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INTRODUCTION 

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, 
or national origin in programs and activities receiving Federal financial assistance. 
Specifically, Title VI provides that "no person in the United States shall, on the ground of 
race, color, or national origin, be excluded from participation in, be denied the benefits 
of, or be subjected to discrimination under any program or activity receiving Federal 
financial assistance". (42 U.S.C. Section 2000d) 

Recipients of public transportation funding from the Federal Transit Administration (FTA) 
are required to develop policies, programs, and practices that ensure that federal and 
state transit dollars are used in a manner that is nondiscriminatory as required under 
Title VI. 

This document details how the Greater New Haven Transit District (GNHTD) 
incorporates nondiscrimination policies and practices in providing services to the public. 
GNHTD’s Title VI policies and procedures are documented in this plan and its 
appendices and attachments. This plan will be updated periodically as necessary, and 
at least every three years to incorporate changes and additional responsibilities that 
arise. 
 

GENERAL REQUIREMENTS 

Annual Title VI Certification and Assurance 

GNHTD submits its annual Certifications and Assurances to the Federal Transit 
Administration in accordance with the requirement to do so within 90 days from the date 
of the publication of the notice in the Federal Register or with the first grant application, 
whichever comes first. The most recent submission was in February 2018. (See Appendix 
A) 

Public Non-Discrimination Notice 

GNHTD does not discriminate with regard to race, color, creed, religion, national origin, 
age, ethnic background, sex, sexual orientation or disability. To make GNHTD riders 
aware of its commitment to Title VI compliance, GNHTD posts its Title VI Policy Statement 
on its website at www.gnhtd.org, posters on every vehicle operated in public service, in 
its facilities and meeting rooms, and in the reception area. (See Appendix B)   

Complaint Procedure 

GNHTD established a process for riders to file a civil rights complaint under Title VI.  In 
the event that any person believes that he or she, individually, or as a member of any 
specific class of persons, has been excluded from participation in, been denied the 
benefits of, or been subjected to discrimination on the basis of race, color, or national 
origin with regard to: 
 

• The availability and equitable distribution of transit services and benefits. 

• The level and quality of transit services that is sufficient to provide equal access and 
mobility for any person. 

• The opportunity to participate in the transit planning and decision making processes. 

• The right to fair decisions on the location of transit services and facilities. 

Any person who believes that she or he has been discriminated against on the basis of 

http://www.gnhtd.org/
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race, color, or national origin by GNHTD may file a Title VI complaint by completing and 
submitting the District’s Title VI Complaint Form available at our administrative offices or 
on our website at www.gnhtd.org where is can also be translated into all Safe Harbor 
languages. (See Appendix C) 

Civil rights complaints should be filed immediately. However, GNHTD will investigate 
complaints up to 180 days after the alleged incident. GNHTD will process complaints that 
are complete. Once the complaint is received, GNHTD will review it and the complainant 
will receive an acknowledgement letter informing them whether the complaint will be 
investigated by GNHTD. GNHTD generally has up to thirty days to investigate the 
complaint. If more information is needed to resolve the case, GNHTD may contact the 
complainant. The complainant has thirty days from the date of the letter to send requested 
information to the investigator assigned to the case. If GNHTD’s investigator (from the 
Department of Human Resources) is not contacted by the complainant or does not 
receive the additional Information within thirty days, GNHTD can administratively close 
the case. A case can be administratively closed also if the complainant no longer wishes 
to pursue their case.  

In cases where the complainant is unable or incapable of providing a written statement, 
the Civil Rights Officer will assist the person, if necessary, in converting verbal complaints 
to writing by interviewing the complainant. The complainant or her/his representative will 
sign all complaints. 

After the investigator reviews the complaint, one of two letters will be issued to the 
complainant: a closure letter or a letter of finding (LOF). A closure letter summarizes the 
allegations and states that there was not a Title VI violation and that the case will be 
closed. A LOF summarizes the allegations and the interviews regarding the alleged 
incident, and explains whether any disciplinary action, additional training of the staff 
member or other action will occur. If the complainant wishes to appeal the decision, 
she/he has ten days after the date of the letter or the LOF to do so.  

To make GNHTD’s riders aware of their right to file a civil rights complaint, GNHTD 
provides  the following text on its website at www.gnhtd.org, on posters on every vehicle 
operated in public service, in its facilities and meeting rooms, and in the reception area.  

“Greater New Haven Transit (GNHTD) operates its programs and services without 
regard to race, color, and national origin in accordance with Title VI of the Civil Rights 
Act. Any person who believes they have been aggrieved by any unlawful 
discriminatory practice under Title VI may file a complaint with GNHTD. For more 
information on GNHTD’s civil rights program and the procedures to file a complaint, 
please contact 203-288-6643; email TitleVIOfficer@gnhtd.org or visit our 
administrative office at 840 Sherman Avenue, Hamden, CT 06514 from 9:00am to 
5:00pm Monday through Friday. A complainant may file a complaint directly with the 
Federal Transit Administration by filing a complaint with the Office of Civil Rights, 
Attention: Title VI Program Coordinator, East Building, 5th Floor – TCR, 1200 New 
Jersey Ave., SE, Washington DC 20590.  

