Yes
Vietnam 7,167 ii Vietnamese Yes
Other South Eastern Asia 0 i N/A N/A

2. “OtherliIndicLanguages” Review:

A review of Indic languages spoken identifies that Vietnamese, Chinese, Gujarati, Koreanand Hindi are
the majority languages spoken by the LEP community in CATS services Area.

A review of residents with origins in East Asia from that same data (5-Year ACS estimates) within
Mecklenburg County identifies the proportions from each nation. Staff has identified the official or most
spoken languages per nation and if Google Translate has the language available.

Table 3(b): Other Indic Language potential Speakersbased on Nation of Origin, Mecklenburg County
ACS 5- year estimate 2015 for cross reference for software translation capability. \

Official or most spoken Languages Google Translate one or
. more needed “non-
South Central Asia: 19,814 English) languages
represented
Pashto, Dari, Uzbeki, Turkmeni,
Afghanistan 5 ii Balochi, Pashayi, and Nuristani. Urdu, i} Yes
English
Bangladesh 173 i Bangla (Bengali) Yes
India 15,606 i Hindi, English, Bengali, Telugu,
Marathi, Tamil, Urdu, Gujarati, e
Kannada, Malayalam, Odia, Punjabi,
Assamese, Maithili
Iran 951 i Persian, Arabic Yes
Kazakhstan 37 ii Turkic, Russian Yes
Nepal 671 i Nepali, Maithili, Bhojpuri (Awadhi Yes
Language), Tharu, Tamang, Nepal

12




Bhasa, Bajjika, and Magar, Doteli,
Urdu and Sunwar

Pakistan 673 i Urdu, English, Punjabi, Hindko, e
Pashto, Sindhi, Gujarati

Sri Lanka 53 ii Sinhalese , Tamil, Portuguese Creole Yes

Uzbekistan 286 i Uzbek, Russian Yes

Charlotte Mecklenburg School System data on Limited English Proficient Students.

In aJanuary 2019 Charlotte Observer article “CMS families speak more than 200 languagesat home.
Here arethe top 10” https://www.charlotteobserver.com/news/local/education/article224232150.html

CMS has 44,237 students — 30 percent of total enroliment — who speak a language other than English

at home. The most common home languagesare Spanish, Vietnamese, Arabic, French and Telugu,
according to a district report. (Telugu is is a Dravidianlanguage spoken in southern India.)

CMS had 19,794 English learners, and this year. English learners make up almost 8 percent of all North
Carolina public school students and more than 14 percent of students in CMS, the state’ssecond-largest

district, according to state reports.

13



https://www.charlotteobserver.com/news/local/education/article224232150.html

The 2015 dataset produce by LEP.gov shows several North Carolina counties and the represented LEP
populations and their languages.

https://www.lep.gov/sites/lep/files/resources/NC cnty LEP.ACS 5yr.2015.pdf

14


https://www.lep.gov/sites/lep/files/resources/NC_cnty_LEP.ACS_5yr.2015.pdf

According to DataUSA on Mecklenburg County where CATS is primarily performs services.
https://statisticalatlas.com/metro-area/North-Carolina/Charlotte/Languages

The population of Mecklenburg County, NCis 46.2% White Alone, 31.2% Black or African American Alone,
and 13.6% Hispanic or Latino. 20.6% of the people in Mecklenburg County, NC speak a non-English
language, and 90% are U.S. citizens.

The ethnic composition of the population of Mecklenburg County, NC is composed of 505k White Alone
residents (46.2%), 341k Black or African American Alone residents (31.2%), 148k Hispanic or Latino
residents (13.6%), 67.3k Asian Alone residents (6.16%), 25.3k Two or More Races residents (2.31%), 3.11k
AmericanIndian & Alaska Native Alone residents (0.285%), 3.04k Some Other Race Alone residents
(0.278%), and 263 Native Hawaiian & Other Pacific Islander Alone residents (0.024%).

The most common foreign languages spoken in Mecklenburg County, NC are Spanish (119,250 speakers),
Hindi (7,870 speakers), and Chinese (Incl. Mandarin, Cantonese) (6,787 speakers).

Charlotte LEP statistic in comparison to National statistics.
https://www.census.gov/acs/www/about/why-we-ask-each-question/language/ CATS services area
representationis in lock step with national statistics. CATS LEP representationis 8.46% the national
representation of LEP speakers is 8.5%.

1.0 People Who Speak a Language Other Than English at Home

21.5 percent

Source: Latest ACS 5-Year Estimates
Data Profiles/Social Characteristics

2.0 People Who Speak English Less Than Very Well

8.5 percent

Source: Latest ACS 5-Year Estimates
Data Profiles/Social Characteristics

3.0 People Who Speak Spanish at Home

13.3 percent

Source: Latest ACS 5-Year Estimates
Data Profiles/Social Characteristics
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https://data.census.gov/cedsci/table?d=ACS%205-Year%20Estimates%20Data%20Profiles&table=DP02&tid=ACSDP5Y2018.DP02&y=2018&hidePreview=true
https://data.census.gov/cedsci/table?d=ACS%205-Year%20Estimates%20Data%20Profiles&table=DP02&tid=ACSDP5Y2018.DP02&y=2018&hidePreview=true
https://data.census.gov/cedsci/table?d=ACS%205-Year%20Estimates%20Data%20Profiles&table=DP02&tid=ACSDP5Y2018.DP02&y=2018&hidePreview=true
https://data.census.gov/cedsci/table?d=ACS%205-Year%20Estimates%20Data%20Profiles&table=DP02&tid=ACSDP5Y2018.DP02&y=2018&hidePreview=true

Services Area Census Track Analysis:

An analysis of the language status in the 262 Census tractsthat are overlaid by CATS services area
identifies that 26.6% (or 68 tracts) have individual LEP populations greater thanthe system average of
8.46%. The table below identified those tractsin which the LEP population is greaterthan 8.46% (a
number picked just to identify the highest percentage populations in Census tracts).

Figure 3 - Map of LEP Census Tracts
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Table6: There are 68 Service Area Census Tracts with LEP populations equalto or greater than 8.46%.

The largest representation of LEP speakers arein Census Tract 38.08 with 2,621 LEP speakers 2,621 of
which speak Spanish. The second is tract 19.12 with 2,651 LEP speakers which are mostly Indo-Eurpeon
speakers.

Factor1 Summary:

CATS service area serves a population with 8.46% (or 93,244) limited English proficient persons who
speak a foreign language primarily. The LEP language groups are primarily represented under the Safe
Harbor doctrine having 5% or 1000 LEP speaks in CATS services area Spanish 5.32% (58,644 persons up
roughly 1000 additional speakers since the 2017 report), then Vietnamese, French, Chinese, Russian,
Arabic (increased to 1000 persons since the last report), and Korean. The Census data also identified
Other Indo-European languages, Other Asian Pacific languages and other unspecified languages, which
are groupings of languagesthat only provide vague identifications of smaller language groups. The
number of Hindi and GujaratiLEP speakers dropped below 1000 persons since the last report. 96% of
CATS Census tractscontain LEP speaker residents, of the 256 tracts 246 have persons who speak
another language primarily and have difficulty speaking English. 26.6% (68) of those tracts exceed the
system threshold of 8.46%.

Population Percent
Service Area Population 1,101,984

17



LEP | 93,244 | 8.46%

CATS 2021-2013 service area Safe Harbor Languages constituting 5% of the populationor 1000 person
are:

e Spanish

e Vietnamese
e French

e Chinese

e Russian

e Arabic

e Korean

18



FACTOR 2: THE FREQUENCY WITH WHICH LEP PERSONS COME INTO CONTACT WITH

THE PROGRAM.

LEP population interaction with Transit Facilities

The following is drawn from the ASC 5 Year estimates for population cross referenced against CATS

system-wide amenities (stops, benches and shelters) distribution. The LEP system-wide percentage of

8.46% is exceeded by all three amenities categories, meaning thereis no disproportionate under-

representation of these benefits for the LEP community.

Trash
Census Tracts Stops Bench | Shelter Can
Service Area 3,046 346 282 845
LEP 967 113 96 305
LEP 31.75% | 32.66% | 34.04% | 36.09%

19



Figure 3a- Map of LEP Census Tracts overlaid by CATS Systemwide amenities distribution.
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LEP Ridership usage of Transit as a commuter choice to work.

The following is drawn from the “2018 ASC 1 Year estimates MEANS OF TRANSPORTATION TO WORK BY
LANGUAGE SPOKEN AT HOME AND ABILITY TO SPEAK ENGLISH”. “Universe: Workers 16 years and
over”. A quick review of the ridership tendency data for Mecklenburg County, where the vast majority
of CATS services occur, identifies that 12.41% of the county residents who self-identified transitasa
common mode of transport to work were as well Limited English Proficient. The previous 2016
representationwas 9.43% constituting a 2.98% increase from the last program update. The 12.41% as
well exceeds the current systemwide 8.46 % LEP population estimate made via the 2018 5-year estimate
by 3.95%. Meaning the resident LEP population in Mecklenburg county can be accessed as
disproportionately utilizing public transitin comparison to their representation along the transit
system’s footprint. Of public transit self-identified users their representationis 3.95% above their
systemwide resident proportion of 8.46%

Table 7: LEP commuter behavior. 2018: ACS 1- Year Estimates Detailed Tables

Demographic categories Population | LEP %
Total: 576,409
Speak Spanish: Speak English less than "very well" 36,907 6.40%
Speak other languages:Speak English less than "very well" | 16,189 2.81%
Car, truck, orvan -drove alone: 438,531 7.09%
Speak Spanish:Speak English less than "very well" 20,781 4.74%
Speak other languages:Speak English less than "very well" | 10,307 2.35%
Car, truck, orvan - carpooled: 51,812 28.07%
Speak Spanish:Speak English less than "very well" 10,764 20.78%
Speak other languages:Speak English less than "very well" | 3,780 7.30%
Public transportation (excluding taxicab): 16,028 2.78%
Speak Spanish: Speak English less than "very well" 1,757 10.96%
Speak other languages:Speak English less than "very well" | 232 1.45%
All languages: Speak English less than "very well" 1989 12.41%
Walked: 11,468 13.24%
Speak Spanish: Speak English less than "very well" 872 7.60%
Speak other languages:Speak English less than "very well" | 646 5.63%
Taxicab, motorcycle, bicycle, or other means: 9,271 3.48%
Speak Spanish: Speak English less than "very well" 276 2.98%
Speak other languages:Speak English less than "very well" | 47 0.51%
Worked at home: 49,299 7.37%
Speak Spanish: Speak English less than "very well" 2,457 4.98%

https://data.census.gov/cedsci/table?q=language&tid=ACSDT1Y2018.B08113&vintage=2018&g=0500
000US37119&hidePreview=true
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https://data.census.gov/cedsci/table?q=language&tid=ACSDT1Y2018.B08113&vintage=2018&g=0500000US37119&hidePreview=true

Figure 4: LEP Tracts in excess of 8.46% cross referenced with Employment Centers in systemarea.
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The system map identifies that 3 employment centersoverlay census tractswith disproportionately high
LEP populations. 5 employment centers are located adjacent to census tracts with disproportionately
high LEP populations.

Update 2020: The following data carries over from the 2017 report as this level of datais not available
from the current Census sets. The website states the Census is declining to report this datadue to
privacy concernsforlanguage populations specific to Charlotte neighborhoods. The concernis that 3+
parties might use this data for purposes thatis was notintended. https://statisticalatlas.com/metro-
area/North-Carolina/Charotte/Languages

Howdoes that translate to the Neighborhoods/Townsadjacent to where the system’s Patronsreside.

Spanish Spoken at Home by Neighborhood

23


https://statisticalatlas.com/metro-area/North-Carolina/Charlotte/Languages
https://statisticalatlas.com/metro-area/North-Carolina/Charlotte/Languages

By Neighborhood

Montclaire S
Idlewild Farms.
Windsor Park
Farm Pond
Starmount Frst
Oak Forest
Eastland-Wilora Lk
Yorkmount
Hickory Ridge
Hidden Valley
Olde Whitehall
Idlewild S
Shannon Park
Hickory Grove

Harris-Houston
Derita-Statesville
Marshbrooke
Stonehaven
Ballantyne W
Johnston Rd-McAl. ..
Charlotte
Firestone-Gdn Pk

N Carolina
Thomasboro-Hoskins
Coulwood West
Carmel

Piper Gin Ests
Prosperity Church ___
Mineral Spgs-Rum___
Davis Lk-Eastfield
Cide Providence S
Ballantyne E
Provincetowne

Back Crk Church Rd
Univ City N

Highland Crk
Providence Plantat. ..
Providence Crossing
Myers Park

Beverly Woods
Foxcroft

Dibworth

Vietnamese Spoken at Home by Neighborhood

30% 40% | Count |_T/_|

W= 3O & W=

by Town in Charlote area

0% 5% 10% 15% 20% Count | #
Monroe 7516 1
Pineville 1,461 2
Spencer Min 4 3
Irwin 8.4% 294 4
Landis %Yo 484 5
China Grove 513 6
Lincolnton 1323 7
South 14.3M
United States 37.5M
1, Charlotte 81.2k
Charlotte 812k 2
South Atlantic 6.21M
Statesville 2502 9
Mecklenburg 93 5k
Charlotte-Mecklen. 93.5k
Kannapolis 4087 10
Lowell 337 11
Marshville 235 12
Stony Point 150 13
Concord 7.329 14
Wingate 327 15
Elgin 229 16
Ranlo 295 17
Gastonia 6,067 18
Springdale 196 19
Salisbury 2,762 20
York 636 21
Charlotte 170k
Indian Trail 2509 22
N Carolina 3% 659k
Stallings. Y 924 23
Lake Park ] 228 24
India Hook o 230 25
Mount Holly 798 26
Mineral Spgs 162 27
Cramerton 237 28
Mooresville 1,825 29
eWpO 211 30
Cleveland 38 33
Rock Hill 2,308 35
High Shoals 20 40
Cherryville 186 46
Spencer 82 53
Maiden 66 59
Fairview 53 66
b4 72
Rockwell 10 79
Eureka Mill K 0 85
Richburg | 0.0% 0 388
Lowrys |0.0% 0 89
Riverview | 0.0% 0 90
Love Valley |0.0% 0 9
Smyma |0.0% 0 92
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By Neighborhood by Town in Charlote area

0% 1% 2% 3% 4% Count # 0 % Z5 ol B
Olde Whitehall 1 Belmont
Toddville Rd 2 Newport
Back Crk Church Rd 3 Comnelius
‘Windsor Park 4 Lake Park
Eastland-Wilora Lk 5 1, Charlotte
Hickory Ridge (=] Charlotte
Harris-Houston 7
Yorkmount 5 Mecldenburg!
S 3 Charlotte-Mecklena!
Oak Forest 10 Mount Holly
Carmel 11 Landis
Harbor House 12 United States
Provincetowne 13 South
Shannon Park 14 Charlotte
D§vs Lk—Easl‘ﬁ!ald 15 South Atlantic
Providence Crossing 16 MooTeTsle
Starmount Frst 17 -
Piper Gin Ests 13 Salisbury
Plaza-Eastway 19 N Carolina
1, Charlotte Mint Hill
Charlotte Concord
Charlota-Mecklons] Statesylle
ecl ]
Idlewild § 20 Mt’g‘t‘;‘:ﬂ‘;
Moniclaire S 21 - .
Mineral Spgs-Ruma! 2 Indian Trail
Ballantyne W 23 Rock Hill
United States Monroe
Providence Plantata] 24 Lincolnton
Unitv City N 25 Huntersville A
R = Davidson | 0.0% 3 20
e Kannapolis | 0.0% 9
South Atlantic Fort Mill | 0.0% 2 22
Marshbrooke 27 Gastonia | 0.0% 3 23
Yorkshire 28 Stallings | 0.0% 0 24
N Carolina Harrisburg | 0.0% 0 25
Idlewild Farms 29 Kings Min | 0.0% 0 36
Highland Cr 30
N Sharon Amity-R! e Waxhaw |0.0% 0 27
Prosperity Church & 32 Weddington | 0.0% 0 28
W Sugar Crk 33 Lake Wylie [0.0% 0 29
Firestone-Gdn Pk |1 0.2% 8 34 Lancaster |0.0% 0 30
Hidden Valley [/0.1% 9 35 Pineville |0.0% 0 33
Dilworth | 0.0% 1 36 Clover |0.0% 0 40
Coutmbod Wast |00% 5 3 [l B s
oulhwon =
Ballantyne E | 0.0% 0 39 "‘;'_';'B'Fd g gx g gg
Park Crossing |0.0% 0 40 Bo |4k
Farm Pond |0.0% 0 41 Rockwell [0.0% 0 66
Beverly Woods | 0.0% 0 42 Hemby Bridge |0.0% 0 72
Johnston Rd-McAla! |0.0% 0 43 Fort Lawn |0 0% 079
Foxcroft | 0.0% 0 44 Hickory Grove |0.0% 0 85
Thomasboro-Hoskins | 0.0% 0 45 Lowrys |0.0% 0 88
Stonehaven |0.0% 0 46 . -
Olde Providence S |0.0% 0 47 pcical [ I
Hickory Grove |0.0% 0 48 Love Valley | 0.0% 0 350
Lansdowne |0.0% 0 49 Smyma | 0.0% [y
Derita-Statesville |0.0% 0 50 Spencer Min | 0.0% 0 92

African® Spoken at Home by Neighborhood#45
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By Neighborhood

Idlewild Farms.

Oak Forest

Hickory Ridge
Shannon Park

N Sharen Amity-R&]
Harris-Houston
Marshbrocke
Firestone-Gdn Pk
Farm Pond

Windsor Park
Thomasboro-Hoskins
Eastland-Wilora Lk
Foxcroft

‘Yorkmount

Hickory Grove
Yorkshire

1, Charlotte
Charlotte
Mecklenburg
Charlotte-Mecklena]
Back Crk Church Rd
Plaza-Eastway
Prosperity Church &
Davis Lk-Eastfield
Hidden Valley
Mineral Spgs-Rumé;
South Atlantic
Starmount Frst
Idlewild S

Olde Whitehall

Park Crossing
Provincetowne
Highland Crk
Montclaire S

East Forest

Myers Park
Ballantyne W
Coulwood West
Ballantyne E
Providence Plantata]
Piper GIn Ests.

