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Recipients of federal financial assistance, including public transit providers such as the 
Golden Gate Bridge, Highway and Transportation District (District) are required to 
ensure that Limited English Proficient (LEP) persons have meaningful access to 
programs and activities, including by developing and carrying out a language 
implementation plan. 
 
The starting point for the District’s Language Implementation Plan (LIP) is a four-factor 
analysis that allows agencies to prioritize types of language services and to ensure that 
appropriate language assistance resources are promptly available where most needed.  
 
The four-factor analysis includes an assessment of: 
(1) The number or proportion of LEP persons eligible to be served or likely to be 

encountered by District services;  
(2) The frequency with which LEP individuals come in contact with District services;  
(3) The nature and importance of District services to people's lives; and  
(4) The resources available to the District for LEP outreach and the costs associated 

with providing language services. 
 
This LIP also includes a description of steps already taken by the District, and planned 
for upcoming years, to ensure access to District services and information for individuals 
with limited English proficiency.  
 

FACTOR 1:  THE NUMBER OR PROPORTION OF LIMITED ENGLISH 
PROFICIENT PERSONS SERVICED OR ENCOUNTERED IN THE 

ELIGIBLE SERVICE POPULATION 
 
DEMOGRAPHIC INFORMATION ON GOLDEN GATE TRANSIT SERVICE AREA  
 
Introduction 
Golden Gate Transit (GGT) was established to provide transit service in the Golden 
Gate U.S. Highway 101 corridor, connecting Sonoma and Marin counties to San 
Francisco. The main commute direction is from these counties into San Francisco, and 
the principal ridership consists of Marin County and Sonoma County residents. San 
Francisco residents are primarily served by their own transit agency, San Francisco 
Municipal Transportation Agency (Muni) and by Bay Area Rapid Transit (BART).  
Golden Gate Transit also operates bus service across the Richmond-San Rafael Bridge 
into a small part of Contra Costa County, providing a regional connection funded by the 
Metropolitan Transportation Commission (MTC). 
 
Golden Gate Ferry offers the only public ferry service between Marin County and San 
Francisco.  
 
Because the District is the only provider of inter-county public transit service in these 
counties, primarily serving Marin and Sonoma county residents, and is the principal 
contract provider of local transit in Marin County, the District's LIP analyzes service 
areas in Marin and Sonoma counties only. 
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Census Data 
The following table (Table 1) provides information regarding "linguistically isolated" 
individuals in Sonoma and Marin counties based on the ACS 2011-2015 Table B16001, 
94 Census Tract that defines the District’s service Area in Sonoma and Marin Counties.  
The U.S. Census defines "linguistically isolated" individuals as those who do not speak 
English "very well."    
 
 
Table 1: Linguistic Isolation in GGT Service Area* 

    Marin Sonoma Both Counties 
         

234,582 
        

229,977          464,559 Total Population Sampled (ACS 2011-2015 Table B16001) 
        

180,935 
        

156,357         337,292 Total Population: Speaks only English 
           

53,647 
           

73,620         127,267 Total Population: Speaks a non-English Language 
 

22.9% 32.0%            27.4% % Speaks a non-English Language 
 

    
              

14,234  
           

27,140            41,374  Spanish Language - Speaks English Less Than 'Very Well'  
6.1% 11.8%   8.9% % Linguistically Isolated - Spanish Speakers 

 
6931 

                                   
6130   6107           13,038  Other Languages - Speaks English Less Than 'Very Well' 

3.0% 2.7% 2.8% % Linguistically Isolated - Non-Spanish Speakers 
           

21,165  
           

33,247  
                              
54,412  Total Linguistic Isolation - Speaks English Less Than 'Very Well' 

9.0% 14.5% 11.7% % Linguistically Isolated - All Speakers 

    Source Data 
   *ACS 2011-2015 Table B16001, 94 Census Tract Service Area in Sonoma County and Marin County 

"Language Spoken At Home By Ability To Speak English “less than 'very well' " 
 
 
Updated Table 1 using data from ACS 2015-2019 Table S1601, Census Tract Service Area in Sonoma County and Marin 
County                                                                                                   
Marin                    Sonoma               Both Counties    
238,065                236,915                474,980               Total Population Sampled (ACS 2015-2019 Table S1601)               
                                                
185,704                160,088                345,792                Total Population: Speaks only English                           
52,361                 76,827                   129,188                Total Population: Speaks a non-English Language   
22.0%                    32.4%                    27.2%                   % Speaks a non-English Language   
                                                 
