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INTRODUCTION 

This 2009 Title VI Program Update of the Pioneer Valley Transit Authority (PVTA) is offered to 
verify compliance with Civil Rights Act of 1964 and its amendments (42 U.S.C. §2000d), 
collectively known as Title VI, which prohibit discrimination on the basis of race, color, or 
national origin in programs and activities that receive federal funds. 
 
This document has been produced consistent with the guidelines in Federal Transit 
Administration (FTA) Circular 4702.1A, effective May 13, 2007, as well as the requirements of 
49 C.F.R. § 21.23(f). Updates to this Title VI Program are submitted to the Federal Transit 
Administration Region One Civil Rights Officer every three years, as required by 49 CFR 
Section 21.9(b). The date arranged by FTA for submittal of the PVTA 2009 Title VI Program 
Update is August 1, 2009.  
 
PVTA is the largest regional transit authority in Massachusetts. PVTA’s geographic service area 
covers approximately 570 square miles, encompassing 24 communities that contain urban 
centers, suburbs and rural areas (see Figure 1). PVTA oversees the operation of 172 buses on a 
system that includes 40 fixed bus routes and four community shuttles. PVTA customers made 
more than 9.7 million bus trips on PVTA in FY2008. PVTA also oversees an extensive 
paratransit van service system that provided 309,000 trips for people with disabilities and senior 
citizens in FY2008.  

PVTA’s annual cost of operations was $25.8 million in FY2008, up from $22.8 million in 
FY2007. Hourly operating expenses were $76.05 per vehicle revenue hour in FY2008. The 
PVTA system delivered 28.29 passenger trips per vehicle operating hour in FY2008. 

The mobility that PVTA provides through its fixed route and paratransit services is critical for 
the many people in the region who do not, or cannot, drive. PVTA’s most recent bus rider survey 
(n=3,520 riders) found that 4 of every 5 customers have no other way, other than PVTA, to make 
their trips. For these residents, PVTA brings essential daily access to places of work, education 
and shopping. For the region’s businesses and institutions, PVTA provides essential links to 
economic, academic and cultural activity centers. 

This 2009 Title VI Program Update has been prepared to verify that:  
 

1) PVTA benefits and services supported by FTA funds are available to, and fairly 
distributed among, transit customers without regard to race, color or national origin;  

2) The opportunity and ability of persons to participate in transit planning, programming 
and implementation is not limited on the basis of race, color or national origin; and  

3) Any necessary corrective, remedial and affirmative actions have been taken to eliminate 
and prevent discriminatory treatment of people on the basis of race, color or national 
origin.      
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1.0 TITLE VI PROGRAM GENERAL INFORMATION 

Items 1.1 through 1.6 below provide the general information specified in Circular 4702.1A of 
May 17, 2007 for Title VI programs of transit agencies receiving FTA funds. 
 
1.1.  Annual Title VI Certification and Assurance 

In keeping with the requirements of 49 CFR Section 21.7, PVTA’s Annual Title VI 
Certifications and Assurances are current. Copies of the most recently updated versions of these 
documents are included as Appendix 1. 
 
1.2.  Title VI Complaint Procedures 

Consistent with 49 CFR Section 21.9(b), PVTA has established and implemented a Title VI 
complain procedure. These complaint procedures are posted on the PVTA’s website, 
www.pvta.com. A copy of the most recently updated version of the procedures are included as 
Appendix 2. 
 
1.3.  Record of Title VI Investigations, Complaints, and/or Lawsuits 

Consistent with 49 CFR Section 21.9(b), PVTA maintains a record of all Title VI investigations, 
complaints and/or lawsuits. There are no Title VI investigations, complaints or lawsuits currently 
active or pending with PVTA, which is reported in Appendix 3. 
 
1.4.  Limited English Proficient (LEP) Access and Language Implementation Plan 

Title VI and its implementing regulations require that recipients of FTA funds take steps to 
ensure meaningful access to the benefits, services, information, and other important portions of 
their programs and activities for people who are Limited English Proficient (LEP). PVTA 
understands the importance of serving its LEP customers and the role that public outreach plays 
in achieving equality of access to public transit. 
 
Serving LEP transit customers is a key part of PVTA’s commitment to assist all persons in its 
service region in achieving the mobility they need. A copy of PVTA’s LEP Access and 
Language Implementation Plan is included as Appendix 4. Highlights of this plan include:  
 

 Many employees who work directly with customers and the general public are bilingual 
and/or are encouraged to learn and use common expressions in other languages.  

 PVTA’s website (www.pvta.com) includes a language translation feature that allows 
visitors to obtain content in many other languages, including Spanish, Portuguese, 
Russian and Vietnamese, the predominant ethnic groups in the region. 

 Fare information and other announcements are posted on each bus, at PVTA terminals 
and the PVTA Information Center in Spanish. 

 Language translation and signing interpreters are available at all public meetings and 
procedures for requesting such services are included in meeting notices. 

 Schedules incorporate international symbols wherever possible, and route signs with bus 
symbols are installed throughout the system to aid navigation. 

 PVTA engages in ongoing outreach to community organizations and agencies to 
regularly assess and update the needs of LEP persons in the region. 
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1.5.  Title VI Public Notice 

Consistent with 49 CFR Section 21.9(d), PVTA notifies the public of the agency’s Title VI 
obligations and informs the public of the protections against discrimination afforded by Title VI 
regulations. PVTA’s Title VI Public Notice is posted on PVTA vehicles, on the PVTA website 
www.pvta.com, and at the PVTA Information Center. A copy of the Public Notice is included as 
Appendix 5. 
 
1.6.  Public Involvement Plan and Activities 

PVTA engages in a broad and ongoing range of public involvement activities. The plan for these 
activities in described in Section 1.6.1 below, and supporting activities are summarized in 
Section 1.6.2. Further, public participation in transit planning activities is coordinated with the 
public involvement activities of the Pioneer Valley Metropolitan Planning Organization, of 
which PVTA is a member; these activities are described in Section 1.6.3. A copy of PVTA’s 
Public Involvement Plan (PIP) is included as Appendix 6. 
 
1.6.1 Public Involvement Plan 

PVTA’s principal goals for the PIP are to seek out and integrate the needs and views of all transit 
customers, especially those of minority, low-income and LEP populations—people who may 
have comparatively fewer resources to present their concerns about transit. PVTA’s PIP is 
structured to offer regular and continuous opportunities for the public to be involved in the 
agency’s planning and operational decisions. Multiple channels of communication are available 
to PVTA customers, businesses served by PVTA and non-riders of the region. PVTA staff is 
accessible by telephone, e-mail, and in person. Agency contact information is posted on the 
website (www.pvta.com), on transit vehicles, on route schedules, and in all publications. Public 
meetings are held in transit accessible locations, with notices posted on vehicles and the agency’s 
website. PVTA also utilizes local media (i.e., newspapers, television stations, websites) to 
publicize public meetings and events. 
 
The activities outlined in the PIP are geared to provide meaningful opportunities for the residents 
of PVTA’s service region to participate in aspects of transit planning and service for which the 
authority is responsible. These activities include: 
 

 Facilitation of the PVTA Advisory Board. 
 Operation of the PVTA Information Center. 
 Providing service information and reports. 
 Responding to media inquiries. 
 Fostering community participation in bus rider forums and paratransit rider committees. 
 Conducting outreach to transit stakeholders, including employers, businesses and 

community based organizations. 
 Conducting regular surveys of transit customers and potential transit markets. 
 Facilitating the participation of municipal governments and state and local agencies in 

PVTA planning activities. 
 Integration of LEP program and plan in public involvement activities. 
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1.6.2 Public Involvement Activities 

Public involvement activities since the submittal of the 2006 Title VI Program Update include: 
 

 Monthly Advisory Board meetings.  
 More than 10 paratransit riders meetings (meeting dates and summaries as appendix).  
 Meetings with the Directors of municipal councils on aging. 
 24 outreach workshops or tabling events about PVTA services at social service and elder 

care agencies (approximately 8 per year). 
 Monthly meetings with City of Northampton Public Transportation Committee.  
 2 systemwide bus rider forums (May 13 and 20, 2009). 
 9 public hearings for July 1, 2008 fare increase. 
 1 public hearing for service modification (Belchertown Shuttle). 
 75 media releases. 
 12 meetings with stakeholders. 
 12 public events to publicize PVTA service improvements and capital projects. 
 Strategic planning meetings with representatives of the University of Massachusetts and 

Holyoke Community College. 
 
The actions that PVTA has taken during the last three years to ensure that minority and low-
income people of the service region had meaningful access to transit services include: 
 

 Development and implementation of the PVTA Limited English Proficiency (LEP) Plan. 
 Recruiting and hiring of bilingual call center staff (English and Spanish). 
 Production and distribution of systemwide route maps in Spanish and English. 
 Spanish radio and print advertisements for Sumner Express and All-day pass services. 
 Web site multi-language translation feature added. 
 Biannual bus rider forums with bilingual staff and translators available. 
 Quarterly paratransit rider meetings. 
 Spanish versions of paratransit services guide and manual. 
 Spanish and sign language interpreters at public meetings upon request. 
 Onboard rider surveys available in Spanish from bilingual surveyors. 

