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I. Introduction 
 

The Washington Metropolitan Area Transit Authority (WMATA or “Metro”) is committed to 

ensuring meaningful access to its programs, activities, and services to riders and customers for 

whom English is not their primary language. This is not only recommended, but mandated, for 

Metro to provide services that fully include customers with little or no proficiency in English.  

Formed in 1967 under a compact among the District of Columbia, the State of Maryland, and the 

commonwealth of Virginia, Metro provides service to this tri-jurisdictional area through its three 

core transit functions, Metrorail, Metrobus, and MetroAccess paratransit. It is one of the largest 

transit agencies in the United States covering an area of approximately 1,500, square miles and 

serving a population of approximately four million people1. 

According to the 2000 U.S Census data on language use and English-speaking ability2, 18 percent 

of the total U.S. population aged 5 and over, or 47.0 million people, reported that they spoke a 

language other than English at home. Census data also indicates that the proportion of the 

population aged five and over who spoke English less than “Very Well”3 has been growing from 

4.8 percent in 1980, to 6.1 percent in 1990, and to 8.1 percent (or 21.3 million people) in 2000.  

Combined, this means the population of people that speak English less than “Very well” in the 

U.S. increased by 3.3% in 20 years.  Of those limited and non-English proficient individuals, 49 

percent speak Spanish.  

The U.S. Census Bureau American Community Survey (ACS) data show that the Washington, 

D.C. region has a total of 1.2 million people, or 32 percent of the region’s population, 5 years and 

older, who speak a language other than English at home (2014-2018; ACS 5-year). Of these 

individuals, 469,133 or 12 percent speak English less than “Very Well,” and thus are considered 

to have limited or no-English proficiency. The terms limited and non-English proficient 

(LEP/NEP) refer to individuals for whom English is not their primary language and who have a 

limited ability to read, write, speak, or understand English. It also includes individuals who 

reported to the U.S. Census that they speak English less than very well, not well, or not at all.  

II. Purpose 
 

As a recipient of federal funds, Metro is obligated by law to maintain compliance with the 

provision of equal language access as stipulated by the Title VI of the Civil Rights Act of 1964, 

and under the direction of Executive Order 13166, and the Policy Guidance Concerning 

                                                           
1 WMATA (2020). WMATA Performance Report Q3/FY2020 July 2019 – March 2020 [PDF].  Retrieved from 
https://www.wmata.com/about/records/scorecard/upload/MetroPerformanceReport_Q3FY2020.pdf  
2 U.S. Census Bureau (2000). Language Use and English-Speaking Ability. Census 2000 Brief. Retrieved from 
https://www.census.gov/prod/2003pubs/c2kbr-29.pdf. 
3 “Very Well,” is one of four U.S. Census categories of language proficiency: “Very Well,” “Well,” “Not well,” and 
“Not At All.” 

https://www.wmata.com/about/records/scorecard/upload/MetroPerformanceReport_Q3FY2020.pdf
https://www.census.gov/prod/2003pubs/c2kbr-29.pdf
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Recipients’ Responsibilities to Limited English Proficient (LEP) Persons (“DOT LEP Guidance”). 

Title VI refers to a Federal Law, which mandates that no person participating in any federally 

funded programs, policies, or activities, shall be excluded from participation; denied benefits; or 

be subjected to discrimination based on three protected classes: race, color (skin color or 

complexion); or national origin (foreign born ancestry). This applies to both recipients and 

subrecipients of Federal financial assistance. Executive Order 12892 and FTA Circular 4702.1B 

guidance also includes low-income status as a protected category. Metro’s non-compliance with 

Title VI can cause federal funds to be withheld.   

For our purposes, Title VI has the following five objectives: 1) Ensure that the level and quality 

of transportation service is equitable; 2) Identify and address disproportionately high and adverse 

effects; 3) Maintain inclusive public involvement by underrepresented populations; 4) Prevent the 

denial, reduction of, or delay in benefits related to programs; and 5) Ensure meaningful access to 

programs and activities by persons with limited English and no-English proficiency (NEP/LEP).  

The last objective, to ensuring that Metro provides meaningful access to programs and activities 

to individuals for whom English is not their primary language and who have limited ability to read, 

write, speak, or understand English, is the focus of this Language Assistance Plan.  

In what follows, attention will be focused on a description of the legal responsibilities Metro has 

under the Federal Transit Authority’s (FTA) funding to ensure this meaningful access for linguistic 

minorities in the service area, an outline on the collection and analysis of demographic data, a 

description of what has been done, and plans for future activities, processes, and procedures within 

Metro. 

III. Authority and Guidance  
 

Title VI Statute, 42 U.S.C. §2000d et seq. was enacted as part of the landmark Civil Rights Act of 

1964, and in its section 601, prohibits discrimination based on race, color, or national origin in 

programs and activities receiving federal financial assistance. One of its most quoted segments 

reads as follows: “[N]o person in the United States shall, on the grounds 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” (Pub. L. 88–

352, title VI, §601, July 2, 1964, 78 Stat. 252).  

The 1974 Supreme Court case Lau v. Nichols, 414 U.S. 563 resulted in one of the most important 

court decisions regarding the education of language-minority students in terms of not imposing 

standards and actions, thought to be of an equal nature, that nevertheless result in disproportionate 

and unequal treatment and fail to support the needs of limited and non-English proficient 

individuals. The failure of an agency to take appropriate action to overcome language barriers 

impeding equal participation for LEP individuals, including the denial of meaningful access, 

therefore constituted national origin discrimination. Per the FTA’s Circular 4702.1B (l), “Limited 

English Proficient (LEP) persons refers to persons for whom English is not their primary language 

and who have limited ability to read, write, speak, or understand English. It includes people who 
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reported to the U.S. Census that they speak English less than very well, not well, or not at all.” In 

this Language Assistance Plan, and to maintain consistency, Metro uses the combined terms of 

limited and non-English proficient (LEP/NEP) individuals to represent all those varying levels of 

English language use and practice, which are evaluated in terms of English language ability. 

Consistent with the Title VI of the Civil Rights Act of 1964, Executive Order 13166, “Improving 

Access to Services for Persons with Limited English Proficiency,” reprinted at 65 FR 50121, 

[August 16, 2000], directs each Federal agency to examine the services it provides and develop 

and implement a system by which LEP persons can meaningfully access those services. Federal 

agencies were instructed to publish guidance for their respective recipients to assist them with their 

obligations to LEP persons under Title VI.  The Executive Order states that recipients must take 

reasonable steps to ensure that recipients of Federal financial assistance provide meaningful access 

to their federally conducted and federally assisted programs and activities for persons, who as a 

result of national origin, are limited in their English language proficiency. 

As for Metro’s Federal guidance, The U.S. Department of Transportation published a revised 

version for its recipients on December 14, 2005, entitled Department of Transportation, Policy 

Guidance Concerning Recipients’ Responsibilities to Limited English Proficient (LEP) Persons 

(“DOT LEP Guidance”). This guidance is based on the prohibition against national origin 

discrimination described in Title VI of the Civil Rights Act of 1964, as it affects limited English 

proficient persons (LEP).  It states that Title VI and its implementing regulations require that the 

Department of Transportation’s grant recipients take responsible steps to ensure meaningful access 

to the benefits, services, information, and other important areas of their programs and activities for 

individuals with limited English proficiency, and that recipients should use the DOT LEP 

Guidance to determine how best to comply with statutory and regulatory obligations to provide 

meaningful access to the benefits, services, information, and other important portions of their 

programs and activities for LEP individuals. As stated in its introductory segment, in certain 

circumstances failure to ensure LEP persons can effectively participate in or benefit from federally 

assisted programs and activities may violate the prohibition under Title VI of the Civil Rights Act 

of 1964, 42 U.S.C. 2000d, and Title VI regulations against national origin discrimination. Thus, 

the purpose of this policy guidance is to assist recipients in fulfilling their responsibilities to 

provide meaningful access to LEP persons under existing law. 

 

The Federal Transit Administration (FTA) references the DOT LEP Guidance in its Circular 

4702.1B, “Title VI Requirements and Guidelines for Federal Transit Administration Recipients,” 

published on October 1, 2012.  In Chapter III part 9, (“Requirements to Provide Meaningful Access 

to LEP Persons”) it reiterates that recipients shall take reasonable steps to ensure meaningful 

access to benefits, services, information, and other important portions of their programs and 

activities for LEP individuals, and suggests that FTA recipients and subrecipients develop an 

implementation plan to address the identified needs of the LEP populations it serves. This 

implementation plan must be consistent with the provisions of Section V (How Does a Recipient 

Determine the Extent of Its Obligation to Provide LEP Services?) for which the DOT LEP 

Guidance recommends establishing an individualized assessment that balances an analysis of four 

factors. The four factors established are:  
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1) the number or proportion of LEP persons eligible to be served or likely to be 

encountered by a program, activity, or service of the recipient or grantee;  

2) the frequency with which LEP individuals come into contact with the program;  

3) the nature and importance of the program, activity, or service provided by the recipient 

to people’s lives; and  

4) the resources available to the recipient and costs.  

Per the DOT LEP Guidance, these four factors, when applied to the kinds of contacts recipients 

have with the public, will help them assess language needs, and decide what reasonable steps they 

should take to ensure meaningful access for LEP persons. The DOT LEP Guidance also states that 

the intent of this policy is to suggest a balance that ensures meaningful access by LEP persons to 

critical services, while not imposing undue burdens on small businesses, small local governments, 

or small nonprofit organizations. 

In Section VII (“Elements of an Effective Implementation Plan on Language Assistance for LEP 

Persons”), the DOT LEP Guidance recommends that all recipients, especially those that serve large 

LEP populations, should develop an implementation plan to address the needs of the LEP 

populations they serve.  It notes that effective implementation plans typically include the following 

five elements:  

1) identifying LEP individuals who need language assistance;  

2) providing language assistance measures;  

3) training staff;  

4) providing notice to LEP persons; and  

5) monitoring and updating the LEP plan. 

Transit agencies that develop a Language Assistance Plan, implement it within their institution, 

and maintain a balance in their analysis of the four factors mentioned above, will thus be following 

this mandatory provision of language assistance to persons with limited and no-English 

proficiency. If done in a competent and effective manner, it ensures that their services are safe, 

reliable, convenient, and accessible to all customers. These actions will  attract and retain riders 

and customers who would otherwise be excluded from participating in these services and activities 

because of language barriers, and ideally will encourage riders to be independent advocates of the 

system, as they are included and welcomed as customers whose rights are being upheld by having 

an equal and safe access to a public transportation system that takes pride in serving their 

communities. 

Furthermore, providing equal access to individuals with limited or no-English proficiency will  

also help increase and retain ridership among the transit agency’s broader immigrant communities 

in two important ways: 1) transit agencies that reach out to recent immigrant populations to 

conduct a needs assessment and prepare a language assistance plan (pursuant to the DOT LEP 

Guidance) will send a positive, inclusive message to members of different linguistic communities 

that their presence and use of the system is valued; and 2) community engagement and outreach 

designed to identify appropriate language assistance measures can also assist the agency in 

identifying the transportation needs of immigrant and other linguistically diverse populations and 
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to ensure that an agency’s transit routes, hours and days of service, and other service parameters 

are responsive to the needs of these populations. Additionally, transit agencies that conduct 

outreach to individuals with limited and no-English proficiency can increase their potential for 

recruiting bilingual employees to better serve the needs of the diverse community the 

transportation agency serves.  In summary, serving the needs of limited or non-English proficient 

populations is not only a good business decision; it fulfills the mission, and maintains the required 

compliance of the transit agency to serve the public in a non-discriminatory manner. 