W Sugar Crk
Providence Crossing
Dilworth

Univ City N

Garmel

Beverly Woods.
Johnston Rd-McAl&;
Marlwood
Stonehaven

Harbor House

Olde Providence S
Derita-Statesville

by Town in Charlote area

0.0%

Matthews

1, Charlotte
Charlotte
Cramerton
Mecklenburg
Charlotte-Mecklena;
Kings Min

United States
Charlotte
Lake Park
Gastonia
N Carolina
Kannapolis
Salisbury
Pineville
Mint Hill
Davidson
Belmont
Stallings
Rock Hill
Indian Trail
Huntersville
Concord
Statesville
Moaresville
Monroe
Cornelius
Mount Holly
Fort Mill
Lincolnton
Waxhaw
Weddington
Lake Wylie
Lancaster
T

Unienville
China Grove
Lowell

Landis
Enochville
Rockwell
Hemby Bridge
Fort Lawn
Hickory Grove

Lowrys
Riverview
Love Valley
Smyma
Spencer Min
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Other Asian Spoken at Home by Neighborhood

By Neighborhood by Town in Charlote area
0% 2% 4% 6% 8% Count | # 0.0% 0.5% 1.0% 1.5% Count
v A ¢ Unionville 1
ineral pgs-Ruma, o
Ballantyne W 3 :‘“E”;"““'"B Z
Highland Crk 4 » Charlotte
Prosperity Church &! 5 Charlotte 3
Providence Crossing 6 Mecklenburg
Yorkmount 7 Charlofte-Mecklena]
Provincetowne 8 Concord 4
Providence Plantata] 9 Harrisbulg 5
Davi Lic Eastbeid 1 bimorsBo 3
Ballantyne E 12 Indian Trail 7
1, Charlatte Charlotte
Charlotte United States.
Mecklenburg South Atlantic
Charlotte-Mecklena! South
Carmel 13 N Carolina
Park Crossing 14 Davidson 8
Marshbrooke 15 9
Cha Rock Hlll 9
M Comnelius. 10
yers Park 16 !
United States Kannapolis 11
East Forest 17 Salisbury 12
South Atlantic Matthews. 13
South Monrce [§0.07% 21 14
N Carolina Gastonia [10.05% 32 15
- D"W;':‘( ;‘g Statesville |0.00% 0 16
iannon Fai - -
DeritaS ille 20 Mlnt_ Hill | 0.00% 0 17
st Stallings | 0.00% 0 16
armount Frst 21
Piper Gin Ests 5 Mount Holly | 0.00% 0 19
Oak Forest 23 Fort Mill |0.00% 0 20
Moniclaire S 24 Kings Min |0.00% 0 21
Back Crk Church Rd 25 Lincolnton | 0.00% 0 22
Hidden Valley 26 Belmont (0.00% 0 23
e itaofark 2 Waxhaw | 0.00% 024
Hamis-Houston 59 Weddlngh)_n 0.00% 0 25
TR e Lake Wylie |0.00% 026
Yorkshire M Lancaster |0.00% 0 27
Hickory Ridge 32 TegaCay |0.00% 0 28
W Sugar Crk 33 York (0.00% 0 2%
N Sharon Amity-Ra; 34 Pineville [0.00% 0 30
P'ﬂz"’l;’E:mag gg Marvin | 0.00% 0 33
= Newport |0.00% 0 40
Easiant Wbk 31 Lake Park [0.00% 0 46
Beverly Woods 3 Landis |0.00% 0 53
Johnston Rd-McAla} 40 Enochville |0.00% 0 59
Firestone-Gdn Pk 41 Rockwell |0.00% 0 66
Marlwood 12 Hemby Bridge |0.00% 0 72
Thomasboro-Hoskins. 43 Fort Lawn | 0.00% 0 79
0|dsmvr\';h;;m|‘| :g Hickory Grove |0.00% 0 85
e I =l
Harbor House 46 2 LMS 0.00% 083
old = Riverview |0.00% 0 89
e Providence S 47
\dlewild Famns e Love Valley |0.00% 0 90
Hickory Grove: 49 Smyma |0.00% 0 91
Lansdowne 50 Spencer Min [0.00% 0 92
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Chinese Spoken at Home by Neighborhood

By Neighborhood

Ballantyne W
Providence Crossing
Park Crossing

Back Crk Church Rd
Farm Pond

Univ City N

Davis Lk-Eastfield
Yorkmount
Providence Plantata]
Hickory Grove
Provincetowne
Piper Gin Ests.
United States.
Carmel

Foxcroft

N Sharon Amity-R&]
Prosperity Church &}
Johnston Rd-McAl4]
Stonehaven
Marshbrooke
Starmount Frst

1, Charlotte
Charlotte
Ballantyne E
Mecklenburg
Charlotte-Mecklena;
Yorkshire

Mineral Spgs-Ruma;
South Atlantic
Mariwood

Montclaire S
Hidden Valley

N Carolina
Charlotie
Eastland-Wilora Lk
East Forest

Oak Forest
Lansdowne
Highland Cri
Haris-Houston
Dilworth

Windsor Park
Myers Park
Coulwood West
Toddville Rd
Hickory Ridge

W Sugar Crk
Shannon Park
Plaza-Eastway
Idlewild S

Beverly Woods
Firestone-Gdn Pk
Thomasboro-Hoskins
Olde Whitehall
Clde Providence S
Idlewild Farms.
Derita-Statesville

[N R SR

by Town in Charlote area

00% 05% 10% 15% 20% #
Pineville 1
Harnisburg 2
Marvin 3
United States
Kershaw 4
Waxhaw 5
1, Charlotte
Charlotte 6
Gastonia 7
Mecklenburg
Charlotte-Mecklena;
Lake Wylie 8
Davidson 9
Fort Mill 10
South Atlantic
Wingate 11
Wesley Chapel 12
South
Weddington 13
N Carolina
Concord 14
Charlotte
Mount Holly 15
Tega Cay 16
Westport 17
Salisbury 18
Huntersville 19
Belmont 20
Matthews 21
Mooresville 22
Indian Trail 23
Lowesville 24
Kannapolis 25
Rock Hill 26
Monroe 27
Comnelius 28
Statesville 29
Mint Hill 30
Lincolnton 33
Clover 40
Stanley 46
Midland 53
Lesslie 59
Rockwell 66
Hemby Bridge T2
Fort Lawn 79
Hickory Grave 85
Lowrys 88
Riverview 89
Love Valley 90
Smyma AN
Spencer Min 92
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French Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area

0.0% 05% 1.0% Count #
Cramerton 51 1
Waxhaw 109 2
Matthews 284 3
Stanley 95% 32 4
Monroe £ 228 5
McConnells 0.70% 2 6
1, Charlotte k 3,989
Charlotte 0.57% 3989 7
Mecklenburg 0.54% 4756
Charlotte-Mecklena} 0.54% 4,756
South Atlantic 0.51% 292k
Elgin 0.50% 12 8
South .48% 516k
Lowesville | 4T% 14 9
United States | 45% 131M
Mooresville | 45% 142 10
Cherryville 42% 23 11
Lincolnton 41% 41 12
Statesville 41% 94 13
Marvin 3% 20 14
Rock Hill 8% 236 15
Fort Mill 0.37% 40 16
Charlotte 0.35% 7467
Huntersville 0.31% 136 17
Lancaster 0.30% 24 18
N Carolina 0.30% 271k
Belmont 0.30% 29 19
Indian Trail 0.29% 90 20
Harrisburg 0279 32 n
Cleveland 0.259 222
Westport 0.24% 9 23
Lowell 0.24% 3 24
Concord 0.24% 178 25
Salisbury 0.23% 73 26
Mt Pleasant 0.22% 427
Gastonia 0.22% 148 28
Cornelius 0.17% 41 29
Weddin, 0.16% 15 30
Stallings 0.14% 18 33
Kannapolis [l 0.05% 20 40
Bessemer City |0.00% 0 46
Fairview |0.00% 0 53
Granite Quarry |0.00% 0 59
Kershaw |0.00% 0 66
Stony Point | 0.00% 0 72
Heath Springs | 0.00% 0 79
JAARS | 0.00% 0 85
Lowrys |0.00% 0 88
Riverview |0.00% 0 89
Love Valley |0.00% 0 90
Smyma |0.00% 0 91
Spencer Min | 0.00% 0 92
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Russian Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area

#
Hemby Bridge 1
Weddington 2
Lake Park 3
Indian Trail 4
Mint Hill 5
Mineral Spgs ]
Troutman 7
Stallings 8
Monroe 9
Pineville 10
Matthews 11
Mecklenburg
Charlotte-Mecklens!
1, Charlotte
Charlotte 12
United States
Fort Mill 13
Waxhaw 14
Charlotte
South Atlantic
Cornelius 15
South
Wingate 16
N Carolina
Gastonia 17
Mooresville 18
Harrisburg 19
Davidson 20
Kannapolis. el
Concord | 0. 22
Rock Hill |0.0% 0 23
Huntersville |0.0% 0 24
Salisbury |0.0% 025
Statesville |0.0% 026
Mount Holly |0.0% 0 27
Kings Mtn |0.0% 028
Lincolnton | 0.0% 029
Belmont | 0.0% 0 30
TegaCay |0.0% 033
Bessemer City |0.0% 0 40
Westport (0.0% 0 46
Spencer |0.0% 0 53
Lesslie |0.0% 0 59
Mt Pleasant | 0.0% 0 66
Eureka Mill |0.0% 072
FortLawn |0.0% 079
Hickory Grove |0.0% 0 85
Lowrys [0.0% 0 88
Riverview |0.0% 0 89
Love Valley |0.0% 0 90
Smyma |0.0% 0 9
Spencer Min | 0.0% 0 92
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Korean Spoken at Home by Neighborhood#55

By Neighborhood by Town in Charlote area
00% 05% 10% 15%
Ballantyne E
Foxcroft
S it 00% 05% 1.0% 15%  Count| #
Yorkmount Weddington 1
Dilworth Waxhaw 2
Providence Crossing Matthews 3
Providence Plantata} Harrisburg 4
Ballantyne W Mint Hill 5
Olde Providence S Cleveland 6
| Davidson 7
Harris-Houston -
Johnston Rd- McAla} U"i‘:kd S
Marshbrooke DT ©
Olde Whitehall South Allantic
Idlewild Farms. 1, Charlotte
United States Charlotte 9
Hidden Valley Mecklenburg
South Atlantic Charlotte-Mecklena]
1, Charlotte Indian Trail 10
Charlotte South
Mecklenburg Mount Holly 11
Chariotte-Meckiena} N Carolina
e Huntersville 12
jon| ire
Prosperity Church 4! CHaiioie
Mineral Spgs-Ruma Eanca 13
Feser Siamv!lle 14
NICaGinG Mooresville 15
Univ City N Gastonia 16
Charlotte Rock Hill 17
Highland Crk Kannapolis 13
East Forest [10.07% 10 23 Salisbury 19
Idiewild S [|0.05% 324 Monroe 20
W Sugar Crk | 0.02% 125 Comelius 21
Davis Lk-Eastfield | 0.00% 026 Stallings 92
Windsor Park |0.00% 027 Fort Mill 23
Myers Park |0.00% 028 Kings Min 91
Coulwood West |0.00% 029
Toddville Rd | 0.00% 0 30 Io=E e 4
Yorkshire |0.00% 0 31 Helmon 5
Hickory Ridge |0.00% 032 LETIER T 4
Piper Gin Ests |0.00% 033 Tega Cay 28
Shannon Park [0.00% 0 34 ~ York 29
Starmount Frst [0.00% 035 Pineville 30
N Sharon Amity-Ra! |0 00% 0 36 Chemyville 33
Plaza-Eastway |0.00% 0 37 China Grove 40
Oak Forest [0.00% 0 33 Lowell 16
Eastland-Wilora Lk [000% 0 39 Lowesvills 53
Park Crossing |0.00% 0 40 Lesslie 59
Bevery Woods |0 00% 0 2 i Plezeant @
s |0 :
Firestone-Gdn Pk |0.00% 04 E;"‘:"w g
Marlwood |0.00% 0 44 o
Thomasboro-Hoskins |0.00% 0 45 Hickory Grove 85
Stonehaven [0 00% 0 46 Lowrys 8
Harbor House |0 00% 0 47 Riverview 89
Hickory Grove |0.00% 0 48 Love Valley 90
Lansdowne |0.00% 0 49 Smyma 91
Derita-Statesville |0.00% 0 50 Spencer Min 92



http://statisticalatlas.com/place/North-Carolina/Charlotte/Languages#figure/neighborhood/korean

Portuguese Spoken at Home by Neighborhood#57

By Neighborhood

Marshbrooke

Clde Providence S
East Forest
Lansdowne
Ballantyne W
Providence Plantata]
Idlewild S
Provincetowne
Yorkmount

United States

South Atlantic

1, Charlotte
Charlotte
Mecklenburg
Charlotte-Mecklena
Carmel

Davis Lk-Eastfield
Highland Crk
Yorkshire

South

Providence Crossing
Charlotte

Prosperity Church &}
Myers Park
Johnston Rd-McAla}
Coulwood West

N Carolina

Back Crk Church Rd
Ditworth

Hidden Valley
Montclaire S
Windsor Park
Harris-Houston
Ballantyne E
Toddville Rd
Mineral Spgs-Rumé}
Hickery Ridge

Piper Gin Ests

W Sugar Crk
Shannon Park
Starmount Frst

N Sharon Amity-R&}
Univ City N
Plaza-Eastway

Oak Forest
Eastland-Wilora Lk
Park Crossing

Farm Pond

Beverly Woods
Foxcroft
Firestone-Gdn Pk
Mariwood
Thomasboro-Hoskins
Stonehaven

Olde Whitehall
Harbor House
Idlewild Farms
Hickory Grove
Derita-Statesville

WD oW 2

10
11
12
13

by Town in Charlote area

0.0%
Weddington
Lowesville
Matthews
McAdenville
Indian Trail
Mooresville
United States
South Atlantic
1, Charlotte
Charlotte
Mecklenburg
Charlotte-Mecklena}
Lake Park
Stallings
South
Cornelius
Charlotte
Huntersville
Rock Hill
Belmont
Monroe

N Carclina
Concord
Salisbury
Kannapolis
Gastonia
Statesville
Mint Hill
Mount Holly
Harrisburg
Fort Mill
Davidson
Kings Min
Lincolnton
Waxhaw
Lake Wylie
Lancaster
Tega Gay

Wesley Chapel
Dallas
Wingate
Midland
Lesslie

Mt Pleasant
Eureka Mill
Heath Springs
Hickory Grove

Lowrys
Riverview
Love Valley
Smyma
Spencer Min
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Cambodian Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area

00% 01% 02% 03% Count #

Matthews
Kannapolis
1, Charlotte

Charlotte

Mecklenburg
Charlotte-Mecklena]
Monroe
Charlotte
United States
N Carolina
South Atlantic
Davidson
South
Concord
Gastonia
Rock Hill
Huntersville
Indian Trail
Mooresville
Salisbury
Cornelius
Statesville
Mint Hill
Stallings
Mount Holly
Harrisburg
Fort Mill
Kings Min
Lincolnton
Belmont
Waxhaw
Weddington
Lake Wylie
Lancaster
Tega Cay
York
Pineville
Wesley Chapel

Marvin
Newport

Lake Park
Landis
Enochville
Rockwell
Hemby Bridge
Fort Lawn
Hickory Grove
Lowrys
Riverview
Love Valley
Smyma
Spencer Min
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Laotian Spoken at Home by Neighborhood#60

By Neighborhood

Thomasboro-Hoskins.
Coulwood West
Yorkshire

Mariwood
Eastland-Wilora Lk
Firestone-Gdn Pk
Olde Whitehall
Highland Crk

1, Charlotte
Charlotte
Mecklenburg
Charlotte-Mecklena]
Toddville Rd
Charlotte

East Forest

United States

N Carolina

South

South Atlantic

W Sugar Crk

Back Crk Church Rd
Prosperity Church &}
Marshbrooke
Hidden Valley
Montclaire S
Windsor Park

Myers Park
Ballantyne W
Provincetowne
Davis Lk-Easffield
Yorkmount
Harris-Houston
Ballantyne E
Mineral Spgs-Ruma;
Hickory Ridge
Providence Plantata)
Piper Gln Ests
Providence Crossing
Dilworth

Shannon Park
Starmount Frst

N Sharon Amity-Ra}
Univ City N
Plaza-Eastway

Dak Forest

Idlewild S

Park Crossing

Farm Pond

Carmel

Beverly Woods
Johnston Rd-McAl&]
Foxcroft

Stonehaven

Harbor House:

Olde Providence S
Idlewild Farms.
Hickory Grove:

0.0%

0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%
0.0%

COCCOCOOCCOOoO0O0DO0000000000000D0D0000D0ON

0N D w N

by Town in Charlote area

#
China Grove 1
Cleveland 2
Enochville 3
Mooresville 4
Monroe 5
Kannapolis 6
Salisbury [
1, Charlotte:
Charlotte 3
Mecklenburg
Charlotte-Mecklena}
Charlotte || 0. 4
United States | 0.1% 153k
N Carolina | 0.1% 4,695
South | 0.0% 437k
Gastoma | 0.0% 2 9
South Aflantic | 0.0% 18.5k
Rock Hill | 0.0% 1 10
Concord | 0.0% 01
Huntersville | 0.0% 0 12
Indian Trail | 0.0% 0 13
Matthews | 0.0% 0 14
Comelius | 0.0% 0 15
Statesville |0.0% 0 16
Mint Hill | 0.0% 017
Stallings | 0.0% 0 18
Mount Holly | 0.0% 0 19
Harrisburg | 0.0% 0 20
Fort Mill | 0.0% 02
Davidson | 0.0% 0 22
Kings Min | 0.0% 0 23
Lincolnton | 0.0% 0 24
Belmont | 0.0% 0 25
Waxhaw | 0.0% 0 26
Weddington | 0.0% 0 27
Lake Wylie | 0.0% 0 28
Lancaster | 0.0% 0 29
TegaCay |0.0% 0 30
Wesley Chapel |0.0% 0 33
Dallas | 0.0% 0 40
Stanley |0.0% 0 46
Midland | 0.0% 0 53
Mineral Spgs | 0.0% 0 59
Mt Pleasant | 0.0% 0 66
Eureka Mill |0.0% 0 72
FortLawn | 0.0% 079
Hickory Grove | 0.0% 0 85
Lowrys |0.0% 0 88
Riverview | 0.0% 0 89
Love Valley |0.0% 0 S0
Smyma |0.0% 0 9N
Spencer Min | 0.0% 0 92
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Hmong Spoken at Home by Neighborhood#61