14,015                 29,771                 43,786                 Spanish Language - Speaks English Less Than 'Very Well'     
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5.9%                      12.6%                    9.2%                      % Linguistically Isolated - Spanish Speakers           
7,206                    5,541                     12,747                 Other Languages - Speaks English Less Than 'Very Well'                  
                                                 
3.0%                      2.3%                      2.7%                      % Linguistically Isolated - Non-Spanish Speakers                             
21,221                  35,312                 56,533                 Total Linguistic Isolation - Speaks English Less Than 'Very Well'       
8.9%                      14.9%                    11.9%                    % Linguistically Isolated - All Speakers              
 
 
 

 
The table below is Census data illustrating the top five languages spoken in the service 
area: 
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Map of LEP Concentrations in District’s Service Area 
 

 
  
Findings: 
This census data shows that the proportion of linguistically isolated individuals in the 
District’s service area is 11.9% or 56,866 people.  Of these, the Spanish-speaking 
linguistically isolated population is most statistically common, with 9.2% or 43,786 
people.  All other languages combine for 2.7% of the total population or 12,747 people.  
 
Although the census data indicates that the most statistically common linguistically 
isolated population is Spanish-speaking, another source of data was checked to confirm 
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this finding.  The 2015 Golden Gate Transit Onboard Survey conducted by Corey, 
Canapary & Galanis examined demographic characteristics of the District’s passengers.  
Of Golden Gate Transit riders who speak a language other than English at home, 15% 
speak English less than very well.   
 

 
 
 
The second table (below) discloses in which language respondents speak at home, 
Spanish being the most common.   
 

 
 
Following the Department of Transportation’s guidelines on identifying “Safe Harbor” 
languages (defined as a language spoken by 5% or 1,000 persons, whichever is less, of 
the total population served), Spanish is the only language in the District’s service area 
that qualifies.  
 
Although all information on the website is available in close to 100 languages using 
Google Translate, historically the District primarily provides supplemental materials in 
Spanish. On occasion, informational pieces are translated in other languages, if the 
target market or area being served warrants it.  
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FACTOR 2:  THE FREQUENCY WITH WHICH LEP INDIVIDUALS COME 
IN CONTACT WITH THE PROGRAM, ACTIVITY, OR SERVICE 
 
Knowing the frequency with which LEP persons come in contact with the District's 
services is critical for the District to understand the nature and importance of the 
District’s relationship with the public, in turn guiding decisions on when, where and how 
to provide enhanced language services.  This information can be obtained, in part, 
through detailed tracking of LEP individuals requesting help from the District.  The most 
critical contact occurs both at community meetings or public hearings and through our 
Customer Service Center where LEP individuals require additional language services. 
LEP individuals also access already translated materials on the District’s website. 
 
The District utilizes telephone Language Line Services to provide free access to 
translation services for LEP individuals. The average call volume requesting translation 
services is 16 calls per month, or 192 calls per year.  Of those calls, 97% are requests 
for Spanish language assistance. The District’s Spanish language website pages are 
also the most accessed translation with approximately 8,375 users annually. The 
Customer Service Center staff estimates they come into contact with, on average, 20 
LEP individuals per day. 
 
 
Estimated Annual Language Line Translations 
 

• Spanish – 186 calls/year 
• Other – 5 calls/year 

 
 
 
Estimated Total Calls to Translations 
 

• English – 16,000 calls/year 
• All Translations – 190 calls/year 

 
 
The percent of all calls translated is 1.19%. 

 
 

 
 
 
 
 
 
 

Appendix B



FACTOR 3:  THE NATURE AND IMPORTANCE OF THE PROGRAM, 
ACTIVITY, OR SERVICE PROVIDED BY THE PROGRAM 

 
Looking at data is imperative to help the District understand the nature and importance 
of its services to its riders. In the Redhill Group’s 2013 Passenger Study, the following 
data illustrates the importance of District services to its riders: 
 

 
 
 
If a Golden Gate Transit bus were unavailable for their trip, 25% of riders would not 
make the trip. 
 
In addition, the District has identified specific aspects of its service that are critical for 
LEP persons. The information deemed critical that would prove problematic if not 
translated could include fares, service disruptions and changes, safety, security, and 
emergency instructions. The locations where translated materials help support access 
to transit service could include transit centers/hubs, onboard vehicles/vessels, in all 
public lobbies, and at the Customer Service Center. 
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FACTOR 4:  THE RESOURCES AVAILABLE AND THE COSTS 
ASSOCIATED WITH PROVIDING LANGUAGE SERVICES 

 
Adequate resources are critical for a successful LEP program. Many costs associated 
with delivery of service to LEP individuals are already included in the daily cost of doing 
business in a diverse environment.  The District currently spends an average of $3,640 
annually on telephone Language Line services and $1,975 per year on translation 
services for District printed and web site materials/information.  
 