For more information about GNHTD programs and services or if information is 
needed in another language, please visit www.gnhtd.org or contact 203-288-6643.” 

To file a complaint with GNHTD, please follow details in the paragraph above. 

A person may also file a complaint directly with the Federal Transit Administration, at: 

 

http://www.gnhtd.org/
mailto:TitleVIOfficer@gnhtd.org
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Federal Transit Administration 
Office of Civil Rights 
1200 New Jersey Avenue SE 
Washington, DC 20590. 

Title VI Complaint Form: 

http://www.gnhtd.org/titlevi-complaint   

Recording Title VI Investigations, Complaints, and Lawsuits 

In order to comply with 49 CFR Section 12.9 (b), GNHTD will prepare and maintain a list 
of any active investigations conducted by GNHTD or any other entities other than the 
FTA, lawsuits, or complaints naming GNHTD and/or its subcontractors that allege 
discrimination on the basis of race, color, or national origin. This list will include: 

• The date the investigation, lawsuit, or complaint was filed. 

• A summary of the allegation(s). 

• The status of the investigation, lawsuit, or complaint. 

• Actions taken by GNHTD or subcontractor in response to the investigation, 
lawsuit, or complaint. 

Since the last plan update, GNHTD did not have any investigations, complaints, or 
lawsuits alleging discrimination on the basis of race, color, or national origin as of the 
February 1, 2019, submission date. (See Appendix D) 

PUBLIC PARTICIPATION PLAN 

GNHTD operates the complementary paratransit service for CTTransit - New Haven 
Division, the fixed bus route provider. GNHTD’s efforts to comply with its public 
participation obligations are dependent upon decisions made by the CT Department of 
Transportation (CTDOT) and CTTransit - New Haven Division.  

The rationale behind GNHTD’s fare structure is that it is twice the regular fare of a fixed 
route CTTransit fare. In collaboration with CTTransit, GNHTD’s public participation 
strategy offers early and continuous opportunities to the public to be involved in the 
identification of social, economic, and environmental impacts of proposed transportation 
decisions.   

Key Principles 

GNHTD’s Public Participation Plan has been prepared to ensure that no one is precluded 
from participating in GNHTD’s service planning and development process. It ensures that:  

• Potentially affected community members will have an appropriate opportunity to 
participate in decisions about a proposed activity that will affect their environment 
and/or health;  

• The public’s contribution can and will influence GNHTD’s decision making;  

• The concerns of all participants involved will be considered in the decision-making 
process; and  

• GNHTD will seek out and facilitate the involvement of those potentially affected 
including people with disabilities and those with low income.  

GNHTD has developed a PPP to encourage and guide public involvement efforts and 
enhance access to GNHTD’s transportation decision-making process by minority, people 
with disabilities and Limited English Proficient (LEP) populations. The public participation 

http://www.gnhtd.org/titlevi-complaint
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plan describes the overall goals, guiding principles and outreach methods that GNHTD 
uses to reach its riders.  

Early, Continuous and Meaningful 

The steps outlined in the public participation plan offer early (in the planning process), 
continuous and meaningful opportunities for the public to be involved in the identification 
of social, economic and environmental impacts of proposed transportation decisions at 
GNHTD. It is a guide for how GNHTD engages its diverse community. GNHTD may 
continue to improve its public participation methods over time based on feedback from all 
of its riders and community members including low-income, people with disabilities, 
minority and LEP populations as well as customer and community-based organizations. 

Goals of the Public Participation Plan 

The overarching goals of GNHTD’s PPP include: 

• Clarity in Potential for Influence - The process clearly identifies and communicates 
where and how participants can have influence and direct impact on decision 
making. 

• Consistent Commitment - GNHTD communicates regularly, develops trust with 
riders and our community and builds community capacity to provide public input.  

• Diversity - Participants represent a range of socioeconomic, ethnic and cultural 
perspectives, with representative participants including residents from low income 
neighborhoods, people with disabilities, ethnic communities and residents from 
Limited English Proficiency  

• Accessibility - Every reasonable effort is made to ensure that opportunities to 
participate are physically, geographically, temporally, linguistically, and culturally 
accessible.  

• Relevance - Issues are framed in such a way that the significance and potential 
effect is understood by participants.  

• Participant Satisfaction - People who take the time to participate feel it is worth the 
effort to join the discussion and provide feedback.  

• Partnerships - GNHTD develops and maintains partnerships with communities 
through the methods described in its public participation plan.  

• Quality Input and Participation - That comments received by GNHTD are useful, 
relevant and constructive, contributing to better plans, projects, strategies and 
decisions. 

Objectives of the Public Participation Plan 

GNHTD’s Public Participation Plan is based on the following principles:  

• Flexibility - The engagement process accommodates participation in a variety of 
ways and are adjusted as needed.  

• Inclusiveness - GNHTD proactively reaches out to and engages low-income, 
minority, and Limited English Proficiency (LEP) populations and people with 
disabilities from the GNHTD service area.  

• Respect - All feedback is given careful and respectful consideration. 

• Proactive and Timeliness - Participation methods allow for early and continuous 
involvement. 