By Neighborhood

by Town in Charlote area
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Tagalog Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area

Catawba
Dallas
Stallings
Waxhaw
India Hook
United States
Fort Mill
China Grove
Mooresville
Concord
South Atlantic
Westport
South
Harrisburg
Huntersville
Locust
Weddington
Mecklenburg
Charlotte-Mecklena)
1, Charlotte
‘Charlotte
N Carolina
Matthews
Mint Hill [§0.1% 27 17
Charlotte |10.1% 2,539
Rock Hill [10.1% 69 18
Marvin [10.1% 5 19
Belmont [I01% | 9 20
Gastonia ||0.1% 41 N
Salisbury 0.1% | 17 22
Comelius | 0.0% 11 23
Mount Holly | 0.0% | 4 24
Kannapolis | 0.0% 10 25
Indian Trail | 0.0% | 2 26
Monroe |0.0% 0 27
Statesville |0.0% | 0 28
Davidson |0.0% 0 29
KingsMin |0.0% | 0 30
Lancaster |0.0% 0 33
Chester [0.0% | 0 40
Stanley |0.0% 0 46
Midland |0.0% | 0 53
Lesslie |0.0% 0 59
Mt Pleasant |0.0% | 0 66
Eureka Mill |0.0% 0 72
Fortlawn 0.0% | 079
Hickory Grove |0.0% 0 85
Lowrys [0.0% | 0 88
Riverview |0.0% 0 89
Love Valley |0.0% | 0 90
Smyma |0.0% 0 91
Spencer Min |0.0% | 0 92
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Hindi Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area
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German Spoken at Home by Neighborhood

15% Count #
Ranlo 51 1
Tega Cay 89 2
Pineville 59 3
Comelius 158 4
1, Charlotte. 3,807
Charlotte 3807 5
Harrisburg 64 6
Mecklenburg 4502
Charlotte-Mecklena] 4,502
Matthews 120 7
Huntersville 157 8
Concord 193 9
Charlotte 5330
Mint Hill 54 10
Davidson 24 1
United States. 643k
South Atlantic 102k
South 178k
N Carolina 13.0k
Gastonia 70 12
Mooresville 30 13
Hemby Bridge 1 14
Kannapolis 22 15
Indian Trail 1 16
Rock Hill 20 17
Salisbury 0 18
Monroe 0 19
Statesville 0 20
Stallings 02
Mount Holly 0 22
Fort Mill 023
Kings Mtn 0 24
Lincolnton 0 25
Belmont 0 26
Waxhaw 0 27
Weddington 0 23
Lake Wylie 029
Lancaster 0 30
Unionville 0 33
Cramerton 0 40
Stanley 0 46
Lowesville 0 53
Lesslie 0 59
Mt Pleasant 0 66
Eureka Mill 0 72
Fort Lawn 079
Hickory Grove 0 85
Lowrys 0 83
Riverview 0 89
Love Valley 0 90
Smyma 0"
Spencer Min 0 92
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By Neighborhood

by Town in Charlote area

0% 1% 2% 3% 4% 5% Count #
Irwin 1
Landis 2
Tega Cay 3
Cramerton 4
Lowesville 5
Lowell [}
Belmont 7
Lowrys. 8
Fort Mill 9
Spencer 10
Iron Station 11
Clover 12
Newport 13
Hickory Grove 14
Unionville 15
16
7
Mint Hill 13
Salisbury 19
1, Charlotte
Charlotte 20
Weddington pal
Faith 22
United States
Wesley Chapel 23
Mecklenburg
Charlotte-Mecklena]
India Hook 24
Rock Hill 25
South Atlantic
Marvin 26
Lake Wylie 27
Mount Holly 28
South
Charlotte
Indian Trail 29
30
N Carolina
East Spencer 33
Concord 35
Monroe 40
Kannapolis 46
Gastonia 48
Pineville 53
Lake Park 59
Troutman 66
Great Falls 7
Gayle Mill 79
Harmony 85
McConnells 88
Riverview 89
Love Valley 90
Smyma fl
Spencer Min 92
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Other Indic Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area
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Arabic Spoken at Home by Neighborhood

By Neighborhood

by Town in Charlote area

Wesley Chapel 1
Fort Mill 2
Davidson &
Lake Wylie 4
United States
1, Charlotte
Charlotte 5
Lowesville 6
Mecklenburg
‘Charlotte-Mecklena}
Stallings 7
South Atlantic
Matthews 8
South
N Carolina
Hamisburg 9
Comelius 10
Charlotte
Waxhaw "
Rock Hill 12
Salisbury 13
Maiden 14
Huntersville 15
Indian Trail 4 16
Gastonia | 001% 717
Concord | 0.00% 0 18
Kannapolis | 0.00% 0 19
Mooresville |0.00% 0 20
Monroe |0.00% 0 21
Statesville |0.00% 0 22
Mint Hill |0.00% 0 23
Mount Holly | 0.00% 0 24
Kings Min | 0.00% 0 25
Lincolnton | 0.00% 0 26
Belmont |0.00% 0 27
Weddington |0.00% 0 28
Lancaster |0.00% 0 29
Tega Cay |0.00% 0 30
Unionville |0.00% 0 33
Cramerton |0.00% 0 40
Stanley |0.00% 0 46
Landis | 0.00% 0 53
Enochville |0.00% 0 59
Rockwell |0.00% 0 66
Hemby Bridge | 0.00% 0 72
Fort Lawn |0.00% 079
Hickory Grove |0.00% 0 85
Lowrys [0.00% 0 38
Riverview |0.00% 0 89
Love Valley |0.00% 0 90
Smyma |[0.00% 0 91
Spencer Min | 0.00% 0 92
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GujaratiSpoken at Home by Neighborhood

By Neighborhood by Town in Charlote area

0% 1% 2% 3% Count | #
Harbor House 156 1 Kershaw
Idlewild S 772 Marvin
Prosperity Church &} 204 2 Cramerton
Ballantyne W 112 4 Harrisburg
Mineral Spgs-Ruma} 73 5 Rock Hill
Yorkshire 58 6 =
Marshbrooke 97 7 wedd'"\grm:‘
Piper Gin Ests. 43 8 o
Seme e 24 9 Huntersville
Providence Crossing 28 10 1, Charlotte
Davis Lk-Eastfield 34 11 Charlotte
Johnston Rd-McAla} 21 12 Concord
Hidden Valley 40 13 Meckienburg
Providence Plantata} 23 14 Charlotte-Mecklena!
s e
Mecklenburg 2490 Gastonia
Charlotte-Mecklenal 2,490 Charlotte
Harmris-Houston 21 15 Wingate
Charlotie 4372 South Atlantic
Provincetowne: 18 16 United States
South Atlantic 73.9k
United States. 373k 'gzg:e':m
W Sugar Crk 17
South 117k South
N Carolina 9,623 N Carclina
Highland Crk 12 18 Statesville
N Sharon Amity-Ra} 5 19 Indian Trail
East Forest 9 20 Salisbury
Carmel 3 21
Back Crk Church Rd 1 2 Kar?:;":’l:g
Montclaire S 0 23 po
Windsar Park 0 24 Mooresville
Myers Park 0 25 Monroe
Coulwood West 0 26 Matthews
Yorkmount 0 27 Stallings
Ballantyne E 0 28 Mount Holly
Toddville Rd 0 28 Fort Mill
Hickory Ridge 0 30 Davidson
Dilworth 0 31
Shannon Park 0 32 Lincointon
Starmount Frst 0 33 Waxhaw
Univ City N 0 34 Lake Wylie
Plaza-Eastway 0 35 Pineville
Oak Forest 0 36 Dallas
Eastland-Wilora Lk o 37
Park Crossing 0 38 Lw::ﬁ!
Farm Pond 0 33 3
Beverly Woods 0 40 Lesslie
Foxcroft 0 41 Rockwell
Firestone-Gdn Pk 0 42 Hemby Bridge
Marlwood 0 43 Fort Lawn
Thomasboro-Hoskins 0 44 Hickory Grove
Olde Whitehall 0 45 Towys
Clde Providence S 0 46 Riverview
Idlewild Farms 0 47
Hickory Grove D 48 Love Valley
Lansdowne 0 49 Smyma
Derita-Statesville 0 50 Spencer Min
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Factor 2 Summary:

The American community survey data established that the utilization of transit services by the LEP
population though having a small number of respondents identified as LEP had a higher percentage than
the systemwide residential proportions. Another indicator that will be mentioned late in the report
between a one-month period there were 144,936 calls to CATS Customer Services Line. Total number
prompted for the need to listen in Spanish and needing foreign language lines during this period was
1,275 0r .88%. City 311 and CATS customer services have seen increase use of language lines since the
last report for language otherthan Spanish. As well as in a typical weekthere are daily occurrences
when bilingual speaking staffs interact with Spanish speaking patrons at the Charlotte Transportation
Centers Pass Sales & Information window. The systemwide proportions of LEP population is 8.46%
percent, 31.75% of disproportionate populations live within % mile of transit stops or % mile of stations,
and 12.41% of LEP population utilizes transit to commute to work. And with those populations reside
near several large employment centers, a reviewer can surmise that those populations are utilizing
transit services disproportionately to their representationin CATS services area.

Though to some the number of census responses and interactions appear to be small in comparison to
system-wide population, there must be considered advice by staffers who work in the community who
have commented that immigrant populations have become increasing more adverse to communicating
with government officials. During the Immigrant Integration committee meetingsstaffers regularly
comment thatin the past few years changes in immigrant policy on the federaland state level have
decreased already timid communication between these foreign-born populations and local
governmental representatives. Under these circumstances, the importance of web and app-based
language tools and pre-translated vital documents, that system now has in place, must be considered of
increased in importance. The aforementioned are options where patrons do not need direct contact
with frontline staff or customer service personnel to access information or directly access transit
services.

The conclusion is that the one or more of the primary language groups with majority LEP populations
within their demographic category have self-identified in surveys and by contacting staff as interacting
with the transit system at a slightly higher level than is representedin the system residential data. Staff
must consider, there could as well be a deficiency in responses from local LEP language groups during
the ACS data gathering. |.e. immigrant patrons under current heighted circumstances of uncertainty may
have had a higher rate of declining to respond to governmental surveyors. CATS ridership survey was
completed in 2016, which still as well must include some lesser deficiency as staff has been advised
based on some immigrant populations negative experiences with police and government officials in
their home countries.
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FACTOR 3: THE NATURE AND IMPORTANCE OF THE PROGRAM, ACTIVITY, OR
SERVICE PROVIDED BY THE PROGRAM TO PEOPLE’S LIVES.

The 2016 CATS survey is still considered valid per the FTA circular for 5 years ending in 2021. CATS 2016
Ridership survey provided several data tables identifying indicators of mass transit dependency. Survey
Datais viable per Circular FTA C 4702.1B Chap. IV-3 For 5 years, so the following remains applicable. See
several on-point tables below that speak to transit dependency.

23. Doyou have a valid driver's license?

Race
Native
African American Asian/
Caucasian/ American/ Hispanic/ or Alaskan  Asian Pacific
Total White Black Latino Native Indian Islander  Multiracial Other
Unweighted Base 587 132 357 22 6 15 5 15 4
Weighted Base 601 107 409 23 7 8 6 20 3
(A (8) ©) (D) (E) (F) (©) (H)
Yes 311 93 181 7 3 6 1 11 1
52% 87% 44% 31% 35% 72% 22% 55% 38%
B A
No 290 14 229 16 5 2 4 9 2
48% 13% 56% 69% 65% 28% 78% 45% 62%
B A

Note from the table above respondents stating they had no driver’s license constituted 69% of Hispanic
riders, 78% of Asian Pacific Islander, 56% of Africans, 62% of Other language riders, and 28% of Asian
Indian riders. Fairly high percentageswhen taken in comparison to non-minority riders at 13%.

24. How many vehicles, if any, does your household have?

Race
Native
Caucasian  African American Asian/
/ American/ Hispanic/ or Alaskan Asian Pacific
Total White Black Latino Native Indian Islander Multiracial Other

Unweighted Base 578 128 352 24 5 15 6 15 3
Weighted Base 601 106 407 28 7 8 7 20 2
(A) (B) <) (D) (E) (F) (G) (H)
None 291 17 238 7 4 2 4 8 1
48% 16% 58% 26% 60% 28% 66% % 48%

B A
One 174 35 111 11 2 4 1 5 1
29% 33% 27% 39% 27% 46% 8% 23% 48%
Two 96 41 34 9 1 2 2 5] o]
16% 38% 8% 33% 13% 21% 25% 30% 4%

B A
Three or more 40 13 24 0 o] 0 0 1 0
7% 13% 6% 1% 0% 4% 0% 7% 0%

B A
Mean 0.8 1.5 0.6 1.1 0.5 1.0 0.6 1.0 0.6
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Note: 58% of African respondents and 66% of Asian Pacific respondent have no vehicle available at their

household.

13. How likely are you to continue to ride one year from now?

Unweighted Base
Weighted Base

Definitely/Probably will
continue

Definitely will continue

Probably will continue

May continue to ride

Probably will

not/Definitely will not
continue

Probably will not
continue

Definitely will not
continue

As noted in the table above as for Intention to utilize transit services, respondents who statedthey

Race
Native
African American or Asian/
Total Caucasian/  American/  Hispanic/ Alaskan Pacific
White Black Latino Native Asian Indian  Islander Multiracial Other
642 135 371 29 6 15 6 15 4
658 111 424 32 7 8 7 20 3
(A (B) (©) (D) (B) ) ©) (H)
445 88 285 23 z 6 2 10 2
68% 79% 67% 2% 100% 7% 33% 48% 69%
B A
243 55 155 13 6 4 1 1 0
37% 49% 36% 41% 76% 48% 18% 6% 3%
B A
202 33 131 10 2 2 1 8 2
31% 30% 31% 31% 24% 28% 15% 41% 66%
145 19 97 z 0 2 4 5 1
22% 17% 23% 21% 0% 22% 67% 22% 31%
68 5 41 2 [0} [0} 0 6 ¢}
10% 4% 10% % 0% 1% 0% 30% 0%
b a
52 2 37 2 0 0 0 1 0
8% 2% 9% 7% 0% 1% 0% 3% 0%
B A
15 3 4 0 0 0 0 6 0
2% 3% 1% 0% 0% 0% 0% 27% 0%

definitely or probably plan to utilize transit services are 67% of African, 72% of Hispanic, 77% of Asian
Indian, 33% of Asian Pacific, and 69% of Other. All of which fall in line with 79% of non-minority

respondents.
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4. About how long have you been using CATS?

Unw eighted Base
Weighted Base

Less than 2
months

3 to 6 months

7 months to 1 year

13 months to 2

years

More than 2 years

Native
African American Asian/
Total Caucasian/ American/  Hispanic/ or Alaskan Asian Pacific
White Black Latino Native Indian Islander Multiracial Other
657 135 385 29 6 15 6 16 4
674 111 440 32 7 8 7 20 3
(A) (B) © (D) (B (F (G) (H)
38 16 11 0 0 2 0 6 0
6% 14% 3% 0% 0% 18% 5% 28% 0%
B A
73 18 31 7 0 2 1 0 0
11% 16% 7% 20% 5% 18% 15% 0% 3%
B A
119 20 69 6 1 1 0 7 3
18% 18% 16% 19% 12% 8% 5% 34% 97%
116 22 75 4 1 2 4 6 0
17% 20% 17% 12% 12% 21% 62% 30% 0%
328 36 254 16 5 3 1 2 0
49% 32% 58% 49% 72% 35% 13% 9% 0%
B A

Note: Highest percentagesfor each demographic group are using CATS services for 13 months or more.
With 58% of African, 49% of Hispanics, 35% or Asian Indian using the services for more than 2 years and
62% of Asian Pacific Islanders using the services from 13 month to 2 years.
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19m. Please rate the importance of each of the following to you as a CATS rider: It's easy to get route
information on my phone

Unweighted
Base
Weighted Base

1- Not important
at all

5 - Extremely
important

Mean

Race
Native )
American
African or Asian/
Total Caucasia/ American/ Hispanic/ Alaskan Asian Pacific
White Black Latino Native Indian  Islander Multiracial Other
636 130 374 28 6 13 6 15 4
656 109 431 30 7 7 7 18 3
(A) (B) ©) (D) B (F) ©G) (H)
62 10 45 3 0 0 1 0 0
% % 10% % 0% 5%  15% 0% 0%
35 7 25 3 0 0 0 0 0
5% 6% 6% 9% 0% 5% 0% 0% 0%
27 3 20 0 0 0 1 0 0
4% 3% 5% 0% 0% 0% 15% 0% 0%
595 29 386 27 z 7 6 18 3
91% 91% 90% 91% 100% 95% 85% 100% 100%
95 11 58 3 1 1 0 2 0
14% 10% 13% 11% 17% 11% 0% 14% 0%
160 25 100 9 1 4 4 6 1
24% 23% 23% 31% 12% 58% 62% 31% 38%
340 63 228 15 5 2 2 10 2
52% 58% 53% 49% 72% 26% 23% 55% 62%
4.1 4.2 4.1 4.1 4.5 4.0 3.9 4.4 4.6

From table above, respondents who said that getting information from their phone (via CATS apps and

website was important to extremely important, 90% of African, 91% of Hispanic, 95% of Asian Indian,
and Asian Pacific85%. The highest numbers being in the extremelyimportant category. CATS
applications are bi-lingual and CATS website translations into a wide variety of languagesincluding the

safe harbor languages.
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11. To what place do you take transit most often?

