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The Luzerne County Transportation Authority (LCTA) is an independent local governmental unit, classified as a 
Pennsylvania Municipal Authority, which is responsible for providing fixed route bus and paratransit public 
transportation services in greater Luzerne County, Pennsylvania.  
 
Title VI (codified at 42 U.S.C §2000d et seq.) was enacted as part of the landmark Civil Rights Act of 1964 signed by 
President Lyndon B. Johnson. It prohibits discrimination on the basis of race, color, and national origin in 
programs and activities receiving federal financial assistance.  
 
In accordance with the FTA Title VI Circular, the Authority shall submit a Title VI Program on a triennial basis.  This 
Title VI Program is a compilation of documents, plans, policies and standards that demonstrate the Authority’s 
compliance with Title VI. Guidance provided by FTA Title VI Circular 4702.1B requires approval of LCTA’s Title VI 
Program by the LCTA Board of Directors. 
 

Mission Statement 
The Luzerne County Transportation Authority (“the Authority” or “the LCTA”), through the operation of fixed 
route and shared ride divisions, seeks to provide high quality affordable public transportation services that are 
safe, reliable, useful, accessible and efficient.  To this end, members of the Board of Directors and all employees 
shall conduct themselves in a professional manner; work to ensure the safety and security of passengers; seek 
new opportunities to improve and/or expand services; and coordinate public transit services with other agencies, 
organizations, and transit providers.   

 
About LCTA 
 

The Luzerne County Transportation Authority currently provides the Wilkes-Barre, Pennsylvania urbanized area 
with scheduled mass transportation bus service.  LCTA’s bus fleet operates on routes serving 33 municipalities 
within the urbanized area, so that approximately 88% of the population resides within one-quarter of a mile of a 
bus route. Route frequency of the various routes averages out to about every forty-five minutes, with some 
routes operating every half-hour. Our current service hours are between approximately 5:30 AM and 1:12 AM, 
Monday thru Friday and between approximately 9:00 AM and 6:00 PM on Saturdays. The Luzerne County 
Transportation Authority also assists persons with disabilities in fulfilling their transportation needs and to meet 
requirements of the Americans with Disabilities Act of 1990 via the Shared Ride Paratransit Program. This special 
Transportation Efforts Program (S.T.E.P.) is available in the general service area of the Luzerne County 
Transportation Authority.  
 



Table of Contents 
 Section             Page 
 
Introduction                   1 
 

I. General Requirements  
 

SECTION 1: TITLE VI NOTICE TO THE PUBLIC & PLAN STATEMENT           1  
SECTION 2: TITLE VI COMPLAINT PROCEDURE              3  
SECTION 3: TITLE VI COMPLAINT FORM               7 
SECTION 4: LIST OF TITLE VI-RELATED INVESTIGATIONS, COMPLAINTS, AND LAWSUITS         11  
SECTION 5: PUBLIC PARTICIPATION PLAN              11 
SECTION 6: LIMITED ENGLISH PROFICIENCY (LEP) POLICY            19 
SECTION 7: MINORITY REPRESENTATION ON PLANNING AND ADVISORY BODIES         25 
SECTION 8: SUBRECIPIENT MONITORING                   26 
SECTION 9: TITLE VI EQUITY ANALYSIS FOR CONSTRUCTION OF A FACILITY         27 
SECTION 10: APPROVAL OF TITLE VI PROGRAM BY GOVERNING ENTITY          29 

