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Translation/Tradugao/Traduccion/#1 7/ Ilepeson/ Dich

English: If this information is needed in another language, please contact the PVTA Title
V| Specialist at 413-732-6248 x230.

Portuguese: Caso esta informagao seja necessaria em outro idioma, favor contar o
Especialista em Titulo VI do PVTA pelo telefone 413-732-6248 x230.

Spanish: Si necesita esta informacion en otro idioma, por favor contacte al especialista
de PVTA del Titulo VI al 413-732-6248 x230.

Chinese Simplified: (mainland & Singapore): MR FEFMAREIE S /T HELE, HERMK
X AZER (PVTA) (EBGEZE) FoNEL 0, f15413-732-6248 x230,

Chinese Traditional: (Hong Kong & Taiwan): R FEFEHAEEES THRER, WB B
HEBEXHER (PVTA) (E#ERE) FAFEEAR, EiE413-732-6248 x230,

Russian: Ecnn Bam HeoGxoguma gaHHas MHdopmauma Ha nobom Opyrom s3bike,
noxanyncTta, CBRXWTeCk co cneuuanuctom no Tutyny VI PVTA no ten: 413-732-6248
x230.

Haitian Creole: Si yon moun vle genyen enfobmasyon sa yo nan yon lét lang, tanpri
kontakte Espesyalis PVTA Title VI la nan nimewo 413-732-6248 x230.

Vietnamese: Néu quy vi can théng tin nay bang tiéng khac, vui long lién hé Chuyén vién
Luat VI clia PVTA theo s6 dién thoai 413-732-6248 x230.

French: Si vous avez besoin d'obtenir une copie de la présente dans une autre langue,
veuillez contacter le spécialiste du Titre VI de PVTA en composant le 413-732-6248
x230.

Italian: Se ha bisogno di ricevere queste informazioni in un'altra lingua si prega di
contattare lo Specialista PVVTA del Titolo VI al numero 413-732-6248 x230.

Khmer: [UfIS10inA-HARIFIUSTUN A DI S1S:
WHSIMSHHMANMIS TSN MEE 1UN PVTA MUt gInin 413-732-6248 x230

il e Aol 5 ) Lﬂ,s'.,.as.h Joad¥ o i s oal 42l Sila glaall s2a ) dslsy i€ o)) Arabic: 413-
732-6248 x230
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1.0 INTRODUCTION

This Limited English Proficient (LEP) Plan has been developed consistent with FTA Circular
4702.1B, “Title VI and Title VI-Dependent Guidelines for FTA Recipients,” published October
1, 2012 (http://www.fta.dot.gov/documents/FTA_Title_VI_FINAL.pdf). This plan is a living
document; it is continually reviewed, updated and improved to help better meet the needs of
transit customers in the PVTA service area.

This plan describes the strategic approach that PVTA is pursuing to achieve its program to better
deliver services to people who are Limited English Proficient (LEP). PVTA’s goal is to ensure
that LEP persons have meaningful access to the benefits, services, and information provided by
PVTA'’s transit programs and related activities. This plan clarifies the fulfillment of PVTA’s
responsibilities with respect to LEP requirements as a recipient of federal financial assistance
from the U.S. Department of Transportation to people who are Limited English Proficient in
accordance with:

Title VI of the Civil Rights Act of 1964, 42 U.S.C. 2000d, et seq., and its implementing regulations,
which state that no person shall be subjected to discrimination on the basis of race, color, or
national origin under any program or activity that receives federal financial assistance.

Executive Order 13166 “Improving Access to Services for Persons With Limited English
Proficiency" of August 16, 2000, which directs that Federal agencies subject to the requirements
of Title VI publish guidance for their recipients clarifying LEP obligations. Executive Order
13166 directs that all guidance documents be consistent with the compliance standards and
framework detailed in the U.S. Department of Justice’s Policy Guidance “Enforcement of Title
VI of the Civil Rights Act of 1964—National Origin Discrimination Against Persons With
Limited English Proficiency.” This guidance advises that different treatment based upon a
person’s inability to speak, read, write, or understand English may be a type of national origin
discrimination. Executive Order 13166 applies to all federal agencies, programs and operations
of entities that receive funds from the federal government, which includes the PVTA.

These federal regulations and guidance define persons with Limited English Proficiency as
individuals with a primary or home language other than English who must, due to limited
fluency in English, communicate in that primary or home language if the individuals are to have
an equal opportunity to participate effectively in or benefit from any aid, service or benefit in
federally funded programs and activities.
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Figure 1-1: Pioneer Valley Transit Authority Service and Routes (Sept 5, 2018)
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2.0 FOUR-FACTOR FRAMEWORK ANALYSIS

This plan utilizes the four-factor analysis of an individualized assessment described in the FTA
guidance publication of FTA C 4702.1B “Title VI Requirements and Guidelines for Federal
Transit Administration Recipients” effective October 1, 2012.

The PVTA service area includes communities with diverse ethnicities, including many people
for whom English is not their native language. Employees of PVTA and its operators are also an
ethnically diverse group, of which many individuals share cultural backgrounds with ethnic
groups in the service area. This personal experience and connection with local communities is
one of the most regular and important ways that PVTA has developed and maintains its
sensitivity to the concerns of LEP persons.

The PVTA has developed policies and procedures to meet the requirements of Title V1 of the
Civil Rights Act of 1964, specifically as it pertains to improving access to services for persons
with limited English proficiency (LEP). For this analysis, PVTA relies on the guidance provided
in FTA Circular 4701.B, which defines “Limited English Proficient (LEP) Persons” as:

“...persons for whom English is not their primary language and who have a limited ability to
read, write, speak, or understand English. It includes people who reported to the US Census that
they speak English less than very well, not well, or not at all.”

PVTA uses this definition as required by the federal guidance and the most recently available US
Census American Community Survey (2012-2016 ACS five-year estimates) to update the
Language Access Plan.

The language access needs assessment presented in this report involves the analysis of these four
factors, which are required by the federal guidance:

Factor 1: Proportion, Numbers and Distribution of LEP Persons in PVTA Service Area
Factor 2: Frequency of PVTA Staff Contact with LEP Persons

Factor 3: Nature and Importance of PVTA Service to LEP Persons

Factor 4: Resources Available to PVTA and Cost

The main goal is to identify and document the number and geographic distribution of potential
LEP customers within the PVTA’s 24-community service area and to better understand where
needs are being met—and where there may be gaps—in non-English language assistance.

Following is detailed guidance from FTA Circular Chap. 111-7 about each of the four factors:
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FACTOR 1: The number or proportion of LEP persons eligible to be served or likely to be
encountered by PVTA. In addition to the number or proportion of LEP persons served, the
analysis should, at a minimum, identify:

e How LEP persons interact with PVTA;

e LEP communities and the number or proportion of LEP persons from each language
group;

e The literacy skills of LEP populations in their respective native languages to determine
whether translation of documents will be effective; and

e Whether LEP persons are underserved by PVTA due to language barriers.

FACTOR 2: The frequency with which LEP persons come into contact with the program.
PVTA surveys LEP needs and assesses major points of contact with the public, such as:
e Use of bus service;
Purchase of passes and tickets through vending machines, outlets, websites, and phone;
Participation in public meetings;
Customer service interactions;
Ridership surveys;
Operator surveys.