Race
Native
African American Asian/
Total  Caucasian/ American/ Hispanic/ orAlaskan  Asian Pacific
White Black Latino Native Indian Islander  Multiracial Other
Unweighted Base 657 133 387 29 6 15 6 16 4
Weighted Base 671 108 440 32 7 8 7 20 3
(A) (B) (©) (D) (B) (F) ©) (H)
Work 364 63 263 16 0 5 0 2 3
54% 58% 60% 51% 5% 59% 5% 8% 100%
School 76 14 49 2 0 2 1 4 0
11% 13% 11% 7% 0% 18% 8% 19% 0%
Doctor/dentist/ 51 2 39 2 4 0 0 1 0
other healthcare 8% 2% 9% 5% 60% 0% 0% 4% 0%
B A
It changes or 46 6 30 1 0 0 0 6 0
varies 7% 6% 7% 3% 0% 0% 0% 27% 0%
Grocery shopping 33 2 16 0 2 0 1 5 0
5% 2% 4% 0% 24% 0% 15% 23% 0%
Other 31 4 9 10 1 0 4 1 0
5% 4% 2% 32% 12% 0% 53% 4% 0%
Church 29 5 15 0 0 0 1 2 0
4% 4% 3% 0% 0% 0% 13% 9% 0%

Note in table above the highest percentages of respondents in all demographics who utilize transit do so

to travelto and back from work. Though it should be noted that there are some regular doctors’

appointments and use of the system for access to education.
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14e. Please indicate how much you agree or disagree with the following statements: CATS is important
becauseitis the only transportation optionfor many people

Race
Native )
American
African or Asian/
Total Caucasia/ American/ Hispanic/ Alaskan  Asian Pacific
White Black Latino Native Indian  Islander Multiracial ~Other
Unweighted 634 132 370 27 6 15 6 15 4
Base 648 105 427 28 7 8 7 20 3
Weighted Base (A) (B) ©) (D) (E) (F) (G) (H)
1-2 83 u 58 4 0 1 1 0 0
13% 11% 14% 13% 0% 8% 15% 2% 0%
1 - strongly 46 5 36 2 0 0 1 0 0
disagree 7% 5% 8% 6% 0% 0% 15% 2% 0%
2 37 6 22 2 0 1 0 0 0
6% 6% 5% 7% 0% 8% 0% 0% 0%
Top3 565 94 369 24 z 8 6 20 3
87% 89% 86% 87% 100% 92% 85% 98% 100%
3 131 10 94 2 0 1 4 2 0
20% 9% 22% 8% 5% 11% 62% 8% 0%
B A
4 154 30 91 5 1 3 1 10 2
24% 29% 21% 19% 12% 41% 19% 49% 66%
b a
5 - strongly agree 280 54 183 17 6 3 0 8 1
43% 51% 43% 60% 83% 40% 5% 41% 34%
Mean 3.9 4.1 3.9 4.2 4.8 4.1 3.0 4.3 4.3

Note from table above: 86% of Africans, 87% of Hispanics, 92% of Asian Indian, and 85% of Asian Pacific
respondents said that CATS transit is important as it is the only transportation option for some riders.
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Step 3 Summary

In aggregate the representation of LEP patrons who identify themselves as regularly riding services
according to the ACS 1-year projects had a high percentage at 12.41% in comparison to the 8.46% from
the ACS 5 year estimate. Regardless, the demographic groups to whom systems LEP patrons belong,
there have sent the consistently message for the need for transit services. The primarily message is
that transit is needed to provide transportation to work, but to a lesser extent to medical appointments,
schools/universities and shopping.

FACTOR 4: THE RESOURCES AVAILABLE TO THE RECIPIENT FOR LEP OUTREACH, AS
WELL AS THE COSTS ASSOCIATED WITH THAT OUTREACH.
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Safe Harbor for Limited English Proficient Populations

The Charlotte Area Transit System has an on-going commitment to serving populations whose primary
language is other than English and who you speak English less than very well. This commitment has
manifested itself in the availability of directional and safety information in multiple languagesin various
mediums throughout the system. CATS services area includes several large LEP demographic
populations speaking languagesranging from Spanish to a variety of African languages. As well, the
consideration of those who are Limited English Proficient (LEP) has also been incorporated in to the
development of system projects.

Vital Documents Pre-Translated in Largest LEP groups’ Languages.

An effective LEP plan for a community includes the translation of vital documents into the language

of eachfrequently encountered LEP group eligible to be served and/or likely to be affected by the
recipient’s programsand services. Vital written documents include, but are not limited to, consent and
complaint forms; intake and application forms with the potential for important consequences; written
notices of rights; notices of denials, losses, or decreases in benefits or services; and notices advising LEP
individuals of free language assistance services. Examples of vital documents include an ADA
complementary paratransit eligibility application, a Title VI complaint form, notice of a

person’s rightsunder Title VI, and other documents that provide access to essential

services.

The Charlotte Area Transit System has pre-translated the following list of documents into those
language groups whose population constitute 5% of the system’s population or have present 1000 or
more persons. The following CATS Critical Documents are Pre-translated into Spanish, Vietnamese,
Chinese, French, Russian, Korean, Hindi, Gujarati. See examples below.

e ADA Certification

e Right of Appeal for ADA Certification Denials

e Special Transportation Service Application

e Photo ID Log Sheet at the Charlotte Transportation Center
e  Civil Rights Discrimination Complaint Form
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CATS Website Translates into Multiple languages.

The City of Charlotte and CATS websites http://charlottenc.gov/cats/Pages/default.aspx,
www.ridetransit.org, or http://charlottenc.gov/Pages/Home.aspx includes information on

projects/expansions, directions; events project schedules, customer services, and forms to request
services. On the CATS website there are duel text presentations for announcements as some text s in
picture format and does not translate via Google Translate. See example in the pictures below that
shows thatimage text will be joined as well with text within the webpage that will translate.

CATS and City of Charlotte’s websites have site wide capability to translate among 108 languages using
Google Translate. The existing text data will then have the capability to be translated among 108
languages. Fillable online form pagestranslate as well. (See below)
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Figures 5: CATS Website translating into various high demographic LEP languages.

Spanish Vietnamese
Simplified Mandarin-Chinese Traditional- Chinese
French Russian
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Gujarati

Korean

Hindi

Arabic

Igbo (Nigeria-Various African Countries)

Hausa (Nigeria-Various African Countries)
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Fillable Commuter Forms (Korean & Viethamese)
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City of Charlotte website (in Gujarati)

Service Changes Notifications (with Russian in Mimic’ d version included)
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Marketing Alternative Tooland Services (Spanish, Viethamese and Russian)

These could not be updated in the new program as all marketing screens were taken up by Covit-19
service change announcements.
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Figure 6: CATS Mobile applications are available for download in both English and Spanish.

On Google Play (Android):
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On ITunes (Apple)

CATS has two additional applications that were developed based upon Android and Apple devices ability
to select languagesdisplayed on the device. These options allow for instant translation of all text on the
device including applications that may be running. Since the last LEP program update staff was informed
that the two platforms only have limited ability to translate on device text to various languages. In
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response the Summer 2020 pass application solicitation has incorporated requirements that the app
must have translation capability into CATS Safe Harbor languages.
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Figures 7: Civil Rights related or Public Input requests, statements, reports and other documents as
well are “pre-translated” into Spanish for viewing and comment.
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LEP in Project Development (LYNX Blue Line, Blue Line Extension Project, Goldline, Goldline Phasell,
Rail Station Message and Light Rail Vehicle Messages):

Update 2020:

In Spring of 2020 staff polled Latina community advocacy organizations communications officers on new
proposed signage. Charlotte Latin American Chamber of Commerce Director advised staff on Spanish
translations for additional signage along the Lynx Blue Line. The signage had been pre-translated by
software. She advised one modification in Spanish Mexican dialect, for image R-21, the word "para"
needs to be changedto "por".

The Blue Line Extension will beganservice in spring of 2018, modifications to the existing blue line,
Goldline is operating and Goldline Phase Il is in mid-construction. The suggestions by community
advisors from the immigrant advocacy organizations has been implemented for those projects.
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During the Blue Line Extension (BLE) planning sessions, an English/Spanish bi-lingual advisors made up
of community representatives electronically met to review planned signage of direction and warnings
for the project. The committee recommended modifications to include either common symbols and/or
bi-lingual English and Spanish text on various signs. These same signage recommendations were sent to
the Gold Line Street Car Phase | and Il project team.
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The Blue Line Extension LEP station and track prohibition, safety and directional signage has been
reviewed for Spanish translation comprehension by the following community organization
representatives. These same suggestions were incorporated into the Gold Line (Trolley) Phase | project
and will be continued into the Phase Il project that is mid-construction.

CATS LEP (Espafiola) Signage & Announcements Review Contributors included:

Armando Bellmas

Director of Communications

Latin American Coalition
www.LatinAmericanCoalition.org

Melina Monita-Pacheco

Latino New South Project Coordinator
Levine Museum ofthe New South
mmonita-

pacheco@ museumofthenewsouth.org
www.museumofthenewsouth.org

Rocio Gonzalez

Dir. of Membership & Resource Development
Latin American Chamber of Commerce of
Charlotte (LACCC)

www.lacccharlotte.com

DianaRojas

Client Services and Volunteer Coordinator
International House

www.ihclt.org

Jorge Salazar

Project Coordinator

Engineering and Property Management
City of Charlotte
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Light Rail Station consistent Bi-lingual Messages: advisor added Sept. 2014-Sept. 2015

Sayra H.Brynn
Public and Community Relations Specialist
Charlotte Area Transit System (CATS) LYNX Blue Line Extension

Light Rail Vehicle consistent Bi-lingual Messages: advisors added Feb.2016-July 2016

Paula Aguilera
Director of Membership and Programs
Latin American Chamber of Commerce of Charlotte

Isabel Mejia
Immigrant Welcome Center Coordinator
Latin American Coalition

Alma Hernandez
Client Services Director
International House

The 2013-2014 LEP BLE Spanish advisorsreviewed each sign on the project and advised many modifications
including:

e Adding bi-lingual (English and Spanish) parallel language.

e Clarifying letter characters which could be mistaken as other letters in particular as part of Spanish
translation.

e Maintaining proper names without modification to Spanish as confusion could occur.

e Reviewed translations and offered modifications for clarity and cultural differences to fall in-line with
the common understanding of the most populous Spanish LEP group in CATS services area those of
Mexican descent.

e Inquired whether the braille Spanish equivalents were provided.

e Spelling out prefixes on information numbers such as “704-366-RIDE” toread 704-366-RIDE (7433)
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Figures 8: BLE Bi-lingual Signage

Figures 9: BLE Bi-lingual Signage
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Update 2020: Additional messages or modifications to digitally displayed messages are performed by
translations software. The 2014-2015 Spanish community advocate contributors were contacted for station

messages reviews, in addition CATS Marketing & Public Relation staff confirmed translations through Spanish
language translationcompany. This year’s efforts were meant to standardize bi-lingual messages on the

platforms as some messages were bi-lingual previously but notall.

Figures 9a: Bi-lingual Light Rail Station Messages

English

Spanish

ALWAYS STAND BEHIND THE YELLOW TEXTURED WARNING STRIPS

PARESE SIEMPRE DETRAS DE LAS BANDAS DE ADVERTENCIA
DE SUPERFICIE RUGOSA AMARILLAS

DANGEROUS WEAPONS ARE PROHIBITED.

LAS ARMAS PELIGROSAS ESTAN PROHIBIDAS.

DO NOT STAND ON OR NEAR THE TRACKS.
FRONT OF THE TRAIN.

DO NOT STEP IN

NO PERMANEZCA PARADO SOBRE LOS CARRILES NI CERCA DE
ESTOS. NO SE PARE DELANTE DEL TREN.

DUE TO TECHNICAL DIFFICULTIES, SERVICE HAS BEEN
SUSPENDED FOR FIFTEEN MINUTES.

EL SERVICIO ESTARA SUSPENDIDO DURANTE QUINCE
MINUTOS DEBIDO A DIFICULTADES TECNICAS.

DUE TO TECHNICAL DIFFICULTIES, SERVICE HAS BEEN
SUSPENDED FOR ONE HOUR.

EL SERVICIO ESTARA SUSPENDIDO DURANTE UNA HORA
DEBIDO A DIFICULTADES TECNICAS.

DUE TO TECHNICAL DIFFICULTIES, TRAIN SERVICE HAS BEEN
SUSPENDED FOR 30 MINUTES.

EL SERVICIO DE TRENES ESTARA SUSPENDIDO DURANTE 30
MINUTOS DEBIDO A DIFICULTADES TECNICAS.

DUE TO TECHNICAL DIFFICULTIES, TRAIN SERVICE HAS BEEN
SUSPENDED FOR 45 MINUTES.

EL SERVICIO DE TRENES ESTARA SUSPENDIDO DURANTE 45
MINUTOS DEBIDO A DIFICULTADES TECNICAS.

FARE INSPECTORS ARE CHECKING PASSES AND
TICKETS. PLEASE HAVE YOUR PASS OR TICKET READY FOR
INSPECTION.

LOS INSPECTORES ESTAN REVISANDO LOS PASES Y LOS
BOLETOS. POR FAVOR TENGA SU PASE O SU BOLETO LISTO
PARA LA INSPECCION.

FOR YOUR SAFETY, DO NOT USE BICYCLES, SKATES OR
SKATEBOARDS AT ANY LYNX STATION OR ABOARD TRAINS.

PARA PRESERVAR SU SEGURIDAD, NO USE BICICLETAS,
PATINES O PATINETAS EN NINGUNA DE LAS ESTACIONES DE
LYNX NI A BORDO DE LOS TRENES.

IF YOU NEED ASSISTANCE, PLEASE USE THE PASSENGER
ASSISTANCE PHONE.

S1 NECESITA AYUDA, UTILICE EL TELEFONO DE
ASISTENCIA A LOS PASAJEROS.

IF YOU SEE SOMETHING, SAY SOMETHING. PLEASE REPORT
ALL SUSPICIOUS ACTIVITY BY CALLING 9-1-1.

SI VE ALGO, DIGA ALGO. LLAME AL 9-1-1 PARA INFORMAR
CUALQUIER ACTIVIDAD SOSPECHOSA.

KEEP _AWAY FROM OVERHEAD WIRES THAT POWER THE TRAINS.

MANTENGASE LEJOS DE LOS CABLES SUSPENDIDOS QUE
SUMINISTRAN ENERGIA AL TREN.

LOITERING IS PROHIBITED AT ALL LYNX STATIONS AND ON
ALL VEHICLES.

SE PROHIBE MERODEAR EN CUALQUIERA DE LAS ESTACIONES
O VEHICULOS DE LYNX.

LOOK BOTH WAYS BEFORE CROSSING AT DESIGNATED
CROSSWALKS.

MIRE EN AMBAS DIRECCIONES ANTES DE CRUZAR POR LOS
PASOS PEATONALES DESIGNADOS.

LYNX PASSES MAY BE PURCHASED FROM THE TICKET VENDING
MACHINES .

LOS PASES DE LYNX SE PUEDEN COMPRAR EN LAS MAQUINAS
EXPENDEDORAS DE BOLETOS.

NO EATING, DRINKING OR SMOKING ON STATION PLATFORMS.

NO SE PERMITE COMER, BEBER O FUMAR EN LOS ANDENES
DE LAS ESTACIONES.

ONLY CROSS THE TRACKS AT DESIGNATED CROSSWALKS AND
PEDESTRIAN AREAS.

CRUCE LOS CARRILES SOLO EN LAS AREAS Y PASOS
PEATONALES DESIGNADOS.

ONLY SERVICE ANIMALS ARE PERMITED ON THE PREMISES AND
ONBOARD TRAINS.

SOLO SE PERMITEN ANIMALES DE SERVICIO EN LOS
PREDIOS Y A BORDO DE LOS TRENES.
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English

Spanish

PLEASE BE MINDFUL OR YOUR SURROUNDINGS AND KEEP YOUR
ELECTRONIC DEVICES SECURE AT ALL TIMES.

ESTE ATENTO A LO QUE SUCEDE EN SUS ALREDEDORES Y
MANTENGA SUS DISPOSITIVOS ELECTRONICOS SEGUROS EN
TODO MOMENTO.

PLEASE DO NOT LITTER. DEPOSIT ALL GARBAGE
NEAREST TRASH BIN.

IN THE

NO ARROJE BASURA AL SUELO. DESECHE LOS DESPERDICIOS
EN EL CONTENEDOR DE BASURA MAS CERCANO.

PLEASE EXIT THE STATION AND PROCEED TO THE BUS
STOP. TRANSFER BUSES ARE WAITING.

POR FAVOR SALGA DE LA ESTACION Y CONTINUE HACIA LA
PARADA DE AUTOBUS. LOS AUTOBUSES DE TRASBORDO
ESPERAN.

PLEASE KEEP ALL PERSONAL BELONGINGS WITH YOU AT ALL
TIMES.

POR FAVOR MANTENGA TODAS SUS PERTENENCIAS CON USTED
EN TODO MOMENTO.

PLEASE KEEP YOUR CHILDREN WILL YOU AT ALL TIMES.

POR FAVOR MANTENGASE CERCA DE SUS HIJOS EN TODO
MOMENTO.

PLEASE LET RIDER"S EXIT THE TRAIN BEFORE BOARDING.

POR FAVOR ANTES DE ABORDAR EL TREN, PERMITA LA
SALIDA DE LOS PASAJEROS.

PLEASE REMEMBER: SAFETY IS EVERYONE®S
RESPONSIBILITY.

POR FAVOR RECUERDE: LA SEGURIDAD ES RESPONSABILIDAD
DE TODOS.

PLEASE STAND AWAY FROM THE TRACKS.

MANTENGASE ALEJADO DE LOS CARRILES.

POSESSION AND TRANSPORT OF ANY FLAMMABLE LIQUID,
COMBUSTIBLE MATERIAL OR DANGEROUS SUBSTANCE IS
PROHIBITED.

SE PROHIBE LA POSESION Y EL TRANSPORTE DE CUALQUIER
LIQUIDO INFLAMABLE, MATERIAL COMBUSTIBLE O
SUSTANCIA PELIGROSA.