 
1.6.3 PVTA and the Metropolitan Planning Organization (MPO) Process 

In addition to the public involvement program and activities for transit planning described in 
Sections 1.6.1 and 1.6.2, PVTA through its membership and participation in the Pioneer Valley 
Metropolitan Planning Organization (PVMPO) is also part of the ongoing outreach effort to 
include minority, low-income and LEP residents of the region in public outreach and 
involvement activities for overall transportation planning.  
 
The MPO process and PVTA’s role in it is described in the August 1, 2006 Memorandum of 
Understanding (MOU) with the Pioneer Valley Metropolitan Planning Organization, 
Massachusetts Highway Department and Massachusetts Executive Office of Transportation and 
Public Works relating to cooperative procedures for transportation planning and programming. 
Under this MOU (originally implemented September 2, 1998 and renewed March 18, 2004), the 
parties commit to the transportation planning and programming procedures and processes of 



PVTA Title VI Program Update 2009 - 6 - July 1, 2009  

PVMPO, including those described in the Public Participation Within the Transportation 
Planning Process for the Pioneer Valley Region, endorsed by the PVMPO on August 31, 2000 
and updated June 19, 2007. The MOU accurately reflects and accommodates the planning and 
programming requirements and needs of PVTA and PVMPO. 
 
The 2007 Regional Transportation Plan (http://www.pvpc.org/resources/transport/ 
07_report/07_rtp_final.pdf) approved by the PVMPO includes an Environmental Justice Plan 
and Assessment of Environmental Equity (Chapter 8). This assessment identifies minority, low-
income and LEP populations and reports the comments received from these populations through 
an active public engagement process. The Regional Transportation Plan and EJ assessment were 
initially approved as part of PVMPO’s Transportation Certification Review approved by FHWA 
and FTA in May 2005, and was renewed when the RTP was updated and approved by the 
PVMPO in June 2007.  
 
As a member of the PVMPO, the PVTA is an active participant in the metropolitan planning 
process. The PVTA Advisory Board Chair (or, in his or her absence, the PVTA Administrator) is 
a permanent PVMPO board member; PVTA participates in the activities of the Joint 
Transportation Committee (JTC), the principal advisory body to the PVMPO, as an ex-officio 
member; PVTA submits specific comments on projects in the Transportation Improvement 
Program (TIP) as they are brought forward; and PVTA coordinates planning activities and 
services through direct and frequent meetings with PVMPO staff. PVTA, in coordination with 
PVMPO, places transit projects on the TIP and Regional Transportation Plan (RTP). 
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2.0 TITLE VI PROGRAM-SPECIFIC INFORMATION 

Items 2.1 through 2.6 below respond to the specific information requirements described in 
Circular 4702.1A of May 17, 2007 for the Title VI programs of FTA transit funding recipients 
serving areas of 200,000 or more residents. 
 
2.1.  Collection of Demographic Data 

PVTA has collected relevant demographic data for its service area to assess compliance with 
Title VI requirements that the benefits of federally supported programs be equitably distributed. 
PVTA also conducts regular surveys of its transit users to understand the demographic and 
socioeconomic profiles of transit users; gauge customer satisfaction; and identify opportunities 
for service improvements. Presentation and analysis of both types of data is provided in the two 
following sections. 
 
2.1.1 Demographic and Service Profile Maps and Charts 

For the purpose of Title VI demographic impact analysis, PVTA has accepted the definitions of 
“minority” and “low-income” geographic areas developed by the Pioneer Valley Metropolitan 
Planning Organization and approved by FHWA for the PVMPO. The full method and 
application is described in the PVMPO Regional Transportation Plan 2007 
(http://www.pvpc.org/activities/transportation-rtp.shtml). 
  
The PVMPO method defines “minority” as “the population that is not identified by the census as 
White-Non-Hispanic” in the 2000 US Census. Under this definition, minority persons constitute 
21.9% of the region’s population. The racial or ethnic groups included are: 
  

 White Non-Hispanic 
 African-American or Black 
 Hispanic or Latino (of any race) 
 Asian (including Native Hawaiian, & other) 
 American Indian (& Alaska Native) 
 Some other race 
 Two or More Races.  

 
Of the PVMPO region’s 608,479 residents, 132,982 meet this definition of minority.  
 
When this analysis was applied to the 450 census block groups in the region, the finding was that 
there are 57,217 people living in 162 block groups who can be considered minorities. Therefore, 
162, or 36%, of the region’s block groups are considered to have proportions of minority 
populations that exceed the regional average. These results are shown in Figure 2.1.1-1. 

The PVMPO method defines a “low income” areas as one with a proportion of people living at 
or below the federally defined poverty level that exceeds the proportion of people in poverty in 
the region as a whole, which is 13.5%. This analysis was also applied at the census block group 
geographic level and is shown in Figure 2.1.1-2. 
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Figure 2.1.1-1 

Census Block Groups with Minority Populations Exceeding Regional Average of 21.9% 

 

 

Figure 2.1.1-2 

2000 Census Block Groups with a Poverty Rate Exceeding the Regional Average of 13.5% 
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2.1.1(a) Impact Analysis: Geographic Areas Served 

To assess the equity of accessibility to PVTA bus routes, the ratio of total route miles to those 
serving minority and/or low-income census blocks was calculated. PVTA fixed routes in service 
in 2009 were overlaid on the 162 minority and low-income census blocks in the region.  
 
Figure 2.1.1-3 on the following page shows that 51.7% of PVTA route miles serve minority 
and/or low-income census block groups, even though only 36% of region’s block groups have 
proportions of minority or low-income populations that exceed the regional average.  
 
Therefore, it is reasonable to conclude that PVTA service is equitably distributed in communities 
with larger proportions of Title VI residents than the regional average area.  
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Figure 2.1.1-3 

PVTA Route Miles in Minority and Low-income Census Block Groups 

 

 
 
 
Total PVTA route miles (2009) 624 mi 100% 

Route miles in minority and/or low-income census blocks 300 mi 51.7% 

Census blocks in the region (2000) 450 100% 

Census blocks with greater than average minority and/or low-income populations 162 36% 
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2.1.1(b) Impact Analysis: Bus Stop Amenities 

To assess the equity of PVTA passenger amenities, the ratio of total bus stops and shelters to 
those located in minority and/or low-income census blocks was calculated. PVTA bus stops and 
shelter locations were overlaid on the 162 minority and low-income census blocks in the region.  
 
Figure 2.1.1-4 on the next page shows that 70% of PVTA bus stops serve minority and/or low-
income census block groups, even though only 36% of region’s block groups have proportions of 
minority or low-income populations that exceed the regional average. The proportion of shelters 
serving minority and/or low-income census blocks was 93%.  
 
Therefore, it is reasonable to conclude that PVTA amenities are at least equally, if not even more 
accessible, in areas with greater than average Title VI populations than in other service areas. 
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Figure 2.1.1-4 

PVTA Bus Stops and Shelters in Minority and Low-income Census Block Groups 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Total PVTA bus stops (2009) 1,924 100% 

Bus stops in minority and/or low-income census blocks 1,344 70% 

Total PVTA shelters (2009) 183 100% 

Shelters in minority and/or low-income census blocks 170 93% 

Census blocks with greater than average minority and/or low-income populations 162 36% 
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2.1.2 Transit Customer Survey Information 

PVTA regularly surveys customers on all its routes. Since the submittal of the 2006 Title VI 
Program Update, PVTA has completed a total of 12 surveys, including a major survey of the 
southern service area, the paratransit system and eight individual route surveys. Of these, the 
information from the survey of the 22 southern area routes (primarily Hampden County) is most 
relevant for Title VI analysis. A total of 3,520 customers were surveyed. The full report, “PVTA 
Onboard Customer Survey Southern Service Region” can be downloaded here: 
http://www.pvpc.org/resources/transport/08_report/PVTA_south_region_survey.pdf. 
 
Significantly, the findings of this survey suggest that an even greater percentage of low-income 
residents of the region depend on transit than is evident from the impact and accessibility 
analyses presented in the previous sections. The survey found that a majority of PVTA riders in 
the southern region are likely near, at, or below the poverty level: 55.4% of bus riders said they 
earn less than $10,000 per year—up 18% from the last full rider survey conducted in the service 
region (in 2000).  

Figure 2.1.2-1: 2008 PVTA Rider Income Levels (Southern Region) 

 
 
These results suggest a high dependence on transit among low-income residents of the region.  
Significantly, the poverty level for a family of four is $19,307 (2004 U.S. Census), and the 
poverty level for a single person is $9,645. Therefore, whether PVTA riders in this region live 
with their families or along, a solid majority are living at or below the poverty level. 
 