FACTOR 3: The nature and importance of PVTA service to people’s lives. Generally speaking,
the more important the program, the more frequent the contact and the likelihood that language
services will be needed. Public transportation is a vital service, especially for people without
access to personal vehicles.

FACTOR 4: The resources available to PVTA for LEP outreach, as well as the costs associated
with that outreach. Resource and cost issues can often be reduced by technological advances,
reasonable business practices, and the sharing of language assistance materials and services
among and between recipients, advocacy groups, LEP populations and Federal agencies. Large
entities and those entities serving a significant number of LEP persons should ensure that their
resource limitations are well substantiated before using this factor as a reason to limit language
assistance.

Implementation measures to address the results are then based on the results of the analysis are
described in Section 3.0. The following sections apply the guidance described above to PVTA
specifically.
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2.1

2.1.1

FACTOR 1: Proportion, Numbers and Distribution of LEP Persons in PVTA Service Area
This section presents information about LEP persons in the 24-municipality PVTA service area.

Service Area Geographic Boundaries

The geographic boundaries of PVTA service are the 24 municipalities listed below and displayed
in Figure 1-1. (PVTA also serves locations in South Deerfield, Whately, and Enfield CT, which
are not PVTA member communities.)

2.1.2 Analysis of Language-related US Census Data

Presented below are US Census ACS 2011-2015 five-year estimates for the 24 PVTA member
communities showing proportions of residents in the PVTA service area. The overall proportion
considered LEP is 45,894, which is 8.3% of the total population of 550,389 in the PVTA service

area.

This is significantly above the national average of 4.7% and the Massachusetts state average of

4.3%. Also, the number of LEP persons exceeds 1,000 (the safe harbor minimum threshold) for
six languages: Spanish and Spanish Creole; Portuguese and Portuguese Creole; China; Russian;
Polish; and Vietnamese.

Figure 2.1-3 People in PVTA Service Area Who Speak English Less than “Very Well”

First Language Spoken by Person Who Number of Percen‘t of Al
Speaks English "Not Well" or At All Persons Peoplfe in PVTA
Service Area
Spanish or Spanish Creole: 28,478 5.2%
Portuguese or Portuguese Creole: 2,330 0.4%
Chinese: 1,999 0.4%
Russian: 1,931 0.4%
Polish: 1,652 0.3%
Vietnamese: 1,400 0.3%
Other Indic languages: 827 0.2%
French (incl. Patois, Cajun): 706 0.1%
Other Slavic languages: 697 0.1%
Other Indo-European 659 0.1%
Other Asian languages: 639 0.1%
Italian: 604 0.1%
Korean: 581 0.1%
Arabic: 482 0.1%
African languages: 465 0.1%
Greek: 368 0.1%
Mon-Khmer, Cambodian 339 0.1%
All others 1,737 0.3%
LEP Total in PVTA Communities: 45,894 8.3%

Source: Census Data _ACS 5 YEAR 2011-15 (“Speaks English Less Than Very Well”) for 24 PVTA Communities
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Figure 2-3: Populations Considered LEP by Census Block Group
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Figure 2-4: Spanish Speaking Residents Who Speak English “Less Than Very Well”
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Figure 2-5: Spanish Speaking Residents Who Speak English “Less Than Very Well”
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Figure 2-6: Portuguese -Speaking Residents Who Spe

PVTA LAP Plan

ak English “Less Than Very Well”
7
: : ! L |
+  Each dot in the main map represents 50 LEP Portuguese speakers. [ N\ South \'. Granby —
+  Each dot in the detail maps represents 20 LEP Portutuese speakers __:'I '-\ Hadley \ et TR
1 LT R RACII
| ‘J le L. '-. . .
| Hoyoke . . L1 e
I e Jl. Ludiow .
[ 1 ’ - . \ . .
| It Chicopee \ :
Legend :I [« . R :
T B S .
Statewide Portuguese Speakers by Ability to Speak English ! | . : AT e g
Numbers reflect population over five years of age. { . . pe -~ " | )
Numbers reflect population over five years of age. ] \‘I .« ‘_.If\"llbraham
. K L \
Total 180,975 ! L . i
- ’ / West /o !
Speak Eng]!%:h Very Well 91,774 ] Springfield |': ., '
Speak Engliish Less Than Very Well 89,201 ! '\ Springfield :
fos . . . |
L . ~ '
e ; R . 1
soavam / T e
Dots are placed randomly in cities and towns. o . \ Lonagmesadow 1
Data are from the American Community Survey 2010 5-year summaries. S Long=—-—___ H 9 i
/_meadow i |
American Community Survey 2010 five-year estimates

pvta lap update draft 08-13-18.doc



Figure 2-7: Vietnamese-Speaking Residents Who Speak English “Less Than Very Well”
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Figure 2-8: Russian-Speaking Residents Who Speak English “Less Than Very Well”
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2.1.3 Involvement of Community Organizations and Committees
PVTA engages with community based organizations that serve LEP persons in two general
ways:
1) participating in meetings of organizations and agencies that deal with LEP issues; and
2) participating in the public outreach activities of the Pioneer Valley MPO.

PVTA participates on an ongoing basis in the meetings and activities of the following
community and municipal organizations that address in part the needs of LEP persons:

Directors of Councils on Aging in PVTA communities.

Human service organizations, including Stavros Center for Independent Living.
Springfield New North End Citizens Council.

Emergency management agencies and staff of PVTA member communities.

Homeland Security Councils of Hampden, Hampshire, Franklin and Berkshire Counties.
Arise for Social Justice, Springfield

PVTA is also a regular participant in meetings and activities of municipal and volunteer
committees. PVTA and PVPC planning staff and operating contractors also support and attend
meetings of the Town Amherst Public Transportation Committee. Both committees address
issues of concern to LEP residents of the region. PVTA engages regularly with neighborhood
community organizations to assist the “Live Well Springfield” effort of Bay State Health
addressing public health issues in the City of Springfield, as well as engagement with the
Western Massachusetts Public Health Institute. PVTA coordinated transportation options to
farmers markets to low income and minority neighborhoods in Springfield and supported the
coalition’s efforts to improve transportation access issues that impact public health, including
donation of a van for conversion to a mobile fresh produce stand. Other community coalition
partners include:

Baystate Health Brightwood Health Center

Caring Health Center

City of Springfield Office of Elder Affairs

City of Springfield Office of Planning and Economic Development
City of Springfield Parks Department

Concerned Citizens of Mason Square

Develop Springfield Corporation

Enterprise Farm

Gardening the Community

HAP Housing

Health New England

Mason Square Health Task Force

Mass in Motion

Mass Mutual

Massachusetts Department of Public Health Western Region
MassBike

MGM Springfield
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New North Citizens Council

Partners for a Healthier Community

Pioneer Valley Asthma Coalition

Pioneer Valley Riverfront Club

Springfield Housing Authority

Springfield Partners for Community Action
Springfield Department of Public Works
Springfield Police Department

Springfield Vietnamese American Civic Association
University of Massachusetts Amherst

e Vietnamese Health Project/ Mercy Medical Center

PVTA also works with staff of the PVMPO to identify other community based organizations not
traditionally involved in service of LEP persons. The PVMPO maintains an active database of
community organization contacts and provides emails to recipients transportation concerns
identified. PVTA maintains contact with, and gathers information about the needs of LEP
persons from the community based organizations and committees of the region.