The following pages of this document provides Metro’s 2020-2023 Language Assistance Plan and 

includes: 

1) Updated information on the four-factor analysis,  

2) Language assistance measures employed by Metro;  

3) Report on efforts to implement the 2017 Language Assistance Plan; and  

4) Proposed language access initiatives planned for the next three years. 

IV. Title VI Limited and Non-English Proficient Policy 

Statement 
 

The Washington Metropolitan Area Transit Authority (WMATA or “Metro”) is committed to 

ensuring compliance with Title VI of the Civil Rights Act of 1964, Executive Order 13166, and 

supports the goals of the DOT LEP Guidance to provide meaningful access to its services to 

individuals with limited and no-English proficiency. Therefore, Metro will ensure that no person 

shall, on the grounds of race, color, national origin, or language be excluded from participation in; 

be denied the benefits of; or be otherwise subjected to discrimination under any Metro service, 

program, or activity. Furthermore, Metro will continue its commitment to provide oral and written 

language services by taking the necessary steps to provide meaningful access to services and 

activities to persons for whom English is not their primary language or who have limited or no-

English proficiency when reading, writing, speaking, or understanding English; and these include 

LEP/NEP customers who speak English less than very well, not well, or not at all.   

Metro first created its Title VI compliant Language Assistance Plan (LAP) in October 2007, which 

was approved by the FTA on November 3, 2007.  Metro’s 2011 LAP update was approved by the 

FTA on January 27, 2012, later the 2014 update was approved on February 2, 2015, and the 2017 

update was approved by FTA on December 9, 2019. 

V. LEP Population Overview 
 

The Washington Metropolitan Area Transit Authority attends to a very diverse population living 

and working in Metro’s tri-jurisdictional service area. This demographic diversity has consistently 

increased in numbers and distribution across jurisdictions, and for some groups, according to new 

Census data, new languages have started to emerge. The number of limited and non-English 
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proficient individuals in the region continues to include a solid representation of the five habitable 

continents in the world. Languages spoken in the area include Spanish, Chinese, Korean, 

Vietnamese, and Japanese; Afro-Asiatic languages (Arabic, Amharic, Somali), African and West 

Africa languages, such as French (including Cajun), Yoruba, Twi, and Igbo, and an increasing 

representation of various Indic languages (Urdu, Nepali, Marathi, Bengali, Hindi, Punjabi, 

Guajarati, and Telegu). Persian (including Farsi-Dari), Tagalog (including Filipino), Russian, and 

some Tai-Kadai languages such as Thai, and Lao.  Portuguese and Haitian are now included in 

this new listing of languages where the number of speakers for each language exceeds 1,000 

persons. 

Metro is committed to provide equal access to individuals served and likely to be served, and this 

includes providing information to its LEP/NEP customers through language interpretation, and 

translation of vital documentation. Through outreach and engagement with the public, Metro has 

identified documentation of importance to inform its customers of upcoming planned capital 

projects related to service and fare changes, making sure that printed information is distributed to 

members of the public in their language of preference. Upon request, Metro also provides 

interpretation services for public hearings, during customer service interactions and activities of 

interest to various linguistic populations.  

Demographic Data 

The demographic data used here has been collected through Metro’s Planning Administration, 

drawn from the 2014-2018 ACS 5-year estimates, which evidences changes in the composition of 

the service area population since the last version of this Language Assistance Plan was approved 

by the FTA. Rail and bus passenger ridership data is also taken into consideration as part of Metro’s 

frequency of contact with limited and non-English proficient persons.  

It is known that most of the LEP/NEP individuals being served by Metro speak Spanish. Their 

presence is significant in that Spanish speakers now comprise 52 percent of the serving area’s 

limited and non-English proficient population, with an increase of 2 percent since the last 2011-

2015 ACS 5-year estimate. Census data collected for this new 5-year estimate period, however, 

show a new presence of Afro-Asiatic (Amharic and Somali), and other languages from Western 

Africa (Yoruba, Twi, and Igbo), indicating an increase in African languages over traditionally 

present Asian languages. 

VI. Four-Factor Analysis 
 

This Language Assistance Plan is consistent with the provisions of Section V (How Does a 

Recipient Determine the Extent of Its Obligation to Provide LEP Services?) for which the DOT 

LEP Guidance recommends establishing an individualized assessment that balances an analysis of 

the following four factors: 1) the number of LEP people served or encountered; 2) the frequency 

of contact from LEP individuals; 3) the nature and importance of the contact being made by LEP 

persons; and 4) the available resources to provide access for LEP persons. 
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Metro provides service to this tri-jurisdictional area through its three core transit functions, 

Metrorail, Metrobus, and MetroAccess paratransit.  It is one of the largest transit agencies in the 

United States covering an area of approximately 1,500, square miles and serving a population of 

approximately four million people. The average weekday daily ridership on Metrorail from 2019 

is 669,000, and on Metrobus is 368,000.  

Factor 1: The number of LEP/NEP people served or encountered in the Metro 
Service Area 

Using 2014 - 2018 ACS 5-year estimate data, Metro identifies the number of limited and non-

English proficient (LEP/NEP) individuals in the Metro service area by language spoken at home.  

These data help to inform Metro on factor one (number of limited and non-English proficient 

people served or potentially being encountered) within the Washington region. Metro also collects 

information, through its Rail and Bus passenger survey data to estimate frequency of contact, and 

language choice of customers for communication and interaction. These are FTA-mandated 

passenger surveys that Metro is required to administer every five years, or at least two years after 

the launch of new rail service, and they provide an alternative source of information for actual 

utilization of Metrorail and Metrobus services by LEP/NEP individuals. It allows for the Authority 

to pinpoint areas with the highest concentration of LEP/NEP persons in the Metro service area 

from actual usage of the system by riders. 

The U.S. Census Bureau’s American Community Survey (2014 - 2018), ACS 5-year estimate data 

release4 shows that the Washington, D.C. region has 1.2 million people, constituting 32 percent of 

the region’s population, 5 years and older, who speak a language other than English at home. Of 

these individuals, 469,133 or 37 percent speak English less than very well or not at all.  The limited 

English and non-English proficient population for each of the jurisdictions served by Metro is 

shown in Table 1 below. 

Table 1: LEP population for each of the jurisdiction served by Metro 

Source: Source: ACS5 (2014 – 2018). 

                                                           
4 The long form was eliminated from the 2010 Census. Information on languages spoken at home, English-speaking 
ability and income is now collected through the American Community Survey. 
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Changes of note in the region’s limited and non-English proficient population since the 2017 – 

2020 Language Assistance Plan, include the following: 

• The limited and non-English proficient population in the Metro’s service area has grown 

by six percent, from 441,323 reported on the ACS5 2011-2015, to the 469,133 number of 

limited and non-English proficient population reported on the ACS5 2014-2018 data. 

This six percent increase doubles the three percent of the total population, 5 years and 

older, growth in the region, which increased from a total population of 3,826,942 to the 

current number of 3,927,115 total population, 5 years and older, reported on the ACS5 

2014-2018. 

 

• The region’s population of speakers of languages other than English at home has grown 

seven percent, as it increased from a total population of 1,179,722 reported on the ACS5-

2011-2015 to the current 1,263,175 individuals speaking another language at home 

reported on the ACS5 2014-2018. The proportion of speakers of languages other than 

English that are LEP has been maintained at 37 percent in the region. 

 

• In general, the increase in each jurisdiction for the LEP/NEP percentage of the total 

population has been relatively static with a half a point increase from the 2011-2015 ACS 

5-year estimates. Prince George’s County saw the biggest increase, from 10 percent to 12 

percent of their LEP population in the last three years. Washington, DC, City of 

Alexandria, Arlington County, and Fairfax County saw small increases from .3 to .6 in 

their limited and non-English proficient populations. Montgomery County, City of 

Fairfax, and the City of Falls Church experienced small decreases in their LEP 

populations by -.4, -1.0, and -1.1 respectively. 

Metro has also identified the number of limited and non-English proficient individuals in the Metro 

service area, by language spoken at home. The Census data listed below represent the answer to 

the question of whether the person speaks a language other than English at home, lists the language 

spoken, and the number of individuals responding that they speak English “Well,” “Not Well,” 

and “Not At All.”  These numbers represent what the FTA Circular 4702.1B (1) labels “Limited 

English Proficient (LEP).” Per the FTA’s Circular 4702.1B (l), “Limited English Proficient (LEP) 

persons refers to persons for whom English is not their primary language and who have limited 

ability to read, write, speak, or understand English. It includes people who reported to the U.S. 

Census that they speak English less than very well, not well, or not at all.” Given that the term of 

limited English proficient (LEP) includes those individuals that speak English well, not well and 

not at all, Metro uses the combined terms of limited and non-English proficient (LEP/NEP) 

individuals to represent all those varying levels of English language use and practice, which are 

evaluated in terms of English language ability. 

Metro takes into consideration two different segmentations of the data. On the one hand we have 

the number of limited and non-English proficient persons, ages 5 and older, who speak a language 

other than English at home, and on the other, it takes into consideration the percentage of the 

service area’s limited and non-English proficient population, which helps determine what 
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languages reach the 5 percent Safe Harbor threshold. The number of speakers allows Metro to 

immediately identify eligible language groups, spoken by LEP/NEP individuals, that constitute 

1,000 persons of the total population in the Metro service area eligible to be served or likely to be 

encountered. Table 2 below illustrates data on languages spoken at home and the number of limited 

and no-English speakers reported in the ACS5 (2014-2018) estimate data. These data will also be 

used on Table 3 below to identify the most common languages spoken at home, which assists 

Metro offices in developing projections for requests for language services. 

Table 2: Persons that Speak English Less than “Very well,” LEP/NEP in the Metro Service 

Area 

 
                                         Source: ACS5 (2014 – 2018). 
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Metro has also created maps to visualize the distribution of limited and non-English proficient 

speakers in the service area overlaid on Metrorail lines and Metrobus service routes.  Based again 

on the U.S. Census Bureau’s American Community Survey (2014 – 2018) (ACS5-year) estimate 

data release, these maps are shown below as Figures 1-7.  Each map illustrates the distribution of 

limited and non-English proficient speakers within the eight jurisdictions encompassing the Metro 

service area, with the District of Columbia in the center, the Maryland jurisdictions of Montgomery 

and Prince George’s County to the north and east, and the Virginia jurisdictions including 

Arlington and Fairfax Counties and Alexandria, Fairfax, and Falls Church cities to the southwest. 

The colors on the maps indicate Census block groups where at least 5% of the population is limited 

and non-English proficient; darker colors indicate higher percentages of LEP/NEP populations.  

