Limited English Proficiency Plan

DCTA’s LEP Plan addresses the agency’s responsibilities, as a recipient of federal financial
assistance to meet the needs of individuals with limited English language skills. Executive Order
13166, titled Improving Access to Service for Persons with LEP, indicates that differing treatment
based upon a person’s inability to speak, read, write, or understand English is a type of national
origin discrimination. This order applies to all state and local agencies that receive federal funds,
including DCTA. DCTA receives federal assistance through the U.S. DOT, which includes FTA,
the Federal Railroad Administration, and the Federal Highway Administration.

DCTA has developed this LEP Plan as part of its Title VI Program to help identify reasonable
mechanisms for providing language assistance to persons with LEP who wish to access DCTA
services. As defined in Executive Order 13166, LEP persons are those who do not speak English
as their primary language and have limited ability to read, speak, write, or understand English.

To ensure meaningful access to programs and activities, DCTA uses the information obtained in a
Four Factor Analysis to determine the specific language services that are required by the transit
agency’s ridership and the appropriate methods to engage those with LEP. This analysis helps
DCTA determine if it communicates effectively with LEP persons and informs language access
planning and the development of passenger information.

The four-factor analysis is a local assessment outlined by the U.S. DOT that considers:

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

encountered by DCTA.
2. The frequency with which LEP persons come into contact with DCTA services and programs.
The nature and importance of DCTA’s services and programs in people’s lives.

4. Theresources available to DCTA for LEP outreach and the costs associated with that
outreach.
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For the purposes of this plan, statistically significant LEP groups are defined as persons with the
same first language, comprising two percent or more of the DCTA service area (as defined in the
Agency Overview section), who have LEP. Additionally, in accordance with the Safe Harbor
Provision of FTA Circular 4702.1B, DCTA provides written translation of vital documents
(defined under the Factor 1 discussion, below) for each eligible LEP groups that constitutes 5
percent or 1,000 persons, whichever is less, of the total population served or likely to be
encountered or affected. Based on the four-factor analysis outlined more thoroughly below, DCTA
has identified Spanish speakers as an eligible population group throughout the service area and
Hakha Chin speaking individuals in the Lewisville, TX, service area.

Factor 1: The Number and Proportion of LEP Persons Served or Encountered in the
Eligible Service Population.

As defined in the Agency Overview section, for the purposes of this document DCTA’s service
area includes all of Denton and Collin County, while its fixed route services are focused within
the cities of Denton, Lewisville, and Highland Village within the Denton/Lewisville UZA. The A-
train has a terminus station in Carrollton which provides transfer opportunities for continued travel
into Downtown Dallas and other connections via Dallas Area Rapid Transit (DART) light rail and

1



bus services. The North Texas Xpress, as operated by DCTA, includes nonstop service from the
Trinity Metro North Park and Ride to Downtown Denton Transit Center (DDTC), with several
stops around Denton. Under contract with the City of Frisco, DCTA operates curb-to-curb
demand response transit service to eligible Frisco residents for trips within Frisco as well as
designated portions in the City of Plano.

DCTA’s demographic profile has been established using the following sources:

e An analysis of the U.S. Census Bureau’s 2019-2023 American Community Survey
(ACS) 5- Year Estimates, released in December 2024, confirms a significant presence of
Limited English Proficiency (LEP) households across key areas in the region. According
to the data, Spanish- speaking households with limited English proficiency are notably
represented in Denton County, Collin County, the City of Denton, and the City of
Lewisville. In addition, households that primarily speak Asian and Pacific Island
languages and have limited English proficiency are prominently present in Denton
County, Collin County, the City of Frisco, and Lewisville. Table 1 presents the percentage
of total households in each geography that identify as LEP, organized by the primary
language spoken at home. Table 1 represents the percent of total household in each
geography that identify as LEP organized by the household’s primary household
language.

Table 1. LEP Household Percentages by Primary Household Language.

Other Indo- : )
. Asian and Pacific
Geography Spanish Europen Island languages Other languages
Languages

" Denton 13.4% 11.3% 34.3% 3.7%
e Frisco* 5.6% 4.4% 11.2% 1.6%
3 Highland Village 0.0% 0.0% 30.0% 0.0%

Lewisville 16.7% 7 1% 23.8% 8.7%
-E%’ Denton County 13.5% 6.6% 16.3% 31%
= =
o 2
o Collin County 12.0% 8.9% 15.8% 9.2%

Sourcs: U5 Census Bureau, ULS. Depariment of Commerce. "Limited Enplish Sneaking Houssholds. " Amercan Community Sunvey, ACS 5-Year Estimates Subject Tables, Table

S16802, 2023, hitosAdats census goviable/ACSSTEY2023 51602 7q=0500X00US48085 48121_160XX00US4819372 4827684 4833845 4542508, Accesssd on Aprl 16, 2025
lofe: Key cifies represent a portion of Denton ar Coliin counties, thersfore city totals do not sum fo county fofals.