In addition, 3 of every 5 riders said they do not own a car; 1 in 4 do not hold a drivers license; 
and 12% have a disability that prevents them from driving. In total, 4 of every 5 five riders 
surveyed said they have no way—other than the PVTA—to make their trips. Only 1 in 5 riders 
say they take the bus because it is convenient. Nearly half of all riders (48%) use PVTA to 
commute to work; the other two top destinations were shopping (14%) and medical 
appointments (12%).  
 
The following two sections present customer demographic and travel pattern information. 
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2.1.2(a) Customer Demographics 

The 2008 survey found that PVTA customers in the southern region have limited resources and 
few other alternatives to get where they are going. The summary table below shows that the 
lower a person’s income, the more likely they are to ride the bus. In fact, there are more than 40 
times as many people riding the bus in this region who have incomes of less than $10,000 a year 
as there are people who make $50,000 or more. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
A comparison of people who said they work full or part time with those who described 
themselves as students, homemakers, unemployed or “other” shows that workers who earn less 
depend more highly on PVTA service. This reliance on transit appears to be even stronger for 
people with other occupations: fully 29% of all riders responding to this question said they 
earned less than $10,000 per year. 
 

Figure 2.1.2-3: 2008 PVTA Rider Income Levels by Employment Status (Southern Region)  
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Notably, the percentage of riders earning less than $10,000 per year is up significantly from the 
FY2000 survey, while ridership in the next two higher income categories is down. 

Figure 2.1.2-4: 2008 versus 2000 PVTA Rider Income Levels (Southern Region) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Also, more than 12% of riders reported a physical disability that does not allow them to drive. 
Further, approximately 3 of 5 respondents said they had no car available for their trip. In all, the 
information reported in this section suggests that most current riders lack the resources to travel 
by any other mode than transit. 
 
2.1.2(b) Travel Patterns 

The most common trip purpose for daily PVTA riders in the southern region is going to work: 
some 48% of riders reported commuting to their jobs, up from 42% in the FY2000 study. The 
reported trip purposes of daily riders is shown below.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

55.4%

23.1%

15.1%

1.2%

46.7%

29.1%

18.1%

1.8%
5.1% 4.3%

0%

10%

20%

30%

40%

50%

60%

< $10,000 $10,000 -
$19,999

$20,000 -
$34,999

$35,000 -
$50,000

> $50,000 

2008

2000

49

230

258

88

268

115

923

13%

48%

6%

14%

5%

12%

3%

0 200 400 600 800 1,000

College

Medical

Other

School Grades 1-12

Shopping

Social/Recreation

Work

Figure 2.1.2-5: Trip Purpose

Trips 



PVTA Title VI Program Update 2009 - 16 - July 1, 2009  

2.2. Service Standards 

PVTA has adopted quantitative system-wide service standards for its fixed route and paratransit 
services. These standards, which are summarized below, were developed and implemented to 
help PVTA better achieve equity for all its transit customers in service design and operations 
decisions. There have been no changes to PVTA service standards during the past three years. 
 
2.2.1 Vehicle Load 

Vehicle load is the ratio of the number of seats to the number of passengers.  PVTA policy, 
which is consistent with that of the Massachusetts Department of Public Utilities (DPU), is to 
achieve a load factor of 1:1.45. 
 
2.2.2 Vehicle Headway 

Vehicle headway is the measurement of time between buses on a line. Headway is determined by 
ridership during a given span of time.  PVTA operates some lines with headways of greater than 
one hour with “helper” buses. 
  
2.2.3 On-time Performance 

In keeping with industry standards, PVTA defines on time performance for fixed route service as 
a departure from a time-point location listed on printed schedules of no more than 5 minutes later 
than the printed time. PVTA defines on time performance for paratransit service as arrival of the 
vehicle for pick up within the pre-arranged 20-minute window of time.  
 
2.2.4 Distribution of Transit Amenities 

Transit amenities such as passenger waiting shelters are provided as a convenience to passengers.  
Shelters are placed at high traffic bus stops where there are heavier boarding levels, major 
landmarks, and major transfer points.  PVTA currently has 170 shelters system-wide and plans to 
continue adding these structures during the coming three years. 
 
2.2.5 Service Availability 

Transit access generally corresponds to major traffic corridors in rural and suburban areas and 
high population centers and trip generators in urbanized areas. 
 
 

2.3. Service Policies 

PVTA has adopted quantitative system-wide service policies for its fixed route and paratransit 
services. These policies, which are summarized below, were developed and implemented to help 
PVTA better achieve equity for all its transit customers in service design and operations 
decisions. There have been no changes to PVTA service policies during the past three years. 
 
2.3.1 Vehicle Assignment   

Vehicle assignment is based on the size of the vehicle and the passenger loads on each particular 
route. PVTA’s full sized (40-foot and 35-foot) bus fleet consists of models from two 
manufacturers: Gillig (80 low-floor vehicles manufactured after 2006) and RTS (76 vehicles 
manufactured in the early/mid 1990s).  
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Both Gillig and RTS bus models provide similar passenger accommodation and amenities: all 
are air conditioned and are equipped with wheelchair lifts or ramps. The Gillig buses are being 
procured and placed in service to replace the older RTS buses in accordance with PVTA’s 
ongoing bus replacement program at the rate of approximately 15 vehicles per year. A recent 
award of federal ARRA funds will allow the acceleration of the bus replacement program in the 
coming two years. 
 
Vehicles are deployed at PVTA’s three garages to provide equity among routes with higher 
proportions of route miles serving census blocks with above average low-income and minority 
residents and maintain operational requirements. 
 

Bus 
Model 

Springfield Garage 
(Southern Area) 

Northampton Garage 
(Northern Area) 

UMass Garage 
(Northern Area) 

Totals 

Gillig 52 10 18 80

RTS 52 7 17 76

Totals 104 17 35 156

 
 

 
2.3.2 Transit Security 

PVTA transit security measures are employed on board vehicles and at transit facilities. 
Following is a summary of these measures. 

Transit customer security measures include: 

 Video cameras and audio recording on all fixed route service vehicles. 
 Vehicle operator training on safety practices and conflict resolution techniques. 
 Direct onboard radio communication to police and emergency agencies in PVTA 

communities. 
 Emergency message capability for onboard electronic heading sign (i.e., “Call 911”). 
 Operator road supervisors patrol routes to improve response time to incidents and assist 

vehicle operators. 
 

Security measures at PVTA facilities include: 

 Security cameras and 24-hour surveillance of garages and maintenance shops. 
 24-hour security guard at Springfield Garage and maintenance shop. 
 Access control at PVTA Administrative office. 
 

In the future, PVTA will significantly enhance transit security capabilities with the deployment 
of its systemwide intelligent transportation system (ITS). This system will allow tracking of 
individual vehicles, better emergency radio communication, more rapid incident response, and 
other security improvements.
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2.4. Equity Evaluation of Service and Fare Changes 

Since the submittal of the Title VI Program Update for 2006, PVTA has implemented one fare 
change. This section describes the equity evaluation conducted prior to and after the fare change. 
(No service changes were implemented during the reporting period.) 
 
2.4.1 Pre-fare Increase Impact Analysis (prior to July 1, 2008) 

In 2007, PVTA directed PVMPO staff to complete a fare analysis to examine the potential 
impacts of two possible fare increase scenarios to ridership and revenue. The analysis, completed 
in March 2008, found that a $.25 per rider fare increase would result in an approximate 5.5% loss 
of riders, and a $.50 increase would result in an 11% loss of riders. However, this did not occur 
(see Section 2.4.2 below).  
 
The PVTA Advisory Board voted on June 11, 2008 to increase fares for fixed route from $1.00 
to $1.25 per ride and paratransit service from $2.00 to $2.50 per rider, effective July 1, 2008. The 
Board also voted to raise the monthly pass fare from $36.00 to $45.00. 
 
Prior to implementation of the fare increase, PVTA followed the locally developed public 
process for fare increases. In this case, the process included: the presentation of fare increase 
alternatives and proposals to the PVTA Advisory Board prior to public outreach; implementation 
of a 30-day comment period; the placing of legal notices about the fare increase proposal in 
newspapers of record in the region; five public hearings in diverse geographic locations 
throughout PVTA’s service area during the comment period; legal stenographic records, audio 
recordings and minutes of each hearing; and the posting notices and information about these 
hearings on PVTA’s web page, at the Springfield Terminal, major transit pulse centers and 
aboard transit vehicles. Comments received during the hearings, as well as via letters, phone 
calls and email, were presented along with a final recommendation the Advisory Board prior to 
the Board’s action on the fare increase proposal. Following the Board’s action to increase fares, 
schedules, maps and other media were updated to reflect the new fare cost.  
 