II. Requirements of Transit Providers  
 

SECTION 11: SYSTEM-WIDE SERVICE STANDARDS             31 
SECTION 12: SYSTEM-WIDE SERVICE POLICIES              37 
 
Conclusion                         39 

Appendix 
 

EXHIBITS 
EXHIBIT A:  Title VI Program Policy Statement & Public Notice            A1 
EXHIBIT B: LCTA Title VI Webpage               A2 
EXHIBIT C: Title VI Employee Education Training Course Syllabus                   A6 
EXHIBIT D:  Employee Title VI Plan Acknowledgement Receipt            A7 
EXHIBIT E:  LCTA title VI Complaint Form (English/Spanish)            A8 
EXHIBIT F:  Letter Acknowledging Receipt of Title VI Complaint            A16 
EXHIBIT G:  Letter Notifying Complainant that the Title VI Complaint Is Substantiated         A17 
EXHIBIT H:  Letter Notifying Complainant that the Complaint Is Not Substantiated A18  
EXHIBIT I:  Sample Public Comment Card    A19 
EXHIBIT J:  Luzerne County Council Diversity Support Letter            A21 
EXHIBIT K:  Diversity Support Letter to Local Community Organizations                  A22 
EXHIBIT L:  LEP Language ID Card                      A23 
EXHIBIT M:  LEP Interaction Survey Form              A25 
EXHIBIT N:  Title VI Program Employee Training Course Syllabus               A26 
EXHIBIT O:  Public Notice of LEP Plan and Available Resources               A27 
EXHIBIT P:  8/24/2021 LCTA Board Meeting Agenda                A29 

                        
       i 



EXHIBITS CONTINUED 
 
EXHIBIT Q:  LCTA Board Approval of Updated 2021 Title VI Program A30 

 
TABLES 
TABLE 1:  Title VI Complaints and Investigations A31 
TABLE 2:   Summary of Title VI Public Outreach Events             A32  
TABLE 3:  U.S. Census Bureau LEP Data, Luzerne County, Pennsylvania           A34 
TABLE 4:  LEP Customer Interaction Data (2019-2021)                   A35 
TABLE 5:  Public Transportation Use & Rider Demographic Data             A36 
TABLE 6:  LCTA Board of Directors Demographic Data (2019-2021)           A37 
TABLE 7:  LCTA Fixed Route Vehicle Load Standard                    A37 
TABLE 8:  LCTA Fixed Route Bus Fleet & Load Capacity Data               A38          
TABLE 9:  LCTA Fixed Route System Trip Duration and Headway Data                                                   A39 
TABLE 10:  LCTA System Total:  Average Distance Between Stops Per Route                       A40 
TABLE 11:  LCTA Fixed Route System Total:   Aggregate Distance Between Stops                                     A41 
TABLE 12:  Ridership Productivity Standards                                                                    A41 
 
 
MAPS  
MAP 1:  LCTA System Map (6/2018-Present)                 A42 
MAP 2:  LCTA System Map:  Routes Originating from Wilkes-Barre Intermodal Transit Center        A43 
MAP 3:  LCTA System Map Route 51 (Night Service Loop)            A44 
MAP 4:  LCTA System Map Route 52 (Night Service Loop)            A45 
MAP 5:  LCTA System Map Route 53 (Night Service Loop)                         A46 
MAP 6:  LCTA System Map Route 54 (Night Service Loop)            A47  
MAP 7:  LCTA System Map Route 55 (Night Service Loop)                         A48 
MAP 8:  LCTA System Map w/ Population Density Layer                    A49 
MAP 9:  LCTA System Map w/ Jobs Density Layer             A50 
MAP 10:  LCTA System Map w/ Poverty Population Density Layer           A51 
MAP 11:  LCTA System Map w/ Minority Population Density            A52 
Map 12: LCTA System Map w/ Car Free Households Density Layer           A53   
Map 13: LCTA System Map w/ Senior Population Density Layer                   A54  
Map 14: LCTA System Map w/ Youth Population Density Layer            A55  
Map 15: LCTA System Map w/ Disabled Population Density Layer           A56  
Map 16: LCTA System Map w/ LEP Population Density Layer              A57  
 
 
 

 

 

 

ii 



 

 

 

 

 

 

 

 

 

 

 

THIS PAGE INTENTIONALLY LEFT BLANK 

 

 

 

 

 

 

 

 

 

 

 

 

 



Introduction 

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, or national origin in 
programs and activities receiving Federal financial assistance. Specifically, Title VI provides that "no person in the 
United States shall, on the ground of race, color, or national origin, be excluded from participation in, be denied 
the benefits of, or be subjected to discrimination under any program or activity receiving Federal financial 
assistance." (42 U.S.C. Section 2000d).  
 
The Civil Rights Restoration Act of 1987 clarified the intent of Title VI to include all programs and activities of 
Federal-aid recipients, sub-recipients, and contractors whether those programs and activities are federally funded 
or not.  
 
The Federal Transit Administration (FTA) has placed emphasis on Title VI compliance issues, including providing 
meaningful access to persons with Limited English Proficiency (LEP) via Circular 4702.1B.  
 