2.2 FACTOR 2: Frequency of Contact with LEP Persons
Employees of PVTA and its operating companies are in contact with LEP persons on a daily

basis. The most frequent type of encounter is between bus driver and passenger. The second
most frequent contact is via telephone on the PVTA Information Center line.

e Bus driver and passenger conversations.

e Inquiries to operations staff at the Springfield Bus Terminal (up to 10 inquiries from LEP
persons per day).

Walk-in customers to PVTA Information Center (10-15 LEP persons per week).
Customer telephone calls to PVTA Information Center (1-2 LEP callers per day).

Bus rider forums.

Quarterly meetings with paratransit riders.

Public hearings.

Meetings with community based organizations.

23 FACTOR 3: Nature and Importance of PVTA Service to LEP Community

PVTA is committed to making its services available and as accessible as possible to all persons
living within its service area. PVTA is also committed to providing opportunities for all persons
to participate in transit planning processes.

This outreach to LEP persons is important to PVTA service because: 1) the proportion of LEP
people in the service area exceeds that of the MPO regional average; 2) LEP persons may tend to
be more dependent on transit service than English speakers in the region

Any denial, delay or reduction in access to PVTA services because of language-related barriers
is unacceptable to PVTA. PVTA recognizes that thousands of persons depend on transit each day
in its service region for critical mobility needs, such as traveling to medical appointments,
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shopping for food, commuting to work, and getting to school. The chart below reports the
principal trip purposes from the 2015 survey of routes in PVTA’s southern service area.

Figure 2.3-1: PVTA Rider Trip Purposes 2015-16 (n=2,783)
Q5: Trip purpose?

Work 24.7%
Medical

Shopping

Other
Social/Recreational

College 26.3%

School (Grades 1-12) 1%

blank 4.4%

0% 5% 10% 15% 20% 25% 30%
PVTA Onboard Rider Surveys 2015-2016 n=2,783

In addition, nearly 2 of 3 respondents (60.5%) ride the bus because they do not have a car or
driver’s license. This finding is consistent with other recent surveys of PVTA riders in other
service regions. It is a strong indication that PVVTA riders dependent on this service to a very
high degree for their regular mobility—and a majority of current users would not be able to get
around without it.
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Figure 2.3-2: PVTA Reasons for Riding the Bus

Q7: What is the main reason you ride the bus?

No car 35.2%
No drivers license
Convenience
Prefer bus
Economical

blank

Saves time

Less pollution 1.4%

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

PVTA Onboard Rider Surveys 2015-2016 n=2,783

2.4 FACTOR 4: Resources Available to PVTA and Overall Cost

PVTA utilizes federal and state sources of operating and capital assistance to support LEP
programs and services. LEP is integrated with operations and customer services.

In the future, PVTA will continue to identify LEP concerns and seek appropriate additional
funding that may be available for LEP programs and services.
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3.0 SAFE HARBOR STIPULATION

Federal law provides a “safe harbor” stipulation so that recipients can ensure with greater
certainty that they comply with their obligations to provide written translations in languages
other than English. A safe harbor means that if a recipient provides written translations in certain
circumstances, such action will be considered strong evidence of compliance with the recipient's
written-translation obligations under Title VI.

The failure to provide written translations does not mean there is noncompliance, but rather
provides a guide for recipients that would like greater certainty of compliance than can be
provided by a fact-intensive, four-factor analysis.

For example, even if a safe harbor is not used, if written translation of a certain document(s)
would be so burdensome as to defeat the legitimate objectives of its program, it is not required.
Other ways of providing meaningful access, such as effective oral interpretation of certain vital
documents, might be acceptable under such circumstances.

Strong evidence of compliance with the recipient's written-translation obligations under safe
harbor includes providing written translations of vital documents for each eligible LEP language
group that constitutes 5% or 1,000, whichever is less, of the population of persons eligible to be
served or likely to be affected or encountered. PVTA’s translation of other documents, if needed,
can be provided orally.

This safe harbor provision applies to the translation of written documents only. It does not affect
the requirement to provide meaningful access to LEP individuals through competent oral
interpreters where oral language services are needed and are reasonable.

The size of LEP language groups constitutes 5% or 1,000 persons of population (threshold for
which written translations of key documents can be provided meet the safe harbor standard) for
the following:

Figure 3-1: PVTA “Safe Harbor” Languages (> 5% of total or 1,000 persons)

P t of All
First Language Spoken by Person Who Number of ercen. °
s " People in PVTA
Speaks English "Not Well" or At All Persons .

Service Area
Spanish or Spanish Creole: 28,478 5.2%
Portuguese or Portuguese Creole: 2,330 0.4%
Chinese: 1,999 0.4%
Russian: 1,931 0.4%
Polish: 1,652 0.3%
Vietnamese: 1,400 0.3%

ACS 2011-2015 five year estimates for PVTA communities
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4.0 IMPLEMENTATION PLAN FOR LANGUAGE ASSISTANCE

This section describes PVTA’s current and future plans for providing language assistance to LEP
persons in the service area.

4.1. Identifying LEP Persons Who Need Language Assistance

PVTA identifies LEP persons who need language assistance through the following programs,
activities and services:

e Telephone assistance and assessment by Information Center operators.

e Periodic surveys of Information Center staff about languages encountered when engaging
with customers.

e Periodic surveys of bus and van operators about languages encountered when engaging

with customers.

Conversational assessment of walk-in customers at the Information Center.

Conversation with PVTA bus operators and field personnel.

Inclusion of instructions for requesting language translation on public meeting notices.

Asking persons attending public hearings if Spanish language translation and/or signing

interpreter services are desired or needed (services are always available).

e Demographic assessment of census data to ascertain likely geographic location of
potential LEP customers.

e Outreach to community based organizations and municipal agencies to ask their
assistance in identifying LEP persons who may need language assistance.

4.2. Providing Language Assistance

This section describes the current and future services that PVTA provides for enhancing the
access of its system to LEP persons.

Information regarding PVTA services is made available through multiple means, including
website translation services, system maps and providing a bilingual staff whenever possible.
There are no costs to users for these services.

4.2.1 Existing LEP Programs and Services
Following is a summary of the language assistance, programs and services currently provided:

e All printed bus schedules are now provided in English/Spanish bilingual format.

e All bus riders guides are printed in English/Spanish bilingual format.

e All public notices of meetings, service changes, fare changes, and other relevant
customer service information are now posted in English/Spanish bilingual format.

e All vital documents are posted at www.PVTA.com/vitaldocuments in English and
Spanish format with instructions in 20 languages on how to request translation to other
languages.

e Bilingual staff (Spanish) is always available at the PVTA Springfield Information Center.

e Two PVTA staff members at the Holyoke Intermodal Center are bilingual (Spanish).
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e Information Center staff routinely evaluate LEP needs and provide recommendation.

e Information Center staff are trained in the use of online translation services for other
languages (i.e., Russian, Portuguese, Vietnamese) to assist customers.

e Spanish translation of PVTA policies and services on the system map.

e Onboard passenger surveys available in Spanish administered by bilingual surveyors.

e Translation and interpretation services are available upon request at (877) 779-7882.

e Many PVTA vehicle operators are bilingual (Spanish, Russian, and Burmese).

e Many vehicle operators are also familiar with common phrases used by customers in
languages other than English.

e Website translation function (list of languages available included in appendix).

e Spanish Language media in including Spanish Newspapers and YouTube translations
into Spanish. (https://www.youtube.com/watch?v=ThOuVD69XI8)

e Translation of key PVTA documents available upon request.

e Meeting notices include explanation of procedures to request language translation.

e Meetings with community based organizations.