• Clear, Focused and Understandable - Participation methods have a clear purpose 
and use for the input and are described in language that is easy to understand. 
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• Honest and Transparent - Information provided is accurate, trustworthy and 
complete. 

• Responsiveness – GNHTD responds and incorporates appropriate public 
comments into transportation decisions.  

• Accessibility – Meetings are held in locations which are fully accessible and 
welcoming to all area residents, including, but not limited to, low-income and 
minority members of the public and in locations relevant to the topics being 
presented and discussed. 

GNHTD will use its public participation plan when considering fare changes, modifications 
to services and other transit planning projects when the District or its transit partners are 
considering: 

1. A fare increase or significant change in the method of fare payment; 

2. The total discontinuance of service in any area on any given day when service is 
currently offered;  

3. The adoption or modification of any policy related to the provision of service (level 
of assistance, etc.).  

GNHTD’s services mirror the fixed route services provided by CTTransit. GNHTD will 
periodically join CTTransit and Connecticut Department of Transportation (CTDOT) staff 
at public outreach sessions related to the fixed route services or fares that could impact 
GNHTD services or fares. In these cases, GNHTD will ensure that such public 
participation meets or exceeds that detailed in the GNHTD plan.  

GNHTD’s Public Participation Process 

Outreach Efforts – Alerting Riders and Encouraging Engagement 

GNHTD’s Public Participation Process includes many new media extending beyond the 
traditional approach which relied on legal notices and intermittent media coverage. While 
GNHTD maintains these elements in its outreach program along with notices on the bus, 
GNHTD has availed itself of the communication methods more widely used by members 
of our community and riders. While there may be variation in the outreach process from 
time-to-time, the outline below provides the general steps for engaging riders in the 
decision making process using a fare or service change as an example. 

1. A change proposal is developed internally or as a result of public comment; 
2. An internal review by the appropriate staff members is conducted to review all 

change proposals; 
3. Proposals are reviewed by GNHTD’s ADA Rider Forum;  
4. If required, authorization from the GNHTD Board of Directors is sought to proceed 

to a public comment period;  
5. Public outreach venues, dates and times are determined with consideration of the 

proposed changes and their impact on specific locations/populations within the 
GNHTD service area;  

6. Bilingual (English and Spanish) public outreach materials and a program are 
developed;  

7. Outreach In advance of public information sessions is released (using a tool-box 
of media listed below); 

8. An email is transmitted to GNHTD community partners;  
9. The public comment period ends;  
10. A GNHTD Board of Directors summary package is presented detailing the 

outcome of the public participation process along with staff recommendations;  
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11. The final change date is set;  
12. Outreach is conducted in advance of any change;  
13. Bilingual system notices and website updated in advance of the proposed change. 

Selection of Meeting Locations 

When determining locations and schedules for public meetings, GNHTD will: 

• Schedule meetings at times and locations that are convenient and accessible for 
minority populations, riders with disabilities and LEP communities;  

• Employ different meeting sizes and formats;  

• Coordinate with community and other organizations to implement public 
engagement strategies that reach out specifically to members of affected disabled, 
minority and/or LEP communities;  

• Provide opportunities for public participation through means other than written 
communication, such as one-on-one interviews or use of audio or video recording 
devices to capture oral comments. 

Outreach Methods 

• Print – Newspapers and other periodicals  

• Website – www.gnhtd.org  

• Web-Based Feedback - comments@gnhtd.org 

• Social Media – GNHTD Facebook  

• On-board Notices  

• Public Meetings 

• Public Hearings 

• Legal Notices 

In accordance with GNHTD’s Language Assistance Plan included later in this update, 
GNHTD also provides alternate language format opportunities in collaboration with: 

• Language Line Services 

• Spanish speaking employees who are available to translate for persons with 
Limited English Proficiency. 

Changes in Service 

GNHTD is the complementary paratransit provider to CTTransit (New Haven). As a result, 
fixed route service changes to schedules, service spans, fares and geographic coverage 
impact the corresponding paratransit services and such changes must be coordinated 
with GNHTD. 

When a change to service is anticipated in any of these areas, GNHTD partners with 
CTTransit and CTDOT in the public outreach associated with the change(s). The most 
recent example of this coordination is the regional public outreach process implemented 
by CTDOT for a proposed fixed route and paratransit fare increase.  

On occasion, GNHTD may implement changes of its own services unrelated to the 
regional fixed route service, some aimed at alerting riders to policy changes or new 
programs and services.    

DECISION MAKING BODIES 

Board of Directors  
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GNHTD’s Board of Directors serves as the decision-making body regarding policy, 
budget, and facility. GNHTD is defined under Connecticut General Statutes Chapter 
103a. Accordingly, appointment of board representatives is based on population and 
individuals are appointed by the governing body of the member municipality. Although 
the District does not have direct influence over the board appointments, the Executive 
Director does communicate with elected officials to discuss the District’s goals and 
overall mission.  

Link to statute: https://www.cga.ct.gov/current/pub/chap_103a.htm 

GNHTD’s Board of Directors is composed of 18 appointed positions of which 15 
positions are filled. Meetings of the Board of Directors are held at our offices located at 
1014 Sherman Avenue, Hamden, Connecticut. The location is handicapped accessible.  