Recipients of public transportation funding from the FTA are required to develop policies, programs, and practices 
that ensure that federal transit dollars are used in a manner that is nondiscriminatory as required under Title VI.  
 
This document details how the Luzerne County Transportation Authority (“the Authority” or “the LCTA”) 
incorporates nondiscrimination policies and practices in providing transportation services to the public. The 
Authority’s Title VI policies and procedures are documented in this plan, and within its appendices and 
attachments. This plan will be updated on a triennial basis (at least every three years) to incorporate changes and 
additional responsibilities that arise. 

 

I. General Requirements 
  

Section 1: Title VI Notice to the Public & Plan Statement 
 
Title VI Information Dissemination 

Regulation 49 CFR Section 21.9(d) requires recipients of federal funding to provide information to the public 
regarding the recipient’s obligations under DOT’s Title VI guidelines and apprises members of the public of the 
protections against discrimination afforded to them by Title VI (see Exhibit A).    

Title VI information shall be disseminated externally by displaying posters prominently and publicly in the 
following locations: 
 

• The LCTA Operations and Administrative Offices, located at 315 Northampton Street, Kingston, PA 
(Reception area of lobby, dispatch office, and board room).  

• The LCTA Shared Ride Program Administrative Offices, located at 2009 Wyoming Avenue, Forty-Fort, PA 
18704 (Employee lunch room and main lobby). 

• At the City of Wilkes-Barre, Pennsylvania Intermodal Transportation Center, located at 47 South 
Washington Street, Wilkes-Barre, PA 18706 (LCTA Customer Service desk and public information 
bulletin board).   

• On the interior of all Authority fixed route and demand response revenue vehicles.   
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• The Authority website, at www.lctabus.com, will contain PDF copies of the full Title VI plan, public 
notice statement, and complaint forms (see Exhibit B).   

• The Authority Facebook page will contain a website link to a PDF copy of the full Title VI Plan, public 
notice statement, and complaint forms (see Exhibit B).   

• Public dissemination will also be included in postings of official statements, inclusion of Title VI language 
in contracts or other agreements, in informational brochures, and public meeting notices.  

• The Authority will ensure public service announcements or notices are posted of proposed projects, 
hearings, meetings, or formation of public advisory boards, in newspapers or other print and social 
media reaching the affected community.  Additional information relating to the Authority’s non-
discrimination obligation may be obtained from the Authority Title VI Officer. The full contact information 
of the Title VI Officer will be made available on all Title VI Program documents.  

 
Title VI information shall be disseminated internally in the following locations and methods: 
 

• The LCTA Administrative and Operations Offices (Title VI Officer’s office, Executive Director’s office, 
employee bulletin board, employee lunch room, dispatch office, and driver’s room bulletin board). 

• To all Authority employees annually, via Title VI employee training course (see Exhibit C).  This annual 
and new hire training will remind employees of the LCTA policy statement, and of their Title VI 
responsibilities in their daily work and duties. 

• During new employee orientation, all new employees shall be informed of the provisions and 
expectations of the Authority’s Title VI Program.  All employees shall be provided an opportunity to 
obtain copy of the Title VI Plan, and are required to sign an acknowledgement of receipt (see Exhibit 
D). 

• The Title VI notice shall be translated into languages other than English and in accessible formats, as 
needed, and consistent with the DOT LEP Guidance and the Authority’s Language Assistance Plan.   

 
 
LCTA Title VI Officer Contact Information 

 
Mr. Joe Roselle, Title VI Officer/Director of Administrative Services & IT 
Luzerne County Transportation Authority 
315 Northampton St. 
Kingston, PA 18704  
 
E:   JRoselle@lctabus.com  
P: (570) 288-9356 x221 
F: (570) 288-7327 
TDD: 1-800-654-5984  
 

LCTA Title VI Plan Statement of Policy 
 
The Luzerne County Transportation Authority (“the LCTA”) is committed to a policy of non-discrimination in the 
conduct of its business, including its Title VI responsibilities and the delivery of equitable and accessible public 
transportation services.  The LCTA recognizes its responsibilities to the communities in which it operates, and to 
the society in which it serves. 
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Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, or national origin in 
programs and activities receiving federal financial assistance.  Specifically, Title VI provides that "no person in 
the United States shall, on the ground of race, color, or national origin, be excluded from participation in, be 
denied the benefits of, or be subjected to discrimination under any program or activity receiving Federal 
financial assistance." (42 U.S.C. Section 2000d) 
 
It is the LCTA’s policy to utilize its best efforts to assure that no person 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 its program of transit service delivery and related benefits.  Toward this end, it is the LCTA’s objective to: 
 

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

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

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

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

• Ensure meaningful access to programs and activities by persons with Limited English Proficiency 
(LEP). 