POSSESSION, USE OR SALE OF CONTROLLED SUBSTANCES ARE

PROHIBITED.

SE PROHIBE LA POSESION, EL USO O LA VENTA DE
SUSTANCIAS CONTROLADAS.

REMEMBER TO LOOK, LISTEN AND LIVE.

RECUERDE MIRAR, ESCUCHAR Y VIVIR.

SERVICE IS SUSPENDED TODAY. PLEASE CALL 704-336-7433
OR VISIT RIDETRANSIT.ORG FOR SERVICE UPDATES.

EL SERVICIO ESTA SUSPENDIDO DURANTE EL DIA DE HOY.
LLAME AL 704-336-7433 O VISITE EL SITIO
RIDETRANSIT.ORG PARA RECIBIR INFORMACION
ACTUALIZADA SOBRE EL SERVICIO.

SOLICITING IS PROHIBITED AT ALL LYNX STATIONS AND SE PROHIBE VENDER O PEDIR EN TODAS LAS ESTACIONES
ONBOARD ALL VEHICLES. DE LYNX O A BORDO DE SUS VEHICULOS.
STAY ALERT. TRAINS CAN APPROACH FROM EITHER MANTENGASE ALERTA. LOS TRENES PUEDEN VENIR DE

DIRECTION AT ANY TIME.

CUALQUIER DIRECCION Y EN CUALQUIER MOMENTO.

THE ELEVATORS ARE NOT WORKING.
OR EXIT AT THE NEXT STATION.

PLEASE USE THE STAIRS

LOS ELEVADORES NO ESTAN FUNCIONANDO. POR FAVOR
UTILICE LAS ESCALERAS O LA SALIDA EN LA PROXIMA
ESTACION.

THE LYNX BLUE LINE IS EXPERIENCING DELAYS DUE TO
INCLEMENT WEATHER.

LA LINEA AZUL DE LYNX ESTA EXPERIMENTANDO RETRASOS
POR MAL TIEMPO.

THE LYNX BLUE LINE
LARGE CROWDS.

IS EXPERIENCING DELAYS DUE TO

LA LINEA AZUL DE LYNX ESTA EXPERIMENTANDO RETRASOS
POR_AGLOMERACION EXCESIVA DE PERSONAS.

THE LYNX BLUE LINE IS EXPERIENCING DELAYS DUE TO
TECHNICAL DIFFICULTIES.

LA LINEA AZUL DE LYNX ESTA EXPERIMENTANDO RETRASOS
POR DIFICULTADES TECNICAS.

THE LYNX BLUE LINE IS EXPERIENCING DELAYS.

LA LINEA AZUL DE LYNX ESTA EXPERIMENTANDO RETRASOS.
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English

Spanish

THE LYNX BLUE LINE IS NOW ON SCHEDULE.

LA LINEA AZUL DE LYNX FUNCIONA AHORA SEGUN EL
HORARIO PREVISTO.

THE LYNX BLUE LINE WILL BEGIN SERVICE
MINUTES.

IN 5

LA LINEA AZUL DE LYNX COMENZARA A PRESTAR
SERVICIOS EN 5 MINUTOS.

THE LYNX BLUE LINE WILL OPERATE ON A SATURDAY
SCHEDULE DURING THE HOLIDAY.

DURANTE EL DIA FERIADO, LA LINEA AZUL DE LYNX
FUNCIONARA CON EL HORARIO DE LOS SABADOS.

THE LYNX BLUE LINE WILL OPERATE ON A SUNDAY
SCHEDULE DURING THE HOLIDAY.

DURANTE EL DIA FERIADO, LA LINEA AZUL DE LYNX
FUNCIONARA CON EL HORARIO DE LOS DOMINGOS.

THIS STATION IS CLOSED UNTIL FURTHER NOTICE.

ESTA ESTACION ESTARA CERRADA HASTA NUEVO AVISO.

THIS STATION IS CLOSED UNTIL FURTHER NOTICE.

ESTA ESTACION ESTARA CERRADA HASTA NUEVO AVISO.

THIS STATION IS UNDER VIDEO SURVEILLANCE

ESTA ESTACION CUENTA CON VIGILANCIA POR CAMARAS
DE VIDEO

TO 7TH STREET AND UPTOWN

HACIA 7TH STREET Y UPTOWN

TO 1-485

HACIA LA 1-485

TRAIN APPROACHING, PLEASE STAND CLEAR OF THE
PLATFORM EDGE.

EL TREN SE ACERCA, MANTENGA DESPEJADO EL BORDE
DEL ANDEN.

TRAIN ARRIVING IN TWO MINUTES.

EL TREN LLEGARA EN DOS MINUTOS.

TRESPASSING ON THE TRACKS IS ILLEGAL.

ES ILEGAL ENTRAR A LA VIA DEL TREN.

VANDALISM 1S PROHIBITED

SE PROHIBE EL VANDALISMO

WATCH YOUR STEP WHEN EXITING OR BOARDING THE
TRAIN

FIJESE DONDE PISA CUANDO SALGA DEL TREN O LO
ABORDE

WELCOME 49ERS FANS

BIENVENIDOS FANS DE LOS 49ERS

WELCOME CIAA FANS

BIENVENIDOS FANS DE LOS CIAA

WELCOME HORNETS FANS

BIENVENIDOS FANS DE LOS HORNETS

WELCOME PANTHER FANS

BIENVENIDOS FANS DE LOS PANTHERS

WELCOME RACE FANS.

BIENVENIDOS FANS DE LAS CARRERAS.

YOU MUST HAVE A VALID PASS OR TICKET TO BE AT
THIS STATION

DEBE TENER UN PASE O BOLETO VALIDO PARA
PERMANECER EN ESTA ESTACION
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In 2016 station Spanish contributors reviewed the proposed rail vehicle messages, as well Marketing & Public
Relations staff confirmed translations through Spanish language translations company. This year’s efforts
were meant to standardize bi-lingual messageson thelight rail vehicles as some messages were bi-lingual
previously but not all. The messages went live in Summer of 2016.

Figures 9b: Bi-lingual Light Rail Vehicle Messages Examples
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During the during both the BLE signage, rail/light rail vehicle announcement reviews community contributors
recommended that destination announcements would not be necessary. Current bus announcements thatare
bi-lingual and focus on warnings for safety. Reasoning was that proper street and destination names would be
understood without translation. (translations via vendor)

Table 9c: Bi-lingual bus announcement example
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Safety during Construction ofthe Blue Line Extension and other federally funded projects:

In addition to the signage outlined above, In the Spring of 2014 the CATS Civil Rights staff directed the City’s
project management team, the Blue Line Extension contracted project management company HNTB and
primes during Pre-bid meetings to incorporate universal symbol and bi-lingual safety signage into construction
sites. Reason: The North Tryon Street and university area have fairly diverse populations. From 2014
throughout 2017, these directions were reiterated at pre-construction meetings for the nine post 2014 blue
line extension projects, the City LYNX Goldline Phase Il and Cornelius Park and Ride project.

Staff has made this direction as those with limited English ability may not be able to decipher English text of
warning. The following examples and suggestions were made:

“As we are now transitioning into the Civil and Track & Systems work packages. Please relayvia HNTB to the
primes’ safety coordinators/officers that signs of warning or direction to the public and workers should
incorporate symbols and if English is used Spanish equivalents should displayed when available i.e. signs for
“Pedestrian Crossing” or “Work Zone” etc.

CATS services area and university area and construction staffs are fairly diverse and there maybe persons from
various nationalities utilizing the walkways and roadways along the construction areai.e. symbols have more
universal functionality. These persons may have varying levels of English proficiency and literacy whichis a
primary focus of FTA for Title VI and Environmental Justice. There are 48,116 Spanish speakers who do not
speak English well in Mecklenburg County according the U.S. Census American Community Survey 5 Year
estimates.

Please direct the primes’ safety officers that universal symbols should be incorporated into signage and where
English text is utilized a Spanish translation should also appear if possible.” See examples of signage that has
been utilized since that period.

English and Spanish signs of warning.
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Symbol-English and Spanish best for warnings ofdanger.

Travel Training to LEP Communities-

These are the two events that involved immigration community organizationsin 2018 and 2019 conducted
within CATS Marketing division. As well, CATS provides information frequently via community fairs, schools and

neighborhood associations that encompass those populations. CATS has an ongoing relationship with Refugee

Support Services.

Latin American Coalition: 2/23/2018

From: Kendal Thomas <kthomas@ latinamericancoalition.org>
Sent: Friday, February 23,2018 7:11 AM

To: Schultz, Courtney <Courtney.Schultz@ci.charlotte.nc.us>
Subject: Re: [EXTERNAL EMAIL] Re: Bus Maps

Great! See you then.

Kendal

On Feb 23,2018, at 7:06 AM, Schultz, Courtney <Courtney.Schultz@ci.charlotte.nc.us>wrote:
Kendal,

We’re good to come at Noon. Thanks!

On Feb 22,2018, at 4:33 PM, Kendal Thomas <kthomas@ latinamericancoalition.org>wrote:
Okay, perfect. Thank you for your understanding!
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Kendal Thomas

Workforce Development Coordinator|(704) 941.6736
kthomas@Ilatinamericancoalition.org

Latin American Coalition

4938 Central Avenue Suite 101 |Charlotte, NC 28205
www.latinamericancoalition.org

integrate. advocate. celebrate.

Refugee Support Services and Luis Matta, of Charlotte-Mecklenburg Community
Relations: 5/15/2019

From: Theresa Rohrer Matheny <theresamatheny@ refugeesupportservices.org>
Sent: Thursday, May 16, 2019 3:58 PM

To: Schultz, Courtney <Courtney.Schultz@ci.charlotte.nc.us>

Cc: Amy Hanna <amyhanna@refugeesupportservices.org>; Rachel Humphries
<rachelhumphries@refugeesupportservices.org>

Subject: [EXT] Refugee Support Services

Courtney,
We were so thankful for your taking your time yesterdayto present to our group and share the details
about CATS. | hope we can connect even further and thank you for sending the non-profit application.

Thank you for your time, energy and willingness to come to our center to share with our clients, staff
and volunteers.

Best regards,

Theresa Matheny

Program Coordinator

Refugee Support Services

3601 Central Ave
theresamatheny@refugeesupportservices.org
704-280-9517
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CATS Spanish Language Podcast on “How to Ride Transit”

https://soundcloud.com/user-800488488/show004

Ciudad Al Dia CATS en espaiiol (GigiNunez)

Script:

Bienvenidos a Ciudad al Dia ... les saluda Luis Matta del CRC hoy con nuestra invitada de CATS quien nos
va a hablar de los servicios disponibles en espafiol ...

Asi que le damos la bienvenida a Gigi Nunez, gracias por aceptar nuestra invitacion

Gislena “Gigi” Nunez nacié en New York City de padres dominicanos. Hace 4 afios que vive en
Charlotte, a donde se mudé desde el Bronx, en Nueva York. Gigi tiene muchos afos de experiencia en
Servicio alcliente y en este momento trabaja en la Ciudad de Charlotte con el centrode llamadas de
CATS.

Queremos darles tambiénla Bienvenida a nuestros oyentes e invitarlos a conocer detalles sobre este

departamentode la Ciudad de Charlotte, sus responsabilidades y como los latinos pueden aprovechar
SUS Servicios...
Queremos recordarles que este podcast es una produccién del CRC-Ciudad de Charlotte...
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QUESTIONS

Hablanos sobre la linea bilinglie de servicio al cliente
Estadisticas

Y el sitio web?

¢Qué es el Trip Planner de CATS? ¢Como funciona?
Las aplicaciones para teléfonos inteligentes
Formularios traducidos, épara qué sirven?

Sefales y audio de CATS que estdn en espafiol

MENTION

OUTRO

INFO

Queremos recordarles que escuchan Ciudad al Dia, Luis Matta les acompafia con otro tema de interés
parala comunidad latina... Este programa es una produccion del Comité de Relaciones Comunitarias de
la Ciudad de Charlotte hoy tenemos como invitado a CATS, Nos acompaiia Gigi Nunez quien tiene
muchos afos de experiencia en Servicio al cliente, y en este momento trabaja en la Ciudad de Charlotte
con el centrode llamadas de CATS.

Si tiene alguna pregunta adicional por favor dejen un mensaje en el teléfono...
Suscribanse y escuchen informacion de actualidad sobre los servicios que ofrece la ciudad de Charlotte.

Y hasta aqui Ciudad al Dia el programa de del Comité de Relaciones Comunitarias de la Ciudad de
Charlotte que acerca a nuestra comunidad latina a temas, expertos, programase informacion util que
les ayude a llevar una vida mejor en Charlotte, y conocer los servicios que tiene la ciudad.

Gislena “Gigi” Nunez nacié en New York City de padres dominicanos. Hace 4 afios que vive en
Charlotte, a donde se mudoé desde el Bronx, en Nueva York.

Gigi tiene muchos afos de experiencia en Servicio al cliente y en este momento trabaja enla Ciudad de
Charlotte con el centro de llamadas de CATS.

Gracias Gigi...Luis Matta se despide de ustedes hasta la préxima edicién de Ciudad al Dia...

From January 2018-December 2018 the call center took 962 Spanish calls. These are calls that the caller
actually pressed the option to speak with a bi-lingual representative, and were successfully connected
to a live agent.

The email address, that customers can submit concerns relatedto CATS services is
telltransit@charlottenc.gov.

Our customer service hours are: Call Center 6am-10pm Mon-Fri, and Sat-Sun 7am-11:30am and
12:30pm-4pm

CTC customer service booth: 5:30am-10pm Mon-Fri, and Sat/Sun 7am-12pm and 1pm-4pm
Lost and Found at CTC: Mon-Fri 8am-5pm
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Info

**At least 2 bi-lingual representativesat eachlocation (CTC booth and call center)
**Agentscan access a language line, Choice Translation, when no bi-lingual representative is available

Call Center phone number: 704 336 7433 (RIDE) or toll free 1 866 779 2287
Lost and Found number: 704 336 3159
**CTC Customer Service booth does NOT take customer calls.

Customer Service Line Prompts have Spanish option & Bi-lingual customer service personal.

Bi-lingual Customer Service line, when you call in the system will prompt you to choose English and
Spanish. CATS Call Center has Spanish Speaking representativesto assist patrons during service hours.
As well Bi-lingual staffers are available at the Charlotte Transportation Center ticket booth and the
customer services window.

CATS and City Website translate into Spanish

If you would prefer to look up information on your own. CATS website translatesinto over 100
languagesusing Google Translate or pages have Spanish translation option. If you go to
www.ridetransit.org, https://charlottenc.gov/cats/Pages/default.aspx or the City of Charlotte’s
webpage you will see a character that looks like a flower on the top right has corner of the page next to
the English word “Settings”. Click on that flower and a new section will appear then click on the “G”
and Google Translate languagesllist will appear. Simply click on the English spelling for “Spanish” and
the website will be translatedinto Spanish. On the City of Charlotte’s webpage CATS can be found
under “Resident” and then “Transportation”.

CATS Trip Planner is Google Transit (Translates into Spanish)

CATS online Trip planner uses the “Google Transit” platform. To translate the website into Spanish the
user must click on the three lines icon on the top left of the page, this is the menu. A menu list will
appear and look for and click on the language icon that looks like an “X” with a line over it and “A”.
Then select Espafiol (Latino América). Then you canplan your trip.

CATS Apps have Spanish Language Options.

There is a CATS App on Android and Apple 10S that has Spanish options produced before 2017. The
“CATS PASS” to purchase tickets and the “Ride CATS” depend on Android and Apple devices ability to
be set under alternative languages. Afellow City of Charlotte Immigrant Integration Committee
member notified CATS staff that the functionality has limitations and does not translate all text on
devices. Inresponse, new pass purchase solicitation in Summer 2020 has requirements to ensure that
the new design has to take into account ensuring the application can translate into CATS safe harbor
and additional languages.

Forms that can be download are already pre-translatedinto Spanish
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All paper forms for print on CATS website are pre-translatedinto multiple languagesincluding Spanish.
As well as service change alertsto public are pre-translatedinto English.

CATS signage & audio messages for safety and service changes are pre-translatedinto Spanish.

All Buses and Trains Stations have English and Spanish signage, there are audio announcements in
particular messages about safety. And when we shut down a station we have signage in English and
Spanish, with announcements in Spanish. The Ticket Vending Machines have bi-lingual directions
written on them and patrons can select Spanish text/audiofor the display screen.

Announcements, Notifications, Signage and Services Changes

The route (bus and rail) schedules, light rail station signage, TVM signage, TVM machine, rail safety brochure,
schedule change rider’s alerts, bus safety announcements, CISCO IVR (customer service automated system) are
bilingual in English and Spanish.
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Bi-lingual Signage at Stations, Stopsand on Vehicles.

Signage and notifications in English, Spanish and universally recognized symbols have been a consideration on
CATS Rail, vehicles and Bus facilities during the stationand centers. Below are examples of CATS current bi-
lingual signage on and off vehicles. Note: CATS has utilized the practice of using both Spanish translations and
Visual symbols to communicate the message non-Spanishreading LEP patrons.

Figure 8: Bilingual Signage and Notices.

Bi-lingual Safety & Penalty Warning Signage- Rail Line
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Warning and Safety Rail-Line and CTC

Directions and Instruction (Bus Stops, Rail Stations and Transit Centers)
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Bi-lingual Title VI Statements with Safe Harbor contact information for CATS Website Google Translate
function and Customer Services.
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On Vehicle Rail and Bus
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Printed Announcements & Statementson Vehicle

In 2020 CATS has started to utilize the Universal Symbolism, Spanish translations, and communication in
native messaging of CATS website Google Translations capability.
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duwdrng tir thang may xuéng
dudrng ray)

duwong tir thang may xudng
dudng ray)

Ga CTC/Arena Bay V tai trung tdm van chuyén Bay V tai trung tdm van chuyén
Ga 7t st 7t St. sau duong ray 7th St. trweére dudng ray
Ga 9% St. gth St. trwdre dudrng ray Brevard St. trwde dén tin hiéu @

gth st

Ga Parkwood

Brevard 5t. @ 21 St.