• Figure 1. Limited and non-English proficient Population (Total) in the Metro Area 

• Figure 2. Limited and non-English proficient Populations Speaking Spanish  

• Figure 3. Limited and non-English proficient Populations Speaking Chinese  

• Figure 4. Limited and non-English proficient Populations Speaking Korean  

• Figure 5. Limited and non-English proficient Populations Speaking Vietnamese  

• Figure 6. Limited and non-English proficient Populations Speaking Amharic, Somali, and other Afro-

Asiatic Languages 

• Figure 7. Limited and non-English proficient Populations Speaking other languages of West-Africa 

 

Figure 1. Map of Limited and non-English proficient Population in the Metro Service Area 
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Figure 2. Map of Limited and non-English proficient Population Spanish Speaking in the 

Metro Service Area 

 

Figure 3. Map of Limited and non-English proficient Populations Speaking Chinese in the 

Metro Service Area 
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Figure 4. Map of Limited and non-English proficient Populations Speaking Korean in the 

Metro Service Area 

 

Figure 5. Map of Limited and non-English proficient Populations Speaking Vietnamese in 

the Metro Service Area 
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Figure 6. Map of Limited and non-English proficient Populations Speaking Amharic, 

Somali and Other Afro-Asiatic Languages in the Metro Service Area 

 

Figure 7. Map of Limited and non-English proficient Populations Speaking Yoruba, Igbo, 

Twi, and other languages of West Africa in the Metro Service Area 
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Assessing the current numbers and proportions of limited and non-English proficient individuals 

in the Metro service area, Metro can now draw the following information evidenced by both 

limited English and non-English proficient populations for each of the jurisdictions served by 

Metro as shown in Table 1 above, and the distribution of these populations within the service area, 

as visually displayed on the maps listed on Figures 1 - 7 above: 

• Over 1 million individuals or 26 percent of the region’s residents are foreign born.   

 

• 32 percent of the region’s population speaks a language other than English at home; 37 

percent of which speak English less than “very well.” 

 

• The proportion of limited and non-English proficient LEP/NEP speakers has been maintained 

at 37 percent in the region. 

 

• The share of the total population identified as limited and non-English proficient increased 

by half a point at exactly 12 percent. 

 

• Every jurisdiction in the service area has a limited and no-English population exceeding five 

percent of the total population.  See percentage of total population on Table 1 above. Fairfax 

County and Montgomery County still have the largest numbers of limited and non-English 

proficient individuals in the region (each still with about one-third of the region’s LEP/NEP 

population), followed by City of Fairfax, Prince George’s County, City of Alexandria, and 

Arlington County. 

 

In addition, limited and non-English proficient individuals in the service area use about 39 

additional languages (or language demographic clusters) where the number of speakers for each 

language exceeds 1,000 persons.  This includes other Afro-Asiatic languages, various West 

African languages, other Indic languages, and other Indo-European languages, which comprise 

multiple and distinct language families.  

Using 2014-2018 ACS 5-year estimate data, Metro created Table 3 below listing the number of 

the region’s limited and non-English proficient (LEP/NEP) individuals in the Metro Service area, 

by the most common language spoken at home.  

These data will assist the Washington Metropolitan Area Transit Authority’s offices in developing 

projections for language services requests and potential language needs. Table 3 below shows 

important pieces of information that help Metro to determine: 1) the number of speakers of the 

most common languages spoken at home, 2) top languages spoken within the region, and 3) 

percentage of limited and non-English proficient populations speaking those languages. Using this 

information, Metro can identify the languages that have reached the threshold 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, to better determined what written in-language materials may be 

needed for limited and non-English proficient individuals speaking those languages. 
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Table 3. Languages spoken by the region’s limited and non-English proficient population 

Persons that Speak English Less than "Very Well" in the 
Metro Service Area 

% of Service 
Area LEP 
Population 

% of Total 
Population 
that Speaks 
Language 

% of Total 
Population 
that is LEP 

Language Number 

Spanish 245,334 52.3% 14.0% 6.2% 

Chinese (incl. Mandarin, Cantonese) 33,828   7.2%   2.0% 0.9% 

Korean 29,158   6.2%   1.4% 0.7% 

Vietnamese 23,134   4.9%   1.1% 0.6% 

Amharic, Somali, or other Afro-Asiatic languages 21,051   4.5%   1.5% 0.5% 

French (incl. Cajun) 13,196   2.8%   1.4% 0.3% 

Arabic 12,114   2.6%   1.0% 0.3% 

Persian (incl. Farsi, Dari) 10,329   2.2%   0.8% 0.3% 

Yoruba, Twi, Igbo, or other West African languages   7,564   1.6%   1.0% 0.2% 

Tagalog (incl. Filipino)   7,303   1.6%   0.8% 0.2% 

Urdu   6,233   1.3%   0.6% 0.2% 

Russian   5,481   1.2%   0.5% 0.1% 

Other language of Asia   4,355   0.9%   0.3% 0.1% 

Nepali, Marathi, or other Indic languages   4,077    0.9%   0.4% 0.1% 

Bengali   4,063    0.9%   0.4% 0.1% 

Hindi   3,822    0.8%   0.7% 0.1% 

Thai, Lao, or other Tai-Kadai languages   3,719    0.8%   0.2% 0.1% 

Portuguese   3,709    0.8%   0.4% 0.1% 

Japanese   3,497    0.7%   0.2% 0.1% 

Haitian   2,617    0.6%   0.3% 0.1% 

Other Indo-European languages   2,233    0.5%   0.3% 0.1% 

Punjabi   2,111    0.4%   0.2% 0.1% 

Guajarati   2,081    0.4%   0.2% 0.1% 

Telegu   1,941    0.4%   0.3% 0.0% 

Other and unspecified languages   1,903    0.4%   0.3% 0.0% 

Ilocano, Samoan, Hawaiian, or other Austronesian         1,726    0.4%   0.1% 0.0% 

Khmer   1,545    0.3%   0.1% 0.0% 

Swahili, lang. of Central, Eastern, & Southern Africa   1,513    0.3%   0.2% 0.0% 

Tamil   1,479    0.3%   0.2% 0.0% 

German   1,448    0.3%   0.4% 0.0% 

Italian   1,188    0.3%   0.2% 0.0% 

Malayalam, Kannada, or other Dravidian languages   1,135    0.2%   0.2% 0.0% 

Greek   1,111    0.2%   0.2% 0.0% 

Ukrainian or other Slavic languages   1,080    0.2%   0.1% 0.0% 

Source: 2014-2018 ACS 5-year estimates. (Table B16001)  
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As indicated on the LEP Overview above, Metro attends to a very diverse population living and 

working in Metro’s tri-jurisdictional service area. This demographic diversity has consistently 

increased in numbers and distribution across jurisdictions, and for some groups, new languages 

have started to emerge. The number of limited and non-English proficient individuals in the Metro 

service area continues having a solid representation of the five habitable continents in the world. 

Languages spoken in the Washington region include Spanish, Chinese, Korean, Vietnamese, and 

Japanese; Afroasiatic languages (Arabic, Amharic, Somali), African and West Africa languages, 

such as French (including Cajun), Yoruba, Twi, and Igbo, and an increasing representation of 

various Indic languages, such as Urdu, Nepali, Marathi, Bengali, Hindi, Punjabi, Guajarati, and 

Telegu. Persian languages (including Farsi-Dari), Tagalog (including Filipino), Russian, and some 

Tai-Kadai languages such as Thai, and Lao. Portuguese and Haitian appear now on this updated 

listing of languages where the number of speakers for each language exceeds 1,000 persons. The 

following top languages make up the majority seventy-five percent (for those falling within a five 

percent threshold) of all Metro’s limited and non-English proficient customers:  

Table 4. Top Languages Spoken by the region Limited and non-English proficient 

population 

Persons that Speak English Less than "Very Well" in the Metro 
Service Area 

% of Service 
Area LEP 
Population 

% of Total 
Population 
that Speaks 
Language 

Language Number 

Spanish 245,334 52.3% 14.0% 

Chinese (incl. Mandarin, Cantonese) 33,828   7.2%   2.0% 

Korean 29,158   6.2%   1.4% 

Vietnamese 23,134   4.9%   1.1% 

Amharic, Somali, or other Afro-Asiatic languages 21,051   4.5%   1.5% 

French (incl. Cajun) 13,196   2.8%   1.4% 

Arabic 12,114   2.6%   1.0% 

Persian (incl. Farsi, Dari) 10,329   2.2%   0.8% 

Yoruba, Twi, Igbo, or other West African languages   7,564   1.6%   1.0% 

Tagalog (incl. Filipino)   7,303   1.6%   0.8% 

Urdu   6,233   1.3%   0.6% 

Russian   5,481   1.2%   0.5% 

Source: 2014-2018 ACS 5-year estimates. (Table B16001) 

The top languages include Spanish, Chinese (Mandarin and Cantonese), Korean, Vietnamese, 

Amharic, Somali, French, and Arabic. It is important to note that Chinese includes both simplified 

and traditional for written documentation, and Mandarin and Cantonese for face-to-face and oral 

communication. Afro-Asiatic languages such as Arabic, Amharic, and now Somali continue 

having a presence, as does French (including Cajun), as spoken by African and West African 

limited and no-English proficient persons. Other West African languages such as Yoruba, Twi, 

and Igbo, are new in these data. Russian and Tagalog maintain their presence, as well seeing a 

presence of various Indic languages such as Urdu, Nepali, Marathi, Bengali, Hindi, Punjabi, 

Guajarati, and Telegu. 
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Factor 2: The frequency of contact from LEP individuals 

In addition to the U.S. Census data, Metro uses other sources of information to estimate the 

frequency of contact with limited and non-English proficient individuals (factor two). Metro 

collects rider survey data5, which complements the U.S. Census data discussed above.  Metro pays 

close attention to major points of interaction through which it can assess the frequency by which 

its employees encounter limited and non-English proficient individuals, which also helps the 

agency to determine language provision needs. The following are some of these sources used to 

estimate the frequency of encounters by LEP persons with Metro services: 

 

• Bus Ridership Survey Data 

• Rail Ridership Survey Data 

• Census Data on Transit Ridership by LEP/NEP persons 

• Metro Call Center Data 

• Metro Website Data 

 

Metrobus Survey—Metrobus ridership from the 2018 passenger survey was used to estimate the 

number of limited and non-English proficient persons that ride Metrobus.  First the bus ridership 

for the general population in each jurisdiction was determined. Next, the percentage of limited and 

non-English proficient population per jurisdiction was applied to estimate the potential number of 

limited and non-English proficient persons that would ride Metrobus by jurisdiction. The 

calculations listed below show that an estimate 44,222 limited and non-English proficient persons 

are likely to ride Metrobus each day. This represents 27 percent of all Metrobus riders.  Please see 

Table 5 below: 

5. Bus Ridership Survey Data 

 
Sources: U.S. Census Bureau's American Community Survey (2014-2018) ACS5-year estimate data and 2018 Metrorail Survey. 

Notes: LEP is defined as speaking English less than "very well."  It includes people who reported to the U.S. Census that they 

speak English "well," "not well," or "not at all.” 