 
The responsibility for carrying out LCTA's commitment to this program has been delegated to the Executive 
Director by the LCTA Board of Directors. The staff person designated as the LCTA Title VI Officer is Mr. Joe Roselle, 
Director of Administrative Services & IT, who is responsible for the day-today operations of LCTA’s Title VI 
Program and will receive and investigate Title VI complaints which come through the complaint procedure.  
However, all managers, supervisors and employees share in the responsibility for making LCTA's Title VI Program a 
success. 
 
If you feel that you are being denied participation in, or being denied benefits of public transportation services 
provided by the LCTA, or otherwise being discriminated against because of your race, color or national origin, you 
may contact our office at: 
 

  Luzerne County Transportation Authority 
  Attn:  Mr. Joe Roselle, Title VI Officer 
  315 Northampton St. 
  Kingston, PA 18704  
 
Additional information concerning LCTA’s Title VI obligations and the complaint procedure can be obtained by 
calling the LCTA at (570) 283-1683, or by visiting our website at www.lctabus.com.  
 

                             

Section 2: Title VI Complaint Procedure 

The Luzerne County Transportation Authority is committed to providing safe, convenient, reliable and courteous 
transportation for our customers.  The Authority grants all individuals equal access to all its transportation 
services. It is the intent of the Authority, that all individuals are aware of their rights to such access. This Title VI 
Program document and associated Title VI posters are designed to serve as an educational tool for individuals, so 
that they may understand one of the civil rights laws that protect their benefit of LCTA public transportation 
programs and services, specifically, as it relates to Title VI of the Civil Rights Act of 1964.                                                                        
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How do I file a complaint?  
 
If you believe that you have received discriminatory treatment by the Authority on the basis of your race, color or 
national origin, you have the right to file a Title VI complaint with the Authority Title VI Officer.  All Title VI 
complaint(s) must be filed no later than 180 calendar days from the date of the alleged incident.  
 
The easiest and most convenient way to file a Title VI complaint is to simply call (570) 283-1683. An Authority 
Customer Service Representative will mail you a Title VI Complaint Form, and/or refer the information to the Title 
VI Officer for investigation, tracking, and resolution.  All Title VI and related statute complaints are considered 
formal-there is no informal process. All Title VI complaints must be in writing and signed by the complainant on 
the form provided. All Title VI complaints must include the complainant’s name, address and phone number, and 
be detailed to specify all issues and circumstances of the alleged discrimination. Allegations must be based on 
factual evidence of issues involving race, color, or national origin. 
 
The Title VI Complaint Form (see Exhibit E) must be used to submit written complaint information to the 
Authority.  The Title VI Complaint Form is available in both the English and Spanish languages, and other 
languages upon request.  
 
Written Title VI complaints may also be delivered in person to the LCTA administrative offices on weekdays 
between the hours of 9:00 a.m. and 5:00 p.m.  The completed Title VI complaint form should be mailed to or 
dropped off at the following address: 
 
 Luzerne County Transportation Authority  
 Attention:  Mr. Joe Roselle, Title VI Officer 
 315 Northampton St. 
 Kingston, PA 18704 
 
NOTE: The Authority encourages all complainants to certify all mail that is sent through the U.S. Postal Service 
and/or ensure that all written correspondence can be tracked easily.  For complaints originally submitted by 
facsimile, an original signed copy of the complaint must be mailed to the Authority Title VI Officer as soon as 
possible, but no later than 180 days from the alleged date of the incident.   

Verbal complaints will be accepted and transcribed by a LCTA Customer Service Representative or the LCTA Title 
VI Officer.  However, the complaint form must be signed by the complainant.  To make a verbal complaint, call 
(570) 283-1683.  

Complaints may also be filed with external entities such as the Federal Transit Administration (FTA) at: 

 Federal Transit Administration Office of Civil Rights 
 Attention: Title VI Program Officer 
 East Building, 5th Floor – TCR 
 1200 New Jersey Ave., SE 
 Washington, DC 20590    
 
Please review information on the respective agency (FTA/LCTA) website for details on filing a Title VI complaint. 