ADA Citizens Advisory Group 

GNHTD holds external ADA Citizens Advisory Group meetings quarterly to solicit input 
on service improvement and policy enforcement issues. These meetings are offered to 
all of our riders and are noticed on the website and buses. We are also planning to 
reach out to locations that are frequently a place of origin or destination to ask that they 
post meeting dates/times. The attendee list differs at each meeting; however we do 
have individuals who are involved with the Center for Disability Rights in West Haven, 
Connecticut.    

Meetings of the ADA Riders’ Forum Group are open to the public and held at GNHTD’s 
facility.  

Demographics of Decision Making Bodies 

Body Caucasian Hispanic African American Asian Native American 
Board of 
Directors 

15 0 0   

ADA Riders’ 
Forum 
(Average 
Attendance) 

10-15  6-7   

SYSTEM WIDE SERVICE POLICIES AND STANDARDS 

GNHTD relies on CTTransit to ensure that established policies and standards are 
followed in order to maintain the equitable distribution of the transit services which 
GNHTD’s complementary paratransit services mirror 

Additionally, GNHTD has developed internal service policies and standards to ensure 
that GNHTD employees are aware of how to properly execute their duties and that 
riders know what to expect.  Copies of GNHTD’s Rider Guide and Employee handbooks 
are attached. (See Appendix E and F) 

Vehicle Assignments/Age of Vehicles 

GNHTD vehicles are assigned on a random basis with no assignment to a specific run 
based on the age of the vehicle. The only vehicle requirement as related to a service is 
that which is associated with capacity. GNHTD’s current vehicle fleet are all wheelchair 
accessible and year of manufacture ranges from 2013 – 2018.  

Vehicle Load     

https://www.cga.ct.gov/current/pub/chap_103a.htm
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1.83 passengers per hour for  fiscal year to date July 2017 – January 2019 based on 
reports generated by transit software. 

On-Time Performance 

On-time performance is a measure of rides completed as scheduled. Our average On-
Time Performance has remained consistent from July 2017 to January 2019 at 94%.  

Transit Amenities  

Bus Shelters  

Shelters are constructed and maintained by municipalities and/or CTTransit throughout 
the Greater New Haven Service area. CTTransit and the South Central Regional 
Council of Governments are consulted during site selection. There are currently 165 bus 
shelters in the Region. 

Security 

Safety and security enhancements to GNHTD include but are not limited to: security 
cameras, perimeter lighting and perimeter fencing. An employee key card system has  
been installed to control access to the buildings and to specific areas where assets are 
stored.  

Equity Evaluation of Service and Fare Changes 

GNHTD relies on CTTransit, the fixed route bus provider to ensure Title VI compliance 
with regard to Equity Evaluation of Service and Fare Changes for the transit services 
which GNHTD’s complementary paratransit services mirror. 

Monitoring Transit Service/Quality of Service Methodology 

GNHTD is proactive about ensuring that high quality service be provided to their clients. 
The Operations team provides constant high-level quality assurance oversight to 
identify weaknesses and make improvements. The Client Care Center handles and 
tracks client complaints and commendations in our transit software in compliance with 
our complaint procedures. GNHTD has recently updated its customer satisfaction 
telephone survey in which clients of the service are contacted to measure the quality of 
service GNHTD has provided to them and the information collected will also be kept in 
our transit software. (Appendix #7). 

LIMITED ENGLISH PROFICIENCY (LEP) PLAN   

Executive Order 13166 

Executive Order 13166 “Improving Access to Services for Persons with Limited English 
Proficiency" applies to all federal agencies and all programs and operations of entities 
that receive funding from the federal government, including state agencies, local agencies 
such as GNHTD governments, private and non-profit entities, and sub-recipients. 

Language Assistance Plan 

Improving Access for People with Limited English Proficiency 

In order to ensure meaningful access to programs and activities, GNHTD uses 
information obtained in a Four Factor Analysis to determine the specific language 
services that are appropriate. This analysis helps GNHTD to determine if it 
communicates effectively with LEP persons and informs language access planning.  
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The Four Factor Analysis is a local assessment that considers:  

1. The number or proportion of LEP persons eligible to be served or likely to be 
encountered by GNHTD;  

2. The frequency with which LEP persons come into contact with GNHTD services and 
programs;  

3. The nature and importance of GNHTD’s services and programs in people’s lives; and  

4. The resources available to GNHTD for LEP outreach, as well as the costs associated 
with that outreach. 

Factor 1 - Number of LEP Persons in Service Region  

The first step in determining the appropriate components of a Language Assistance 
Plan is understanding the proportion of LEP persons who may encounter GNHTD’s 
services, their literacy skills in English, the location of their communities and 
neighborhoods and, more importantly, if any are underserved as a result of a language 
barrier.  

To do this, GNHTD evaluated the level of English literacy and to what degree people in 
its service area speak a language other than English and what those languages are. 
Data for this review is derived from the United States Census Bureau “American Fact 
Finder” web portal data from 2010. Data was reviewed for GNHTD’s member 
municipalities as well as New Haven County in its entirety. 