Comments solicited and received during the public involvement process for the fare increase in 
2008 were analyzed by PVTA and PVMPO staff for presentation to the PVTA Advisory Board. 
PVTA staff presented thematic summaries of all comments received (both oral and written) to 
the Board, as well as copies of all written comments, prior to Board action on the fare increase 
proposal. Several Board members also attended one or more of the public hearings at which oral 
comments were received. Transcripts of oral comments were also made available to the Advisory 
Board. The PVTA Advisory Board members evaluated the comments prior to acting on the fare 
increase proposal on June 11, 2008. 
 
2.4.2 Post-fare Increase Impact Analysis (after July 1, 2008)  

Subsequent to the July 1, 2008 fare increase, overall PVTA ridership has actually increased, 
climbing approximately 1.2%. The unusual economic context created by dramatic gasoline price 
spikes during 2008 may have been one reason: the cost of fuel to operate most private 
automobiles actually increased far more than the proposed 25% increase in single ride transit 
fares (the fare analysis found that the total increase would actually be only 21%, due to discounts 
available on multiple rides through the monthly pass program and senior multiple fare discounts 
on paratransit service).  
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PVTA directed the Pioneer Valley Planning Commission to perform analysis of potential fare 
increase impacts to Title VI residents in the service region. PVPC found an inverse relationship 
between the routes with higher percentages of route miles serving minority and/or low-income 
census blocks and ridership decrease following the July 1, 2008 fare increase. In fact, ridership 
on PVTA routes that serve higher percentages of minority and/or low-income areas tended to rise 
after the fare increase. This analysis is presented in Figure 2.4.2-1 on the next page. In summary: 
 

 The entire PVTA service area is considered to be a Title VI impact area because 51.7% 
of all PVTA route miles serve one or more census tracts with household incomes that 
area below the regional average and/or have a percentage of minority residents that 
exceeds the regional average. 

 The analysis compared two six-month time periods: July 1 to Dec 31, 2007 (pre-fare 
increase), and July 1 to Dec 31, 2008 (post-fare increase).  

 Total system ridership rose 1.2% after the fare increase, from 4,673,502 to 4,725,696, 
during the two six-month periods. 

 On systemwide average, bus ridership on routes with higher percentages of route miles in 
minority and/or low-income census blocks tended to increase after the fare increase. 

 The routes with the largest increases in riders were the R22 (+45%), Palmer Shuttle 
(+37%), P11 (+34.5%), and Nashawannuck Express (+32%).  

 The routes with the largest decreases in riders were the B12 (-25%), R27 (-15%), and 
R14 (-14.5%).  

 
PVTA sought to minimize, mitigate, and offset potential adverse effects of the fare changes on 
minority and low-income populations through the following strategies: 
 

 Increased publicity and marketing efforts for monthly passes, which have a lower cost per 
ride than single fare. 

 Maintaining all routes and hours of service. 
 Conducting bus rider forums to receive rider concerns and to fully explain the decision 

for the fare increase and the consequences of not implementing it.    
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% of PVTA Route Miles Serving Minority and/or Low-income Census Blocks and
Number of Riders Gained/Lost After July 1, 2008 Fare Increase
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2.5. Monitoring  

During the reporting period (August 2006 through August 2009), PVTA monitored both the 
levels and quality of service with respect to impacts on Title VI populations. Results and analysis 
of these monitoring efforts are reported in Sections 2.5.1 and 2.5.1. In addition, Section 2.5.3 
discusses actions to improve the monitoring of levels and quality of service in the future.  
 

2.5.1 Level of Service Analysis 

For this submittal, a level of service analysis was conducted using operator-provided on time 
performance information. The relationship of the on time performance for each route was then 
compared to the proportion of the route (using route miles) that travels through a census block or 
blocks that has a greater than average proportion of low-income and/or minority residents. This 
allowed assessment of the routes, consistent with FTA guidance.  
 
On time performance information was also analyzed from PVTA’s “Mystery Rider” field 
random spot check observation program.  

 
2.5.1(a) On Time Performance Analysis of Operator Reports 

Analysis of on time fixed route performance finds that this aspect of PVTA service is equitable 
throughout the PVTA service areas in which this information is reported. 
 
During the reporting period, operator reports were the primary source of information about on 
time performance. OTP information was provided by the SATCo and VATCo operating units for 
portions of 2007, 2008 and 2009. However, 2008 was the only year for which data for all 12 
months was available. Therefore, OTP analysis was performed for calendar year 2008 only.  
 
VATCo on time performance is self-reported by drivers via radio to the northern area garage 
dispatcher, who records the route, date, time and reason for delay (if longer than five minutes).  
 
For the Southern Area, OTP information is regularly collected only for routes that serve the 
Springfield Bus Terminal. For this region, the SATCo operator at the terminal records whether or 
not routes arriving at the terminal are more than five minutes late.  
 
PVTA’s UMass Transit operator reported that no on time performance information is collected 
or available for the individual routes they operate (which are centered on the University of 
Massachusetts campus and Amherst Center. Therefore, no data is available to analyze. However, 
the service reliability proportion for all UMass Transit routes (actual versus scheduled runs) in 
2008 was reported as 99.8%.  
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The PVTA systemwide average proportion of route miles in such a census block is 51.7%. None 
of the six Northern area routes for which OTP data was collected exceed this regional average 
for EJ census block service; the median of the range for on time performance in this region was: 
97.3%. The median for the 13 routes reported in the Southern area was 99.4%. It is noteworthy 
that all of the 13 Southern area routes exceed the regional average for proportion of route miles 
in an EJ census block. Therefore, is it reasonable to conclude that on time performance is 
equitable throughout the PVTA service areas in which this information is reported. 

 

2.5.1(b) On Time Performance Analysis from Random Spot Check Reports 

In 2008, PVTA initiated a random spot check program to assess a variety of performance 
measures, including on time performance. This “Mystery Rider” program has completed a total 
77 observations so far. Of the 77 bus trips observed, 4 (or approximately 5%) were found 
departing a schedule time point late (more than 5 minutes after the departure time in the printed 
schedule). These routes on which late departures were observed were: 
 

 B07 
 R10 
 R24 
 B48 

 
Of these four routes, three (B07, R10 and R24) have a greater than average proportion of route 
miles in minority and/or low-income census blocks. These findings suggest that additional 
monitoring of on time performance to assess potential inequities is warranted. PVTA is initiating 
additional on time performance monitoring as part of the “Mystery Rider” spot check program. 
 
2.5.2 Quality of Service Analysis 

PVTA worked with the staff of the PVMPO to investigate the quality of transit service for people 
of the region with respect to accessibility. For this analysis, quality of service was linked to 
travel time (time spent aboard vehicles) and access to transit (distance from a bus route). 
 
A cross section of key activity centers in traffic analysis zones (TAZ) were identified so that 
travel times could be estimated between typical transit travel destinations and residential 
locations. Using census data, TAZs with percentages higher than that of the regional average for 
minority and low-income populations were identified. All these major activity centers are within 
PVTA’s 24 service communities. The location of major employers (50 or more employees) were 
mapped throughout the Pioneer Valley region (Figure 2.5.2-7).  
 
Accessibility to transit was defined as being within a quarter of a mile (440 yards) from a bus 
route. Map 2.5.2-1 shows transit connectivity in the region between major employers and 
residential locations of low-income and minority zones. Location within this buffer give an 
indication of attainability of goods and services for the low-income and minority groups. Almost 
all zones with a high percentage of minority groups included a high percentage of low-income 
groups. These were located in Amherst, Northampton, Holyoke, Chicopee, Springfield and West 
Springfield (all within the PVTA service area).  Major employers were concentrated in 
Springfield, Holyoke, Amherst, and Northampton respectively. 
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Transit travel times were derived from printed schedules. For comparison, auto-vehicle travel 
times were derived from congestion management data gathered for the MPO’s Regional 
Transportation Plan, as well as Google Maps and traveler knowledge. The following three 
scenarios were selected to analyze the transit accessibility of people living in low-income and 
minority zones, thereby representing a cross section of the regional travel needs of low-income 
and minority groups and their associated travel time expenditures.  
 
Quality of Service Analysis Scenario 1: Amherst to Springfield 

Travel between Amherst and Springfield represents the furthest typical destination for the high 
minority and low-income travelers. These two locations are important activity centers that 
provide opportunities for education and employment in Amherst, as well as health, education, 
employment, and other state aid services in Springfield. Depending on time of day, a person 
seeking to travel by transit between the two locations spends an average of two hours each way 
using three different buses: B43, B48, and P20/21. For example, for an Amherst resident, a two-
hour medical appointment at Baystate Medical Center would involve at least four hours of transit 
travel time (round trip). In comparison, the same trip by private auto would typically require only 
40 minutes each way—almost one-third of the time it takes to travel by bus. This is mostly due 
to the number of stops on route and the associated wait time between bus connections. In this 
case, public transit still provides an alternative at the higher cost of time expenditures. This is the 
only alternative available for low-income and minority groups who cannot afford to own a car, 
are not able to drive one, or cannot share a ride.  
 