Should a complaint be filed with the LCTA and an external entity simultaneously, the external complaint shall 
supersede the LCTA complaint process, and the LCTA’s complaint procedures will be suspended pending the  
external entity’s findings.                    4 



All complaints alleging discrimination based on race, color, or national origin in a service or benefit provided by 
the Authority will be directly addressed by the LCTA Title VI Officer.  The Authority shall also provide appropriate 
assistance to complainants, including those persons with disabilities, or who are limited in their ability to 
communicate in the English language.  Additionally, the Authority shall make every effort to address all 
complaints in an expeditious and thorough manner. 

 
What happens to the complaint after it is submitted? 
 
Upon receiving the formal written complaint, the LCTA Title VI Officer will determine its jurisdiction, acceptability, 
the need for additional information, and the investigative merit of the complaint. In some situations, the LCTA 
Title VI Officer may request an independent outside agency to conduct the investigation.  
 
If additional information is needed, the LCTA Title VI Officer will contact the complainant or their representative in 
writing. The LCTA Title VI Officer will provide appropriate assistance to complainants, including those persons with 
disabilities, or those who are limited in their ability to communicate in the English language. Failure of the 
complainant to provide the requested information by a certain date may result in the administrative closure of 
the complaint. 
 
Once the LCTA Title VI Officer decides their course of action, the complainant will be notified in writing of such 
determination within five (5) business days. The complaint will be logged into the records of the Title VI Officer, 
and the basis for the allegation identified including race, color, or national origin. 

A letter acknowledging receipt of complaint will be mailed within five (5) business days to the complainant (see 
Exhibit F). Please note that in responding to any requests for additional information, a complainant's failure to 
provide the requested information may result in the administrative closure of the complaint.   

 
Investigations  

All Title VI complaints alleging discrimination based on race, color or national origin will be documented, and an 
investigation will be initiated within five (5) business days of receiving the complaint.  Within five (5) business days 
of receipt of the formal complaint, the LCTA Title VI Officer will notify the complainant and begin an investigation 
(unless the complaint is filed with an external entity first or simultaneously).  The investigations will address 
complaints against any Authority department(s).  
 
In cases where the Authority assumes investigation of the complaint, the LCTA Title VI Officer will provide the 
respondent with the opportunity to respond to the allegations in writing. The respondent will have ten (10) 
calendar days upon receipt, to furnish the LCTA Title VI Officer with his/her response to the allegations. 
 
Within sixty (60) business days of receipt of the complaint, the LCTA Title VI Officer will prepare a written 
investigative report. The report shall include a narrative description of the incident, identification of persons 
interviewed, findings and recommendations for disposition. 
 
The investigation may include discussion(s) of the complaint with all affected parties to determine the problem. 
The complainant may be represented by an attorney or other representative of his/her own choosing and may 
bring witnesses and present testimony and evidence in the course of the investigation.  
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The recommendation shall be reviewed with the Authority solicitor or outside legal counsel. The Authority 
solicitor may discuss the report and recommendations with the Title VI Officer and other appropriate Authority 
staff. The report will be modified as needed and made final for its release to the parties involved. 
 
The investigation will be conducted and completed within sixty (60) business days of the receipt of the formal 
complaint.  Based upon all the information received, an investigation report will be written by the LCTA Title VI 
Officer for submittal to both the LCTA Executive Director and LCTA Board of Directors.  
 
Once the investigative report becomes final, briefings will be scheduled with each party within fifteen (15) days. 
Both the complainant and the respondent shall receive a copy of the investigative report during the briefings and 
will be notified of their respective appeal rights. 
 

How will the complainant be notified of the outcome of the complaint? 

The LCTA Title VI Officer will send a final written response letter notifying complainant that the complaint is 
substantiated (see Exhibit G) to the complainant.  The complainant will receive a letter stating that final decision 
by the end of the sixty (60) business day time limit.  

In the letter notifying complainant that the complaint is not substantiated (see Exhibit H), the complainant is also 
advised of his or her right to: 1) appeal within seven (7) calendar days of receipt of the final written decision from 
LCTA; and/or 2) file a complaint externally with the Federal Transit Administration Office of Civil Rights.  All Title VI 
complaints will be responded to within sixty (60) business days of receipt. The complainant has 180 calendar days 
after the appropriate LCTA final resolution to appeal to USDOT/FTA.   
 