Brevard St. tai dwong trudc ga
tau

Ga 25t St. Brevard St, bén kia duéng tir ga | Brevard St. gitta déc |én ga tau
tau

Ga 36 St. Tram xe buyt cho tuyén 3 Tram xe buyt cho tuyén 3

Ga Sugar Creek Bé&n dd xe buyt tai ga Bé&n d& xe buyt tai ga

Ga Old Concord

B&n db xe buyt tai ga

B&n dd xe buyt tai ga

Ga Tom Hunter

N. Tryon bén kia duong tir san
ga, sau deén tin hiéu

N. Tryon St. sau dén tin hiéu tai
Tom Hunter Rd.

Ga University City Blvd.

N. Tryon bén kia dutng tir sén
ga, sau den tin hiéu tai
Periwinkle Hill Ave.

N. Tryon St. trweére mét khu dd xe
déi dién nha ga trude dén tin
hiéu tai Periwinkle Hill Ave.

Ga McCullough

N. Tryon bén kia duéng tir sdn
ga, sau deén tin hiéu tai
McCullough Dr.

N. Tryon sau deén tin hiéu tai
McCullough Dr.

Cameron cla ga tau

Ga J.W. Clay Bé&n db xe buyt & phia sau badi d6 | B&n d6 xe buyt & phia sau bai d6
xe xe
Ga UNCC Main Xe buyt lui vao vj tri & phia Xe buyt lui vao vij tri & phia

Cameron clia ga tau

Lich trinh la gi?

Dich vu xe buyt LYNX Connector s& hoat d6ng theo lich cia LYNX Blue Line; tuy nhién, khach
hang nén tinh truwdc dén viéc cham tré d@ digu chinh thoi gian di lai cda minh.

Toi tra tién nhw thé nao?

Cin thanh toan gia vé dja phuong binh thuong 1a $2,20 cho mébi chuyén, dich vy van chuyén

duoc cung cap khi céd yéu ciu sau khi vé duoc thanh toan. Vé cé thé duge mua & cdc ga tau

LYNX tir may ban vé tw déng. N&u ban tra tién mat trén xe buyt, ban s& cin chuin bj 54 tién 1&

chinh xac. Tai x&€ xe buyt khong thé tra tién thira va hop tién khéng chap nhan theé tin dung. Ban

ciling c6 thé thanh toan qua trng dyung di déng CATS PASS. Hay nha kich hoat vé cda ban va xuat
trinh cho nguai van hanh xe buyt khi ban Ién xe.
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City of Charlotte Language Services- Translation and Interpretation Contracts.

There are five contracts available for citywide use for Interpretation, Translation, Transcriptionand Other
Services. The main contactsfor these Contractsare listed below.

All Contracts were effective June 25, 2015 and renewed until 2020.

Choice Translating, Inc. (Contract# 2016000012) (SBE and WBE certified with City of Charlotte)
Services available: Interpretation Services (Phone Support or In-Person, Scheduled or Rush); Translation
Services (Paper to Paper; Paper to Audio; and Paper to Electronic Format); Transcription Services
(General English only; Language) Specific CMPD Services; Proficiency Testing.

Michelle Menard
Email: michelle@choicetranslating.com
Phone: 704-717-0043

Language Line Services, Inc.(Contract# 2016000008)

Services available: Interpretation Services (Phone Support or In-Person, Scheduled or Rush); Translation
Services (Paper to Paper; Paper to Audio; and Paper to Electronic Format); Transcription Services
(General English only; Language) Specific CMPD Services; Proficiency Testing.

Joe Matthews
Email: jmatthews@languageline.com
Phone: 831-648-7140

Language Resource Center, Inc. (Contract# 2016000014) (SBE certified with City of Charlotte)

Services available: Interpretation Services (Phone Support or In-Person, Scheduled or Rush); Translation
Services (Paper to Paper; Paper to Audio; and Paper to Electronic Format); Transcription Services
(General English only; Language) Specific CMPD Services; Proficiency Testing.

Abdullahi Sheikh
Email: Abdullah.sheikh@languagerc.com
Phone: 704-464-0016

Michelle Randall
Email: michelle.randlall@languagerc.com
Phone: 704-464-0016

Kadir Hussein

Email: kadir.hussein@languagerc.com
Phone: 704587-7889

Optimal Phone Interpreters, Inc. (Contract# 2016000016)
Services available: Interpretation Services (Phone Support); Translation Services (Paper to Paper; Paper
to Audio; and Paper to Electronic Format).

Jeff Rufenacht
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Email: jeff@ CallOPl.com
Phone: 321-214-2157 (direct line)
800-380-9410 ext. 156

Bess Carrasquillo
Email: bcarrasquillo@stratusvideo.com
Phone: 727-500-1637

Net Transcripts, Inc. (Contract# 2016000019)
Services available: Translation Services (Paper to Paper; Paper to Audio; and Paper to Electronic
Format); Transcription Services (General English only; Language) Specific CMPD Services.

Aaron Hammer
Email: aaron@ nettranscripts.com
Phone: 800-942-4255 ext. 8

Figure 10: City of Charlotte Language Services contracts approval.

i, _SMEDhANIE L. Kelly Sty Councll Aganda

“ hune s, 2015

48. Citywide Interpretation, Translation, Transcription and
Related Services

Action: A, Approve with the for citywide
Interpratation, translation, transcription and related services
for an initial term of three years: |

Language Line Services, Inc.,
Choice Translating, Ine.,
= HNet Transcripts, Inc.,
Optimal Phone Interpreters, and
Language Resource Canter, Inc., and

. Authorize the City Manager to amand the contracts from
time to time consistent with the City’s business needs, and
to renew the contracts for up to two additional, one-year
terms.

Stalf Resource(s): Robert Camphell, Management & Financial Services

Explanation

Juncn Z0is ] ) w1
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CATS Customer Services: Website, Line and Staff:

The customer services line maintains a greeting in both English and Spanish with directions to press appropriate
numbers to reach bi-lingual staff in English and Spanish. As well the supervisors have access to the Citywide
Translation and Interpretation contracts mentioned above and directions to utilize either these services or
Google Translate to translate the text of inquiries that come in via electronic submissions.

Poll of Multilingual Staff:

In 2019, The City of Charlotte under took a voluntary language capability survey of all City of Charlotte
personnel including CATS staff. The following shows CATS staff that voluntarily responded. CATS has personnel
that are not technically City of Charlotte employees, as they work for a separate corporation. North Carolina
governments may not negotiate with unions by state law. May 2020 staff ordered a separate survey for Transit
Management of Charlotte personnel. This is the transit bus operations transit corporation with oversite by
CATS supervisors. Once completed in Summer of 2020 those numbers will be added to this report.

Chinese

Spanish
Hindi
German

Rk = |u]=

Japanese

Table 13: CATS multi-lingual staffers poll.

Workgroup_language survey - Read-Only - Excel Table Tools A\ Watson, Terrence
File Home Insert Draw Page Layout Formulas Data Review VI;EW Help ACROBAT Design 2 Tell me what you want to do 1% Share I Comments
= ENERE Dromuee | Q [gh B | (3 H @S Dresewse 3
e L e g e = P i | s
‘Waorkbook Views Show Zoom Window Macros
E6 = ;3 Occasionally

Inwhat In your work, how oftendo  In what language are you fluent How are you fluent What languages are you
Haferance . departm in what division do you you h‘?ve interartion.s with (abillfy to pa.rticipate i.n in your other convers?r!t [abi.lity to T G
© What is your name? entdo work? residents whose first conversations without having to languages? participate in (Choose all the
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2 |bda7scda  Lawrence Kopf CATS Development Oceasionally English Chinese Speak
3 bd24a3bd ALEJANDRO GOMEZ CATS LYNX Often English Spanish Speak Read Write  English Spanish Speak Read Write
4 |bec9267f Binod Shiwakoti CATS Quality Never English Hindi Speak Read Write  English Hindi Speak Read Write
5 |4048eb40 Jill Brim CATS development Never English English Not Applicable
6 J41c3189e Courtney Schultz CATS MARCOM Occasionally | Not Applicable Not Applicable
7 41c47251  Kimberly O'Nele CATS CATS Customer Service Call Ce Often English Spanish Speak Read Write  English Spanish Speak Read Write
3 41dfa7ba  Todd Thorne CATS Development Occasionally English Spanish Speak Read
9 i439418?? Guadalupe Garcia CATS STS Occasionally Spanish Speak Read Spanish Speak Read
10 434e7672 Jasmine Bennett CATS Light Rail Never English German Speak Read English German Speak Read Write
11i436d?83f Lonnie Gregory CATS Lynx Light Rail Occasionally English Spanish Speak
12 |4378ddd7 Tadashi (Ted) Watabe CATS RAil Operation Maintenance Often Japanese Speak Read Write  English Japanese Speak Read Write
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Audio: Vehicle, Center and Station Announcements.

Updated 2020:

With the implementation of the BLE, all messages that play on the station platforms arein both English and
Spanish. Any new recordings utilize the Google translate. Technology ensures the equipment is functioning

properly and assists with moving message files into the system for Operational use.

The general application has been that messages of warning, arrival of vehicles, special schedule and
discontinued services are presented in English and Spanish via recorded audio and digital text. These messages

are available CATS buses, rai vehicles and rail stations in varying degrees. Notices of proper street names and

destinations are maintained in their English format. This practice that was reaffirmed during the BLE bi-lingual

signage committee discussions as it was believed that adding translations of proper names would be confusing.

Summary of Announcements, Notifications (and miscellaneous areas):

As part of Blue Line Extension Project: The following messages were added to the Platform Displays and

Audio systems.

English Recorded Message

Spanish Recorded Message

The LYNX Blue Line will not be operating the
weekends of April 30 - May 1 and May 7-8

LYNX BLUE LINE estara fuera de servicio el fin
de semana del 30 de abril al primero de mayo;
y el fin de semana del 7 al 8 mayo

The LYNX Blue Line will not be operating this
weekend

LYNX BLUE LINE estara fuera de servicio este fin
de semana

The LYNXBlue Line is not operating today

LYNX BULE LINE es esta fuera de sevicio el dia
de hoy

Express train to Uptown & Seventh
Streetarriving in 15 minutes

El tren expreso hacia Uptown
Seventh Streetllegaen 15 minutos

<

Express train to Uptown & Seventh
Streetarriving in 14 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 14 minutos

Express train to Uptown & Seventh
Streetarriving in 13 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 13 minutos

Express train to Uptown & Seventh
Streetarriving in 12 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 12 minutos

Express train to Uptown & Seventh
Streetarriving in 11 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 11 minutos

Express train to Uptown & Seventh
Streetarriving in 10 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 10 minutos

Express train to Uptown & Seventh
Streetarriving in 9 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 9 minutos

Express train to Uptown & Seventh
Streetarriving in 8 minutes

El tren expreso hacia Uptown vy
Seventh Streetllegaen 8 minutos
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English Recorded Message

Spanish Recorded Message

Express train to Uptown & Seventh
Streetarriving in 7 minutes

El tren expreso hacia Uptown y
Seventh Streetllegaen 7 minutos

Express train to Uptown & Seventh
Streetarriving in 6 minutes

El tren expreso hacia Uptown y
Seventh Streetllegaen 6 minutos

Express train to Uptown & Seventh
Streetarriving in 5 minutes

El tren expreso hacia Uptown y
Seventh Streetllegaen 5 minutos

Express train to Uptown & Seventh
Streetarriving in 4 minutes

El tren expreso hacia Uptown y
Seventh Streetllegaen 4 minutos

Express train to Uptown & Seventh
Streetarriving in 3 minutes

El tren expreso hacia Uptown y
Seventh Streetllegaen 3 minutos

Express train to Uptown & Seventh
Streetarriving in 2 minutes

El tren expreso hacia Uptown y
Seventh Streetllegaen 2 minutos

Express train to Uptown & Seventh
Streetarriving in 1 minute

El tren expreso hacia Uptown y
Seventh Streetllegaen 1 minuto

Express train to 1-485 arrivingin 15
minutes

El tren expreso hacia |-485 llegaen 15
minutos

Express train to 1-485 arrivingin 14
minutes

El tren expreso hacia I-485 llegaen 14
minutos

Express train to 1-485 arrivingin 13
minutes

El tren expreso hacia |-485 llegaen 13
minutos

Express train to I-485 arrivingin 12
minutes

El tren expreso hacia I-485 llegaen 12
minutos

Express train to 1-485 arrivingin 11
minutes

El tren expreso hacia I-485 llegaen 11
minutos

Express train to 1-485 arrivingin 10
minutes

El tren expreso hacia [-485 llegaen 10
minutos

Express train to 1-485 arrivingin 9
minutes

El tren expreso hacia I-485 llegaen 9
minutos

Express train to 1-485 arrivingin 8
minutes

El tren expreso hacia |-485 llegaen 8
minutos

Express train to 1-485 arrivingin 7
minutes

El tren expreso hacia [-485 llegaen 7
minutos

Express train to 1-485 arrivingin 6
minutes

El tren expreso hacia |-485 llegaen 6
minutos

Express train to 1-485 arrivingin 5
minutes

El tren expreso hacia I-485 llegaen 5
minutos

Express train to 1-485 arrivingin 4
minutes

El tren expreso hacia I-485 llegaen 4
minutos

Express train to 1-485 arrivingin 3

El tren expreso hacia I-485 llegaen 3
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minutes

minutos

Express train to 1-485 arrivingin 2

El tren expreso hacia I-485 llegaen 2

minutes minutos
Express train to 1-485 arrivingin 1 El tren expreso hacia I-485 llegaen 1
minute minuto

This is an express train servingonly the 1-485,

Woodlawn, Stonewall, and 7th Street
Stations.

Este es un tren expreso que se detiene solo
en las estaciones 1-485, Woodlawn,
Stonewally 7t Street.

Express train now approaching. Please stand

clear of the platform edge.

El tren expreso se acerca. Mantenga
despejado el borde del andén.

As part of the BLE Project: The following message were added to LRV messages on vehicle.

English Recorded Message

Spanish Recorded Message

This stop is 9th Street Station. Please exit
right.

Esta parada es la estacion 9th Street. Descienda por
la derecha.

This stop is Parkwood Station. Please exit
right.

Esta parada es la estacion Parkwood. Descienda por
la derecha.

This stop is 25th Street Station. Please exit
left.

Esta parada es la estacidn 25th Street. Descienda
por la izquierda.

This stop is 36th Street Station. Please exit
left.

Esta parada es la estacidn 36th Street. Descienda
por la izquierda.

This stop is Sugar Creek Station. Please exit
left.

Esta parada es la estacion Sugar Creek. Descienda
por la izquierda.

This stop is Old Concord Road Station.
Please exit right.

Esta parada es la estacion Old Concord Road.
Descienda por la derecha.

This stop is Tom Hunter Station. Please exit
left.

Esta parada es la estacion Tom Hunter. Descienda
por la izquierda.

This stop is University City Boulevard
Station. Please exit left.

Esta parada es la estacidn University City Boulevard.
Descienda por la izquierda.

This stop is McCullough Station. Please exit
left.

Esta parada es la estacion McCullough. Descienda
por la izquierda.

This stop is JW Clay Boulevard and UNC
Charlotte Station. Please exit left.

Esta parada es la estacion JW Clay Boulevard and
UNC Charlotte. Descienda por la izquierda.
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This stop is UNC Charlotte Main Station.
Please exit left.

Esta parada es la estacion UNC Charlotte Main.
Descienda por la izquierda.

The next stop will be 9th Street Station.

La préxima parada sera la estacion 9th Street.

The next stop will be Parkwood Station.

La préxima parada sera la estacion Parkwood.

The next stop will be 25th Street Station.

La préxima parada sera la estacion 25th Street.

The next stop will be 36th Street Station.

La préxima parada sera la estacion 36th Street.

The next stop will be Sugar Creek Station.

La préoxima parada sera la estacion Sugar Creek.

The next stop will be Old Concord Road
Station.

La préxima parada sera la estacion Old Concord
Road.

The next stop will be Tom Hunter Station.

La préxima parada sera la estacion Tom Hunter.

The next stop will be University City
Boulevard Station.

La préxima parada sera la estacion University City
Boulevard.

The next stop will be McCullough Station.

La préxima parada sera la estacion McCullough.

The next stop will be JW Clay Boulevard and
UNC Charlotte Station.

La préxima parada sera la estacion JW Clay
Boulevard and UNC Charlotte.

The next stop will be UNC Charlotte Main
Station.

La préoxima parada sera la estacion UNC Charlotte
Main.

The next stop is Parkwood Station with bus
connections to route 3. Please check the
bus schedule for available service.

La préxima parada es la estacion Parkwood con
conexiones de autobus a la ruta 3. Para conocer el
servicio disponible, revise el horario de autobus.

The next stop is Sugar Creek Station with
bus connections to routes 4, 13 and 211.
Please check the bus schedule for available
service.

La préxima parada es la estacion Sugar Creek con
conexiones de autobus a lasrutas4, 13y 211. Para
conocer el servicio disponible, revise el horario de
autobus.
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The next stop is Old Concord Road Station
with bus connections to route 39. Please

check the bus schedule for available service.

La préxima parada es la estacion Old Concord Road
con conexiones de autobus a la ruta 39. Para
conocer el servicio disponible, revise el horario de
autobus.

The next stop is Tom Hunter Station with
bus connections to routes 11 and 211.
Please check the bus schedule for available
service.

La préxima parada es la estacion Tom Hunter con
conexiones de autobus a lasrutas11y 211. Para
conocer el servicio disponible, revise el horario de
autobus.

The next stop is University City Boulevard
Station with bus connections to routes 11,
50 and 54. Please check the bus schedule
for available service.

La préxima parada es la estacion University City
Boulevard con conexiones de autobus a las rutas 11,
50y 54. Para conocer el servicio disponible, revise el
horario de autobus.

The next stop is JW Clay and UNC Charlotte
Station with bus connections to routes 22,
29, 59 and the Concord Charlotte Express.

La préxima parada es la estacion JW Clay and UNC
Charlotte con conexiones de autobus a las rutas22,
29, 59 y al Concord Charlotte Express.