1Number of riders estimated at half of the Metrobus Survey trips to account for round trips 

                                                           
5 The program was implemented in 2000 with the most recent bus data being collected in the fall of 2018 and rail 
in the spring of 2016. Refer to Appendix B: Demographic Profile Data of the 2020-2023 Public Participation Plan to 
see a complete list of Metrorail Station and Metrobus Line Demographics. 
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2The percent of the jurisdiction's population that is limited and non-English proficient was based on ACS5 2014-2018 data 
3Estimated number of limited and non-English proficient riders based on Census data that shows that the limited and non-English 

proficient population rides bus transit at three times the rate of the general population 

 

Metrorail Passenger Survey—Utilizing data from Metro’s 2016 Rail Passenger survey, which 

provide ridership by jurisdiction, estimates of limited and non-English proficient individual 

encounters were made by first, determining rail ridership for the general population in each 

jurisdiction, and next, applying the percentage of limited and non-English proficient population in 

that jurisdiction, to determine the potential limited and non-English persons that would ride 

Metrorail by jurisdiction. The calculations in Table 6 below show that an estimated 15,378 limited 

and non-English proficient individuals are likely to ride Metrorail each day. This represents 5.2 

percent of all Metrorail riders as shown below: 

Table 6. Rail Passenger Survey Data 

 

Sources: U.S. Census Bureau's American Community Survey (2014-2018) ACS5-year estimate data and 2016 Metrorail Survey. 

Notes: LEP is defined as speaking English less than "very well."  It includes people who reported to the U.S. Census that they 

speak English "well," "not well," or "not at all.” 

1The 2016 Rail Survey captured average weekday trips from the AM peak period to the evening. 
2Number of riders estimated at half of the Metrorail of the Metrorail Survey trips to account for round trips. 
3The percent of the jurisdiction's population that is LEP was based on ACS5 2014-2018 data. 
4Estimated number of LEP riders based on Census data shows that the LEP population rides rail at half the rate of the general 

population. 

 

Utilizing ridership data for Metrorail and Metrobus, and applying the proportions of limited and 

non-English proficient individuals in those jurisdictions to the general population of riders in each 

jurisdiction yields the following estimates of limited and non-English proficient individuals that 

utilize Metro services: 
 

—Metrobus – 44,222 daily limited and non-English proficient riders, or 27 percent of all riders 

—Metrorail – 15,378 daily limited and non-English proficient riders, or five percent of all riders 

The areas with the highest concentration of limited and non-English proficient individuals in the 

Metro service area continue to be Fairfax County and City of Fairfax in Virginia, and Montgomery 

County in Maryland. As shown above, limited and non-English proficient population encounters 

with Metro services occur mostly on Metrobus. The agency’s resources for language assistance 

are concentrated more heavily on Metrobus resources, products, services, and activities.  
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Metro Call Center Data – Requests for Interpretation – The busiest points of contact with 

members of the public are the direct communication with Metro’s customer relations and customer 

service call lines, through which customers may request service and information in languages other 

than English. Information collected directly from managers of these customer call lines, and data 

provided by the telephonic interpretation company that Metro contracts for the provision of these 

services, were used to further determine the frequency of contact by limited and non-English 

proficient individuals with Metro’s services.  

These points of contact with the public allow Metro to tap into centralized communication and a 

source of data collection for all instances in which information and services are provided in 

languages other than English right at that moment of interaction. Telephonic interpretation data 

usage also provides Metro important information on the demand for this service by comparative 

minutes of the requests by language, identifies top languages in which information has been 

provided, and pinpoints departments’ demand for this kind of language service provision. For this 

reporting period, call center data collected from the customer service lines for WMATA Customer 

(Service) Information, Transit Accessibility (Metro Access Paratransit and MetroAccess 

Eligibility), and Metro Transit Police were evaluated to assess the frequency of contact with 

limited and non-English proficient individuals. The customer service line for SmarTrip® & 

SmartBenefits Participants was also included, but given its approach to customer service, it is 

addressed below, separately from these customer service calling centers.   

The customer service (information) center received an average of 661,893 calls in the last three 

years. Transit Accessibility’s Metro Access Paratransit reports an average of 56,265 total calls 

answered via a telephonic interpretation service for its reservation cue from October 2017 to July 

2020, while its Eligibility section reports having received about 149,889 phone calls for the same 

three-year period. Metro currently employs four bilingual (Spanish/English) customer service 

representatives in the customer service (information) call center, nine bilingual (Spanish/English) 

agents answer calls in Transit Accessibility (seven in MetroAccess Paratransit, and two in 

MetroAccess Eligibility), and two to three bilingual officers are available to attend calls in Metro 

Transit Police.  

 

To complement this information, Table 7 below shows telephonic interpretation data for the 

number of calls in which service was provided in a language other than English by each 

department. The numbers are drawn directly from the reports submitted by the telephonic 

interpretation company and shows all completed calls in which the service was provided in the 

customer’s language of preference. The difference between calls received for some of the 

departments such as Transit Accessibility (56,265) and service requests completed (4,216) requires 

further break out and analysis. 

  



 

Page | 22  
 

Table 7. Customer service calls completed in-language via telephonic interpretation 

 

 

 
 

Table 8 below shows a more visual representation of the top ten languages served via an interpreter 

online by these customer relations and customer service call lines. In this case, each number 

represents totals by language for all customer service interactions that were completed in the 

language indicated. 

 

Table 8. Top languages in which service was completed 

 

 
 

Upon close analysis of the telephonic interpretation data for FY 2018, 2019, and 2020, one can 

determine comparative telephonic interpretation usage. Table 9 shows the overall usage of 

telephonic interpretation for these three Metro customer relations and customer service call lines. 

The usage represented here is calculated by the sum of interaction minutes by department for these 

three fiscal years.  Figure 10 provides a visual representation comparing their usage.    

 

Table 9. Usage of Telephonic Interpretation: Sum of minutes by Department per FY 
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Figure 10. Telephonic interpretation usage by sum of interaction minutes 

 

 
 

 

Most of the interactions between limited and non-English proficient individuals where service and 

information are requested in languages other than English are accomplished via telephonic 

interpretation or sent directly to the information and customer service centers for Metro’s customer 

service assistance. Metro’s customer service (information) line handles customer complaints and 

general information for Metro. Per the data shown above, one can see that the largest volume of 

sum of interaction minutes is found in the Transit accessibility and the customer service 

information lines.  

 

The top 10 languages in which language provision is completed mirrors the top languages 

identified through the demographic analysis discussed above for the number of limited and non-

English proficient (LEP/NEP) individuals in the Metro service area, by language spoken at home. 

This information confirms Spanish, Chinese (Mandarin and Cantonese), Korean, Vietnamese, 

Amharic, Somali, French, and Arabic as the top languages spoken by limited and non-English 

proficient individuals and shows which provision of services has been requested and provided 

within the Authority. Farsi-Iranian Persian, and Farsi-Afghani, as well as Somali are three 

languages which have emerged in the analysis of these new data. 

 

The customer service line for SmarTrip® & SmartBenefits functions differently in that it has nine 

customer service representatives that are either bilingual or multilingual in Spanish, French, and 

Korean. Per information received by that department, they received an average of 53,136 customer 

service phone calls from October 2017 to July 2020, and they averaged about two requests for 

telephonic interpretation services a month for the same time period. Unlike the other call-in 

customer centers, SmarTrip® & SmartBenefits provide direct in-language customer service via 

their in-house bilingual and multilingual customer service representatives. For the purpose of this 
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report, they indicated that on average, a representative used their language skills 157 times per 

month to complete a call for this reporting period (Oct 2017- July 2020). 

 

Website – Translation of documentation – Metro’s website (https://www.wmata.com) received 

on average of, for this reporting period, over 3 million page views each month from about 

183,454,156 website users. The website is the preferred source for Metro information, particularly 

during service suspensions and delays. During 2017 to 2020, data from Google Analytics indicated 

that website translations accounted for 10 percent of all web sessions on Metro’s website. Users 

translated the website an average of 47,716 times per month into five languages other than English. 

49 percent of the website translations were in Chinese (Simplified), 20 percent in French, 18 

percent in Spanish, 12 percent in Korean, and 5 percent in Vietnamese. The high number of 

Chinese and French Google translation requests are not proportionate to the size of these languages 

relative to the Spanish-speaking persons in the Metro service area. These numbers, however, could 

be attributed to the fact that the DC area is a tourist hub for which speakers of many languages 

make public transportation plans via the website.  

 

As of July 2020, Metro maintains Google Translate as an option for the public to automatically 

translate webpages into these five languages. Metro will expand this automated function with 

additional languages identified through the estimation of the frequency of contact with limited and 

non-English proficient individuals as presented in this report. Metro is aware of the limitations and 

inaccuracies in conveying meaning when using automated translation, however its usage gives the 

agency an alternative source of information on the demand of in-language information by 

considering the percentage of the web translations completed by the public when deciding 

language needs.  

 

The combination of these sources of information allows for Metro to estimate the frequency of 

contact with limited and non-English proficient individuals, as evidenced by the close analysis of 

the data collected at these sites of engagement. Their utilization of Metrorail and Metrobus 

services, direct in-language phone communication with various call centers, and their engagement 

though web-sessions provide insight into the contact members of these linguistic minorities have 

with Metro. These points of contact also allow for information to be drawn on preferred modes of 

communication, including direct over the phone communication, usefulness of written 

information, and the language of preference as customers interact with these sites of engagement 

as they use, request, and receive Metro services. 

 

Factor 3. The nature and importance of the contact being made by LEP persons 

Public Transit is a key means of achieving mobility for many limited and non-English proficient 

customers. According to the 2000 U.S. Census, nationally about 19 percent of limited and non-

English proficient individuals age 16-years and older reported use of public transit as their primary 

means of transportation to work, compared with about 5 percent of English speakers6.  

Metro is committed to identify critical services unique to limited and non-English proficient 

persons that ride Metrorail and Metrobus, request services, and engage in activities sponsored by 

                                                           
6 U.S. Census Bureau (2011) Means of Transportation to Work by Selected Characteristics. 2011 -2015 American 
Community Survey 5-year estimates. Table S0802. 

https://www.wmata.com/
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Metro. An understanding of the importance of access to public transportation is essential to note 

when deliberating on decisions about these services and activities that may have an impact on 

various non-English proficient populations. It is important for Metro to know the demographic 

composition of the linguistic minorities it serves, which in large part is informed by an analysis of 

demographic data, surveys, and usage of in-language provision services platforms, all of which 

have been discussed above.   

Metro is also committed to maintaining full and fair participation, through a meaningful access to 

programs, services, and activities to persons with limited and no-English proficiency by providing 

language assistance through its website, bilingual announcements on bus routes, signage 

information at Metro stations, and through its Customer Service (Information) call center(s). As 

reported above, these customer service and customer relations centers have bilingual and 

multilingual customer service representatives, to directly provide service to customers, as well as 

to provide access to the use of a telephonic interpretation company, allowing an immediate 

connection to an on-call interpreter. 

Pursuant to the DOT LEP Guidance concerning recipients’ responsibilities to limited and non-

English proficient persons, Metro relies heavily on direct communication and input from the LEP 

communities it serves. Metro’s assessment of the importance of its activities, programs, and 

services to its limited and non-English proficient customers and riders, is thus informed by the 

usage, demand, and identification of gaps to fulfill language assistance needs and service. 