PVTA defines an interpreter as a person who translates spoken language orally, as opposed

to a translator, who translates written language and a translator as person who transfers the
meaning of written text from one language into another. The person who translates orally is not a
translator, but an interpreter.

4.2.2 Future LEP Programs and Services
PVTA’s proposed future programs and services to enhance accessibility of transit services to
LEP persons include:

e Partnerships with community organizations to develop a list of language translation
volunteers who are available for public meetings. This option could be used where
advanced notice is provided that translator services are needed. This option may also help
increase the numbers of languages for which translation services are available.

e Development of written translation and oral interpreter service providers database. This
would improve the speed and convenience with which written documents can be
translated for the public, and reduce the need to have public requests for them.

e Use of PVMPO’s LEP services outlined in the organization’s LEP plan, as developed.

e Ensure other PVMPO members are aware of the USDOT LEP guidance and support their
LEP planning activities, as appropriate.

e Updates to the PVTA LEP Plan, as needed by new events, such as the release of
language-related demographic data from the Census 2006-10 ACS indications of
increases in LEP population.

e Identify community based organizations that are not being contacted through existing
outreach.

e Incorporate services to assist LEP customers in forthcoming intelligent transportation
system (ITS) passenger information capabilities, including onboard audio annunciation in
multiple languages and multiple language capability on electronic vehicle signs.
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4.2.3 PVTA LEP Coordination with Regional MPO

PVTA also participates in the public involvement activities of the Pioneer Valley
Metropolitan Planning Organization (PVMPO) for capital planning. The PVMPO works to
engage persons with LEP in regionwide planning activities, such as the adoption of the
Regional Transportation Plan (RTP), Unified Planning Work Program (UPWP), transit
studies, and the regular updating of the Transportation Improvement Plan (TIP). The
PVMPO does this through outreach to Spanish-speaking residents, which represent the
largest group of LEP people in the region. The PVMPO publishes meeting notices are
published in Spanish, and provides translation services upon request within 10 business days
of a scheduled meeting. PVMPO provides translated summaries of key reports in Spanish
upon request. In addition the PVMPO utilizes Spanish language newspapers (media) with
distribution to communities with significant Spanish speaking populations.

PVMPO also engages LEP persons in the region in special activities focused that may be on
a specific neighborhood or corridor. This is accomplished by producing maps that depict the
distribution of non-English speaking persons at the beginning of any such project to assess
whether or not outreach in languages other than English are needed. If it is determined that
such outreach is needed, PVMPO consults with neighborhood groups, ethnic associations
and religious organizations to identify the best methods and channels for reaching and
involving LEP residents.

4.3. Training Staff
PVTA’s existing staff training for better serving LEP transit customers includes:

e Bus driver training (for new and existing drivers) that addresses the needs of LEP persons
and helps drivers learn key phrases in Spanish and other languages for better
communication with non English speakers.

e Regular discussion, assessment and refinement of practices for communicating with LEP
persons who call the PVTA Information Center by telephone.

e Regular discussion, assessment and refinement of practices for communicating with LEP
persons who are walk-in customers to the PVTA Information Center.

e Regular discussion, assessment and refinement of practices for communicating with LEP
persons who are walk-in customers to PVTA terminal facilities.

Anticipated LEP training activities in the future will include:
e Assessment and refinement of LEP training for bus drivers.
e Assessment and refinement of LEP training for Information Center staff.
e Design and implementation of LEP training for all agency staff is forthcoming.

4.4. Providing Notice to LEP Persons

USDOT LEP guidance states: “Once an agency has decided, based on the four factors, that it will
provide language service, it is important that the recipient notify LEP persons of services
available free of charge. Recipients should provide this notice in languages LEP persons can
understand.
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PVTA provides this notification through the following:

Meeting notices include instructions on how to request language assistance (with advance
notice).

Stating in outreach documents that language services are available from the agency.
Working with community-based organizations and other stakeholders to inform LEP
individual of the recipient’s services, including the availability of language assistance
services.

Using automated telephone voice mail attendant or menu which can provide information
about available language assistance services and how to get them.

Including notices in local newspapers in languages other than English, including Spanish
language newspapers.

Onboard posting on PVTA buses

Future notification services are expected to include:

An inventory of existing public service announcements and community outreach the
agency currently performs.

Greater incorporation of notices of language assistance availability into existing outreach.
Targeted community outreach to LEP persons, especially via community based
organizations that serve and represent them.

Providing notices on non-English-language radio and television states about the available
language assistance services and how to get them.

4.5. Monitoring and Updating This LEP Plan

PVTA continues to develop a process for monitoring and updating this LEP Plan. Related
activities will likely include:

Obtaining feedback from LEP persons, directly, as well as community members and
agencies.

Conducting internal monitoring and random spot checks of LEP services.

Refining and improving the LEP Plan described above consistent with feedback received.
Considering new language assistance needs when expanding service.

Regularly updating the plan when new language-related ACS demographic data becomes
available.
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Appendix 1: Examples of New Bilingual Bus Schedules

tiempo real.

buses have equipment

pantallas visuales.

Welcome Aboard!/jBienvenido a bordo!
busiracker.pvta.com — For realHime departures./Para las salidas en

www.pvia.com/schedules — Save paperl View bus schedules
online./jAhorra papell Vea los horarios de los autobuses en linea.

Accessibility/Accesibilidad — All buses and vans have an ADA

boarding ramp or lift. All customers are welcome to use them. All

to secure wheel chairs and scooters; audio

stop announcements; and visual stop displays./Todos los autobuses
tienen rampas de acceso ADA. Todos los clientes pueden hacer uso
de ellos. Todos los autobuses tienen equipo de seguridad para las
sillas de ruedas y scooteres; anuncios de paradas de audio; y

Title VI/Titulo VI — Customer Service 413-781-7882 or
www.pvta.com/litlevi to place Title VI complainis/Para presentar queji

de Titulo VI
Blue 4
Lost & Found/Objetos Perdidos Fares/Tarifas
Springfield/Holyoke areas:  413-788-8630 1 ridefviaje $125
Northampton 413-586-3548 Transfers/Transferencias: $ .25 (90 min)
Ambherst/UMass: 413-545-0056 1-day Pass/Pase de 1 dia: $3.00
Ware-Palmer-Easthampton: 413-739-7436 T-day Pass/Pase de 7 dias: $12.50
31-day Pass/Pase de 31 dias: $45.00

31-day Elderly & Disabled Pass/

Plainfield

Street

Effective 6/24/18

O Springfield Union Station
O Brightwood Health Center
© Chestnut Middle School
O Baystate Medical offices:
50, 80 & 100 Wason Avenue

Pase de Ancianos y Discapacitados: $22 00

Children 6-12/Nifios de 6-12: $.75

Children under 6/Nifios menores de 6:
Free with adult/Gratis con un adulto
Pioneer Valley Transit rity

413-781-7882

PVTA Senior-Disabled ID or MAP card/Personas de
edad avanzada o discapacitadas con ID de PVTA o

tarjeta de MAP- $ 60 (transfers/transferencias: $ 10)

TOLL FREE: 877-779-7882
TTY: 413-747-1654
www.pvta.com

Holyoke/Springfisld

via Chicopee

Effective Winter 2017

© Halyoke Transortation Center

boarding ramp or lift. All customers are welcome to use them. All
buses have equipment to secure wheel chairs and scooters; audio
stop announcements; and visual stop displays /Todos los autobuses
tienen rampas de acceso ADA. Todos los clientes pueden hacer uso
de ellos. Todos los autobuses tienen equipo de seguridad para las
sillas de ruedas y scooteres; anuncios de paradas de audio; y
pantallas visuales.