New Haven County Overview 

GNHTD examined the 2017 American Community Survey Estimates. Within GNHTD’s 
service area, 52,511 or 6.44% of the total GNHTD service area population speak 
English less than “very well”. In accordance with LEP Safe Harbor thresholds of 5% or 
1000 people, GNHTD has determined the Safe Harbor languages as illustrated in the 
following Table:  

Primary Languages for People Who Report “English Spoken Less than Very Well” 

 

Total 815716   

English 640300   

Spanish or Spanish Creole            39,215  4.81% 

Italian              1,736  0.21% 

Portuguese              2,046  0.25% 

Polish              2,421  0.30% 

Other Indo-European              1,291  0.16% 

Chinese              2,219  0.27% 

Arabic              3,583  0.44% 

This data reveals that at the county level, while there are numerous languages spoken 
at home, there is a significant Spanish speaking population which reports speaking 
English less than well. GNHTD assesses the frequency at which staff and drivers have 
or could possibly have contact with LEP persons. To aid in GNHTD’s LEP program, 
GNHTD has several employees that are bilingual. Bilingual employees are available 
weekdays and weekends as well as during intermittent evening shifts. Additionally, 
GNHTD has contracted with The Language Line Services to assist with communication 
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with any individuals in need of services provided by GNHTD when a bilingual GNHTD 
staff member is not available or a language is needed that cannot be covered by the 
staff resources. 

Safe Harbor Provision 

Beyond those reporting speaking Spanish or Spanish Creole at home and speaking 
English “less than very well”, there are seven other languages likely to be encountered 
in the GNHTD service area, which meet the Safe Harbor Provision thresholds, “of five 
percent or 1,000 persons, whichever is less, of the total population of persons eligible to 
be served or likely to be affected or encountered.” Those language groups are depicted 
in the table above. 

To ensure members of these language groups are not excluded from participating in or 
denied the benefits of GNHTD services, due to a limited ability to read, write, speak or 
understand English, GNHTD provides free language services to ensure inclusion of 
persons whose primary Language is not English. These services include On Phone 
Translation (OPT) services, bilingual signage and documents, in person interpreters, 
and Language Translation, and Google Translate when appropriate. These services are 
discussed in more detail at points throughout this document. 

As the data in the table indicates, Spanish or Spanish Creole is by far the largest 
language group to likely be encountered by GNHTD. Further surveys of GNHTD’s 
employees support this conclusion. As a matter of practice, many of GNHTD’s written 
and verbal communications and documents are provided in both English and Spanish. 
Documents pertaining to vital subject matter are also translated at the request of the 
above listed language groups. Those vital documents include: 
 

• Complaint forms 

• Intake and application forms 

• Notices of denials, losses or decreases in benefits or services 

• ADA complementary paratransit eligibility applications 

• Guidance on how to apply for ADA complementary paratransit service 

• Title VI complaint forms 

• Notices of a person’s rights under Title VI 

• Fare information 

• GNHTD Rider Handbook 

• Guidance on how to receive notice of and participate in public events and outreach 

• Guidance on how to contact GNHTD or file a complaint 

Factor 2 - Frequency of LEP Use 

There are a large number of places where GNHTD riders and members of the LEP 
population can come into contact with GNHTD services including the use of demand 
response buses, calls to customer service representatives, reservation agents and 
GNHTD’s outreach materials. An important part of the development of GNHTD’s 
Language Access Plan is the assessment of major points of contact, including: 
 

• The use of the bus service (on-board signage and driver language skills); 

• Communication with GNHTD’s customer service staff; 

• Signage in GNHTD meeting rooms, reception desk and facilities; 
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• Printed outreach materials; 

• Web-based outreach materials; 

• Public meetings; 

• Reservation agents 

Because GNHTD transportation services require a face-to-face interview to certify its 
users, our eligibility department takes this opportunity to assess the applicant’s English 
proficiency.  In the event the applicant requires any document translated, GNHTD will 
make this request to Language Link Translation Services and provide those documents 
to the applicant within three days. 

To better understand the frequency with which LEP riders come into contact with our 
services, GNHTD periodically conducts internal surveys of customer service staff, 
paratransit reservation agents, administrative staff, dispatchers and demand response 
drivers. The survey tool was aimed at determining what language skills already exist 
among GNHTD employees and the number and nature of encounters with riders or 
other community members where language has been a barrier. (See Appendix G) 

The objective of the survey was to evaluate the needs of GNHTD customers who are 
not able to communicate in English. The first question asked employees if they could 
communicate in a language other than English, and if so, what language or languages. 
Next, the survey asked if in the previous year employees had encountered customers 
who were unable to communicate in English and how often they heard or did not hear 
one of the ten languages.   

Below are the results of the latest employee survey of languages encountered other 
than English. 
 

  
Employees 

that can 
communicate 
in a language 

other than 
English 

Frequency of Encounters by GNHTD Employees 

Language Daily Weekly Monthly 

Less 
Frequently 

than 
Monthly 

Spanish or Spanish Creole 11 7 8 8 10 

Portuguese 1         

Italian 1 1 4 3   

Polish     1     

French Creole 2         

Chinese         1 

Greek   1     1 

German   1       

Russian 1       1 

Sign Language 1   1     

Although varying degrees of fluency were indicated, 17 respondents could speak one or 
more languages other than English. 