Knowledge of their LEP demographic composition serves as a first step for Metro to determine 

potential (oral, written) language needs. It follows then that a proactive identification of areas 

where language assistance should always be provided be in place, so activities, such as public 

hearings, community forums, and notifications of emergency services, as well as all projects 

requiring a public hearing be, by default, included in language access services.  

Equal access to navigation of the system, and the creation of a welcoming environment is also 

critical to a model service for Metro, which begins by having appropriate bilingual or multilingual 

signage on Metrorail stations and Metrobus routes. This welcoming environment, however, must 

be reinforced by an informed customer service support, an inclusive dissemination of information, 

and a proactive communication and engagement with identified Community-Based Organizations 

(CBOs) that may directly serve members of these linguistic minorities within the Metro service 

area. To illustrate some of the language assistance resources being used to reduce barriers 

encountered by limited and non-English proficient persons in accessing its services, we will now 

turn to the available resources and cost of language assistance, as well as language assistance 

measures that Metro has in place at various critical points of contact with the public. 

Factor 4. The available resources to provide access for LEP persons 

Metro has been committed to ensure that a myriad of resources is available and used to reduce 

barriers that limit meaningful access to its programs, services, activities, and information to limited 

and non-English proficient individuals. Metro has invested significant funds on provision of 

language services. From 2017 through 2020, Metro estimates that it spent 160,766.67 on language 

assistance activities, including 1) Translation of (vital) documents, 2) Media advertising in 
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languages other than English; 3) Telephonic interpretation services, and 4) Project-based outreach 

translated materials. 

This estimate reflects costs tracked through Metro’s Office of External Relations (now Office of 

Content and Strategic Communications), Customer Service, Communications and Marketing, 

Office of Equal Employment Opportunity, Metro Transit Police, and Metro’s Office of Transit 

Accessibility. It does not include other departments’ outreach and translation costs, the costs 

associated with recruiting bilingual employees in frontline positions, or staff time for translations, 

acting as interpreters, or reviewers, and quality control of translation of documents. Metro will 

continue using a reasonable portion of its budgetary dollars to meet compliance goals and fulfill 

provisions of the language assistance plan. 

In the following section there are several examples of language assistance and other resources 

provided by Metro that are available to customers and riders with limited and no-English 

proficiency.  

VII. Language Assistance Measures Used by Metro 
 

Metro supports the goals of the DOT LEP Guidance to take reasonable steps to ensure meaningful 

access to benefits, services, information, and other important portions of their programs and 

activities for limited and non-English proficient individuals.  In order to have an effective 

Language Assistance Plan, and after identification of limited and non-English proficient 

individuals who need language assistance, Metro has put in place the following language 

assistance measures, including, but not limited to the following:  

Interpretation: 

Limited and non-English proficient customers who call the Metro Service Call Center (WMATA 

Customer Information), the Transit Accessibility (Metro Access Paratransit and MetroAccess 

Eligibility), Metro Transit Police, and the customer service line for SmarTrip® & SmartBenefits 

Participants, have direct access to bilingual and multilingual customer service representatives and 

can be connected to a telephonic interpretation service, which upon request, can facilitate over the 

phone interactions in 336 languages.   

Metro continues to maintain Metrorail system-wide announcements which are produced in English 

and Spanish. The majority of Metrobus announcements are also provided in both English and 

Spanish.  

Frontline employees, such as Metro station managers, have access to and use visual translation 

cards and other tools to communicate with limited and non-English proficient customers. 

Metro Transit Police Department officers have access to a dispatching process through which they 

can request support by available bilingual personnel, or through an over the phone interpreter via 

the telephonic interpretation service. 
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Metrobus operators are supplied with multilingual tear-off sheets, “For help riding Metrobus and 

Metrorail in your language, call the number below,” to hand to patrons. These tear-off sheets 

provide instructions on how to contact the call center to request interpretation services.  These tear-

off sheets are also distributed to the public during outreach events. 

Translation: 

Metro provides written notification to its customers regarding their rights under Title VI of the 

Civil Rights Act of 1964 and language assistance services, which are available upon request, and 

free of charge.  This information, contained within a brochure, may be downloaded from Metro’s 

website and is available in the top languages: Amharic, Arabic, Chinese (Simplified), Farsi, 

French, Korean, Portuguese, Russian, Spanish, Tagalog, Urdu, and Vietnamese.  Somali has been 

identified as an emerging language in this update, so it will be included in the list. The brochure 

provides information on the prohibition of discrimination by Title VI, Metro’s Title VI Policy 

Statement, its Policy Statement regarding limited and non-English proficient customers, who may 

file and on the process of filing a complaint.  

Figure 11. Título VI Aviso al público [Spanish] 

  
 

The brochure has been disseminated to representatives from Community Based Organizations 

(CBOs), social service agencies, and other institutions that serve limited and non-English 

proficient persons, low income, and other minority populations in the region.  The brochure is 

frequently distributed at public outreach events and to all customers who wish to file a complaint 

against Metrobus, Metrobus Transit Accessibility, or MTPD. 

Metro’s Title VI Complaint Form is available online in English and in the identified languages 

spoken by members of the various linguistic communities in the Metro service area. The languages 

include Amharic, Arabic, Farsi, French, Korean, Chinese (Simplified), Spanish. Tagalog, and 

Vietnamese. 

The Metrorail Pocket Guide (now, Your Guide to Metro) is a very useful tool that provides 

information on Metrorail fares, passes, service hours, parking, and travel tips.  It has been updated 
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and it is available in English and in top languages (Amharic, Chinese, French, Korean, Spanish, 

and Vietnamese), spoken in the Metro service area. Your Guide to Metro can be found at Metro 

offices, at rail station kiosks of Metrobus, and can also be downloaded from the Metro website. 

 

YOUR GUIDE TO METRO [AMHARIC] 

The executive summary of Metro’s Public Participation Plan, describing Metro’s goals and 

strategies for public participation, is also available on the website in Amharic, Chinese, French, 

Korean, Spanish, and Vietnamese. 

All Metrobus timetables are bilingual in English and Spanish, and are available on their 

corresponding bus routes, and on the Metro website.  The timetables page online can be 

automatically translated into six different languages using Metro’s automated Google Translate 

feature, which will have emerging top languages identified in this Language Assistance Plan’s 

update added to its dropdown menu list. 

In compliance with this Language Assistance Plan, as executed through its Public Participation 

Plan, Metro places multilingual signage in selected Metrorail and Metrobus locations for specific 

planned projects and to inform the public about construction, change in fares and services, or other 

activities of importance to customers and their safety. 

Materials critical for accessing and using Metro’s services and related to transit benefits are 

continuously identified and translated though different departments in Metro. 

Public Outreach and Communications 

Metro continues to conduct robust, inclusive public engagement and communication activities, 

following the guidelines set forth in its Public Participation Plan (PPP). This plan showcases 

Metro’s commitment to public participation by serving as a guiding tool to guarantee customers 

and community members receive high-quality information, communication and feedback 

opportunities around planned projects (those that trigger compliance of the PPP) and to fulfill 

federal obligations. From 2017 through 2020, Metro conducted more than 2,000 public 

participation activities including pop-up events, community-based organizations (CBO) visits, 

surveys, open houses, and other engagement tactics; these events incorporated strategies to engage 

https://www.wmata.com/schedules/timetables/printable.cfm
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limited and non-English proficient customers. Metro’s Public Participation team directly managed 

the communications and outreach for more than 60 projects between January 2018 through March 

2020.  

Metro’s interdepartmental efforts are aimed at securing participation from members of various 

linguistic minorities related to proposed service adjustments, fare changes, and other opportunities 

for public feedback.  Metro works directly with different media outlets reporting in languages other 

than English to provide Metro information to their listeners, readers, and viewers. 

Metro works closely with CBOs serving the migrant population in the area to disseminate Title VI 

information, obtain feedback on transit matters, and provide information on relevant Metro 

services. Metro’s stakeholder’s database includes about 2500 organizations that serve minorities, 

low income individuals, people with disabilities, older adults, limited and non-English proficient 

individuals, women and families, youth, immigrants, refugees, the homeless, religious groups, and 

businesses. The database categorizes these entities into civic associations, business, CBOs, event 

venues, government agencies, hospitals and medical services, hotels, places of worship, residences 

and apartments, schools, shopping sites, and transit-related entities. This database is maintained 

and used by Metro’s Office of Content and Strategic Communications, and the Office of Equal 

Employment Opportunity, to communicate and engage these stakeholders. The list of the current 

335 Community Based Organizations as of July 2020 is included in Appendix I.  

Metro’s Office of Equal Employment Opportunity periodically meets with, and solicits feedback 

on its language initiatives from, the National Capital Region Transportation Planning Board 

Access for All (AFA) Advisory Committee, Metro’s Rider’s Advisory Council (RAC), Metro’s 

Joint Coordinating Committee (JCC), and Metro’s Advisory Council (AAC). 

Training Initiatives: 

Metro has an extensive training program for frontline employees covering Title VI, language 

assistance, and cultural sensitivity. The training has been delivered on a regular basis to Metrorail 

station managers, new Metrobus operators, customer service representatives, project managers, 

and other staff associated with communications and outreach. 

Title VI training is also included in the new employee orientation (NEO) program received by all 

employees as they join Metro. Copies of the various trainings are included in Appendix II. 

Monitoring 

Metro’s Office of Equal Employment Opportunity (EEO) provides relevant guidance and 

information to various departments on issues related to Title VI and Language Assistance 

compliance responsibilities to ensure that there is equal access and participation for all linguistic 

and other low-income minorities. 

The EEO also monitors Title VI and Language Assistance Plan policy and compliance related to 

the Public Participation Plan as required by the Federal Transportation Agency. The plan details 

the Authority’s projects, strategies and initiatives to engage minority and limited and non-English 
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proficient (LEP/NEP) populations, including low-income populations and people with disabilities, 

in its planning and programming activities.  

The Office of Equal Employment Opportunity, the Office of Planning, Customer Service and 

Research, and the new department of Content and Strategic Communications (previously known 

an External Relations) come together on a biweekly basis to guarantee that a cross-section of 

various socio-economic, linguistic and other minority groups are taken into consideration in 

planning decisions related to projects and initiatives under the Public Participation Plan, and to 

identify other activities and projects that should follow Title VI compliance, or be under the PPP.   

The Office of Equal Employment Opportunity ensures that the information disseminated is 

inclusive to maintain Title VI compliance with Metro’s Language Assistance and the PPP plan. 

EEO provides recommendations, monitors best practices in creating, sharing, and posting in-

language information or “text in-language” for each project, so that information is readily available 

to various linguistic groups. EEO also serves as internal advocate and external point of contact for 

Title VI community-service stakeholders.  

Metro consistently solicits feedback from CBOs, DC Government Language Access Coordinators, 

the Transportation Planning Board’s Access for All Advisory Committee and Metro advisory 

groups including the RAC, AAC, and JCC on the success of language ventures and potential new 

initiatives. 

VIII. Language Assistance Initiatives: 2017 – 2020 
 

Metro first created its Title VI compliant Language Assistance Plan (LAP) in October 2007, which 

was approved by the FTA on November 3, 2007.  Metro’s 2011 LAP update was approved by the 

FTA on January 27, 2012, later the 2014 update was approved on February 2, 2015, and the 2017 

update was approved by FTA on December 9, 2019.  