The next trainarriving in 15 minutes goes
out of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 15 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 14 minutes goes
out of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 14 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 13 minutes goes
out of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 13 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 12 minutes goes
out of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 12 minutos queda
fuera de servicio en la estacidn Parkwood. Todos los
pasajeros deben descender del trenen la estacion
Parkwood.
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The next trainarriving in 11 minutes goes
out of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 11 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 10 minutes goes
out of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 10 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 9 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 9 minutos queda
fuera de servicio en la estacidn Parkwood. Todos los
pasajeros deben descender del trenen la estacion
Parkwood.

The next trainarriving in 8 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegara en 8 minutos queda
fuera de servicio en la estacidn Parkwood. Todos los
pasajeros deben descender del trenen la estacion
Parkwood.

The next trainarriving in 7 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegara en 7 minutos queda
fuera de servicio en la estacion Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 6 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 6 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 5 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 5 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 4 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 4 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.
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The next trainarriving in 3 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 3 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 2 minutes goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 2 minutos queda
fuera de servicio en la estacién Parkwood. Todos los
pasajeros deben descender del trenen la estacién
Parkwood.

The next trainarriving in 1 minute goes out
of service at Parkwood Station. All
passengers must exit the trainat Parkwood
Station.

El préximo tren que llegard en 1 minuto queda fuera
de servicio en la estacidn Parkwood. Todos los
pasajeros deben descender del trenen la estacion
Parkwood.

The next trainarriving in 15 minutes goes
out of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegara en 15 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenenla
estacion 25th Street.

The next trainarriving in 14 minutes goes
out of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegara en 14 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacion 25th Street.

The next trainarriving in 13 minutes goes
out of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 13 minutos queda
fuera de servicio en la estacién 25th Street. Todos
los pasajeros deben descender del tren en la
estacién 25th Street.

The next trainarriving in 12 minutes goes
out of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 12 minutos queda
fuera de servicio en la estacién 25th Street. Todos
los pasajeros deben descender del tren en la
estacion 25th Street.

The next trainarriving in 11 minutes goes
out of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 11 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacion 25th Street.
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The next trainarriving in 10 minutes goes
out of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 10 minutos queda
fuera de servicio en la estacién 25th Street. Todos
los pasajeros deben descender del tren en la
estacion 25th Street.

The next trainarriving in 9 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 9 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacion 25th Street.

The next trainarriving in 8 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegara en 8 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenenla
estacion 25th Street.

The next trainarriving in 7 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 7 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacién 25th Street.

The next trainarriving in 6 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 6 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del tren en la
estacion 25th Street.

The next trainarriving in 5 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 5 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del tren en la
estacion 25th Street.

The next trainarriving in 4 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegard en 4 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacién 25th Street.

The next trainarriving in 3 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegara en 3 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacion 25th Street.
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The next trainarriving in 2 minutes goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th
Street Station.

El préximo tren que llegara en 2 minutos queda
fuera de servicio en la estacidn 25th Street. Todos
los pasajeros deben descender del trenen la
estacién 25th Street.

The next trainarriving in 1 minute goes out
of service at 25th Street Station. All
passengers must exit the trainat 25th

El préximo tren que llegara en 1 minuto queda fuera
de servicio en la estacién 25th Street. Todos los
pasajeros deben descender del trenen la estacién

Street Station. 25th Street.
e Rail Station

Light Rail Stations have bi-lingual (English and Spanish) digital and audible messages of direction,

service changes and service disruptions.

Spanish Audio Announcement

English Audio Annoucement

El tren expreso hacia Uptown y Seventh Street llega en 15 minutos

Express train to Uptown & Seventh Street arriving in 15 minutes

El tren expreso hacia Uptown y Seventh Street llega en 14 minutos

Express train to Uptown & Seventh Street arriving in 14 minutes

El tren expreso hacia Uptown y Seventh Street llega en 13 minutos

Express train to Uptown & Seventh Street arriving in 13 minutes

El tren expreso hacia Uptown y Seventh Street llega en 12 minutos

Express train to Uptown & Seventh Street arriving in 12 minutes

El tren expreso hacia Uptown y Seventh Street llega en 11 minutos

Express train to Uptown & Seventh Street arriving in 11 minutes

El tren expreso hacia Uptown y Seventh Street llega en 10 minutos

Express train to Uptown & Seventh Street arriving in 10 minutes

El tren expreso hacia Uptown y Seventh Street llega en 9 minutos

Express train to Uptown & Seventh Street arriving in 9 minutes

El tren expreso hacia Uptown y Seventh Street llega en 8 minutos

Express train to Uptown & Seventh Street arriving in 8 minutes

El tren expreso hacia Uptown y Seventh Street llega en 7 minutos

Express train to Uptown & Seventh Street arriving in 7 minutes

El tren expreso hacia Uptown y Seventh Street llega en 6 minutos

Express train to Uptown & Seventh Street arriving in 6 minutes

El tren expreso hacia Uptown y Seventh Street llega en 5 minutos

Express train to Uptown & Seventh Street arriving in 5 minutes

El tren expreso hacia Uptown y Seventh Street llega en 4 minutos

Express train to Uptown & Seventh Street arriving in 4 minutes

El tren expreso hacia Uptown y Seventh Street llega en 3 minutos

Express train to Uptown & Seventh Street arriving in 3 minutes

El tren expreso hacia Uptown y Seventh Street llega en 2 minutos

Express train to Uptown & Seventh Street arriving in 2 minutes

El tren expreso hacia Uptown y Seventh Street llega en 1 minuto

Express train to Uptown & Seventh Street arriving in 1 minute

El tren expreso hacia I-485 llega en 15 minutos

Express train to |-485 arriving in 15 minutes

El tren expreso hacia I-485 llega en 14 minutos

Express train to I-485 arriving in 14 minutes

El tren expreso hacia I-485 llega en 13 minutos

Express train to |-485 arriving in 13 minutes

El tren expreso hacia I-485 llega en 12 minutos

Express train to I-485 arriving in 12 minutes

El tren expreso hacia I-485 llega en 11 minutos

Express train to |-485 arriving in 11 minutes

El tren expreso hacia I-485 llega en 10 minutos

Express train to 1-485 arriving in 10 minutes

El tren expreso hacia 1-485 llega en 9 minutos

Express train to |-485 arriving in 9 minutes

El tren expreso hacia 1-485 llega en 8 minutos

Express train to |-485 arriving in 8 minutes

El tren expreso hacia 1-485 llega en 7 minutos

Express train to I-485 arriving in 7 minutes

El tren expreso hacia 1-485 llega en 6 minutos

Express train to |-485 arriving in 6 minutes

El tren expreso hacia I-485 llega en 5 minutos

Express train to I-485 arriving in 5 minutes

El tren expreso hacia 1-485 llega en 4 minutos

Express train to 1-485 arriving in 4 minutes

El tren expreso hacia 1-485 llega en 3 minutos

Express train to I-485 arriving in 3 minutes

El tren expreso hacia 1-485 llega en 2 minutos

Express train to |-485 arriving in 2 minutes

El tren expreso hacia I-485 llega en 1 minuto

Express train to 1-485 arriving in 1 minute

Este tren expreso ahora esta fuera de servicio. Salga y llévese todas sus pertenencias.

This express train is now out of service. Please exit, and take all of your belongings

En la préxima parada, este tren expreso saldra de servicio. Salga y llévese todas sus
pertenencias.

At the next stop, this express train will go out of service. Please exit, and take all of
your belongings with you.

Este es un tren expreso y no se detendra en esta estacion.

This is an express train and will not be stopping at this station.

Este es un tren expreso y no se detendra en la proxima estacion.

This is an express train and will not be stopping at the next station.

Este es un tren expreso que se detiene solo en las estaciones |-485, Woodlawn,
Stonewall y 7" Street.

This is an express train serving only the 1-485, Woodlawn, Stonewall, and 7' Street
Stations.

El tren expreso se acerca. Mantenga despejado el borde del andén.

Express train now approaching. Please stand clear of the platform edge.

The LYNX Blue Line will not be operating the weekends of April 30 - May 1 and May 7-8

LYNX BLUE LINE estara fuera de servicio el fin de semana del 30 de abril al primero de mayo;
y el fin de semana del 7 al 8 mayo

The LYNX Blue Line will not be operating this weekend

LYNX BLUE LINE estara fuera de servicio este fin de semana

The LYNX Blue Line is not operating today

LYNX BULE LINE es esta fuera de sevicio el dia de hoy
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e Light Rail Vehicle bi-lingual announcements are directional ,event orientated and for safety warnings.
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e Bus bi-lingual announcements are safety and courtesy orientated. Per LEP advisor proper name

destinations were not a primary concern.

SafetyName

Event Type

Internal Sign

1

Safety Message

PLEASE REMAIN SEATED UNTIL COACH COMES TO A COMPLETE
STOP. PERMANEZCA ~ SENTADO HASTA QUE EL AUTOBUS SE
DETENGA COMPLETAMENTE.)

Safety Message

PLEASE DO NOT CHANGE SEATS WHILE COACH IS IN MOTION. NO
SE CAMBIE DE = ASIENTO MIENTRAS EL AUTOBUS SE ENCUENTRA
EN MOVIMIENTO.)

Safety Message

FRONT SEATS ARE RESERVED FOR MOBILITY IMPAIRED AND
ELDERLY. ™ LOS ASIENTOS DELANTEROS ESTAN RESERVADOS
PARA PERSONAS DISCAPACITADAS ~ Y PARA ADULTOS MAYORES.

)

Safety Message

NO EATING, DRINKING, OR SMOKING ON COACH. = ESTA
PROHIBIDO COMER, BEBER O FUMAR EN EL AUTOBUS.)

Safety Message

FOR YOUR SAFETY, PLEASE DO NOT TALKTO THE DRIVER. ™ POR
SU SEGURIDAD, NO HABLE CON EL CONDUCTOR.)

Safety Message

FEDERAL LAW REQUIRES PASSENGERS TO STAND BEHIND THE
STANDEE LINE = LALEY FEDERAL REQUIERE QUE LOS
PASAJEROS SE PAREN DETRAS DE LA LINEA ~ LIMITE PARA
PASAJEROS DE PIE.)

Safety Message

PLEASE EXIT THROUGH THE REAR EXIT DOOR. ~ BAJE POR LA
PUERTA DE SALIDA TRASERA)

oo

Safety Message

HAVE A NICE DAY! TENGA UN BUEN DIA!)

Safety Message

GOOD MORNING! BUENOS DIAS!)

10

Safety Message

PLEASE DO NOT USE PROFANITY ON THE BUS. = NO DIGA LISURAS
EN EL AUTOBUS)

11

Safety Message

PLEASE KEEP WINDOWS CLOSED. OPEN WINDOWS WILL CAUSE
THE = AIR CONDITIONER TO MALFUNCTION. MANTENGA LAS
VENTANAS CERRADAS. ~ ABRIR LAS VENTANAS CAUSARA QUE EL
AIRE ACONDICIONADO FALLE.)

12

Safety Message

FOR YOUR SAFETY, PLEASE DO NOT CROSS IN FRONT OF THE BUS
~ POR SU SEGURIDAD, NO CRUCE POR DELANTE DEL AUTOBUS.)

13

Safety Message

PLEASE HOLD ON WHILE THE BUS IS MOVING AND DO NOT CROSS
IN FRONT ~ OF A STOPPED BUS / SUJETESE MIENTRAS EL
AUTOBUS SE MUEVE Y NO CRUCE = POR DELANTE DE UN
AUTOBUS DETENIDO)

14

Safety Message

PLEASE HOLD ON COACH IS ABOUT TO MOVE ~ SUJETESE; EL BUS
ESTA POR MOVERSE.)

15

Safety Message

TRESPASSING ON THE LIGHT RAIL TRACKIS ILLEGAL. FOR YOUR
SAFETY PLEASE ~ STAY AWAY FROM TRACKS AND CROSS IN
DESIGNATED CROSSWALKS. = ES ILEGAL ENTRAR SIN
AUTORIZACION EN LAS VIAS FERROVIARIAS DEL TREN ~ LIGERO.
POR SU SEGURIDAD MANTENGASE ALEJADO DE LA
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Equipment Multi-lingual capability break-out-

e RailStation & Ticket Vending Machine — Audible and visible information in both English and Spanish.
Printed directions in English and Spanish.

* Bus
Fixed Route/Express - The time point announcements and messages are in English only. The safety
messages are in English and Spanish. Bus head signs are in English and visible only.

e Enhanced Corridor
Sprinter Route Signs/Airport Sign — Visible and only English

e SIS
No onboard announcement system.
e WTP

Web trip planner has option to change language between English and Spanish.
e Transit Centers

CTC— on demand audible devices and LED visual messages.

Rosa Parks Place - LED visual messages (not functioning)

Eastland - LED visual messages (not functioning)

SouthPark - LED Sign only in English with PNR Name
e Parkand Rides

Huntersville-Northcross — LED Sign with PNR Name

Mallard Creek —LED Sign only in English with PNR Name
e Bus stop time points are bilingual (English and Spanish)
e (itations — English only
e All hanging rider’s alertsdone for the schedule change are bilingual
e Fare increaseinformation is bilingual
e Holiday schedule announcements are bilingual
e RailSafety brochure is bilingual
e How to Ride CATS brochure is bilingual
e Vanpool brochure is bilingual
e Webltems:

0 Rider’sAlert Emails — English and Spanish

0 Rider Alert System (Web) — Translates using Google Translate

0 Paralleltext to words in pictures on banners on website, so that the words will translate using
Google Translate to 100 plus languagesincluding CATS Safe Harbor Languages

0 Vitaldocuments: applications for services certifications and appeals are pre-translated into
CATS Safe Harbor languages.

0 Civil Rights Complaint forms are pre-translatedinto CATS Safe Harbor languages.
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On-Line Pass Sales — English and Spanish
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Trip Planner- through Google Maps Transit translates using native language titles.

Van Pool Form fillable website — Translates using Google Translate
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City of Charlotte’s 311 non-emergency information services

CharMeck 311 currently has 9 Spanish speakingagents and 1 supervisor. Spanishis still the only

additional language serviced by 311 call agents. The 311 Interactive Voice Response system prompts

for responsesin Englishand in Spanish. Since January 2014 311’s call flow checks for availability of 311

bi-lingual staff priorto initiatingalanguage line conference. If available, 311 staff will translate the

callersrequest and conference with the original 311 CSR if the bi-lingual agentis not trained in the

specificskill needed. 311 supervisors have access to the City of Charlotte language interpretationand

translations contractors for instances when additional language skills are required.

Below you will find a 12-month snapshot of 311 Language Line metrics:

CharMeck 311 - Language Line history since April 2019

% of
Spanish
calls
handled
#calls - # of by Avg % of

Caller Total Spanish bilingual | Interpreter Total Language

311 Total 311 Total selected | Minutes - | calls used | CSR (not | Connect Language Line calls
Calls Calls Spanish | Language | Language | language Time Line to total

Month/Year Offered Answered option Line Line line) (seconds) Charges answered
Apr. 2019 93,261 89,587 2972 8,365.0 905 69.5% 5.2 6,273.75 1.02%
May. 2019 97,490 94,125 2903 8,553.0 938 67.7% 2.4 6,414.75 1.01%
Jun. 2019 88,629 85,793 2748 8,267.0 849 69.1% 1.9 6,200.25 1.00%
Jul. 2019 99,977 96,437 3239 11,058.0 1,144 64.7% 2.1 8,298.50 1.20%
Aug. 2019 103,741 99,428 3706 9,092.0 941 74.6% 2.6 6,824.00 0.97%
Sep. 2019 92,100 86,129 3086 11,156.0 1,118 63.8% 4.1 8,382.00 1.32%
Oct. 2019 91,087 88,981 3065 8,117.0 855 72.1% 6.3 6,092.75 0.97%
Nov. 2019 68,355 67,062 2272 5,451.0 567 75.0% 6.5 4,093.25 0.86%
Dec. 2019 82,979 76,293 2759 10,466.0 1,022 63.0% 5.2 7,854.50 1.36%
Jan. 2020 83,890 78,427 2926 11,765.0 1,162 60.3% 8.2 8,828.75 1.49%
Feb. 2020 78,006 72,696 2625 8,871.0 841 68.0% 8.0 6,653.25 1.18%

Mar. 75,144 65,103

2020 2779 7,801.0 748 73.1% 4.7 5,860.75 1.17%
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Apr. 2020 59,198 47,927 2327 7,952.0 829 64.4% 3.7 5,984.00 | 1.74%
Total 1,113,857.0 | 1,047,988.0 | 37,407 | 116,914.0( 11,919 68.1% 60.9 | $87,760.50 | 1.15%
monthly

avg 85,681.3 80,614.5 | 2877 8,993.4 916.8 68.1% 4.7 | $6,750.81

As can be seen from the above City of Charlotte 311 averages 2877 Spanish language calls per month. 37,407
times in 2019 Spanish option wasselected in the call center system or 34% of calls offered. Though 311 has
Spanish speaking operator 11,919 Spanish request calls required use of the City contracted language
translation services and the remaining 68.1% a were answered by City bi-lingual staffers. On anannual scale
there were over 1.1 million calls received by the 311 call center during this period.

CATS Customer Services: Website, Line and Staff:

The customer services line maintains a greeting in both English and Spanish with directions to press appropriate
numbers to reach bi-lingual staff in English and Spanish. As well the supervisors have access to the Citywide
Translation and Interpretation contracts mentioned above and directions to utilize either these services or
Google Translate to translate the text of inquiries that come in via electronic submissions.

CATS Phone and Electronic Customer Services

CATS customer services uses a CISCO based interactive voice response system. The phone system prompts
responses in English and Spanish. Total number of inbound calls from 6/1/19-6/2/2020 144,936. Total number
prompted for the need to listen in Spanish was 749 or.52%. Over a 3 year period (2017-2019) CATS customer
services agents utilized City language contract lines for assistance with callers not speaking English or Spanish
562 times costing $2,218. Combined foreign language calls totaled 1,275 resulted in a .88% of all prompted
calls.