Title VI/Titulo VI — Customer Service 413-781-7882 or
www pvta.comvtitievi to place Title VI complaints/Para presentar quejas
de Titulo V1.

@A@O
SASE I

Pase de Ancianos y Discapacitados: $22.00
Children 6-12/Nifios de 6-12: $75

Children under 6/Nifios menores de 6:
Free with adult/Gratis con un adulto

PVTA Senior-Disabled ID or MAP card/Personas de
edad avanzada o discapacitadas con ID de PVTA o
tarjsta ds MAP- § 60 (fransfersftransferancias: $ 10]

© Willimansett
[ [J .
) ) O Meeting House/Meadow Street
] R @ © Chicopee Cenjen’EIms College
D000 UNION STATION O Baystate Medical Center/
g g 3 g g 3 MAJOR STOPS SHOWN TRANSFERS Mercy Hospital
o PARADAS MAYORES QUE SE MUESTRAN TRANSFERENCIAS ©O Glenwood Circle
@ © =L0CAL ROUTEIRUTA LOGAL OmgNﬂsngG O Springfield Union Station
8 [ = EXPRESS ROUTE/RUTAEXPRESA ggggg — =
21
Pm Purple 21
‘Weicome Aboardl/|Bienvenido a bordol Lost & Found/Objetos Perdldos Fares/Tarifas
bustracker. pvta com — For real-time departures /Para las salidas en Springfield/Holyoke areas:  413-788-8630 1 ridefviaje: §125
tiempo real. Northampton: 413-586-3548 Transfers/Transferencias: $ .25 (90 min)
www_pvta com/schedules — Save paper! View bus schedules Amherst/UMass: 413-545-0056 1-day Pass/Pase de 1 dia: $3.00
online./jAhorra papell Vea los horarios de los autobuses en linea. Ware-Palmer-Easthampton: 413-739-7436 7-day Pass/Pase de 7 dias: $1250
31-day Pass/Pase de 31 dias: $45.00
Accasslibiltty/Accesibllidad — All buses and vans have an ADA 31-day Elderly & Disabled Pass/
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Appendix 2: New Bilingual Bus Riders Guide

Bienvenido a bordo!

febrero, 2017

413-781-7882 (PVTA)

B877-779-7882 toll-free

bustraker.pvta.com — para las iiegadas en tiempo
real y salidas

www.pvta.com

Este folleto explica las politicas y reglas para
usar el sistema de autobiis de ruta fija del
PVTA. Para obtener mas informacion sobre
los servicios del PVTA, visite www.pvia.com/
mobilityImpaired.

Tarifas

1 Viaje (1-Ride): $ 1.25. Monedas vy billetes de $ 1
solamente (no se aceptan monedas de un centavo).
Pagar en el autobuls. No se puede dar cambio.

Pase de 1 Dia (1-Day Pass): $ 3.00. Viajes ilimitados
en el dia comprado. Comprar en el autobis (cambio
exacto solamente),o en la estacion Unidn, o en el
Centro de Transportacion de Holyoke.

Pase de 7 Dias: (7-Day Pass): $ 12.50

Pase de 31 Dias: (31-Day Pass): $ 45.00 ($ 43.00 en
Big ¥)

Boleto de 1-Viaje (1-Ride Ticket): $1.15 (en

las oficinas del Servicio al Cliente, La Junta de
Envejecimiento en Amherst 70 Boltwood Walk, Big ¥
de Amherst 175 University Dr, y por correo solamente.
Personas de edad avanzada y las personas con
discapacidad con tarjeta de identificacion de PVTA o

un pase de acceso en todo el estado: $ 0.60 tarifa en
efectivo; $ 0.10 transferencias; $ 22.00 para el pase de
31 dias ($ 20 en Big ¥)

Niiios de 7-12 aifios: $0.75

Nifios menores de 6 afios: gratis con un adulto
(maximo dos nifios).

Transferencias

25 centavos tarifa completa; 10 centavos para
personas de edad avanzada / mayores y / o
discapacitados (monedas solamente). Si estd pagando
la tarifa con dinero en efectivo y va a transferir a otra
ruta PVTA, comprar una transferencia de papel al subir
el primer autobus y presentarlo al subir al autobis de
conexion. La transferencia de papel es buena durante
90 minutos. Las transferencias no se pueden utilizar
para una parada o de ida y vuelta en la misma ruta.
(No hay costo para transferir con un pase.)

Las cajas de tarifas solo aceptan monedas de los EEUU
(no se aceptan monedas de un centavo), billetes de
$1, 35 y $10 y no pueden dar cambio. En caso de una
diferencia de opinién acerca de su tarifa o pago, pagar
la cantidad solicitada por el conductor y luego pongase
en contacto con Servicio al Cliente.Los pases
Los pases de PVTA no son transferibles y no pueden
ser compartidos. Los pases deben estar en su posesidn
mientras se encuentra a bordo del autobds. Usted
puede comprar pases en los siguientes lugares:

* www.pvta.com con PayPal (pases de 31 dias
solamente y boletos para el servicio de
Paratransito )
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s Los supermercados Big ¥ (pases de 31 dias
solamente)

s Las oficinas para el Servicio al Cliente de PVTA
en la estacion Union de Springfield, 55 Frank B.
Murray St (9:00 AM a 4:45 PM de lunes a viernes)

* Centro de Transportacién de Holyoke, 206 Maple St
(8:00 AM a 4:45 PM de lunes a viernes y las 9:00
AM a 4:45 PM los sabados)

Por correo: Enviar cheque a nombre de"PVTA" a
PVTA Servicio al Cliente, 55 Frank B. Murray St,
Springfield MA 01107,

Alumnos y Empleados de “Five College”™
Alumnos y empleados de la institucidn Five College
Inc. (Smith, Amherst, Hampshire, Colegios de Mount
Holyoke, y UMass Amherst) deben tener una tarjeta
de identificacion vigente del colegio para viajar en las
rutas B43 y M40 Express durante el afio escolar. (Todo
pasajero debe pagar la tarifa en la B43 cuande las
clases no estan en sesién). Las tarifas en estas rutas
son pre pagadas por los alumnos y empleados de Five
College a traves de |a matricula de los alumnos y por
las instituciones miembros. Pasajeros en el area de
Amherst que no tienen una tarjeta de identificacion
vigente de la institucidn Five College deben tener un
pase valido de PVTA o un boleto de viaje en su posesion
para montar las rutas de Amherst. Supervisores

de Transito hacen inspecciones de tarifas al azar y
pasajeros deben de estar preparados para presentar
un comprobante de pago (ID, pase, o boleto de viaje).
Los conductores de Transito de UMass no aceptan
tarifas en efectivo, pases o boletos.

Tarjetas de Identificacion de PVTA

Las personas mayores de 60 afios o personas con una
tarjeta de Medicare valida pueden viajar 2 mitad de
precio con una tarjeta de identificacion de PVTA. Usted
puede obtener una identificacion con foto en el Centro
deServicio al Cliente de la estacion Unidn en Springfield
o el Centro de Transportacion de Holyoke durante las
horas de oficina mencionados anteriormente.