Demographic analyses of the Metro service area conducted in the prior Language Assistance Plan 

indicated that over one million individuals or 27 percent of the total population was foreign born, 

and 11.5 percent of the total population spoke English less than “Very well.”  Their analyses 

identified Spanish (including Spanish Creole), Chinese, Korean, Vietnamese, African languages 

(to include Amharic) and French (including Patois, Cajun) as the top six languages utilized by the 

limited and non-English proficient population. Spanish was the top language spoken by half of the 

entire service area’s LEP population. These data helped tailor specific types of language assistance 

Metro provided to its LEP ridership during this reporting period.  

Specifically, Metro sought to ensure meaningful access to programs and activities for those 

individuals with limited and no-English proficiency by developing several comprehensive 

interdepartmental initiatives that aimed to engage and recruit participation for members of these 

communities as it relates to service adjustments and enhancements. Beyond merely translating 

information into various languages, these initiatives required a specialized and coordinated 

approach by several departments within Metro to reach out these communities to ensure 
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information was effectively communicated and input and participation was received at 

representative levels.  

In the following section a description of Metro’s language assistance plan initiatives that were 

spearheaded to address potential access barriers faced by limited and non-English proficient 

customers is presented. 

Metro’s Public Participation Plan 

Since Metro developed its Public Participation Plan as part of the 2014-2017 Title VI Triennial, 

the Authority has worked to become a leader in transit public participation practices. More 

importantly, many of the projects and policies that Metro has advanced since the implementation 

of the PPP have benefited from the feedback received from members of the public. 

Metro had a significant increase in project and policy initiatives over the last three years, especially 

around capital work, construction, service and fares. This section highlights the notable work that 

was done around public communications and engagement, including the structure that has been 

put in place to support these efforts. 

Project Highlights 

Metro’s Public Participation team managed the 

communications and outreach for more than 60 

projects between January 2018 through March 

2020. Below are summaries of two projects that 

applied new communications and participation 

techniques. A complete list of projects can be 

found in Appendix D: Outreach Activity List that 

can be found in the Public Participation Plan 2020 

– 2023.  

Fiscal Year 2020 Budget 

Every winter, Metro completes a robust public 

input process for its upcoming fiscal year budget. 

The proposed budget for Fiscal Year 2021 was 

developed to improve the customer experience 

and fare options and manage costs. It included 11 

proposed fare changes and seven categories of 

proposed service changes. 

The communications plan included standard tactics like outreach events at stations, transit 

centers and bus stops, stakeholder engagement, targeted marketing and earned media, open 

houses and Compact Public Hearings. However, due to the complexity and number of proposals, 

it was determined that new tools and techniques were needed to increase customer understanding 

and ensure more constructive responses would be received.  
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• To properly cover all of the proposals that were part of the budget (18 categories, for a total of 

100 different proposals), an online survey tool was used to collect feedback. The survey, 

though streamlined, required at least five to 10 minutes to complete depending on what 

proposals the customer chose to provide feedback on. Since creating a paper survey wasn’t an 

option due to the complexity of the proposals, new tools were created for outreach street teams 

to encourage online participation. 

 

• Over 106,440 brochures were distributed by street teams during the public comment period. 

The brochures, which included Spanish translations, and a statement in Amharic, Chinese, 

French, Korean and Vietnamese about how to receive information in their preferred language, 

included a QR code for customers to scan and automatically go to the survey from their own 

mobile device. The materials also advertised an incentive to take the survey for a chance to 

win a $50 SmarTrip® card. 

 

• Multilingual outreach teams carried tablets with them during the outreach events. Customers 

who were interested could take the survey on the spot, but those who didn’t have time could 

quickly provide contact information and get the survey link sent to them directly via email or 

text in English and Spanish. 

 

• For the first time ever, an online fare proposal calculator was developed by Metro staff. 

Available in English and Spanish, the tool allowed a customer to enter in a trip to calculate 

their potential fare versus their current fare. Different fare proposals could be toggled on and 

off, and the tool highlighted which pass products could help the customer save money. Links 

to the calculator were available on the website and on the outreach team tablets. There were 

over 2,500 visits to the calculators from over 2,200 unique visitors.    

These efforts helped Metro gather over 17,000 responses to the budget, with 93 percent of the 

input received coming through the survey. 

Route 79 MetroExtra Cash-Free Pilot 

To test the operational and customer impacts of eliminating cash 

transactions on buses, a year-long pilot of cash-free boarding on 

Route 79 MetroExtra was launched in June 2018. The route was 

selected for the pilot for a number of reasons, particularly the 

structure, frequency and availability of SmarTrip® purchasing and 

loading options along the corridor. 

The intention of the pilot was to assess whether the expected benefits 

would be realized under actual operating conditions. This included 

whether customers would like the pilot, whether it would impose a 

serious burden on customers or operators, and whether cash-free 

boarding poses any operational difficulties or improves service 

performance. 
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Metro personnel used new tactics as part of the communications plan to educate customers and 

collect the input needed for the performance measures: 

• Bus operators were surveyed about their experience with the pilot. Their comments stated that 

customers were confused by the term “cash-free” thinking it meant that the fare was free, which 

informed future communications and outreach messaging decisions. 

 

• To measure the effects of the pilot on customer perceptions and behavior, ride-along surveys 

were conducted aboard the local Route 70 and Route 79 MetroExtra three months into the pilot 

and garnered 1,200 responses. Instead of the typical convenience sample, a rigorous sampling 

plan was devised to ensure a representative sample of weekday Metrobus riders on routes 70 

and 79 and better understand how the “average” customer was impacted by the policy. The 

results showed that riders were in favor of the pilot and perceived improvements in running and 

wait times. Riders also stated that the pilot prompted them to change their SmarTrip® card 

loading habits. 

 

• Prior to the pilot launch, multilingual outreach teams went to high-ridership bus stops to inform 

customers about the pilot. Teams focused on informing customers about different ways to 

reload their SmarTrip® cards, as well as the benefits of using one rather than paying with cash. 

Approximately 10,000 brochures that included SmarTrip® purchasing and reloading locations 

along the route were distributed. 

Metro ultimately made a decision to not implement a permanent cash-free policy. However, this 

input has provided additional guidance that will inform future discussions around fare policies on 

bus. 

Other Noteworthy Projects 

The Platform Improvement Project’s communications plan 

expanded from previous shutdown plans and included an 

online personalized travel alternatives planner, a project 

blog, and bi-weekly construction updates. The team also 

successfully tested the use of NextDoor (a hyper-local 

social media network) to target impacted communities with 

relevant communications. 

The West Hyattsville Concrete & Pavement Repair 

project’s communications plan focused on providing 

information in-language due to the station’s high percentage of limited English proficient 

customers. Because of this, all outreach team members were bilingual in Spanish ending up with 

over 2,300 interactions in Spanish over six shifts. 

The Bus Transformation Project built a regional, inclusive communications plan that included a 

mix of team and committee meetings with stakeholders, pop-up events, focus groups and open 

houses to provide feedback on a Strategy and Action Plan for the next ten years. 
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For more information about these projects or to get a copy of any Public Communications & Input 

Reports, contact the Office of Content & Strategic Communication. 

Outreach to Community Based Organizations 

In 2015 Metro’s Office of Equal Employment 

Opportunity established a CBO Outreach 

Committee to assist Metro with public engagement 

and further dissemination of information relevant 

to their clients. The organizations that formed part 

of that committee represented a diverse cross-

section of Metro customers including limited and 

non-English proficient persons, minority, and low-

income populations.  For about two years, the 

committee composed of 15 members, met 

quarterly.  

Due to changes in personnel, re-prioritization of assignments, and funding difficulties for many 

CBOs, the committee changed the quarterly in person commitment to a more informal consistent 

interaction via email, follow-ups, and check-in phone calls, and if needed, site visits. Metro tested 

alternative modes of communication and engagement, such as web conferencing and webinars, 

thus exploring modes of communication more amenable to the CBOs’ time resources due to the 

limited number of personnel. While testing options, Metro continued, upon request, with site visits 

to the organizations to inform them directly, or to deliver requested printed materials on specific 

projects, service, and activities. 

In the end, one of the major changes in the 

communication approach with CBOs implemented 

during this reporting period was EEO’s creation of a 

new systematic process for a more effective and 

interactive electronic communication and in-person 

engagement with external partners (CBOs, and other 

stakeholders, such as churches, schools, and 

management of apartment complexes).   

For all Metro communications, in which help for 

further dissemination of in-language materials and 

information is requested, EEO first identifies, by 

geographic location, the organization being served, and/or likely to be affected by a Metro project, 

event, service, or activity. Once the organization is identified, EEO sends an electronic message 

to each CBO, listed on the Metro’s stakeholder database, and provides unique information of 

relevance to them. Each tailored message contains links to surveys and other information in the 

language of preference of their clients and offers CBOs a site visit to provide additional 

information, or delivery of printed in-language materials. It also includes an invitation to register 

ENGLISH CENTER COMMUNITY SERVICE FAIR 

E-COMMUNICATION WITH LINKS IN-LANGUAGE 
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themselves and their clients to attend an open house and public hearing and collects requests for 

any language assistance needs. 

Metro invariably receives follow-up messages or phone calls, especially for those individuals 

requesting additional in-language information and materials, invitations for site visits, or 

participation in community activities sponsored by the organization. The back and forth, person-

to-person, interaction helps to maintain up-to-date-contact information, and a consistent 

engagement and collaboration.  

This new approach has been successful in that it systematizes communication, helps Metro to avoid 

duplication of messages, minimizes attachments and increases website traffic, and allows for an 

efficient and consistent updating of the stakeholder database. Metro personnel provide tailored and 

meaningful information to specific organizations impacted or benefitted by various Metro 

activities in their language of preference, build trust and collaboration, and help both the Office of 

Equal Employment Opportunity, and the Office of Content & Strategic Communication with 

follow-ups and site visits, as needed.  

Most importantly, these interactions provide 

opportunities for Metro to easily extend 

invitations to CBO representatives to lend their 

voice in large-scale service efforts, such as the 

Washington Area Bus Transformation Project, 

2018 - 2019, Blue/Orange/Silver Line Capacity 

and Reliability Study, 2019 – present, and Late-

Night and Early-Morning Mobility Metro Study, 

2019 - present.  

Metro collects invaluable information on issues 

specific to linguistic and other minority 

communities directly from the clients these 

partners serve. Community Partners have also been 

fundamental for EEO to identify modes of communication needed or preferred (written or oral, 

and language of preference) by different limited and non-English proficient groups served by these 

community organizations.  It is through these interactions that the EEO has been made aware of 

the need to create new data fields in the Metro Stakeholders database for CBOs’ social media 

channels, given that they have moved to communicate with their clients via those channels, instead 

of the traditional expensive-to-maintain website portals. 

CBO FOCUS GROUP WASHING AREA BUS TRANSFORMATION PROJECT 
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It is worth noting that this new communication approach has allowed EEO to implement these 

new practices:  

• Prioritizing links over attachments, so that 

digital traffic to Metro’s website’s 

professionally translated documentation can 

be monitored and tracked. 