Avg Tasks Completed Tasks
Date
Call Aban Speed
Type Time within SL of Offered Assigned Answered Avg.Walt Handled | Aban
Answer fromQ Time
CATS_CS 1777 | 0:00:15 144936 35042 132865 | 584:32:49 132865 | 7149

CATS call center generally only receives language requests in Spanish. Should a Spanish speaking agent
not be available, agents use the contractedservice, Choice Translating.
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CATS customer services currently has 3 bi-lingual agentson staff. 2 report to the CTCand 1 to the Call

Center, however they are trainedto assist in either location. At least 1 bi-lingual agent is scheduled per 8
Hour shift. The Pass Sales & Information Supervisor and staff have access and notice of the City of
Charlotte’s Translation and Interpretation Services.

CATS call center provides consistent information and staff that is bilingual in English/Spanish. Other

language needs are as requested. The current IVR system allows for information in Spanish only. We are
in the process of updating the IVR system, set to go live in late June 2020.

Table 16: Use of Contracted Language Services by CATS Customer Services 3 Year Period.

# of # of

FY 17 | # of Calls | Cost FY 18 | Calls | Cost FY 19 |Calls | Cost
Jun-16 11| $35.96 Jun-17 13 $58.48 Jun-18 15 $75.98
Jul-16 16 | $58.48 Jul-17 15 $56.1 Jul-18 16 | $65.96
Aug-16 11| $35.36 Aug-17 45 | $153.68 Aug-18 15 $64.6
Sep-16 18| $63.84 Sep-17 10 $40.8 Sep-18 7| S$25.16
Oct-16 23| $79.56 Oct-17 27 | $55.08 Oct-18 41 | $168.56
Nov-16 18 $47.5 Nov-17 10| $82.96 Nov-18 11| $89.26
Dec-16 15 S51 Dec-17 10 | $26.52 Dec-18 11 $46.92
Jan-17 10 | $31.96 Jan-18 9 $47.6 Jan-19 10 | $100.08
Feb-17 17 | $46.24 Feb-18 14 | $59.84 Feb-19 12 S44.2
Mar-17 7| S$23.12 Mar-18 17 | $65.28 Mar-19 12 $47.6
Apr-17 21 $76.8 Apr-18 21| $70.72 Apr-19 17 $76.2
May-17 6| S$22.44 May-18 16 | $59.84 May-19 15 $63.92
Total 173 | $572.26 207 | $776.9 182 | $868.44

Table 16a: Spanish language requests to CATS Customer Services pulled from6/1/19-6/2/2020.

Spanish Only Calls

Tasks Completed Tasks
Date | Aban
L Avg Speed of
Call Type within | Assigned Avg Wait
Time SL nswer Offered & Answered g Handled | Aban
fromQ Time
CATS_CS_Span 0:00:17 754 166 697 3:25:58 697 25

Ticket Vending Machines at Rail Stations:
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The rail station ticket vending machines (TVM) have both text and audio translations in Spanish for the
purchase of tickets and passes.
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Figure 11: TVM photo bi-lingual Spanishscreen.

Outreach Announcements:

When creating announcements for upcoming information or training sessions, a statement that “aninterpreter
can be provided by request” is include in some version in each context whether that be electronically on the
website, as part of the Notify-Me email notification system or as a printed notification on vehicles. As well,
CATS has transit staffers in the Marketing and Public Relations staff who are fluent in Spanish. And the City
contractedinterpreter services are available to staffers when necessary.

Public Relations: Bilingual outreach efforts between September 2014 and July 1,2017 haveincluded the
following:

e laRazaRadiointerview with Spanish speaking BLE engineerin December 2014, on BLE construction
and safety
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e CityLYNX Gold Line article on opening, how to ride information with Hola Noticia which ranJune 9,
2015

e BLEtesting, safety and overall update interview with Hola Noticia in May of 2017

e Bi-lingual staff were present to assist participantsat the 130 Blue Line Extension and the 16 Service
Change, Goldline, other outreach sessions. For the other 27 outreach sessions, the public was notified
(in English & Spanish) thatlanguage services were available by request before the event.

e There is a section along Blue Line Extension where the businesses are primarily Spanish speaking. BLE
representativesa provided contact information, project overview materialsin both English and
Spanish, and business resources tools. A bilingual BLE communications team member was available
and assisted in communicating these efforts.

e Information booths/tables with bilingual staff at various festivals throughout Charlotte

e Door-to-door distribution of bilingual project updates and public meeting notification to neighborhoods
along the light rail alignment

e Advertisements in local Spanish papers to announce all of CATS public meetings

e Project materials posted on the CATS’ project website, available 24/7 with Google Translate option

e Hispanic community advocacy organizationsreviewed the BLE bilingual signage, Rail Station
announcements and Light Rail vehicle announcements.

e All public meetings are held at locations in close proximity to and easily accessible to communities near
the project.

Human Resources:

During staff recruitment the inquiry whether the staffer has multilingual capability is standard on employment
applications. This ability depending on the job description is a factor when for instance when customer services
staff needs to replace a vacancy caused by the departure of a bi-lingual staffer.

The set recruitment standard for bi-lingual is included in the job posting: “Bi-lingual Customer Service Agent”.
All other positions may include the sentence “Bi-lingual preferred” depending on the job description.

Safety and Security

CATS Security Manager oversee CATS police services company G4S, their subcontractor Professional Security
Services (PSS), and transit dedicated Charlotte Mecklenburg Police Officers. This combined force provides
services at Transit facilities and rail vehicles. Before the 2014 update, staff inquired and directed that the
company should have in place an LEP plan and support to deal with limited English proficient resident
interactions. The following were the results.

This is a summary of CATS Safety and Security/G4S; tools, staff, procedures, and practices explaining how your
staff deals with limited English speakers. G4Sis CATS contracted company police services provider.

e G4S has three Spanish speaking officers. One works day shift and the others works various shifts.

e Charlotte Mecklenburg Police Department (CMPD) Transit Liaison speaks Spanish and is available by
phone 24/7.

e Bus Operations Division Street Supervisors and Bus Operatorsto assist with translations at the
Charlotte Transportation Center.

e G4S can also call for assistance through “Mutual Aid” with CMPD.
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Officers work on rotating shifts. All Spanish speaking officers are on different shifts in order to maximize the
possibility of having a Spanish speaking officer on-duty during revenue service. All officers have at their
disposal, the use of their smart phones and access to Google Translate. When encountering persons who
cannot speak or understand the English language:

e The officer first tries to establish which language the individual speaks in order to get the correct
translator involved.

e Once the languageis established by the officer, the onsite officer will reach out to the interpreting
officer via radio first, and then a phone call is proceeded.

e The contact officer explains to the interpreting officer the situation and allows the interpreting officer
to take over from that point.

e Officers make use of their cell phones totranslate if they are unable totranslatein person.

Below is summary of a complaint that came in via CATS customer service line in April 2019.

Complaint: Note this has been paraphrased as it was broken English. Aresidentname Jose

Rojas (this isa pseudonym) reported that 5 guys tried to assaulthim. He was takingthe train fromthe CTC Arena to
the Old Concordstation. Herequested CATS to checkthe camera and providea picturesothathe could makea
report. He asked for a contactat CATS to talkaboutthe incident, he specifically requested someone who could
speak Spanish for better understanding.

Information gathered by G4S Spanish speaking officer after speaking with Mr. Jose Rojas (thisis a
pseudonym) overthephone:

Mr. Jose Rojas advised that he got on the trainfrom CTC at about 2025 hours and was heading toward Old
Concord and got there approximately about 2045 hours. Jose advised there were four young kids about 14-15
years of age and had a 6-year-old that was tagging along. Jorge mentioned that after walking behind him for a
few minutes they ran in two different directions and came back behind him. After he got on his motorcycle the
kids tried to get his attention with vulgar language, and because of those words he did not want to engage and
turned around, sped off property. He described the teenagers with casual wear and shorts. Mr. Rojas was
wearing a black pants, black jacket, and black and white hat.

Due to this translation Shanice Crawford with CATS Safety and Security wasable to pull video of thearea and
locate the incident on camera. Photos of the subjects were put out to officers to locate and identify the
individuals.
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CATS Rail Operations Control Center (ROCC)

The rail station pre-recorded messages have a wide array of topics. But for those rare instances when customer
services or language lines cannot be reached for services , the ROCC will use the naturalvoices text to speech
generator option on Google Translate website or application to communicate unrepresented messages in
Spanish or another applicable language to patrons.

CATS Rail Operations

Rail operators in general have limited contact with the public , as the drivers cabis locked during work

shifts. The majority of transit employee to public interactionis with Safety and Security team, not operators or
rail supervisors. Though, thereis a Rail Transportation Supervisor and Train Operator who can communicatein
Spanish.

Charlotte Transportation Center & Operators (CTC):

The majority of buses and drivers are reassigned to routes at the CTC. A significant portion of patrons traveling
across Charlotte transfer at this site. The following staffers were identified at this location to assist LEP
patrons.

e (CTC Station Manager (Fluent in Spanish).

e Operations Supervisor, Street Ops (Fluent in Spanish)
e Dispatcher (Fluent in Somali)

e Dispatcher (Fluent in French and French/Creole)

Bus operators receive 7 weeks of initial training. There are nineteen elements of instruction during the initial
new hire training. Element 3, Customer Service, focuses on how to treat all passengers with respect; regardless
of race, ethnicity, or language. Asthe training material outlines:

“The major quality that distinguishes a professional operator from an ordinary operator is the ability to
communicate with the publicina pleasant manner. Treat customers with respect. Although customers
have different needs, they all need to be treated in the same courteous, professional manner.”

In order to assist customers with limited English proficiency, Operatorsare instructed to call the Bus Operations
Control Center (BOCC) if they are not able to communicate with any passenger who requires assistance. The
BOCC can call supervisor staff over the radio and ask for assistance with translation. Language Assistance
includes: Spanish, Somali, French and Sign Language. Continued on the next page.

Continued...
Element 15, Emergency Management, istraining on challenges that are amplified during an emergency.

-Section 15.6 addresses the use of the Emergency Response Visual Translator Card.
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LEP Costs:

e The total cost to update the bi-lingual messages from 2017-2019 is $14,810($10,925 forthe
recordings, $3885 for the translation). We currently pay around $900 for a bilingual recording session
thatis less thanan hour, which most are.
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LRV on-board audio messages — New recordings that are created and assigned to each LRV. Recording
normally are priced by the number of recorded

announcements. The recordings cost CATS roughly $2,475 for 194 recordings. On average the budget
would be $450 per hour for recording. It took half a day to record the 194 messages. RV onboard LED
are limited to 60 characters per message.

Bus on-board audio messages — New recordings that are created and assigned to each bus for each
route type. A per recording charge of $450 would apply.

Rail platform audio messages — New recordings that are created and assigned to each message trigger
point. Again, a per recording charge would apply. Adding messages to the trigger points is an internal
(TSR ~ 20 hours) cost. Current messages would need to be translatedinto Spanish, are translated
professionally.

LED/Digital signage — The working LED signs with connectivity (CTC) display the route name and
number. Destinationinformation with proper names are not needed to be translated, per CATS LEP
community advisors as well ITis unable to directly translate any of thatinformation.

The Spanish-language newspapers translate CATS copy for the ads at no additional charge.
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LANGUAGE ASSISTANCE PLAN:

On-going: the Civil Rights staff monitors various tools and practicesthat are being maintained by CATS to the
benefit of CATS LEP resident community. Though it is the responsibility of all staffers in particularthose in
charge of each of these areasto ensure access and the aforementioned practices have been put in place so that

access it maintained and made more easily attainable. The following constitute practicesand parts of
procedures staffs follow to ensure compliance with Title VI LEP concerns. The rapid development of language
enhancement tools and practices will undoubtedly mean there will be some additions made to this list during
the term of the new program.

Here are the steps staff will be taking and maintain as part of the updated LEP Plan.

Annual Assessment and Internal Buy-In by staffers:

= Annually Civil Rightsstaff will on an on-going basis analyze system LEP needs and shortfalls. Then Civil
Rights staff will contact all affected system staff for options to make the corrections and LEP
community advisors for suggestions on the modifications that need to be made to make
communications with LEP patrons more understandable.

=  Examples;

(0}

(0]

(0]

Fall 2014 through Spring of 2015
= the rail station messages were assessed to convert all to bi-lingual (English and
Spanish)
= Translations were suggested by the community advocates
= (City Language vendor reviewed the suggestions and modified the translations .
= Voice over artists recorded the messages
= |Tloaded the messages and determine best sequence.

Winter through Summer 2016
= Lights Rail Vehicle messages were assessed to convert all to bi-lingual (English and
Spanish)
Translations were suggested by the community advocates
e (City Language vendor reviewed the suggestions and modified the translations.
e Voice over artists recorded the messages
e Rail Operations loaded the messages and determine best sequence.
= “Stay Back200 Feet” warning message on trolley’s was made bi-lingual.
e After Civil Rightsstaff assessment and notification to rail operations.
e Rail operations had the Spanish Language posters made and installed
= Bi-lingual Light Rail Station free standing signs were create for shut down for station
maintenance.
e After Civil Rights staff assessment and notification to the Public Service
Coordinator.
e Marketing and Public Relationsthen had the translation made and signs
created.
Spring and Sumer of 2017 Civil Rights staff requested confirmation that all messages were
uploaded and sequenced at stations and on vehicles as part of the LEP Program update. This is
an on-going request.
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= |n 2018 staff requested confirmation that station Spanish messages were operating
during station closures.

= |n 2020 staff requested confirmation that station Spanish messages were operating
during station closures.

0 InSpring 2018 CATS Civil Rightsstaff was added to the City of Charlotte’sImmigrant Integration
Implementation Team to assist with efforts to make City services more accessible to foreign
residents. This team was tasked with cataloguing access initiatives within the City of Charlotte
and how to best tailor their presentation to immigrant populations.

0 Inthe Spring of 2019, CATS & City of Charlotte produced a Spanish (Mexican Dialect) podcast
on How to Ride Transit, by with CATS Bilingual Customer Service agent answering questions.

0 Inthe Spring of 2020 CATS Civil Rights Officer and Compliance Officer were added to the City
of Charlotte’s Language Access Work group, to inventory City of Charlotte language accessand
create a Citywide interdepartmental Language Access Policy.

O Website: Annual/ periodically staff reviews CATS website for accessissues. In April and March
2020 this included a reminder to Web Developer to parallel textin announcement pictures, so
that Google Translate can translate the text into native language.

Community Advocacy Input

An informal community advisors list exists to assist in reviewing Spanish translations in particular when
signage is being developed for projects in design or being built, for services disruptions or warning
notifications. Inthe past staff has queried and will continue to query communications and member
relations officers from the Charlotte:

0 Latin American Coalition

0 Levine Museum of the New South

0 Latin American Chamber of Commerce of Charlotte (LACCC)

O International House

Marketing and Public Relations

Ensure that CATS website translatesin multiple languagesand is updated as new languages are offered,
including text versions and online forms are utilized to allow for site-wide translations when applicable.
The mobile applications translate to Spanish and using device capability to develop other Safe Harbor
language translations capability.

Title VI documents appear in English and Spanish on the Website. (Additional languagesare being
researched).

Vital Documents are pre-translatedin the Safe Harbor language groups constituting 5% or 1000 LEP
residents in CATS services area.

Public notice printed documents appearin English and Spanish, are posted on the web.

Audio and Visual Announcements

Keep an annual record of on-vehicle and transit site (stations etc.)announcements of safety and
warning are translatedinto Spanish. Annual review of these announcements will occur to ensure and
well the inclusion of notices of direction when appropriate.

Periodically perform onsite checks to see if messages are running on stations and vehicles.
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Customer Services

®= Maintainthe Interactive Voice Response systems at 311 and CATS Customer Services and ask for
reports on the utilization by Spanish and other high LEP language groups.

= Ensure that customer services is aware that there are City contracted Language assistance lines for
their use.

= Ensure thatinstances when bi-lingual staffers exit an effort is made to identify “multi-lingual” as a
component in selecting the comparable replacement.

= Notification to customer services that Google Translate is available for translating electronic
communications in particular when correspondence comes in other than English and Spanish.

Safety and Security

= A bi-lingual officers on shift

= Bi-lingual CMPD officer and telephone Mutual Aid available via phone 24/7
= Use of Transit CTC supervisors and bus operator who are bi-lingual
=G4S officer assistance line with bi-lingual capability

CTC— Operations LEP Assistance

= The station manager and front line operators’ supervisor are fluent in Spanish. This skillset will be
noted as a consideration of any replacement personnel who may hold these positions.

= Several Dispatchersare fluent in additional languages. This skillset will be noted as a consideration of
any replacement personnel who may hold these positions.

Operators and Other Frontline personnel:
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= Trainers have implemented an environment that reinforces that operators are to treat persons
regardless of race, ethnicity or language with respect.

= There is a visual Emergency Management card on each bus toassist drivers with communicating with
LEP patrons in distress.

= Drivers have a process in place to contact Supervisors (bi-lingual) when encountering patrons who are
LEP.

= Make efforts to incorporate bi-lingual personnel as available options for operators and other frontline
personnel as dispatchers or site supervisors.

On-going and Annual Assessment of LEP tools and availability:

= Staff will review the costs and options available for LEP tools as technological advancements,
availability and cost become decline asissues due to widespread use.

=  The web administrator for CATS is researching the following:

0 Improving CATS Google Translates visibility on City & CATS webpages.

= Staff has plans to organize a review post construction and renovation the Blue Line Extension, Blue
Line, Gold line stations, Gold line Phase Il stations, transit centers, park/rides, parking garages, new
construction, station and vehicle announcements to determine if they are any new messages or
overlooked messages that need translation.

= Since 2014, these types of assessments led to bi-lingual warning sighage on the exterior of Gold Rush
trolley’s, confirmed fare zone signage/painted barriers at rail stations, and as well confirmed Spanish
audio and digital announcements on rail vehicle and stations. That includes assessments that occurred
during the Blue Line Extension project for sighage that now stretches across the entire transit line, with
the most recent update in the Spring of 2020 to additional signage on the North end of the LYNX Blue
line.
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APPENDIX OF VITAL DOCUMENTSIN 2017-2020 SAFE HARBOR LANGUAGES

e ADACertification
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e Right of Appeal for ADA Certification Denials
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e Special Transportation Service Application
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e Photo ID Log Sheet at the Charlotte Transportation Center
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e  Civil Rights Discrimination Complaint Form
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