*The borders of Frisco cross county borders so that the city is in both Denton and Collin Counties

e Review of DCTA Survey Data: According to DCTA customer survey data from 2019,
English and Spanish were the predominant languages spoken by DCTA customers.
Nearly 7 percent of customers in 2019 indicated that Spanish was their primary language.
Other languages submitted via the survey included Hakha Chin (0.06 percent) and English
(86 percent).

e Examination of prior experiences: Discussions with DCTA transit operators, customer
service representatives, and the call center confirmed frequent and consistent encounters
with Spanish speaking individuals who have little or no English proficiency. In most
cases, the information requested relates to routes, schedules, connections with other
transit systems, key destinations (retail, medical, social services, and employers) and fare
information.



e Discussions with partner cities, local school districts, and stakeholders revealed that their
data and experience indicated a need to provide Spanish speaking individuals with
information in their native language. Knowing that fact, DCTA has worked with the local
school districts, Texas Workforce Commission, and social service agencies to ensure the
needs of these individuals, especially those with LEP, are met.

e Chin refugees from Myanmar have relocated to Lewisville with the assistance of Catholic
Charities. While representing a small portion of the Lewisville population, a majority of
these individuals do not own a car and are likely to need public transportation. DCTA
utilized a translation company to assist with all translations for this population. All
DCTA’s vital documents are translated in Hakha Chin and available via download. Vital
documents for these purposes include:

o Allagency Route Guides for bus, the A-train and on-demand services
o Title VI information including DCTA’s Title VI Program, policies,
procedures, and complaint form

o Access information including policies, procedures, and application.

The analysis conducted in Factor 1 clearly indicates the need for language services in Spanish
throughout the service area and in Hakha Chin in Lewisville. Additional understanding of where
in the service area populations of LEP reside is also helpful. Figure 6 through Figure 10 present
spatial reference for the location of LEP households within the DCTA service area.

actor 2: The Frequency with Which LEP Individuals Come Into Contact with DCTA
Programs, Activities and Services

There are a large number of places where members of the LEP population may come into contact
with DCTA services. An important part of the development of DCTA’s Language Access Plan is
the assessment of major points of contact.

Spanish-speaking persons are frequent users of DCTA’s fixed route and demand response services.
While interactions with other individuals that are linguistically isolated but do not speak Spanish is
limited, rare occurrences are experienced. African, Asian, and Middle Eastern dialects are the next
most frequent occurrences.

Based on Factor 2 and the discussions described, no significant additional languages or
populations were identified as eligible participation groups (beyond those identified by Factor 1,
Spanish and Hakha Chin).

Factor 3: The Importance to LEP Persons of DCTA Programs, Activities and Services
Access to the services provided by DCTA, both fixed route and on-demand are critical to the lives
of many in the area. Many depend on DCTA’s fixed route services for access to jobs, education, and
essential social services. Due to the essential nature of services provided by DCTA, the transit
agency needs to make every effort to ensure that language is not a barrier for access to the system.

Through outreach and the agency’s community and passenger satisfaction surveys, DCTA has
determined that the transit agency’s services are often the primary means of transportation for
populations with LEP. Critical information that can affect transit access for these populations
includes:



e Route Guides

e Fare and Payment Information (as listed in route guides)

e (GoZone Service Policies, Procedures and Smartphone Application
e Title VI Notices

e Title VI Complaint Form and Procedures

According to DCTA’s service area demographic profile, individuals that speak Spanish are the
only LEP population identified as a statistically significant LEP group according to DCTA’s
threshold for a significant language (a language group comprising 2 percent or more of the DCTA
service area, who have LEP) across the service area. All the above documents are available in
Spanish.

Factor 4: LEP Resources Available to DCTA and the Costs

DCTA assessed its resources for providing LEP assistance, including cost of translation and
printing of additional materials, and identifying materials and information that need to be made
immediately available in other languages. Consideration was also given to the amount of staff and
vehicle operator training that is needed.

DCTA minimizes annual costs by printing English and Spanish materials and providing Hakha
Chin materials in a print-friendly, digital format. DCTA’s website makes use of Google Translate,
which allows translation of the website’s contents into 17 languages, including Spanish, and it is free
of charge to DCTA and its customers. DCTA reviews its translation expenditures and budgets
accordingly for each fiscal year.

LEP Program and Activities

Following the four-factor analysis, in addition to providing outreach materials in Spanish and vital
documents in Hakha Chin, there is a need for additional services to assist other LEP populations
within the region.