Future surveys will ask what type of needs or requests for assistance had employees 
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received from LEP customers and in which language. GNHTD will ask the below 
questions, which will also include a section for the employee to explain if there are any 
other requests not listed: 

• Help with fastening a seat 

• Help with shopping bags 

• Help with a cane, walker or mobility device 

• Street or venue location (directions) 

• Making a reservation/Cancellation/Change  

• To discuss the fare 

• Other request (Please explain) 

GNHTD intends to use the survey information to continue to tailor employee training to 
ensure members of these language groups are not excluded from participating in or 
denied the benefits of GNHTD services, due to a limited ability to read, write, speak or 
understand English. 

Community Partners 

As part of the ongoing assessment, GNHTD will seek to contact its community partners 
to assess the extent to which they come into contact with LEP populations. GNHTD will 
ask the partner agency to estimate the percent of clients they interact with who would 
have limited English proficiency using the following questionnaire: 

Do you encounter non-English speaking/reading people who need your services? 

If so, what are the languages that you encounter? 

How do you address language barriers? 

Do you find language to be a barrier in preventing you from providing service? 
GNHTD Outreach Agencies  

• The Disability Resource Center 

• The Kennedy Center 

• The Center for Disability Rights 

• Senior Centers 

• Senior housing Complexes 

• Bella Vista 

• The Towers 

• Davenport Dunbar 

Consulting Directly with the LEP Population 

In addition to the census data, internal survey of employees and outreach to community 
partners, GNHTD surveys its riders asking the following questions: 

• Languages spoken at home? 

• Is language a barrier to accessing GNHTD services? 

• Is language a barrier to accessing GNHTD outreach materials? 

• Is language a barrier to access GNHTD customer service? 

Factor 3: The Importance of GNHTD Service to People’s Lives 

Access to the services provided by GNHTD, are important to the quality of life of many 
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in the region. Many depend on GNHTD’s services for access to jobs and for access to 
essential community services like schools, shopping and medical appointments. 
Because of the essential nature of the services and the importance of these programs in 
the lives of many of the region’s residents, there is a need to ensure that language is 
not a barrier to access. 

If limited English is a barrier to using these services, then the consequences for the 
individual could limit their access to obtain health care, education or employment. 
Critical information from GNHTD which can affect access includes: 

• Rider Handbook 

• Fare and payment information 

• Information regarding making the best use of the system 

• Service announcements via seat drops and in-vehicle postings 

• Safety and security announcements (seat drops and in-vehicle postings) 

• Complaint and comment forms 

• Outreach related to opportunity for public comments 

• Information about GNHTD services under the ADA 

Factor 4 - Resources and Costs for LEP Outreach 

GNHTD has committed resources to improving access to its services and programs for 
LEP persons.  GNHTD assessed available resources that could be used for providing 
LEP assistance, including identifying the cost of a professional interpreter and 
translation services.  

GNHTD has translated some pertinent documents including on-board signage into 
Spanish as that is our largest LEP population.  GNHTD  has also contracted with The 
Language Line Services to assist with communications with individuals in need of 
services provided by GNHTD. As the data indicates, Spanish or Spanish Creole is by 
far the largest language group to likely be encountered by GNHTD.  For this reason, the 
critical documents mentioned have been provided to Language Link for translation into 
Spanish.   

In the event there is a request for a document in another Safe Harbor language other 
than Spanish, GNHTD will promptly provide the information to Language Link for 
translation. Language Link processes translation requests within three business days 
for any requested language.   

• How to Contact GNHTD  

• ADA Eligibility Information/Service Area 

• Rider’s Guide  

• Title VI Complaint Procedures and Complaint Form 

• Meeting Notices 

To date, the costs associated with these efforts fit within the GNHTD’s marketing and 
outreach budget. Costs are predominantly associated with translation services and 
material production. 

GNHTD staff who engage personally with our riders receive the LEP Plan and are  
educated on procedures to follow. This information is also a part of GNHTD staff 
orientation process for new hires and will be part of annual staff training updates. Training 
topics are listed below: 
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• Understanding the Title VI policy and LEP responsibilities; 

• What language assistance services GNHTD offers; 

• Know which GNHTD team members are available for Spanish translation; 

• How to use the Language Line interpretation and translation services; 

• Documentation of language assistance requests; 

• How to handle a Title VI and/or LEP complaint 
 
Oversight, Monitoring, Evaluating and Updating the Language Assistance Plan 
and Public Participation Process 

It is the responsibility of the GNHTD Title VI Officer to ensure compliance with GNHTD’s 
Title VI Plan, Public Participation Program, Language Assistance Plan and other 
community outreach efforts. The monitoring of the Language Assistance Plan will 
include: 

• Periodic reviews of regional census data for changing patterns of LEP 

populations; 

• Ongoing collaboration with regional partners; 

• Ongoing review of Google Analytics reports from GNHTD’s website; and 

• Ongoing employee and rider surveys 

Monitoring and Updating the LEP Plan 

This plan is designed to be flexible and is one that can be easily updated. At a minimum, 
GNHTD will follow the Title VI Program update schedule for the LEP Plan. This update 
has examined all plan components such as those that follow and has determined that we 
are in compliance with the monitoring goals set: 
 

• How many LEP persons were encountered? 