Monitoring translation, printing and other such costs on and on-going basis will help the 
District to appropriately budget for needed District language assistance. The District can 
also look for low-cost ways to enhance language services such as use of technology, 
sharing of materials and services (such as the regionally-developed translated glossary 
of transit terms), use of bilingual staff resources, efficiently-procured contract services, 
and involvement of multi-lingual community resources.  
 
PROVIDING LEP INDIVIDUALS ACCESS TO DISTRICT SERVICES 
 
 
Information Dissemination 
The District employs a number of methods to inform the public of information, such as 
on fare and service changes, in a timely manner, including but not limited to the 
following: 
 

• News releases 
• Quarterly Transit Guide  
• Distribution of “take one” notices distributed on the buses and ferries 
• Passenger newsletters 
• Ads in local newspapers within the service area  
• Community meetings/workshops 
• Transit fairs or other outreach efforts 
• Discussion of changes with the Citizens Advisory Committees 
• Information posted on the District’s website (utilizes Google Translate) 
• On-street signage (posters and “sandwich boards”) at key locations 
• Posters and signage onboard the buses and ferries 
• Facebook and Twitter postings 
• Email subscription alerts (with customizable, opt-in features) 
• Animations (translated into 12 languages) 

 
Documents that are routinely translated into Spanish include public hearing notices, 
outreach documents, fare increase notices, service change notices, bus stop signage, 
Rider Alerts, the agency’s website (www.goldengate.org) utilizing Google Translate and 
available in a broad array of languages, and street/stop banners or signage. All District 
information lists the toll-free number for the District’s Customer Service Center, which 
can handle calls in over 170 languages (through use of the telephone Language Line 
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Services). The District has deployed an English/Spanish Interactive Voice Response 
telephone system that provides automated schedule data and other important agency 
information. MTC has launched an automated phone system at 511 that offers schedule 
information in Spanish and Chinese. The District also uses pictograms when possible to 
reach as many non-English speakers as possible. 
 
The District is committed to ensuring language is not a barrier to access. The 
information deemed critical for translation include information on services, fares, service 
disruptions and changes, safety, security, and emergency instructions. The locations 
where translated materials help support access to transit service could include transit 
centers/hubs, onboard vehicles/vessels, in all public lobbies, and at the Customer 
Service Center. 
 
The District also partners with Community-Based Organizations (CBOs) to reach the 
LEP population in the service area. See Appendix D for a list of CBOs. 
 
All district outreach is done in accordance to the policies and processes outlined in the 
District’s Public Participation Plan. 
 
 
 
Vital Documents for Translation 
The District defines Vital Documents as any written document that is critical for 
obtaining information on programs and services or any document that is required by law 
to be translated. The following is a list of what the District considers Vital Documents 
and provides translations as standard operating procedure: 
 

• Portions of the Transit Guide 
• Title VI notice, complaint instructions and form 
• Select outreach materials 
• Fare increase notices 
• Service change notices 
• Bus stop signage 
• Rider alerts 
• The website 
• Select onboard bus posters, e.g., emergency information 
• Safety alerts 
• Title VI information 
• Language assistance services notices 
• Surveys 
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Customer Service Center 
The District’s Customer Service Center (CSC) subscribes to the Language Line which 
provides for oral transmittal of a message from one language into one of over 170 other 
languages. The CSC is open weekdays from 7 a.m. to 6 p.m. Bilingual District 
employees also provide outreach assistance at transit fairs, community meetings and 
other venues as needed. 
 
The District Customer Relations Assistant training manual has a unit on how to use 
Language Line, a glossary of translated transit terms and other resources on how to 
handle contact with LEP individuals. 
 
 
 
Improvement Measures 
The District is in the process of developing materials to train bus operators and ferry 
vessel staff on how to successfully interact with LEP individuals. 
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LANGUAGE IMPLEMENTATION PLAN 
 
 
This schedule identifies various language assistance activities performed by the District, 
including those listed in the FTA Handbook for Public Transportation Providers, April 13, 
2007.  These include: 
 

• Identifying LEP individuals who need language assistance 
• Providing language assistance measures 
• Training staff 
• Providing notice to LEP persons of the availability of language assistance 
• Monitoring and updating the LEP plan 

 
Over the past several years, LIP measures have been implemented as part of the 
District’s business practices. However, the District continues to look for refinements 
and/or adjustments to existing procedures and practices as needed. 
 