As a result, DCTA’s LEP Program outlines how to identify a person who may need language
assistance, the ways in which assistance may be provided, staff training that may be required, and
how to notify LEP persons that assistance is available. Methods of determination of need and
assistance include:

e Examination of records to see if requests for language assistance have been received in
the past, either at meetings or over the phone, to determine whether language assistance
might be needed at future events.

e A welcome table at any DCTA sponsored event so that a staff person greets participants
as they arrive. By informally engaging participants in conversation, it is possible to gauge
each attendee’s ability to speak and understand English.

e Individuals self-identifying as persons not proficient in English may not be able to be
accommodated with translation assistance at the event, but it will assist DCTA in
identifying language assistance needs for future events. Follow-up participation
opportunities will be offered to those individuals either via phone call with an interpreter or
through written communication in their native language.

e Actively recruiting bilingual employees.



Dispatchers and schedulers have been instructed on how to employ Language Line
services for assistance.

Employees at both the Downtown Denton Transit Center (DDTC) and the main office
reception desk have been instructed on how to utilize Language Line services to assist any
LEP individuals encountered.

Specific web content for both DCTA’s Title VI and Limited English Proficiency
programs can be found at:

o Title VI - https://www.dcta.net/rider-info/41 1/title-vi
o LEP - https://www.dcta.net/rider-info/411/limited-english-proficiency-plan

Language Assistance Measures

Spanish and Hakha Chin speaking individuals with LEP have been identified as statistically
significant populations that require access to vital information in their native languages. DCTA
will provide the following measures to ensure access to these individuals and other individuals
with LEP:

Translation services are available at all public meetings with advanced request.

The DCTA Title VI Policy, Complaint Form, and LEP Plan is posted on the agency
website at www.dcta.net.

DCTA posts translated versions of the Title VI notice along with the English version on all
DCTA vehicles and at the DDTC.

DCTA provides translations of agency vital documents and information necessary for a
passenger to effectively use DCTA services.

DCTA provides reasonable means for an individual to request public information,
comment on DCTA programs or services during the public participation process or file a
complaint to DCTA regarding services or programs.

DCTA makes every effort to hire bilingual operations staff, customer service
representatives, and operators.

When an interpreter is needed, in person or on the telephone, staff attempts to determine
what language is required and to access language assistance services through
www.languageline.com.

When staff prepares a document or schedules a meeting for which the target population is
expected to include LEP individuals, the documents, meeting notices, flyers, and agendas
are printed in an alternative language based on the known LEP population.

Staff Training

The following training is provided to DCTA staff and DCTA operations contractors.

Information on DCTA Title VI Policy and LEP responsibilities.
Description of language assistance services offered to the public.

Description of agencies and resources that can assist DCTA in providing service to
special populations including those with LEP.

Use of Language Identification Flashcards.
How to handle a potential Title VI/LEP complaint.


https://www.dcta.net/rider-info/411/title-vi
https://www.dcta.net/rider-info/411/limited-english-proficiency-plan
https://www.dcta.net/
http://www.languageline.com/

Monitoring and Updating the Plan

The Marketing and Communications Department in conjunction with Planning and Operations
staff will monitor the effectiveness of this plan. Monitoring includes annual reviews of census data
in coordination with North Central Texas Council of Governments for changing patterns of LEP
populations, ongoing collaboration with regional partners and community groups, and post event
assessments. Additionally, staff will continue to pursue new media opportunities to offer
affordable and effective travel information in multiple languages.

LEP plan updates will include the following:

e How the needs of LEP persons have been addressed.

e Determination of appropriate documents for translation.

e Determination of the current LEP and Safe Harbor populations in the service area.

e Determination as to whether the need for translation services has changed.

e Determine whether local language assistance programs have been effective and
sufficient to meet the need.

e Determine whether transit system’s financial resources are sufficient to fund the
language assistance resources needed.

e Determine whether DCTA has fully complied with the goals of this LEP Plan.

e Determine whether complaints have been received concerning the agency’s failure to
meet the needs of LEP individuals.

Dissemination of DCTA’s LEP Plan
A link to DCTA’s plan is included on the DCTA website at https://www.dcta.net/rider-
info/411/limited- english-proficiency-plan.

Any person or agency with Internet access will be able to access and download the plan from the
DCTA website. Alternatively, any person or agency may request a copy of the plan via telephone,
fax, mail, or in person, and shall be provided a copy of the plan at no cost. LEP individuals may
request copies of the plan in translation, which DCTA will provide, if feasible.

Questions or comments on the LEP Plan may be submitted to DCTA’s President or any member
of the agency’s Executive Team.


https://www.dcta.net/rider-info/411/limited-english-proficiency-plan
https://www.dcta.net/rider-info/411/limited-english-proficiency-plan
https://www.dcta.net/rider-info/411/limited-english-proficiency-plan
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