• Were their needs met? 

• What is the current LEP population in GNHTD service area? 

• Has there been a change in the types of languages where translation services are 
needed? 

• Is there still a need for continued language assistance for previously identified 
GNHTD programs? 

• Are there other programs that should be included? 

• Have GNHTD’s available resources, such as technology, staff, and financial costs 
changed? 

• Has GNHTD fulfilled the goals of the LEP Plan? 

• Were any complaints received? 

Dissemination of GNHTD’s Limited English Proficiency Plan  

GNHTD includes the LEP plan on their website as a part of the Title VI Plan along with 
the Title VI Policy and Complaint Procedures. Any person, including social service, non-
profit, and law enforcement agencies and other community partners with internet access 
will be able to access the plan. Copies of the LEP Plan will be provided, on request, to 
any person(s) requesting the document. 

ENVIRONMENTAL JUSTICE ANALYSIS OF CONSTRUCTION PROJECTS 
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As of this submittal there are no new construction projects which require an equity 
analysis.   In the previous Title VI Plan submitted in March of 2017, GNHTD reported on 
the project which had chosen a preferred site for its Maintenance and Operations facility 
in North Haven, Connecticut. A full Title VI Equity Analysis was conducted at that time 
and submitted with the March 2017 Program. 

PROGRAM SPECIFIC REQUIREMENTS  
Demographic Data Collection - Source provided by: American Fact Finder, 
Census 2017  

GNHTD provides paratransit service under contract with the Connecticut Department of 
Transportation (CTDOT) and operates services in the communities outlined below. 
Americans with Disabilities Act (ADA) services are provided within the communities listed 
as ADA. Regional Rides Program (RRP) door to door services are provided in the 
communities listed as RRP. Contracted elderly transportation services are provided to 
three municipalities. (See Appendix F for detailed descriptions of all services.) 

ADA SERVICE TOWNS 
Providing ADA service ¾ of a mile on either side of the fixed bus routes. 

Ansonia*   North Branford 
Branford  North Haven 
Cheshire*  Orange 
Derby*   Seymour* 
East Haven  Shelton* 
Guilford*  Wallingford* 
Hamden  Waterbury* 
Madison*  West Haven 
Milford*  Woodbridge 
New Haven 

                                            *Limited service available       
                                                         

REGIONAL RIDES PROGRAM (RRP) SERVICE TOWNS 

Bethany   North Branford 
Branford  North Haven 
East Haven  Orange 
Hamden  Wallingford 
New Haven  West Haven 
Woodbridge 

MUNICIPAL SENIOR TRANSPORTATION SERVICE TOWNS 

Hamden    

Contact 

For additional information on Greater New Haven Transit District’s Title VI Plan, or its 
efforts to comply with the Civil Rights Act of 1964 or Executive Order 13166 improving 
access to services for persons with Limited English Proficiency, please contact: 
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Anthony Bethune, Associate Manager of Operations – Business Services 
Greater New Haven Transit District 
840 Sherman Avenue 
Hamden, CT 06514 
Tel. 203-281-2509 
Email: abethune@gnhtd.org 

 
 
GNHTD Title VI Policy and LEP Complaint Procedures 

GNHTD is committed to a policy of nondiscrimination in the conduct of its business, 
including its Title VI responsibilities and to the delivery of equitable and accessible 
transportation services. 

Toward this end, it is GNHTD's objective to: 

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

• Identify and address, as appropriate, disproportionately high and adverse human 
health and environmental effects, including social and economic effects of 
programs and activities on minority populations and low-income populations; 

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

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

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

The responsibility for carrying out GNHTD's commitment to this program has been 
delegated to the GNHTD Executive Director by the Board of Directors. However, the 
Executive Director and all employees share the responsibility for carrying out GNHTD's 
commitment to Title VI. 

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 GNHTD 
within 180 days of from the date of the alleged discrimination.  

These procedures apply to all complaints filed under Title VI of the Civil Rights Act of 
1964, relating to any program or activity administered by GNHTD. These procedures do 
not deny the right of the complainant to file formal complaints with other state or federal 
agencies, or to seek private counsel for complaints alleging discrimination. These 
procedures are part of an administrative process that does not provide for remedies that 
include punitive damages or compensatory remuneration for the complainant.  

 

 

Complaints may be filed with GNHTD in writing to: 

Greater New Haven Transit District  
(Attention: Executive Director) 
840 Sherman Avenue 
Hamden, CT 06514 

mailto:abethune@gnhtd.org
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Upon receipt of the complaint, the Executive Director will determine its jurisdiction, 
acceptability, and need for additional information, as well as investigate the merit of the 
complaint. 