ITEM 
COMPLETED/ 

CURRENT 
FY22 FY23 FY24 

IDENTIFY LEP INDIVIDUALS WHO NEED ASSISTANCE 
Conduct four-factor analysis. Conduct an 
evaluation of the District’s LEP plan to gauge its 
effectiveness and determine if updates are 
needed every two years. Staff will lead the 
evaluation with the help of staff familiar with 
Title VI language access requirements and the 
LEP plan. The evaluation will: 
• Determine the number of LEP individuals in 

the District’s service district 
• Assess whether existing language 

assistance services are meeting the needs 
of clients with LEP 

• Assess whether staff members understand 
the District’s LEP policies and procedures, 
how to carry them out, and whether 
language assistance resources and 
arrangements for those resources are still 
current and accessible. 

X    
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ITEM 
COMPLETED/ 

CURRENT 
FY22 FY23 FY24 

Review and adjust existing procedures for 
interaction at front desk, Customer Service 
Center or on revenue vehicles. 

X    

Develop and distribute English/Spanish quick 
reference guide for front-line personnel. X    
Maintain provision of available LEP services 
through use of comment cards, public hearing 
notices, ads and other public information media 
in English/Spanish. 

X    

     

LANGUAGE ASSISTANCE MEASURES (How Provided) 
Review and adjust existing procedures 
addressing provision of foreign language 
service to public. 

X    

Continue provision of verbal foreign language 
services through Customer Service Center staff, 
telephone Language Line, on-call translation 
services, and through the IVR. 

X    

Maintain written translation service for various 
public documents and notices, such as Rider 
Alerts, Notice to Customers, bus stop signage, 
public hearing and workshop notices, fare 
increase notices, outreach event notices and 
service changes.  

X    

Website – New website uses Google Translate 
to provide full translation of the site in close to 
100 languages. 

X    

Record bus stop announcements in different 
languages.   X X 
Place foreign-language ads in publications 
serving second language populations to 
demonstrate the District’s commitment to full 
information, to share significant current, service-
related announcements, and to increase 
comfort levels regarding access to information 
in a native language. 

X    

Provide one-on-one and group travel training to 
LEP persons through use of a bilingual staff, 
including a group of Spanish-speaking Bus 
Operators which provides on-the-street bilingual 

X    
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ITEM 
COMPLETED/ 

CURRENT 
FY22 FY23 FY24 

travel and trip planning assistance during 
significant service changes. 
Establish partnerships and work closely with 
community organizations that serve LEP 
populations. 

X    

Continue use of pictograms to replace text in 
signage when possible. X    

Monitor and update based on feedback. X    

     

TRAINING STAFF 
Review existing procedures for provision of 
foreign language services. X    
Identify and maintain list of responsible 
language speaking staff. X    
Identify gaps and work with responsible 
departments on training (coordinate training 
with Human Resources and Equal Employment 
Opportunity departments). 

X X X  

Monitor and update based on feedback. X    
Prepare training program and aids of how to 
communicate and interact with LEP customers. X X X  

     

NOTICE TO LEP PERSONS OF AVAILABLE SERVICES/ BENEFITS 
Ensure contract language on all bid documents 
and special projects contain Title VI/LEP notice 
and rights (Title VI of the Civil Rights Act of 
1964, “Nondiscrimination under Programs 
Receiving Federal Financial Assistance through 
the U.S. Department of Transportation”). 

X    

Determine which District documents meet the 
definition of “vital documents”; stay aware of 
new documents that may be considered “vital”. 

X    

Review all new contracts and special projects 
for compliance. X    

Appendix B



ITEM 
COMPLETED/ 

CURRENT 
FY22 FY23 FY24 

Provide oversight role on fare and service 
changes including public hearings, community 
meetings and other outreach methods. 

X    

Ensure Title VI notice is posted in Transit 
Guide, on website and at various employee 
facilities. 

X    

Identify customer comment card for tracking 
and recordkeeping. X    
Production, printing and distribution of comment 
card. X    
Ensure comment card at front desk, Customer 
Service Center and on revenue vehicles. X    
Provide telephone interpretation for basic transit 
questions and trip planning assistance in 
virtually any language by ensuring telephone 
Language Line is available through the 
Customer Service Center. 

X    

Develop and use a standard “translation 
dictionary” (Regional Glossary of Transit Terms) 
for contracted translators to use to maintain 
consistency with description of terms. 

X    

Conduct outreach activities with community, 
special interest groups, etc.  X    
Develop a process for determining:  

• If a particular document needs to be 
translated    

• For which languages it should be 
translated. 