Para calificar para una identificacion con foto de PVTA,
debe presentar uno de los siguientes: una carta vigente
afirmando discapacidad del Seguro Social; un cartel

de estacionamiento para discapacitados valida de la
RMV en su nombre; o una carta de la Administracion
de Veteranos de los Estados Unidos afirmando una
discapacidad superior al 70%. Si uno de estos articulos
no esta disponible, puede llenar la aplicacion para el
Pase de Acceso al Transporte (TAP) de PVTA. El costo
para una tarjeta de identificacién con foto de PVTA es
$3.00.

Horarios

Para los horarios actuales y para planificar su viaje:

* www.pvta.com /schedules

* bustracker.pvta.com (las llegadas y salidas en
tiempo real)

* m.pvta.com (teléfonos maoviles)
Para programar cambios de dltima hora, desvios, o
la retencién de trafico, clima, o eventos especiales:

* pvta.com “Active Alerts”

* Twitter.com/pvta

Bienvenido bicicletas

Todos los autobuses PVTA tienen portabicicletas que
sostienen 2-3 bicicletas y estan disponibles en base

de primer llegado, primer servido. Solo se permiten
bicicletas no motorizadas de dos ruedas. Los pasajeros
utilizan los portabicicletas bajo su propio riesgo, son
responsables de la carga y descarga, y deben seguir las
instrucciones del conductor. No se permiten bicicletas
dentro de los autobuses (bicicletas plegables se
permiten si se ajustan debajo de un asiento).

Articulos Perdidos
Tratamos de guardar los articulos que quedan
accidentalmente en los autobuses, pero no somos
responsables de las pérdidas. Si pierde un articulo
comuniquese con alguna de las siguientes oficinas:
# Rutas en Springfield y Holyoke: 413-788-8630
* Rutas en Northampton: 413-586-3548e Rutas
en Amherst y la Universidad de Massachusetts:
413-545-0056
* Rutas en Ware y Palmer y el Easthampton
Mashawannuck Express: 413-739-7436
Por favor, decirle al conductor si usted ve un articulo
perdido.

Accesibilidad

Todos los autobuses PVYTA son accesibles, como lo
requiere la Ley de Americanos con Discapacidades
(ADA). Todos los autobuses tienen suelos bajos y una
rampa en la puerta de entrada para gue las personas
en silla de ruedas, scooteres, andador, baston, u otro
dispositivo de ayuda a la movilidad puedan abordar
facilmente. Otras ayudas de la ADA en los autobuses
PVTA incluyen la iluminacién de seguridad, anuncios

de paradas de audio, sefiales electrénicas de aviso de
parada, asientos de prioridad, y las dreas designadas
para asegurar las sillas de ruedas y scooteres. Los
autobuses PVTA también se “arrodillan” en las paradas
para que la entrada principal quede cerca del nivel de la
calle. Todo pasajero es bienvenido pedirle al conductor
que “arrodille” el autobls, extienda la rampa, o a
utilizar el ascensor para que puedan sentirse seguros al
abordar. Para servicios de traduccion TTY para Servicio
al Cliente de PVTA, llame a 413-733-0449 (TTY / Relay)
9:00 AM a 4:45 PM de lunes a viernes.
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Titulo VI
PVTA cumple con el Titulo VI de |a Ley de Derechos
Civiles de 1964. Estamos obligados y comprometidos
en operar los programas y servicios sin distincion de
raza, color y origen nacional. Para obtener informacion
sobre el Procedimiento de Quejas del Titulo VI de PVTA,
visite pvta.com o comuniguese con Servicio al Cliente
en persona, por correo o por teléfono.
Cortesia de atencion
Favor de respetar a los demas pasajeros y al conductor.
Mo se permite lo siguiente en los autobuses PVTA:
* Fumar (esto incluye “vaping” o cigarrillos
electronicos)
* Alimentos, bebidas, o bebidas alcohdlicas
* Reproductores de musica o teléfonos celulares sin
audifonos
* Conversaciones por teléfono celular fuertes o
prolongadass Conversacion ruidosas,
amenazas, o profanidad
* El montar sin zapatos o camisa

Reglas de la carretera:

Para ayudar a hacer su viaje seguro y agradable para
todos, las siguientes reglas se aplican a todos los
pasajeros:

* No distraiga al conductor cuando el autobls esta en
movimiento. Los conducteres estaran encantados
de hablar con usted cuando sea seguro hacerlo.

* Manten detras de la linea amarilla o blanca
(detras del conducter) cuando el autcbls esta en
movimiento.

+ Por favor deje los asientos en la parte delantera
del autobus abierto para las personas mayores
y las personas con discapacidades o dificultades
permanecer de pie.

» Solicite su parada al menos 1 cuadra antes del
autobus llegar tirando del cable situado por encima
de la ventana del autobis; o pulsando el boton rojo
en un poste en el pasillo; o pulsando el boton de
solicitud de parada ADA; o diciendole al conductor.

+ Nifios de 6 afios y menores deben estar
acompafiados y supervisados por un adulto, y
deben permanecer sentados en todo momento
(cuando los asientos estan disponibles).

* Hasta 3 bolsas de supermercado (tamafio
estandar) estan permitidos por pasajero. Toda
bolsa y equipaje de mano deben estar bajo su
control.

* Los pasillos y las puertas deben mantenerse libres.

* Mantenga la cabeza, manos, pies, brazos y piernas
dentro del autobus.

s Coches y carritos de supermercado deben ser
doblados antes de subir y colocados fuera del
pasillo.

¢ Articulos grandes o inseguros, tales como esquis,
cafias de pescar, madera, baterias de automoviles,
contenedores de gasolina y articulos similares no
estan permitidos.

¢ Usar audifonos fijados a un volumen bajo cuando
se escucha a los teléfonos celulares, radios, musica
o reproductores de video, juegos electronicos, u
otro dispositivo de manera gue otros pasajeros y el
conductor no son perturbados o distraido.

¢+ Mantener los pies y las pertenencias fuera de
asientos.» Animales de servicio entrenados son
permitidos a bordo; No se permiten mascotas.

+ Por favor, salga por la puerta trasera.

* Los conductores no pueden volver a abrir las
puertas despues de que se han cerrado para la
salida.

* Pasajeros pueden ser obligados a salir del autobus
al final de su recorrido. Los pasajeros pueden
volver a bordo, siempre y cuando el autobus
comience su viaje de vuelta. Se requiere un pase
valido o nuevo pago de la tarifa para el viaje
de regreso. No se permiten viajes ida y vuelta
multiples o consecutivas.

* Si un pasajero no coopera con las instrucciones del
conductor, pueden ser removidos por un supervisor
de transito o policia.

Si un pasajero no coopera con las instrucciones del
conductor, puede ser removido por un supervisor de
transito o un oficial de policia.

Seguridad

"Si ves algo, di algo.” Si algo no le parece bien a usted
en el autobls o en una parada, decirle al conductor
inmediatamente. O llamar al 911, informe a un oficial
de policia, o avisar a un Supervisor de Transito. Este
alerta a los paquetes desatendidos, comportamiento
inusual o inseguro, riesgos para la seguridad o la
manipulacion de las cdmaras de seguridad o equipo
en el autobilis o en una parada. Grabaciones de audio
y video estan en uso en todo momento en todos los
autobuses y terminales PVTA.