Quality of Service Analysis Scenario 2: Northampton to Holyoke 

Travel between low-income housing residences in Northampton and state health service 
providers or employment centers in Holyoke represents a medium length regional travel trip for 
the population under study. Depending on time of day, a trip between these two locations takes 
about an hour on average using two buses: R44 and B48. This is twice as long as it takes to 
travel by car. In this case, a two-hour appointment would necessitate an additional one-hour time 
expenditures for travel by bus compared to auto.  
 
Quality of Service Analysis Scenario 3: Springfield to Holyoke Mall 

Travel between Springfield and major employers in the Holyoke Mall and the adjacent industrial 
park in Holyoke represent short-length travel trips in the region. A Springfield resident seeking 
employment in the service and retail industry in Holyoke would spend 45 minutes on average to 
commute. Due to the short distance traveled between the two locations, time of travel is lower 
between the two activity centers in comparison to the previous two scenarios, yet it can take 
three times as long as traveling by car.  
 
Level of Service Accessibility Analysis 

Public transit provides a very important connecting service between major activity centers and 
low-income and minority population locations in the Pioneer Valley. The various bus routes 
connecting these zones have different levels of service ranging from regular to limited on 
weekdays, weekends and during the various seasons. Level of Service categories identified 
ranged from 1 being best to 5 being worst (Table 2.1.1-1). The complexity of the system requires 
further in depth analysis to identify transit connection challenges due to schedule and service 
availability between all identified zones.  
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The six previously identified origins and destinations with greater than the regional average 
proportions of low-income and/or minority populations are serviced by PVTA routes that have 
varying levels of service. In general, shorter trips between two adjacent locations have higher 
levels of service throughout the day. On the other hand, longer trips connecting three locations or 
more are subject to a combination of levels of service from each of the connecting transit routes. 
This can result in a lower overall level of service constricted by the lowest level of service 
category of a trip segment.  
 
 

Table 2.5.2-1 Evaluation of Transit Service by Route: Level of Service 

Route Category Route Category
G01 1 R14 4 
G02 1 R24 4 
B07 1 Route 37 (Amity Shuttle) 4 
Route 31 (SN) 1 R-42 4 
B-43 1 Route 45 (B'town) 4 
Route 30 (NA) 1 Route 46 (S. Drfld) 4 
P20 1 G19 4 
G03 2 B15 4 
R10 2 B23 4 
B04 2 Route 36 (Gatehouse) 5 
B06 2 M-40 5 
B17 2 R-41 5 
Route 35 (Mullins Center) 3 Route 32 (West St) 5 
R-44 3 Route 33 (Pine St) 5 
B-48 3 R22 5 
Route 34 (Orchard Hill) 3 R25 5 
Route 38 (MHC) 3 R27 5 
P21 3 Nashawannuck Express 5 
Route 39 (Smith/Hampshire) 3 Ware Shuttle 5 
G05 3 Palmer Shuttle 5 
G08 3 Belchertown Shuttle 5 
B13 3 P11 5 

1 = best    5 = worst 

 

The following tables assess the effects of various levels of service on transit trips between the 
five popular origins and destinations: Amherst, Northampton, Holyoke, Chicopee, Springfield, 
and West Springfield (Tables 2.1.1-2 through 2.1.1-7). Each table looks at all transit options, 
including local and express routes, connecting each location as an origin of a trip with the other 
four as possible destinations. 

While this information is indicative of the overall accessibility via transit, calculating the average 
travel time spent on each route to make the trip is equally important. Due to a variety of 
schedules throughout the day, travel times may fluctuate at varying times of the day or days of 
the week. This variety in scheduling can result in an increase in wait time between bus 
connections or an increase in travel time due to traffic congestion on certain portions of the route 
during rush or lunch hours. The result is that making a trip becomes more efficient during certain 
times of the day or on certain days of the week. While this complexity is difficult to analyze, 
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calculating an average travel time between the identified origins and destinations will help reveal 
the need for schedule or service changes to improve attainability by transit. 

Table 2.5.2-2  Travel Service between Origins and Destinations for Amherst 

Origin Destination Bus Number Routes 

Level of 
Service 

Trip 

Level of 
Service 

Amherst Northampton B43 1 1 
  M40 5 5 
Amherst Holyoke B43/B48 1,3 3 
Amherst Chicopee B43/B48/P20/G19 1,3,1,4 4 
  B43/B48/P21/G19 1,3,3,4 4 
  B43/B48/R22/G19 1,3,5,4 4 
Amherst Springfield B43/B48/P20 1,3,1 3 
  B43/B48/P21 1,3,3 3 
Amherst West Springfield B43/B48/P20 1,3,1 3 

 
 

 

Table 2.5.2-3  Travel Service between Origin and Destinations for Northampton 

Origin Destination Bus Number Routes 

Level of 
Service 

Trip 

Level of 
Service 

Northampton Amherst B43 1 1 
  M40 5 5 
Northampton Holyoke B48 3 3 
Northampton Chicopee B48/P20/G19 3,1,4 4 
  B48/P21/G19 3,3,4 4 
  B48/R22/G19 3,5,4 4 
Northampton Springfield B48/P20 3,1 3 
  B48/P21 3,3 3 
Northampton West Springfield B48/P20 3,1 3 

 
 

 

Table 2.5.2-4  Travel Service between Origins and Destinations for Holyoke 

Origin Destination Bus Number Routes 

Level of 
Service 

Trip 

Level of 
Service 

Holyoke Amherst B48/B43 3,1 3 
  B48/M40 3,5 5 
Holyoke Northampton B48 3 3 
Holyoke Chicopee P20/G19 1,4 4 
  P21/G19 3,4 4 
  R22/G19 5,4 4 
Holyoke Springfield P20 1 1 
  P21 3 3 
Holyoke West Springfield P20 1 1 
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Table 2.5.2-5  Travel Service between Origins and Destinations for Chicopee 

Origin Destination Bus Number Routes 

Level of 
Service 

Trip 

Level of 
Service 

Chicopee Amherst G19/P20/B48/B43 4,1,3,1 4 
  G19/P20/B48/M40 4,1,3,5 5 
  G19/P21/B48/B43 4,3,3,1 4 
  G19/P21/B48/M40 4,3,3,5 5 
  G19/R22/B48/B43 4,5,3,1 5 
  G19/R22/B48/M40 4,5,3,5 5 
Chicopee Northampton G19/B48 4,3 3 
Chicopee Holyoke G19/P20 4,1 4 
  G19/P21 4,3 4 
  G19/R22 4,5 5 
Chicopee Springfield G19 4 4 
Chicopee West Springfield G19/P20 4,1 4 

 
 

Table 2.5.2-6  Travel Service between Origins and Destinations for Springfield 

Origin Destination Bus Number Routes 

Level of 
Service 

Trip 

Level of 
Service 

Springfield Amherst P20/B48/B43 1,3,1 3 
  P20/B48/M40 1,3,5 5 
  P21/B48/B43 3,3,1 3 
  P21/B48/M40 3,3,5 5 
Springfield Northampton P20/B48 1,3 3 
  P21/B48 3,3 3 
Springfield Holyoke P20 1 1 
  P21 3 3 
Springfield Chicopee G19 4 4 
Springfield West Springfield P20 1 1 

 
 

Table 2.5.2-7  Travel Service between Origins and Destinations for West Springfield 

Origin Destination Bus Number Routes 

Level of 
Service 

Trip 

Level of 
Service 

West Springfield Amherst P20/B48/B43 1,3,1 3 
  P20/B48/M40 1,3,5 5 
West Springfield Northampton P20/B48 1,3 3 
West Springfield Holyoke P20 1 1 
West Springfield Chicopee P20/G19 1,4 4 
West Springfield Springfield P20 1 1 
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Figure 2.5.2-7 

Transit Access between Zones of High Percentages of Minority and Low-Income Populations and Major Employers in the Region 
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2.5.3 Actions to Improve Monitoring of Service Levels and Quality 

PVTA is working to improve its monitoring efforts in the future by revising data collection 
methods and enhancing the quality of information available for analysis.  
 

 PVTA is working with the Pioneer Valley Planning Commission (PVPC) to improve the 
on time performance monitoring program. This may include increased unannounced field 
inspections to observe on time performance at a greater number of time points. 

 PVTA has directed PVPC to collect a wider range of demographic information as part of 
the annual onboard rider surveys. This will include information about racial and ethnic 
background, language proficiency.   

 PVTA has directed PVPC to modify the “Mystery Rider” field inspection program, 
initiated in late 2008, to include additional measures of on time performance, such as 
multiple time points. 

 PVTA is continuing to implement its intelligent transportation system (ITS) system. This 
system, which is being phased in during the coming three years, will incorporate a wide 
range of on time and passenger data that is currently unavailable, including real-time 
locations, travel speeds, time point arrivals and departures, passenger counts and other 
data. Implementation of this system will greatly improve the quality of data available for 
Title VI assessment of service levels and quality. 