  

• Implementing a best practice of making sure 

that links to “in-language” information are 

posted on Metro’s website for every planned 

project (those that fall under the PPP), and that 

they are always added by the Office of 

Content & Strategic Communication and other 

project managers. 

 

• Adding text “in-language” for all six top languages in all brochures 

and their digital copies to invite potential readers to request 

information in their language of preference. Requests for additional 

information are responded to by customer service representatives at 

the centralized customer service information line. All electronic, 

face-to-face, and over the phone communications with 

representatives of CBOs are directly referred to personnel at the 

Office of Equal Employment Opportunity, thus ensuring that partners 

receive information in the language of preference of their clients and 

constituents.  

Using this approach, EEO maintained open communication and 

partnerships with CBOs for about 60 projects under Metro’s Public 

Participation Plan, and for various large-scale engagement efforts that took place from 2017 - 

2020. EEO also continuously communicated and engaged with community partners regarding 

Title VI compliance, fare and service changes, and helped with recruitment to be part of advisory 

groups such as Metro’s Riders’ Advisory Council (RAC). 

Metro’s Equity Working Group 

Metro has launched a multi-departmental Equity Working 

Group to develop an equity policy for the Washington 

Metropolitan Area Transit Authority. While it initially focused 

on communication and engagement with a diverse pool of 

Metro’s customers, it has expanded to incorporate issues of 

equity and justice from a policy perspective to achieve social 

and racial equity through public engagement, service, fares, 

employment, and policing.  
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In recognition of the understanding that not all people start with the same access to opportunities, 

and that a lack of reliable, efficient, affordable transportation is often the major barrier to upward 

mobility, Metro launched this initiative in 2019 to better prepare the Authority for its role in 

addressing racial and economic equity. An early objective for this effort was to document current 

mobility equity conditions regionally and among Metro’s customer base as well as identify 

potential pathways to increase visibility and importance of equity considerations in Metro’s 

decision-making. The working group wrote an Equity Primer, considering it as a starting point for 

informed reflection and deliberation7.   

Provision of In-language Information 

Vital documents 

Metro follows federal guidance, as stated in FTA Circular 4702.1B, to create an effective LEP 

plan in terms of the translation of vital documentation into the language of each frequently 

encountered LEP group eligible to be served, and/or likely to be affected by Metro’s programs and 

services. Per federal guidance, Metro has considered, vital written documents to include “consent 

and complaint forms; intake and application forms with the potential for important consequences; 

written notices of rights; notices of denials, losses, or decreases in benefits or services; and notices 

advising LEP individuals of free language assistance services. Examples of [Metro’s] vital 

documents include ADA complementary paratransit eligibility application, Title VI application 

form, public notice of a person’s rights under Title VI, [and other gatekeeping documentation that 

gives limited and non-English proficient individuals equal] access to essential services.8” 

Metro’s previous plan updated four factor analysis, based on the 2011 - 2015 ACS 5-year estimate 

data, identified Spanish, Chinese, Korean, Vietnamese, African languages (Amharic and French) 

as the top six languages utilized by limited and non-English proficient population in the Metro’s 

service area. Spanish was the top language spoken by half of the entire service area’s limited and 

non-English proficient population. This information, combined with a two-pronged approach to 

translations helped Metro to ensure that vital documents were translated in the appropriate 

languages of limited and non-English proficient customers that may be eligible to be served, and/or 

likely to be affected by specific Metro plans, programs, or services. 

Metro’s two-pronged approach previously developed recommended that for all documentation it 

considered vital, translations needed to be automatically done in the top languages spoken by the 

limited and non-English proficient customers that had been identified. For this first tier of 

documentation, translations were recommended to be procured from pre-selected translation 

vendors and written by certified translators. Metro then identified new documents related to service 

or fare changes that needed to be disseminated to linguistic minorities who may have been eligible 

to be served, and/or are likely to be affected by specific Metro plans, programs, or services.  Metro 

also identified documentation through individual requests from the public or community partners, 

                                                           
7 Text drawn from: Washington Metropolitan Area Transit Authority (2020). Transportation Equity Primer.  
8 FTA Circular 4702.1B –Chap. III-9 (italics added). 
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as they were requested via different customer service centers, communications with CBOs, or 

during engagement and outreach with various community partners.  

The Office of Equal Employment Opportunity is responsible for monitoring Title VI and Language 

Assistance Plan policy and compliance.  It advises on compliance of language access and 

translation and interpretation needs and manages relationships with regional Community Based 

Organizations. This position permits the EEO to constantly communicate with various departments 

and proactively monitor information that may need to be distributed in languages other than 

English.  

Below is a sampling of Metro’s translated vital documents. A sample list of Metro’s vital 

documents is included in Appendix III. 

Notification of Title VI Rights - Take One 

The Take One is a condensed version of the information 

brochure. It is permanently displayed at Metrorail stations 

in the station manager kiosks, and paper copies can also be 

found on Metrobus, at sales offices, and in the Metro’s 

headquarters lobby.  The notice is posted, and paper copies 

are distributed in multiple languages to community 

partners, and during public outreach events. 

 

Automated Translation Option 

The Language option feature available via 

Google Translate has been kept at the top-

right of the page, which allows for an 

automated translation of all the menu 

options.  EEO will continue providing 

recommendations to better access 

multilingual materials posted on the website.  

Requesting information in language of preference 

In addition to placing Title VI Notice placards in bus 

interiors and on station manager kiosks, since 2014 Metro 

began placing notification placards on bus exteriors, near 

the front door for high visibility and posters with the same 

information inside the buses.  These multilingual placards 

provide the phone number for Metro Customer Service 

Information Center, where limited and non-English 

proficient customers may speak with bilingual customer 

service representatives or receive service via telephonic 
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interpretation. As of December 2016, the Title VI and language assistance notifications had been 

placed on all in-service Metrobuses. 

Proposed Metrobus Service Changes 

In compliance with its Public Participation Plan, Metro 

requested limited and non-English proficient person’s 

feedback on its Metrobus State of Good Operations 

(SOGO) service package to implement service 

adjustments for Board approval and subsequent 

implementation.  

Most of the communications and outreach efforts were 

concentrated in the months of September and October 

2017. 

 

 

 

 

 

 

 

 

Amharic and 

Korean 
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Public Surveys 

Metro’s Office of Bus Planning regularly 

conducts evaluations of bus lines and relies 

heavily on public input to identify areas of 

improvement and suggest recommendations 

to enhance the quality of service along 

selected routes. The Office of Equal 

Employment Opportunity is represented on 

each project management team led by this 

office to ensure comprehensive efforts are 

undertaken to engage in this decision 

process affecting customers who may be 

limited and non-English proficient persons, 

minority and low income.  Part of this 

process involves distributing surveys to 

capture public feedback, including making 

surveys in the top languages found in the 

impacted service area.  

Customer Guide to MetroAccess and 

Essential MetroAccess Policies Brochure 

These documents are considered vital for 

understanding Metro’s paratransit service.  The 

Customer Guide outlines the customer bill of 

rights, customer responsibilities, fares and 

service area, service hours, and contact 

information.  The brochure provides 

information on how to use MetroAccess 

service.  As it was mentioned above, 

MetroAccess also uses the language 

interpretation line, and has nine bilingual 

(Spanish/English) agents who answer calls in 

Transit Accessibility (7 in MetroAccess 

Paratransit, and 2 in MetroAccess Eligibility). 
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Travel Restrictions  

As part of Metro’s efforts to keep passengers safe during the 

COVID-19 pandemic’s travel restrictions, Metro provides 

passengers with guidance on service. Social media notifications 

offered critical information for passengers to be aware of changes 

in service for essential trips only.  

These notifications were provided to the public on behalf Metrorail, 

and additional information was obtained by following the link, or 

via responses from community partners and customers.  Additional 

information, including a telephone number to call was provided.  

Sexual Harassment 

Metro also created a video tailored to the Spanish-speaking population on how to report 

harassment while riding Metro. This announcement was shared with community partners via 

social media and posted on Metro’s website.  It was done completely in Spanish and it informs 

clients on how to anonymously report this kind of harassment, or if witnessing this and other 

kind of harassment behavior, to know what to report and how to report it. 

 

 

 

 

 

 

 

Outreach to members of the Spanish-Speaking population 

Metro’s Human Resources Talent Acquisition’s Recruitment 

Programs continue their efforts to recruit and hire bilingual 

and multilingual front-line employees by participating in 

community job fairs and advertising in publications and 

media that reach minority and LEP populations.  These efforts 

focus on the recruitment of talented women, Latino, Asian, and other minority and linguistic 

communities. 
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Recruitment efforts have been achieved through 

Metro’s partnerships and participation in different 

career fairs and expos, employment and leadership 

conferences, and by attending special annual events 

that local governments, Community Based 

Organizations, schools, and media outlets planned 

and coordinated within Metro’s service area  

Metro’s Metro Trabajo Program expanded its 

recruitment initiative in Puerto Rico to identify 

qualified and interested Spanish speaking candidates 

to fill scarce skill positions, such as elevator and 

escalator mechanics, and other operations positions. 

The program also launched a television spot to air during the FIFA World Cup 2018 on the local 

Telemundo Channel 44, which aired in the Metro service area. The recruitment spot emphasized 

diversity as a value for Metro and showcased various job opportunities to become part of “del 

equipo ganador (the winning team).” 

 

 

 

 

 

 

 

 

 

 

 

 

 

Employee’s Training and Orientation 

Metro has been conducting Title VI and language assistance training for frontline station 

managers, bus operators, customer service representatives, and Metro Transit Police since 2009. 

This training is ongoing and has become a regular part of the curriculum for frontline personnel, 

EL PREGONERO NEWSPAPER  

FIFA WORLD CUP 2018 LATINO OUTREACH  

KOREAN COMMUNITY CENTER OPERATORS OUTREACH 
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including refresher training for customer service representatives and part of the recertification for 

Metrorail station managers.  

Title VI and Language Assistance Training for Frontline personnel 

The Office of Equal Employment Opportunity 

offers ongoing mandatory training programs for 

frontline employees and their managers and 

supervisors. In its various forms, trainings include 

information on Title VI, and employees’ 

responsibilities to provide services, and language 

assistance without discrimination, identification of 

unlawful discrimination, and discriminatory 

harassment. It also illustrates types of 

discrimination through scenarios and informs them 

on internal policies and expectations, helps them 

recognize acceptable and unacceptable behavior(s) 

and makes them aware of fairness and equity in 

service provision to the public. 

The training also includes a module on cultural awareness. To date, Metro has completed Title 

VI training for customer service representatives, Metrobus, and Metrorail station managers.  

Copies of the different training presentations for 

Metro employees are included in Appendix II. 

 

 

Monitoring and Benchmarking 

Metro has developed relationships with community organizations and public-oriented institutions 

to secure information on specific issues related to the regional limited and non-English proficient 

community, such as languages spoken, population trends, and the services most frequently sought 

by members of these populations.  Metro also follows up with these organizations to determine 
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whether the existing written and oral assistance measures are effective.  Some organizations are 

useful for benchmarking and trading best practices. Below are some of the institutions that Metro 

consistently interacted with on issues of language access provision. 