X    

Maintain and continue to produce public 
hearing, community workshops or other 
outreach events in Spanish. 

X    

Identify routes serving areas with high 
concentrations of LEP individuals living or 
travelling in or around that area, and ensure 
that signage in those areas is available in the 
predominant primary language of those 
individuals. 

X    
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ITEM 
COMPLETED/ 

CURRENT 
FY22 FY23 FY24 

DISCRIMINATION COMPLAINT PROCEDURES 
TRANSLATE “vital documents”, procedures and 
notices.  X    
Develop curriculum and train frontline and other 
key staff in: 

• awareness of type of language services 
available;   

• how staff and/or LEP customers can 
obtain these services; 

• how to respond to LEP callers;  
• how to respond to correspondence from 

LEP customers;  
• how to respond to LEP customers in 

person;   
• how to document LEP needs; and  
• how to respond to civil rights complaints.   

X    

     

INCLUSIVE PUBLIC PARTICIPATION 
Review, maintain and implement inclusive 
communication processes per District’s Public 
Participation Plan. 

X    

Publish public hearing notices in foreign 
language (English/Spanish) in local papers, at 
key stops, and onboard vehicles. 

X    

Make meeting notices and materials available in 
advance and in foreign languages (available 
free of charge). Interpretive services also 
available free of charge with advanced request. 

X    

Locate public meeting interpretation services, 
with the identified bilingual staff or telephone 
Language Line as primary back-up. 

X    

District Secretary manages requests for foreign 
language interpretation. X    
Monitor and update participation procedures 
based on feedback. X    
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Appendix A: Examples of Translated Safety and Fare Signage on Buses 
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Appendix B: Examples of Use of Pictograms 
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Appendix C: Examples of Translated Materials 
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Website Translations 
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Chinese web page with animations 
 
 

Japanese web page with animation 
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 Ticket Vending Machines 
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Appendix D: Community Based Organizations 
 
 

 
 

 

Canal Alliance 91 Larkspur Street San Rafael CA 94901 
Canal Ministry of San Rafael 86 Belvedere Street San Rafael CA 94901 
Canal Welcome Center 141 Alto Street San Rafael CA 94901 
Latino Council of Marin 650 Las Gallinas Avenue San Rafael CA 94903 
Latino Educational & Cultural Foundation 
of Marin 

P.O. Box 364 Kentfield CA 94914 

Marin County Grassroots Leadership 
Network 

2915-A Kerner Blvd. San Rafael CA 94901 

Marin Education Fund 781 Lincoln Avenue, Suite 140 San Rafael CA 94901-3377 
Marin Tenants Union 4136 Redwood Highway, Suite 9 San Rafael CA 94903 
Marin Grassroots 30 N. San Pedro Road, Suite 290 San Rafael CA 94903 

Marin City Community Service District 630 Drake Ave Marin City CA 94965 
Marin City Health & Wellness Center 630 Drake Ave Marin City CA 94965 
Marin City Community Development 
Corporation  

441 Drake Avenue Marin City CA 94965 

Marin City Network   640 Drake Ave Sausalito CA 94965 
Marguerite Johnson Senior Center  640 Drake Ave Sausalito CA 94965 
ISOJI & Southern Marin Intern Project   ph: 415 883-1757   

alt: 415 383-2073 
staff@isoji.net 

Marin City CA 94965   

Manzanita Child Development Center 620 Drake Avenue  Marin City CA 94965 
Community Action Marin 29 Mary Street San Rafael CA 94901 

Bridge the Gap 105 Drake Avenue  Sausalito CA 94965 
County of Marin Public Assistance  120 North Redwood Drive (West Wing)  San Rafael CA 94903 
County of Marin Public Assistance West Marin  100 6th Street Pt. Reyes Station CA 94956 

Novato Human Needs Center  1907 Novato Boulevard Novato CA 94947 

COTS – Committee on the Shelterless 900 Hopper Street Petaluma CA 94952 

Old Adobe Developmental Services 
(OADS) 

1301 A Rand Street Petaluma CA 94954 

Petaluma Community Foundation  159 Kentucky Street, Ste 10 Petaluma CA 94952 
Picklewood Park Community Center 50 Canal Street San Rafael CA 94901 

The Osher Marin Jewish Community Center   200 N San Pedro Road San Rafael CA 94903 

Filipino Community of Sonoma County 3361 Fulton Road Santa Rosa CA 95439 

Jewish Community Center 

 

1301 Farmers Lane Santa Rosa CA 95404 
 

Margaret Todd Senior Center  

 

1560 Hill Road Novato CA 94947 
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