 
 

2.6. Title VI Program  

Updates to this Title VI Program are submitted to the Federal Transit Administration Region One 
Civil Rights Officer every three years, as specified by 49 CFR Section 21.9(b). The date 
arranged by FTA for submittal of this PVTA Title VI Program Update for 2009 is August 1, 
2009. The next PVTA Title VI three-year Program Update will therefore be due August 1, 2012. 
 

 
 

 









Appendix 2: Title VI Complaint Procedures 

  Home  Contact  TitleVI  Helpful Links 
Enter Search...

 
Submit

 
  

   

Contact 

   Procurement 

   Careers 

   Schedules/Routes 

   Fares/Passes/IDs 

   Senior/Disabled Riders 

   Fixed Route Riders Guide 

   About The PVTA 

Contact the PVTA 

The PVTA Customer Service Center is located at 1341 Main Street in downtown 
Springfield. Conveniently located in front of the Service Center is a bus stop, many routes 
pass this location and there is a major transfer point located across the street. 
 
Customer Service Representatives (English & Spanish) are available to assist transit riders 
from 9:00 a.m. to 5:00 p.m. Monday through Friday. They will assist you with: 

 Schedules & Route Maps 
 System Maps 
 Fares 
 Passes 
 Schedule Changes 
 Elder and Paratransit Services 
 Feedback & Complaints 

1.a.1 By Telephone 
Springfield Area Customer Service 
Tel: 413-781-7882       Fax: 413-788-7272 
1341 Main Street, Springfield, MA 01103 
TTY 413-733-0449                                                                                                              

PVTA Administration 
1-877-779-7882 (toll free)   413-732-6248 
2808 Main Street, Springfield, MA 01107 

Northampton/Amherst Area 
1-877-779-PVTA (toll free)     413-586-5806 

To apply for ADA Van Service 
ADA Coordinator 
Toll free: 1-877-779-7882 x214 
Local: 413-781-7882 x214 
1331 Main Street, Suite 310 
Springfield, MA 01103 

By Mail 
1341 Main Street 
Springfield, MA 01103 

 



Title VI  
The Pioneer Valley Transit Authority is committed to providing a policy of non-
discrimination in the conduct of its business, including its Title VI responsibilities and to the 
delivery of equitable and accessible transportation services. Any person who believes that he 
or she has been subjected to discrimination under Title VI on the basis of race, color or 
national origin may file a Title VI complaint with PVTA within 180 days from the date of 
the alleged discrimination. You may file a complaint by calling 1-877-779-7882 going to the 
PVTA Customer Service Office located at 1341 main Street Springfield MA, between the 
hours of 9:00 AM to 5:00PM Monday through Friday or you may fill out the form below. 

Online 
Complete our online feedback form       * Denotes required fields 

  

 

NAME:*  
CITY:  
STATE:  
ZIP:*  
EMAIL:  
PHONE:  
CATEGORY:*  Select...

 
COMMENT:* 

Submit Form

 

 Translate 
  
 
 Gadgets powered by Google

2808 Main Street, Springfield, MA 01107 - (413) 732-6248  
Copyright ©2008, Pioneer Valley Transit Authority | Terms of Use 



Appendix 3: Record of Title VI Investigations, Complaints and/or Lawsuits 

There were no Title VI investigations, complaints or lawsuits during the past three years. 

 

 
 



Appendix 4: Limited English Proficient (LEP) Access and Language 
Implementation Plan 

The most recent version of this plan is attached. 
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1.0 INTRODUCTION 

This Limited English Proficient (LEP) Plan has been developed consistent with FTA Circular 
4702.1A, “Title VI and Title VI-Dependent Guidelines for FTA Recipients,” published April 13, 
2007. 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. 

This plan is being made available to people and organizations for which LEP may be a common 
consideration, including social service, non-profit, and law enforcement agencies. This plan is 
available in electronic PDF format on the PVTA website at www.pvta.com. Paper copies of this 
LEP Plan will be provided to the community based organizations that have been consulted 
during the development of this plan, as well as the members of the Pioneer Valley Metropolitan 
Planning Organization (PVMPO), the Joint Transportation Committee of the PVMPO, the 
Massachusetts Department of Transportation, Federal Highway Administration, the Federal 
Transit Administration, all municipalities in the PVTA service area, the Pioneer Valley Planning 
Commission, and any other person or agency requesting a copy.  
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Figure 1-1: Pioneer Valley Transit Authority Service Area 

Northern area routes 
 
Southern area routes 
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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  April 13, 2007 entitled “Implementing the Department of 
Transportation’s Policy Guidance Concerning Recipients’ Responsibilities to Limited English 
Proficient (LEP) Persons: A Handbook for Public Transportation Providers.” 
 

PVTA’s prior experience with LEP individuals is longstanding. 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.    
 

In accordance with this guidance, Section 2 examines each of the following factors to determine 
the level and extent of language assistance measures required to sufficiently ensure meaningful 
access to public transit services within PVTA service communities. These factors are: 
 

 Factor 1: Proportion, Numbers and Distribution of LEP Persons in PVTA Service Area 
 Factor 2: Frequency of Contact with LEP Persons 
 Factor 3: Nature and Importance of PVTA Service to LEP Persons 
 Factor 4: Resources Available to PVTA and Cost 

 

Implementation measures to address the results are then based on the results of the analysis are 
described in Section 3.0. 
 
2.1 Factor 1: Proportion, Numbers and Distribution of LEP Persons 

The U.S. Census Bureau has a range of 4 classifications of how well people speak English. The 
classifications are ‘very well,’ ‘well,’ ‘not well,’ and ‘not at all.’ Consistent with federal 
guidance, this plan considers people who are reported by the Census to speak English ‘not well’ 
or ‘not at all’ as Limited English Proficient persons.  
 
2.1.1 Service Area Geographic Boundaries 

The geographic boundaries of PVTA service are the 24 municipalities listed below and displayed 
in Figure 1-1 on the previous page. (PVTA also serves one location in South Deerfield, which is 
not a PVTA community but is served by the Franklin Regional Transit Authority.) 
 

Agawam 
Amherst 
Belchertown 
Chicopee 
Easthampton 
East Longmeadow 
Granby 
Hadley 
Hampden 
Holyoke 
Leverett 
Longmeadow 

Ludlow 
Northampton 
Palmer 
Pelham 
South Hadley 
Springfield 
Sunderland 
Ware 
Westfield 
West Springfield 
Wilbraham 
Williamsburg 
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2.1.2 Analysis of Language-related US Census Data 

Analysis of US Census 2000 demographic data for these 24 communities presented in Figure 
2.1-2 shows that the proportion of residents within the PVTA service who may be considered 
LEP is 2.0%, which is significantly lower than the national average of 4.2% and the 
Massachusetts statewide average of 3.6%.  
 
Figure 2.1-3 shows that the number of LEP persons exceeds 1,000 in at least five of the 24 
PVTA communities: Chicopee, Holyoke, Springfield, West Springfield and Westfield. This 
threshold is significant with respect to safe harbor provisions of LEP program efforts (see 
Section 3.0 on page 11). 
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Population 5+ yrs old Who Speak English
"Not Well" or "Not at All"
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Figure 2.1.2-1 

Source: US Census 2000 SF-3 QT-P17 “Population 5 years and Over by  
Language Spoken at Home and Ability to Speak English” 
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Population 5+ yrs old Who Speak English
"Not Well" or "Not at All"
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Figure 2.1.2-2 

Source: US Census 2000 SF-3 QT-P17 “Population 5 years and Over by  
Language Spoken at Home and Ability to Speak English” 
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The guidance document also recommends reviewing the most recent imputed data for language 
proficiency from the US Census American Community Survey and other sources of data. 
However, for the PVTA service area, this data is only available at the county level. Therefore, 
the data presented in Figures 2.1-2 and 2.1-3 is the most useful for the Factor 1 analysis. 
 
 
2.1.3 Involvement of Community Organizations and Committees 

PVTA performs is engaged 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 Metropolitan 
Planning Organization (PVMPO). 
 
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. 

 
PVTA is also a regular participant in meetings and activities of municipal and volunteer 
committees, including those of the City of Northampton Public Transportation Committee. 
PVTA also conducts outreach to the Town Amherst Public Transportation Committee. Both 
committees address issues of concern to LEP residents of the region. 
 
PVTA continues to work with PVMPO to identify other community based organizations not 
traditionally involved in service of LEP persons. Table 2.1.3-1 (next page) lists the 
organizations, meeting dates with PVMPO and transportation concerns identified during 
outreach performed for the 2007 update of PVMPO’s Regional Transportation Plan. 
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Table 2.1.3-1 

PVMPO Meetings with Community Based Organizations and  
Transportation Concerns Identified for Regional Transportation Plan 2007 

 

Community Organizations Transportation Concerns Identified 

Springfield Education Partners 
Massachusetts Career Development Institute, 
Springfield Technical Community College, 
American International College 

 Transit access to jobs for grads. 
 Late night transit service needs 
 Safety and security at bus stops 
 Issues with transfers to the bus terminal  
 Need to expand park and ride options 

Springfield Health Coalition 
Mass Dept of Public Health, Community Health 
Action Network, New England Farm Workers 
Council, Springfield Dept of Health & Human 
Services, Mason Square Community Health 
Center 
 

 Walking and transit barriers that affect personal 
health 

Holyoke Food & Fitness Collaborative 
Nuestras Raices, Holyoke Health Center, Valley 
Opportunity Council, Center for Healthy 
Communities, Salvation Army 
YMCA, Mass Public Health Association 

 Transportation access issues affecting lifestyle 
decision of Holyoke residents. 