Once sufficient information for investigating the complaint is received by the Authority, a written response will be 
drafted and subject to review by the Authority solicitor. If appropriate, the Authority solicitor may administratively 
close the complaint. In this case, the Authority will notify the complainant of the action within the sixty (60) 
business day time limit. 

 
Record Keeping 
 
The LCTA Title VI Officer will maintain permanent records, which include, but are not limited to:  
 

• Signed acknowledgements of receipt from employees indicating the opportunity to obtain receipt and 
distribution of the LCTA Title VI Program. 

• Records of correspondence, to and from, complainants. 
• Copies of Title VI complaints, lawsuits, investigations, and related documentation. 

 
An annual Log of Complaints will be maintained by the LCTA Title VI Officer. The log of complaints and 
investigations will contain the following information for each complaint filed (see Table 1):  
 

• The name and address of the person filing the complaint.  
• The date of the complaint.  
• The basis of the complaint.  
• Associated documents and/or attachments. 
• The disposition of the complaint. 
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Section 3: Title VI Complaint Form 

Exhibit E. 

 
 

TITLE VI CIVIL RIGHTS COMPLAINT FORM 
 
The Luzerne County Transportation Authority (LCTA) 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 provided by 
Title VI of the Civil Rights Act of 1964, as amended. Title VI complaints must be filed within 180 days from the date 
of the alleged discrimination.     

Title VI of the 1964 Civil Rights Act requires that “No person in the United States shall, on the ground of race, color 
or national origin, be excluded from participation in, be denied the benefits of, or be subjected to discrimination 
under any program or activity receiving federal financial assistance.” Please call for our policy or visit our website 
at www.LCTABus.com. 

If you feel you have been discriminated against in public transit services, please print and complete the following 
form, sign (signature required) and return to: 

 Luzerne County Transportation Authority  
 Attention:  Title VI Officer 
 315 Northampton St. 
 Kingston, PA 18704 
 
 Telephone: (570) 288-9356 
 Fax: (570) 288-7327 
 

 
 

LCTA Office Use Only: 
 

 
  Date Received:                                                            
 
   
  Received By:                                                                 
 

Page 1 of 4 
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Section 1: 

 

 

Section 2: 

1. Are you filing this complaint on your own behalf?         Yes    No 
(If you answered “yes” to this question, please go to Section 3. 
 

2. If you answered “no” to question 2(1.), please describe your relationship to the person (Complainant) for whom you 
are filing and why you are filing for a third party: 

 

3. Have you obtained permission of the aggrieved party (Complainant) to file this complaint on his or her behalf?         
Yes         No 

 

Section 3: 

 

 

Page 2 of 4 
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Section 3 (Continued): 

 

 

 8. Have you previously filed a Title VI complaint with the Luerne County Transportation Authority? 

 

 

Section 4: 

 

 

PLEASE NOTE:   The Luzerne County Transportation Authority cannot accept   
   your complaint without a signature. 

                                       Rev: 5/2018  
                                          Page 3 of 4 
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LCTA TITLE VI DISCRIMINATION COMPLAINT FORM 
 

IDENTITY CONSENT/RELEASE 
 

(Please Print Legibly) 

 

 
 

                 First Name                 Ml                         Last Name 
 
 
 

 

                  Street Address City         State               Zip Code 
 
 

As a complainant, I understand that in the course of an investigation it may become necessary to reveal my identity 
to persons at the organization or institution under investigation. I am also aware of the obligations of LCTA to 
honor requests under the Freedom of Information Act. I understand that it may be necessary for LCTA to disclose 
information, including personally identifying details, which it has gathered as part of its investigation of my complaint. 
In addition, I understand that as a complainant I am protected by LCTA policies and practices from intimidation or 
retaliation for having taken action or participated in action to secure rights protected by nondiscrimination statutes 
and regulations which are enforced by the Transit Administration of the U.S. Department of Transportation. 