Entrenamiento de Viajar

Se les anima a las personas mayores y |as personas
con necesidades especiales de movilidad a aprender a
utilizar el sistema de autobuses PVTA de forma segura
e independiente. Los entrenadores de viaje de PVTA
proporcionan una enseifianza personalizada y gratuita
para las necesidades y capacidades de cada persona.
La tarifa del autobus es reguerida. Comuniguese con
nuestro Coordinador de Servicios de Movilidad llamando
al 413-732-6248 x235.

Para mas informacion
Visita www.pvta.com , o llame al 413-781-PVTA (7882)
o 877-779-7882 (llamada

PVTA LAP Plan -22-

pvta lap update draft 08-13-18.doc



Appendix 3: Bus Driver/Customers Service Staff Language
Survey Form and Results from Sept 4, 5, and 6, 2018

Please Note Languages

Spoken to You Today

Please help PVTA learn what languages
our customers speak. Place a check
mark for any languages that a
customer spoke to you today (other
than English) during your shift.

Spanish Portuguese Russian Chinese
Viethamese French Italian Polish
Korean Arabic Cambodian Somalia

Another language not recognized

Thank you! Gracias Obrigado Cnacubo Xiexie Cam on ban
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Appendix 4: “I Speak” card available to all bus drivers, van
drivers, and Customer Service staff

C[']ml'ﬂl States S Department of Commerce
SHSHS Bureau of the Census

LAMGUAGE IDENTIFICATION FLASHCARD

A pall Eaats g T i 130 p el i Sl | Arabic
— —
B T
I“IIII Il'l-l_[!r 'I-Izm.l-r |lulinu|r||r_lq i _l:llll'l.l.lll.{l‘ILIll.‘II.II.f .
| h[&h lumlm.lf' L||u|r llmpqnul' 'r.|_|-_ L',luJL[lI:"h: Armenian
.Dﬂﬁmﬁﬁmam a9 e Ol =0d a8 9 e e | Bengali
ATHTRTIARAUAUE: THNNG TRENmAn f21 1 Cambodian
Matka i kahhon komu un taitai pat un sang i Chamorro. | Chamorro
! |
MFREREDEIEAGEED  FEAERNEL NN - | Chinese
|
| Make kazye sa a si ou li oswa ou pale kreyol ayisyen, Creole
L -
Oznalite ovaj kvadratié ako gitate ili govorite hrvatski jezik, Croatian {Serbo-Croatian)
"~ Zaskrin&te tuto kolonku, pokud &tete a hovofite Sesky. Czech
Kruis dit vakje aan als u Nederlands kune lezen of spreken. | Dutch
| I—
Mark this box if you read or speak English. English
sl cadle | e ol it ap i gy ol S Farsi
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Cocher ici 51 vous lisez ou parlez le frangais.

“ French

Kreuzen Sie dieses Kiistchen an, wenn 5ie Deutsch lesen oder sprechen.

I Garman

e

Inuelsate auto o TAalao av Swafalere | midare EXAnvikd.

Greek

Hmmmﬁﬁﬁmzﬂuﬁnﬁﬁﬁwrﬁﬁmﬁamﬁl

Hindi

Kos lub voj no yog koj paub twm thiab hais lus Hmoob.

Hmong

Jeldlje meg ezt a kockdt, ha megért vagy beszéli a magyar nyelvet.

Hungarian

Markaam daytoy nga kahon no makabasa wenno makasaoka iti Hlocano.

llocano

Marchi questa casella se legge o parla italiano,

[talian

O |

BAEERALY, ECSBSEZZROEMITIESL,

Japanesa

]
ool E HAY T F glod o] el HAISAA L,

Korean

Umauldgent SruiueTulitrimanang .

Laotian

Zaznace t¢ kratkejedeli czyta Pan/Pani lub méwi po polsku.

Polish

Assinale este guadrado se voce I€ ou fala Portugués.

Portuguesa
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]

insemnati aceastd cisufd dacd citifi sau vorbifi Romineste. Romanian

O

IMomeTrTe 3TOT KBAPATHE, CCAH Bhl YHTACTE HIM FOBOPHTE NO-PYCCKM, Russian

Maka pe fa'ailoga le pusa lea pe afai e te faitau pe tusitusi i le gagana Samoa. || Samoan

L] OGerexnre oBd] Kpaaparnh YKOIHKO 49TATE MUK FOBOPHTE
CPICEM JE3MEK,

Serbian (Serbo-Croatian)

Oznalte tento Stvortek, ak viete ¢itat’ alebo hovorit' po slovensky. Slovak

Margque esta casilla si lee o habla espaiiol. : Spanish

Markahan ang kahon na ito kung ikaw ay nagsasalita o naghabasa ng Tagalog. || Tagalog

Ninwat o swoaludo s wudwitoganisng, Thai

Faka‘ilonga‘i “ae puha ko‘eni kapauo ‘cku te lau pe lea ‘ae lea fakatonga. Tongan

[] BigmMiTeTe 110 KNITHHEY, KO BH uWTacTe abo roBopuTe

YEPATHCBKOK MOBOED. Ukrainian
U T Lt e il 5 o ol b ke gyl ol SI ] Urdu

Xin dianh ddu vao O niy néu quy bidt doc va noi duoc Vigt Nei. Vietnamese

TR 117 DTH 020 TR MR TU00R 00T 8137 Yiddish
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Appendix 5: New Bilingual System Map Text

' r.._ Mara DEL SisTEMA

. L

413-781-7882 (PVTA)

877-779-7883 toll-free

www.pvita.com

bustracker.pvta.comn — para las llegadas en
tiempo real y salidas

PVTA Bus Network
Red de Gus Guas de PVTA

= Routes with a black border have buses every 30 minutes or more often
E Rutas con negro operan cada 30 minutos o mas a menudo

1= Routes with no border have buses every 30 to 60 minutes
Rutas sin borde operan cada 30-60 minutos

b — Routes with white fill have service every 60 minutes or less often
=== Rutas con blanco operan cada 60 minutos o mas

O = Transfer point — Punto de transferir

@ = Local routes — Rutas locales

= Express routes - Rutas express

- Insets for each major terminal list buses available there

- Bus icons elsewhere on map show transfer points and route terminals

» Bus stop IDs are shown in brackets: use these to look up bus times anline
«Schedules and detailed maps available at www pvta.com and bus terminals
« Peak hour frequencies shown; frequencies change during off-peak hours,

weekends, and halidays
« Major stops are shown

« Inserciones para cada lista de terminals mayores disponsibles alld
- |cones de gua gua el mapa enseii los puntos de transferir y las rutas

terminales

« |dentificacion de paradas de las gua guas estan en paréniesis: isala para
buscar el horario en en internat!
» Se puede var los horarios y los mapas con mas detalles en www.pvta.com

y terminales

» Se ensefian los horarios de haras pico; los horarios cambian los fines de
« Se ensenan paradas impotantes

College/University Service

The following routes ONLY operate when
colleges and universities are in session - Las
siguientes rutas SOLAMENTE operan cuando

colegios y universidades estdn en sesidn:

CRON TN ONONORORT|

The following routes operate on a REDUCED schedule
while colleges and universities are not in session - Las
siguientes rutas SOLAMENTE operan en un horaria
reducido mientras colegios y universidades no
estén en sesion:

ONONONC,

The following route ONLY operates when colleges and
universities are not in session - La siguiente ruta
SOLAMENTE opera cuando colegios y universidades
no estén en sesidn:
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Welcome Aboard

The Pioneer Valley Transit Authority (PVTA)
is the public transportation agency for 24
communities and more than half a million
people in Western Massachusetts. Founded
in 1974, PNTA today provides 46 routes in a
600-square mile service area.