 Safe walking environments 
 Transit efficiencies that impact nutrition and 

exercise.  
 Safety of transit shelters 

Target Hunger 
Food Bank of Western Mass, 
Greater Springfield Senior Services, King Street 
Family Life Center, Martin Luther King Jr. Com. 
Center, Mason Square Senior Center, Mass 
Career Development Institute, Mount Zion Baptist 
Church, Old Hill Neighborhood Council, Open 
Pantry Community Services, Open Pantry Loaves 
and Fishes Kitchen, Partners for a Healthier Com., 
Project Bread, Save Our Kids, Springfield Partners 
for Community Action 
 

 Transit access to local grocery stores (Big Y and 
Stop and Shop) in Springfield. 

 Need for information displays on transit for food 
stamp program. 

 Need for more information on Transit 
 

Springfield Walks 
McKnight Senior Center, Springfield Dept. of 
Health and Human Services, McKnight 
Neighborhood Council ,Springfield Planning Dept, 
Rails to Trails Conservancy 
National Park Service, Mason Square 
Neighborhood Health Center 
 

 Barriers exist to walking in the Bay, McKnight, 
Old Hill neighborhoods. 

 Need for more opportunities for walking. 
 Need for walking programs  
 Need Educational outreach on benefits of 

walking.  
 Reduce pedestrian fatalities/injury 
 Encourage economic development that includes 

pedestrian amenities.   
 

 
PVTA maintains contact with, and gathers information about the needs of LEP persons from the 
community based organizations and committees of the region listed on page 7.  
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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. 
 

 Bus driver and passenger conversations. 
 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. 

 

2.3 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, 
shopping for food, commuting to work, and getting to school. The chart below reports the 
principal trip purposes from the 2008 survey of 22 routes in PVTA’s southern service area. 
 

Figure 2.3-1: PVTA Onboard Rider Survey 2008 Southern Service Area 
What is the Main Purpose of Your Trip? 

 
 
 
 
 
 
 
 
 
 
 
 
 36.4%

18.0%

16.4%

7.2%

3.8%

2.8%

15.4%

0% 10% 20% 30% 40%

Work

Shopping

Medical

Social/ Recreation

School (grades 1-12)

College

Other



PVTA LEP Plan - 10 - June 30, 2009 

 
 

In addition, more than 3 of 5 respondents (62.7%) 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 PVTA 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. 
 
 

Figure 2.3-2: PVTA Onboard Rider Survey 2008 Southern Service Area 
                                       What is the main reason you ride the bus? 

 
 
 
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 tightly 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. 
 
In five PVTA communities (Chicopee, Holyoke, Springfield, West Springfield and Westfield), 
the size of LEP language groups constitutes the typical 5% or 1,000 persons of population 
threshold for which written translations of key documents can be provided meet the safe harbor 
standard. 
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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: 
 

 Telephone assistance and assessment by Information Center operators. 
 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). 
 Demographic assessment of census data to ascertain likely geographic location of 

potential LEP customers. 
 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: 
  

 Three of the six staff persons at the PVTA Information Center are bilingual (Spanish). 
 Information Center staff regularly evaluate customers’ LEP needs and options to better 

serve them. 
 Information Center staff are trained in the use of online translation services for other 

languages (i.e., Russian, Portuguese, Vietnamese) to assist customers. 
 Spanish translation of PVTA policies and services on the system map. 
 Onboard passenger surveys available in Spanish administered by bilingual surveyors. 
 Translation and interpretation services are available upon request at (877) 779-7882. 
 Many PVTA vehicle operators are bilingual (Spanish). 
 Many vehicle operators are also familiar with common phrases used by customers in 

languages other than English.  
 Announcements and other onboard notices printed in English and Spanish. 
 Professional language interpreter (Spanish) available at all public meetings. 
 Website translation function (list of languages available included in appendix). 
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 Translation of key PVTA documents available upon request. 
 Meeting notices include explanation of procedures to request language translation. 
 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: 
 

 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 number of languages for which translation services are available. 

 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. 

 Use of PVMPO’s LEP services outlined in the organization’s LEP plan, as developed. 
 Ensure other PVMPO members are aware of the USDOT LEP guidance and support their 

LEP planning activities, as appropriate. 
 Updates to the PVTA LEP Plan, as needed by new events, such as the release of 

language-related demographic data from the 2010 decennial census and/or indications of 
increases in LEP population. 

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

 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. 

 
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.  
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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: 
 

 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.  

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

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

 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: 

 Assessment and refinement of LEP training for bus drivers. 
 Assessment and refinement of LEP training for Information Center staff. 
 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. 
 
PVTA provides this notification through the following: 
 

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

2. Stating in outreach documents that language services are available from the agency. 
3. Working with community-based organizations and other stakeholders to inform LEP 

individual of the recipient’s services, including the availability of language assistance 
services. 

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

5. Including notices in local newspapers in languages other than English. 
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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.  
 Providing presentations and/or notices at schools and religious organizations. 

 

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: 

 
 Establishing and implementing a process to obtain 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 (annual basis) or when significant new language-related 

demographic data becomes available. 
 



Appendix 5: Public Involvement Plan 

The most recent version of this plan is attached. 
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Pioneer Valley Transit Authority 
Public Involvement Program 

June 30, 2009 
 
 
PVTA’s principal goals for this Public Involvement Program (PIP) are to seek out and 
integrate the needs and views of all transit customers, especially those of minority, low-
income and LEP populations—people who may have fewer resources to present their 
concerns about transit. 
 
This PIP is structured to offer regular and continuous opportunities for the public to be 
involved in the agency’s planning and operational decisions. Multiple channels of 
communication are available to PVTA customers, businesses served by PVTA and non-
riders of the region. PVTA staff is accessible by telephone, e-mail, and in person. Agency 
contact information is posted on the website (www.pvta.com), on transit vehicles, on 
route schedules, and in all publications. Public meetings are held in transit accessible 
locations, with notices posted on vehicles and the agency’s website. PVTA also utilizes 
local media (i.e., newspapers, television stations, websites) to publicize public meetings 
and events. Further, public participation in transit planning activities is encouraged 
through the Pioneer Valley Metropolitan Planning Organization, of which PVTA is a 
member. 
 
Following are the principal elements and supporting activities of the PVTA’s Public 
Involvement Plan. 
 
1. PVTA Advisory Board 

 Full board meetings (monthly) 
 Subcommittees (as scheduled) 

 
2. PVTA Information Center (1331 Main Street, Springfield) 

 Customer service (schedule and fare information, travel/route information, pass 
sales, Elderly/Disabled photo identification cards, bilingual customer service 
representatives) 

 Paratransit eligibility determination and registration 
 Complaint recording and tracking (service complaints, Title VI) 

 
3. Public Information, Reporting and Marketing 

 Service advisories and media releases 
 Website updates and surveys 
 Responses to media inquiries 
 Project planning and related events 
 Annual reports 
 Outreach to schools and business 
 Promotion and marketing of specific bus routes 
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4. Rider Participation 
 Bus Rider Forums (twice per year at two geographically diverse locations) 
 Paratransit riders committees (quarterly meetings at two geographically diverse 

locations) 
 
5. Stakeholder Outreach 

 Employers 
 Businesses associations/chambers of commerce 
 Community-based organizations, neighborhood associations 

 
6. Limited English Proficient (LEP) Program and Implementation Plan 

 Assessment of LEP customer needs 
 Outreach and engagement with community organizations agencies, cultural 

organizations to develop strategies to improve LEP services 
 Compliance 

 
7. Surveys 

 Onboard rider surveys (southern and northern regions every three years) 
 Paratransit riders (systemwide every three to five years) 
 Individual route surveys (as needed to support service planning) 
 Non-rider (regional every five to seven years) 
 Online surveys 

 
8. Municipal and Agency Participation 

 Coordination with municipal officials, mayors, select board members, town 
administrators and appointed committees 

 Northampton Public Transportation Committee 
 Amherst Public Transportation Committee 
 Route 9 Northampton/Hadley/Amherst Corridor Transportation Stakeholders 

Group 
 
9. Fare Increase/Service Change Public Process 

 Compliance with relevant policy(ies) enacted by PVTA Advisory Board 
 Impact analysis as required by FTA Title VI and other regulations 

 
10. Participation in Pioneer Valley Metropolitan Planning Organization (PVMPO) 

 PVTA coordination with PVMPO for inclusion of capital projects on the TIP, as 
required by FTA for Program of Projects (POP) public involvement. 