A complainant may also file a Title VI complaint with: 

Federal Transit Administration 
Office of Civil Rights 
1200 New Jersey Avenue SE 
Washington, DC 20590  

Title VI of the Civil Rights Act of 1964, 42 U.S.C. 2000d, et seq., provides 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.  

Title VI and its implementing regulations require that FTA recipients take responsible 
steps to ensure meaningful access to the benefits, services, information, and other 
important portions of their programs and activities for individuals who are Limited 
English Proficient (LEP). To that end, GNHTD provides translation and interpretation 
services free of charge upon request by calling (203) 288-6282. 

GNHTD will provide appropriate assistance to complainants who are limited in their 
ability to communicate in English. 

All complaints will be investigated promptly, and every effort will be made to obtain early 
resolution of complaints.  

The option of informal mediation meeting(s) between the affected parties and the 
Executive Director may be utilized for resolution, at any stage of the process.  

Materials received will be handled in full accordance with the Connecticut Freedom of 
Information Act (as amended) and other applicable laws.  

The Executive Director will review each complaint, and when necessary, assign a 
neutral party to investigate. In instances where additional information is needed, 
GNHTD will contact the complainant in writing.  

Failure of the complainant to provide the requested information by a certain date may 
result in the administrative closure of the complaint or a delay in complaint resolution. 

At a minimum the Executive Director/investigating officer will: 

• Identify and review all relevant documents, practices and procedures; 

• Identify and interview persons with knowledge of the Title VI violation, i.e., the 
person making the complaint; witnesses or anyone identified by the Complainant; 
anyone who may have been subject to similar activity, or anyone with relevant 
information. 

Upon completion of the investigation, the Executive Director or designated investigator 
will complete a final report. If a Title VI violation is found to exist, remedial steps as 
appropriate and necessary will be taken immediately.  

The Complainant will also receive the final report together with any remedial steps. The 
investigation process and final report should take no longer than thirty-five (35) business 
days (Receipt of additional relevant information and/or simultaneous filing of complaint 
with GNHTD and an external entity may expand the timing of the complaint resolution.)  

If no violation is found and the complainant wishes to appeal the decision, such appeal 
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may be made directly to the GNHTD Board of Directors. 

Services Provided by GNHTD  

• Americans with Disabilities (ADA) 

• Regional Rides Program (RRP) 

• Hamden Elderly (Town of Hamden) 

• New Freedom Taxi Voucher Service 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



22 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

APPENDIX A 

Certifications & Assurances FY 2018 
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 APPENDIX B - Title VI Public Notice  
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APPENDIX C 
GNHTD Title VI Complaint Form 

Note: We are asking for the following information to assist in processing your complaint. 
This form is not mandatory – it is simply provided as a means of assistance in making a complaint.  
If you need help, including another language, in completing this form please let us know. 
 
Complainant’s Information: 
Name: ________________________________________________________________ 
Address: ______________________________________________________________ 
City/State/Zip Code: _____________________________________________________ 
Telephone Number (Home): _______________________________________________ 
Telephone Number (Work): ________________________________________________ 
 
Person Discriminated Against (if someone other than complainant): 
Name: ________________________________________________________________ 
Address: ______________________________________________________________ 
City/State/Zip Code: _____________________________________________________ 
Telephone Number (Home): _______________________________________________ 
Telephone Number (Work): ________________________________________________ 
 
Which of the following best describes the reason you believe the discrimination took 
place? 
Race/Color (specify): _________________ National Origin (specify): _____________ 
Sex: ______________________________ 
On what date (s) did the alleged discrimination take place? ______________________ 
 
Describe the alleged discrimination. Explain what happened and who you believe was 
responsible (if additional space is needed, add a sheet of paper). 
______________________________________________________________________ 
______________________________________________________________________ 
______________________________________________________________________ 
______________________________________________________________________ 
 
List names and contact information of persons who may have knowledge of the alleged 
discrimination. 
______________________________________________________________________ 
______________________________________________________________________ 
______________________________________________________________________ 
 
Have you filed this complaint with any other federal, state or local agency, or with any 
federal or state court? Check all that apply. 
Federal agency ________ State agency ___________ Local agency __________ 
Federal court __________ State court _____________ 
 
Please provide information about a contact person at the agency/court where the 
complaint was filed. 
Name: ________________________________________________________________ 
Address: ______________________________________________________________ 
City/State/Zip Code: _____________________________________________________ 
Telephone Number (Work): ________________________________________________ 
 
Please sign below. You may attach any written materials or other information that you think is relevant to your complaint. 
 
__________________________________ 
Complainant Signature 
 
_________________________________ 
Date 
 
Attachments: Yes __________________ No ___________________ 
 
Submit form and any additional information to: 
Executive Director 
GNHTD 
840 Sherman Avenue 
Hamden, CT 06514 
Phone: (203) 288-6282 
Fax: (203) 281-2556 
Email: www.gnhtd.org 

 



 

 

APPENDIX D – Title VI Complaint Log  

 



 

 

APPENDIX E 

EMPLOYEE 

HANDBOOK REV 100317 01.2019 FINAL.pdf
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APPENDIX F 

Rider’s Guide 

Riders' Guide 2016 

v9.pdf
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APPENDIX G – LEP Staff Survey  

 