The D.C. Language Access Coalition  

The D.C. Language Access Coalition is an alliance of community based and civil rights 

organizations that advocates for language access rights within the District of Columbia.  Although 

Metro does not fall under the scope of the DC Language Access Act, the Coalition supplies Metro 

with feedback on its Language Assistance Plan’s implementation phase, so that it can better 

achieve access for limited and non-English proficient customers. Metro is frequently invited to 

participate in Coalition meetings to inform its members on ongoing projects that may affect or 

benefit their clients, distribute translated information, and to hear of any language access issues 

they or their clients may have with Metro. Metro also engages them to identify preferences for 

communication with both the coalition members and their limited and non-English proficient 

clients.  

D.C. Mayor’s Office on African Affairs, Asian & Pacific Islander Affairs, and Latino Affairs 

The D.C. Mayor’s Offices serve as community liaisons with various linguistic minorities residing 

in the District of Columbia. These government agencies attend to community affairs of their 

respective immigrant constituents, and connect them and help them navigate benefits, programs, 

and services provided by D.C. Government, non-profit organizations, and other public-serving 

organizations.  

Metro collaborates with these local agencies to address any issues their constituents may encounter 

when using Metro’s services or programs.  This collaboration helps Metro to identify needs and 

issues from their constituents’ point of view.  Each of these agencies have a Language Access 

program that helps government agencies, considered to have major public contact, to maintain 

compliance with the D.C. Language Access Act of 2004 and to help their limited and non-English 

proficient constituents to receive equal access to government services. Metro engages these 

agencies, as working partners, to help reach out to their constituents in languages other than 

English, which together represent speakers of Amharic, Arabic, Chinese, French, Korean, Spanish, 

and Vietnamese. Metro communicates with the Office on Asian & Pacific Islander Affairs and the 

Office on African Affairs for assessments of cultural competency and accuracy on translated 

documentation, in addition to support with a wider distribution of translated information. 

Transportation Planning Board Access for All (AFA) Advisory Committee 

The Access for All Advisory Committee advises the Transportation Planning Board on 

transportation issues, programs, policies, and services that are important to limited and non-

English proficient individuals, low income communities, minority communities, people with 

disabilities, and older adults.  The mission of this committee is to identify the concerns of these 

traditionally underrepresented populations, and to determine whether and how these issues might 

be addressed within the Transportation Planning Board process.  Since 2001, the AFA Advisory 

Committee has emphasized the importance of transit information for those with limited English 
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proficiency as a priority, and a subcommittee was created on this topic. Metro has provided reports 

on its Language Assistance Plan to this committee since 2008.  Most recently, in May 2017, Metro 

developed a survey to identify language assistance needs and piloted this effort with the AFA sub-

committee on Language Access. See Appendix IV for a copy of the CBO Outreach survey. Metro 

also presents to the AFA an overview of the Title VI Program when it updates it, attends monthly 

committee meetings, and obtains input on implementation of language assistance needs and 

measures.   

American Public Transportation Association – Diversity and Inclusion Council 

The Diversity and Inclusion Council promotes and values diversity as a strength of the industry 

and the Association.  The Council serves to encourage, promote, and celebrate diversity throughout 

all levels of the Association during the normal course of the Association’s business and programs.  

Metro, as a member of this council, has begun to engage on issues of race and discussions of 

diversity and inclusion initiatives, which will be useful to the improving of the provision of 

language assistance services. 

IX. Efforts to Identify Additional Language Assistance Needs 
 

In its efforts to identify additional language assistance measures that could reduce the barriers that 

customers with limited and no-English proficiency face in riding public transit, Metro continues 

to consult with the Transportation Planning Board AFA’s Subcommittee on Transit Information 

for limited and non-English proficient customers, members of the DC language Access Coalition,9 

and other community base programs that serve large numbers of limited and non-English proficient 

clients. 

In 2017 Metro’s Office of Equal Employment Opportunity implemented major changes in the 

communication approach with Community-Based Organizations via a new systematic process for 

a more effective and interactive electronic communication and in-person engagement with external 

partners (CBOs, and other stakeholders, such as churches, schools, and management of apartment 

complexes). It is through these consistent interactions that the OEEO has been made aware of the 

need to create new data fields in the Metro Stakeholders database for CBOs’ social media channels, 

prioritized links to “in-language” information posted on Metro’s website for information on any 

project under PPP informing them on changes in service or fares, and adding text “in-language” 

for all six top languages in all brochures and their digital copies. This is to invite potential readers 

to request information in their language of preference. 

                                                           
9 The D.C. Language Access Coalition is an alliance of 41 community-based and civil rights organizations.  Formed in 
2002, the Coalition advocates for language access rights within D.C. as well as other social justice issues that affect 
local immigrant communities. A key agent behind the Language Access Act of 2004, the Coalition appears in the 
Act as a designated third-party consultant for implementation issues. Source: Office of Human Rights (n/d). 
Reference Guide: What is the D.C. Language Access Coalition? [PDF file].  Retrieved from 
https://ohr.dc.gov/sites/default/files/dc/sites/ohr/publication/attachments/Ref%20guide_LA%20Coalition.pdf 
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OEE continuous reaching out to CBOs to collect input on their LEP/NEP constituents’ preferences 

for languages in which to receive information, and for language assistance measures. Community 

Partners have been fundamental for OEEO to identify modes of communication needed or 

preferred (written or oral, and language of preference) by different limited and non-English 

proficient groups served by these community organizations. 

Metro has just begun collecting and analyzing data drawn from its telephonic interpretation 

service, which as reported in the section on Factor 2 above, provides additional information on the 

actual completed requests for services in languages other than English from its customer service 

and information centers. These data identify top languages in which information has been 

provided, and pinpoint departments’ demand for this kind of language service provision. Most 

importantly, these data allow Metro to compare demographic Census data with actual, completed 

provision of services in languages other than English, and show the presence of ‘emerging 

languages,” which may or may not coincide with the analysis of demographic Census data. 

Finally, Metro is constantly exploring alternative 

modes of communication and engagement with 

its community partners, such as web 

conferencing and webinars, which can be more 

amenable to the CBOs’ time and other limited 

resources. Now more than ever, there are new 

considerations on community engagement for 

community-based organizations and Metro, as 

we help protect individuals and communities and 

slow the spread of coronavirus disease 2019 

(COVID-19). It was a reality that many of these 

institutions were already struggling to maintain 

services, due to changes in personnel, re-

prioritization of assignments, and funding difficulties.  We can see an impact of that reality in the 

disappearance due to funding of many community partners in the last three years. Thus, a constant 

reevaluation of communication and engagement needs to be in place. In this new world of COVID-

19, Community-Based Organizations will play a fundamental role in guiding Metro on best ways 

to provide meaningful information to limited and non-English proficient customers. 

X. Language Assistance Initiatives 2020 – 2023 
 

It is hoped that this report serves to illustrate Metro’s commitment to providing meaningful access 

to programs and activities for individuals with limited and no-English proficiency. Metro will 

continue exploring ways to improve its Language Assistance Plan by incorporating best practices 

to complete ongoing projects and launching new projects and initiatives. The following section 

highlights ongoing and future language assistance initiatives and identifies new strategies and 

initiatives planned for the next triennial period. 

OUTREACH WORKER PROVIDING INFO BEHIND A PLASTIC BARRIER 
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1. Metro will continue efforts to provide written notification, in the top six languages and 

additional identified languages referenced in this update. This means that Metro will be at the 

ready to provide vital information, as requested in the top languages, which now include 

Spanish, Chinese (Mandarin and Cantonese), Korean, Vietnamese, Amharic, Somali, French, 

and Arabic. It is important, and will be noted to the various departments, that Chinese includes 

both language varieties of simplified and traditional Chinese for written documentation, and 

Mandarin and Cantonese for face-to-face and oral communication.  

 

2. As indicated in the LEP Overview above, Metro serves a very diverse population living and 

working in Metro’s tri-jurisdictional serving area. This demographic diversity has consistently 

increased in numbers and distribution across jurisdictions, and for some groups, new languages 

have started to emerge. Metro will, thus, proactively, and with help from community partners, 

identify new language needs, as they may arise while providing services, engaging members 

of the community through outreach, or through information and feedback from Metro’s 

customer relations and customer service call lines. 

 

3. Metro will continue reinforcing practices and backing up language assistance provision 

messages to inform its clients of their rights under Title VI to receive equal access to available 

services, upon request and free of charge. This will be done through feedback from departments 

engaging in community outreach, Metro website portal, and the insertion of text “in-language” 

for all top languages in all brochures and their digital copies distributed for all projects under 

the Public Participation Plan. 

 

4. Metro will continue recommending the publication and distribution of culturally appropriate 

translated informational materials and continue identifying vital written information to users 

of Metrobus, Metrorail, and MetroAccess, translate these materials, and disseminate them as 

appropriate.   

 

5. The Office of Equal Employment Opportunity will centralize in-language information to 

facilitate a one-site access for frequently requested translated materials by community partners 

and their clients and constituents 

 

6. Metro will continue its public announcements on Metrorail and Metrobus in LEP/NEP 

languages, principally in Spanish. During emergency situations, announcements to patrons will 

continue be made in both English and Spanish. 

 

7. Metro will continue mandatory training of front line employees on Title VI, language 

assistance, and cultural sensitivity.  Metro will send regular email notifications agency-wide 

on the importance of Title VI, its Language Assistance Plan, cultural sensitivity and the newly 

develop equity policy. Training on Language Access will include information on available 

tools and resources to assist limited and non-English proficient customers.  
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8. Metro’s Metro Trabajo program will continue its efforts to recruit and hire bilingual and 

multilingual frontline employees by participating in community job fairs and advertising in 

publications and media that reach minority and limited and non-English proficient populations. 

It will be recommended that Minuto Metro be reincorporated on a regular basis to local media, 

TV and radio broadcasting in Spanish, to inform the Spanish speaking audience of Metro 

services and collect relevant feedback. It will also explore other languages and venues for an 

oral dissemination of information. 

 

9. The Office of Equal Employment Opportunity will continue coordinating efforts with internal 

Metro stakeholders, such as the Office of Content & Strategic Communications, the 

Department of Customer Service, Communications Marketing, and the Department of Access 

Services to better target information to limited and non-English proficient persons. Based on 

input collected from limited and non-English proficient individuals through outreach and 

surveys for the Public Participation Plan, Metro will continue focus on communicating through 

newspapers, television, and internet resources to promote public participation and feedback 

opportunities for the limited and non-English proficient community. 

 

10. In the context of COVID-19, Metro will continue increasing public engagement with 

Community-Based Organizations and community partners by using technology to continue 

providing alternative participation opportunities. This includes exploring engagement 

alternatives through other electronic modes of communication and visual media.  

 

11. Metro will continue to monitor the strengths and weaknesses of the Language Assistance Plan 

on an ongoing basis.  Metro will make changes to the language assistance plan as needed, but 

at a minimum, the plan will be updated every three years to coincide with Metro’s Title VI 

Submittal to the Federal Transit Administration. 

 

 

In conclusion, Metro is committed to ensuring that no person is excluded from participation in, or 

denied the benefits of, its services on the basis of race, color, or national origin, as stated by Title 

VI of the Civil Rights Act of 1964.  The accomplishments of the 2020 – 2023 plan years will 

demonstrate that commitment. ~ 

 