 PVTA membership on PVMPO board. 
 PVTA membership on MPO’s Joint Transportation Committee (JTC). 
 PVTA coordination with PVMPO staff for support of public involvement 

activities. 



Appendix 6: Title VI Public Notice 
 

 
Pioneer Valley Transit Authority  

 

Title VI Policy  
In compliance with FTA Circular 4702.1A, this policy establishes guidelines to effectively 
monitor and ensure that PVTA complies with all FTA Title VI requirements and regulations in 
orders to carry out the provisions of the Department of Transportation’s (DOT) Title VI 
Regulations at 49 CFR Part 21. Title VI of the Civil Rights Act of 1964 (as amended) prohibits 
discrimination on the basis of race, color and national origin, in programs and activities 
receiving federal financial assistance. 
 

I. POLICY STATEMENT 
 
The Pioneer Valley Transit Authority (PVTA) is committed to a policy of non-discrimination in 
the conduct of its business, including its Title VI responsibilities.  Therefore, it is PVTA’s policy 
to ensure that no person is subjected to discrimination, excluded from participation in, or denied 
the benefits of its transit services on the basis of race, color or national origin. PVTA will ensure 
that its programs, policies, and activities all comply with Title VI regulations and will take 
whatever preventive and/or corrective action necessary for behavior or actions that are contrary 
to this policy.  
 
Consequently, PVTA is committed to:  
 
A. Ensuring the level and quality of service is provided without regard to race, color, or 

national origin. 
 

B. Identifying and addressing, as appropriate, adverse effects of services on minority and 
low-income populations. 

 
C. Promoting the full and fair participation of all affected populations in transportation 

decision making. 
 
D. Preventing the denial, reduction, or delay in services to minority and/or low- income 

populations. 
 
E. Ensuring meaningful access to the benefits, services, information, and other important 

portions of its programs and activities for individuals who are Limited English 
Proficient (LEP).  

 
 Information regarding PVTA services is made available through multiple means, 

including website translation services, system maps and providing a bilingual staff 



whenever possible. PVTA provides translation and interpretation services upon request 
by calling 1-877-779-7882. There are no costs associated with these services.   

 
F. Notifying members of the public of the protections afforded to them by Title VI, and 

keeping the public informed of PVTA’s Title VI obligations. 
  
 PVTA does this by disseminating notification through multiple means, including but 

not limited to its website, system maps, and informational flyers placed at the 
Customer Service Center.   

 
The Title VI Coordinator (Manager of Customer Services) is responsible for the day-to-day 
operations of this portion the PVTA’s Title VI program.  He/she will receive and investigate 
Title VI complaints which come through the complaint procedure. However, all managers, 
supervisors and employees share the responsibility of making PVTA’s Title VI program a 
success.   

PVTA includes in its annual application to the FTA for financial assistance an assurance that it 
will carry out its Title VI program, in compliance with Title VI of the Civil Rights Act of 1964, 
as amended. PVTA provides the FTA with certain general information to determine compliance 
with Title VI requirements, which includes submission of its Title VI Program to the Civil 
Rights Officer at the FTA regional office.   
 
II. TITLE VI COMPLAINT PROCEDURE 
 
PVTA has developed procedures for investigating and tracking Title VI complaints. The Title 
VI Complaint and Investigation procedures are outlined below and can be made available in 
languages other than English upon request.  
 
Any individual who believes discrimination prohibited under Title VI has occurred may file a 
complaint with the PVTA. The PVTA will make every effort to investigate and resolve such 
complaints at the lowest level possible. The process and procedures discussed below do not 
prohibit a Complainant   from filing a formal complaint with other state or federal agencies, or 
from seeking private legal counsel for complaints alleging discrimination.  
 
How to file a Title VI Complaint 
 
A Title VI complaint must be filed no later than one hundred and eighty (180) days from the date 
the alleged discrimination occurred. Complainants are encouraged to submit Title VI complaints 
in writing using the Title VI Complaint form.  
 
You may obtain a Title VI Complaint form one of the following methods: 
 
Mail: Request a form by mail by writing to: PVTA Customer Service Center, Attention: Title VI 
Coordinator, 1341 Main Street, Springfield, MA  01103 
 
Website: Download a form from our website at www.pvta.com.  



 
Phone:  Request a form by phone by calling the Customer Service Center at 1-877-779-7882. 
 
The complaint should include:  
 
1. Your name, signature, address, and current contact information (i.e. telephone number, 

mailing address, etc);  
2. The time and date of the alleged discrimination;  
3. A description of how, when, where, the alleged discrimination occurred;  
4. A description of why you believe you were discriminated against, including a detailed 

description of why you believe you were treated differently than others;   
5. Names and contact information of any witness; and  
6. Any other information you believe is relevant to your complaint.  
 
Methods of Filing a Complaint 
 
Mail: The preferred method is to mail your complaint in writing using the Title VI complaint 
form. Complaints should be mailed to: Pioneer Valley Transit Authority, Attention: Title VI 
Coordinator, 1341 Main Street, Springfield, MA 01103. 

 
Phone:  You may call in your complaint to our Customer Service Center at 1-877-779-7882. 
If it is determined that your complaint is a Title VI complaint, you will be asked to complete a 
Title VI Complaint form, which will be sent to you via mail or email, based on your preference.  
 
Incomplete Complaints: When a complaint is deemed incomplete, or additional information is 
needed during the investigation process, a PVTA representative will contact the Complainant in 
writing within fifteen (15) working days from the date the complaint is received to request the 
additional information. The Complainant will have thirty (30) business days to submit the 
required information. Failure to provide the requested information by the required date may 
result in administrative closure of the complaint. 
 
Assistance filing the complaint: In the case where a Complainant is unable to provide a written 
statement, a verbal complaint of discrimination may be made to the Title VI Coordinator by 
calling 1-877-779-7882. If the Complainant needs assistance in-person, he/she may make an 
appointment with the Title VI Coordinator. Appointments are held at the Customer Service 
Center, 1341 Main Street in downtown Springfield, MA. Under these circumstance, the Title VI 
Coordinator will interview the Complainant and assist with completing the Title VI Complaint 
form.   
 
III. INVESTIGATION OF TITLE VI COMPLAINTS 
 
1. All Title VI complaints alleging discrimination based on race, color or national origin are 

recorded and entered into PVTA’s complaints database immediately upon receipt.  All 
complaints will be investigated promptly, and reasonable measures will be taken to preserve 
any information that is confidential.  
 



2. Within fifteen (15) business days of receiving the complaint, the Title VI Coordinator will 
provide written acknowledgement of the complaint. The acknowledgement will include a 
determination as to whether or not the PVTA has jurisdiction over the matter, and, if so, 
whether or not the complaint has sufficient merit to warrant a formal investigation.  

 
3. If it is determined that the complaint is to be investigated, the Director of Public Relations or 

authorized designee will instruct the Title VI Coordinator conduct a formal investigation into 
the complaint.   

 
4. An investigative report will be submitted to the Director of Public Relations within sixty (60) 

days from receipt of the complaint. The report will include a description of the incident, 
summaries of all statements from persons interviewed, the finding/s, and recommendation for 
proposed resolution where appropriate. If the investigation is delayed for any reason, the 
Title VI Coordinator will notify the appropriate parties and request the needed extension.  

 
5. The Director of Public Relations or authorized designee will issue letters of finding to the 

Complainant stating the final decision as a result of the investigation process. 
 
6. If the Complainant wishes to appeal the decision, he or she may do so in writing to the appeal 

directly to the PVTA Administrator, 2808 Main Street, Springfield, MA  01107.  
 
7. If the Complainant is dissatisfied with the PVTA’s resolution of the complaint, he or she has 

the right to file a complaint with Civil Rights Officer at the Federal Transit Administration’s 
Office of Civil Rights, Federal Transit Administration Office of Civil Rights, Attention: Title 
VI Program Coordinator, East Building, 5th Floor TCR, 1200 New , Jersey Avenue, SE, 
Washington, DC 20590, Region I Office Phone: (617) 494-2055, Fax: (617) 494-2865 
 

PVTA will prepare and maintain a list of any active investigations conducted by any entity other 
than the FTA, including lawsuits or complaints which name the PVTA alleging discrimination on 
the basis of race, color, or national origin. This list includes the date of the investigation, lawsuit, 
or complaint was filed; a summary of the allegation(s); the status of the investigation, lawsuit, or 
complaint; and actions taken by the recipient in response to the investigation, lawsuit, or 
complaint. The PVTA Title VI Coordinator (Manager of Customer Services) maintains these 
files. PVTA further understands its obligation to provide to the FTA upon request, any additional 
information other than that required by Circular 4702.1A in order to investigate complaints of 
discrimination or to resolve concerns about possible noncompliance with Title VI. 
 
Title VI Policy: Title VI Complaint & Investigation Procedures 
Pioneer Valley Transit Authority  
Rev: 03/09
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