ADA Accessibility

All PYTA vehicles are fully
accessible and comply with @
the Americans with Disabilities
Act (ADA). Buses have low

floors and a ramp for people ‘

using a wheelchair, scooter,

walker, cane, or other

maobility assistance device. All PVTA vans are
lift-equipped. Other ADA features include
safety lighting, audio stop announcements,
stop announcement visual displays, priority
seating for mobility-impaired passengers,

and equipment to secure mobility assistance
devices. All customers are welcome to ask the
driver to use this eguipment so they can feel
safe. For TTY hearing impaired translation for
PVTA Customer Service, call 413-733-0449
(TTY/Relay) 9:00 AM to 4:45 PM Mon-Fri.

ADA Van Service

PVTA provides complementary on-demand
ADA van service to persons who are unable
to use the fixed route bus system due to a
maobility impairment. To use this service, you
must apply to PVTA to determing eligibility
according to ADA guidelines. ADA vans
operate during the same hours and in the
same geographic areas as PVTA's fixed route
buses. Call 800-752-1638 for information..

Title VI

PVTA complies with Title VI of the Civil Rights
Act of 1964, To make a complaint,

visit www.pvta.com/titleVI or contact
Customer Service in person, by mail, or

by phone.

iBienvenido a bordo!

PVTA es |la agencia de transporte pablico

para 24 comunidades ¥ mas de medio millan
de personas en el oeste de Massachusetts.
Fundada en 1974, PVTA ofrece 46 rutas en un
area de servicio de 600 millas cuadradas.

Accesibilidad ADA - Todos los vehiculos PVTA
son completamente accesibles

y cumplen con la Ley de @
Americanos con Discapacidades

(ADA). Los autobuses tienen

pisos bajos y una rampa para ‘

personas que usan una silla

de ruedas, scooter, andador,

bastdn o otro dispositivo de ayuda a la
movilidad. Todas los autobuses PVTA estan
equipadas con ascensor. Otras caracteristicas
de ADA incluyen iluminacién de seguridad,
anuncios de parada de audio, pantallas visuales
de aviso de paro, asientos prioritarios para
pasajeros con movilidad reducida y equipo
para asegurar dispositivos de asistencia de
movilidad. Todos los clientes son bienvenidos a
pedirle al conductor gue use este equipo para
que se sientan seguros. Para la traduccidn con
discapacidad auditiva de TTY para el servicio de
atencion al cliente de PVTA, llame al 413-733-
0449 (TTY [ relg) de 9:00AM a 4:45PM de lunes
a viernes.

Servicio de ADA

PVTA ofrece servicios complementarios de

van ADA a parsonas que no pueden usar el
sistema de autobuses de rutza fija debido a una
discapacidad de movilidad. Para utilizar este
servicio, debe solicitar a PVTA para determinar
la elegibilidad de acuerdo con las reglas de

la ADA. Los autobuses de ADA funcionan
durante las mismas horas y en las mismas
areas geograficas que los autobuses de ruta
fija de PVTA. Llame al 800-752-1638 para mas
informacion.

Titulo VI - PVTA cumple con el Titule VI de

la Ley de Derechos Civiles de 1964. Para
presentar unza queja, visite www.pvta.com/
titleVI o comuniquese con el Servicio al Cliente
en persona, por correo o por teléfono.
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If You See Something, Say Something

Safety is our first concern. If something
doesn't seem right to you on the bus or at

a stop, tell the driver—or call 911, or tell a
police officer or Transit Supervisor. Audio and
video recording is in use at all times on all
PVTA buses and in terminals.

Fast Break Card

You can buy a pass or
pay your fare using
PVTA’s Fast Break
card—a “Smart Card”
with an embedded chip

that you simply tap on /

the farebox—and can

register to prevent loss of value. Learn more
at www.pvta.com/smartcard

}

Save Paper

For current schedules and planning your trip:

¢ www.pvta.com/schedules

» www.pvta.com/mobile (fermatted for your
phone)

s bustracker.pvta.com (real time arrivals and
departures)

o www.pvta.com “Active Alerts” for last-minute
schedule changes, detours, or weather/
traffic delays.

Bicycles Welcome

PVTA buses have racks that hold 2 or 3
bicycles on a first-come, first served basis.

Seguridad es nuestra primera preocupacién.
Si algo no le parece correcto en el autobus

o en una parada, digale al conductor o llame
al 911, o avisele a un oficial de policia 0 a un
supervisor de transito. La grabacidén de audio y
video se utiliza en todo momento en todos los
buses PVTA y en los terminales.

Tarjeta Fast Break
Usted puede comprar
un pase o pagar una
tarifa con la tarjeta
“Fast Break” de PVTA.
Se trata de una

“tarjeta inteligente” de //
plastico con un chip

incorporado que se toca en la caja de cobro
- también se puede registrar para evitar la
pérdida de valor. Obtenga mas informacion en
www.pvta.com/smartcard

2

iAhorra papel! Para los horarios actuales y la

planificacién de su viaje:

» www.pvta.com/schedules

» bustracker.pvta.com (llegadas y salidas en
tiempo real)

* www.pvta.com/mobile (teléfonos madviles)

e www.pvta.com “Alertas activas” para cambios
de horario de ultima hora, desvios o retrasos
en el tiempo vy el trafico.

Bicicletas Bienvenidas - Todos los autobuses
PVTA tienen portabicicletas que sostienen 2-3
bicicletas y estén disponibles en base de primer
llegado, primer servido.

CUSTOMER SERVICE CENTERS CENTRO DE SERVICIO AL CLIENTE

Springfield Union Station: 55 Frank B. Murray
Street, Springfield - Open Mon-Fri 9:00 a.m.
to 4:45 p.m.

Holyoke Transportation Center: 206 Maple
Street, Holyoke - Open Mon-Fri 8:00 a.m. to
4:45 p.m. and Sat 9:00 a.m. to 4:45 p.m.

Visit either center to purchase a PVTA Fast
Break Card, passes, tickets, ID cards - and
have trip questions answered. For more info,
call 413-781-7882 or toll-free 1-877-779-
7882 during the hours above. And please call
these numbers to let us know if your trip was
unsatisfactory.

Estacion Union de Springfield: 55 Frank B.
Murray Street, Springfield - de lunes a viernes
de 9:00 a.m. a 4:45 p.m.

Centro de Transportacion de Holyoke: 206
Maple Street, Holyoke - de lunes a viernes de
8:00 a.m. a 4:45 p.m. y sabado 9:00 a.m. a
4:45 p.m.

Visite cualquiera de los centros para comprar
una tarjeta "Fast Break” de PVTA, pases,
boletos, tarjetas de identificacion - y obtener
respuestas a sus preguntas de viaje. Para
mas informacion, llame al 413-781-7882 o al
numero gratuito 1-877-779-7882 durante las
horas anteriores. Y por favor llame a estos
numeros para informarnos si su viaje no fue
satisfactorio.
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Appendix 6: New Bilingual Title VI Bus Car Cards
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