 
 
 

Please check one: 
 

□ I CONSENT and authorize to have LCTA, as part of its investigation, reveal my identity to persons at the 
organization, business or institution, which has been identified by me in my formal complaint of discrimination. I 
also authorize LCTA to discuss, receive and review materials and information about me from the same and with 
appropriate administrators or witnesses for the purpose of investigating this complaint. In doing so, I have read 
and understand the information at the beginning of this form. I also understand that the material and information 
received will be used for authorized civil rights compliance activities only.  I further understand that I am not required 
to authorize this release, and do so voluntarily. 

 
 

□ I DENY CONSENT to have LCTA reveal my identity to persons at the organization, business or institution 
under investigation. I also deny consent to have LCTA disclose any information contained in this complaint with any 
witnesses I have mentioned in the complaint. In doing so, I understand that I am not authorizing LCTA to discuss, 
receive nor review any materials and information about me from the same. In doing so, I have read and understand 
the information at the beginning of this form. I further understand that my decision to deny consent may impede 
this investigation and may result in the unsuccessful resolution of my case. 

 
 
  
  

 
 

   

Signature Date 
 

 

Page 4 of 4 
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SECTION 4: LIST OF TITLE VI RELATED INVESTIGATIONS, COMPLAINTS, AND LAWSUITS 

For compliance purposes, the LCTA Title VI Officer shall prepare and maintain a database list of any active 
investigations conducted internally or any other entities other than the FTA, lawsuits of complaints naming the 
Authority and/or its subcontractor(s) that allege discrimination on the basis of race, color, or national origin.  The 
database list includes the following criteria: 
 

• The date the complaint, investigation, or lawsuit was filed; 
• A summary of the allegation(s); 
• The status of the complaint, investigation, or lawsuit; 
• Actions taken by the Authority in response to the complaint, investigation, or lawsuit. 

 
The LCTA has not had any Title VI-related lawsuits since the triennial submission of its last Title VI Program.  At the 
time of this writing, there are currently no active Title VI-related investigations.  The list of complaints and 
investigations since the submission of LCTA’s last Title VI Program is shown in Table 1. 

Additionally, the LCTA did not incur any instances of any internal or external subrecipient Title VI investigations, 
complaints, or lawsuits for the following LCTA fiscal years: 
 

• July 1, 2018 – June 30, 2019    
• July 1, 2019 – June 30, 2020    
• July 1, 2020 – June 30, 2021    

 
 
SECTION 5: PUBLIC PARTICIPATION PLAN  
 
COMMUNITY OUTREACH  

Community & Public Outreach is a requirement of Title VI.  Recipients and subrecipients shall seek out and consider 
the viewpoints of minority and low-income populations in the course of conducting public outreach.  Recipients 
have wide latitude to determine what specific measures are most appropriate and should make this determination 
based on the composition of the affected population, the public involvement process, and the resources of the 
recipient.   

As a public transit agency receiving federal financial assistance, the Authority has made the following community 
outreach efforts as part of its Public Participation Plan: 

PROCESS 

In compliance with FTA’s Title VI requirements, this public participation plan component is designed to both solicit 
and document public participation.  Public participation is a necessary and integral part of the transit planning 
process. This public participation plan will provide for: (1) early and continuing public involvement; (2) clear, 
accurate, and timely information; and (3) full public access to citizens, public agencies, and the community 
segments affected by any proposed changes in transportation services and programs provided by the Luzerne 
County Transportation Authority (“the Authority”).   
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This document contains the Authority’s public participation process and requirement to open a 30-day public 
comment period containing public meeting(s) that shall be followed when any of the subsequent situations occur: 

1. Fare Change:  A fare change is defined as: (1) a change in the basic fare structure (fare increase); (2) a 
change in fare media (tickets, electronic cards) collection methods; or (3) when a fare change will be 
longer in duration than 180 days.  Fare decreases are specifically excluded.    

Any proposed fare changes shall first be approved by the Authority Executive Director and Director of 
Finance (in consultation with the Authority Title VI Officer and Operations Director), and then by the 
Authority Board of Directors for final approval, as detailed in in this document. 

2. Major Service Reduction:  A major service reduction is defined as: (1) any decrease in service that 
represents a net loss of twenty-five (25%) percent of total service miles and/or service hours, excluding 
tripper service; (2) when a service change will be longer in duration than 180 days; (3) when a new transit 
route is established that triggers the 25% threshold; and (4) when an entire transit route is eliminated 
that would trigger the 25% threshold.     

In determining whether this procedure applies to a specific service reduction, the Authority shall calculate 
and compare the total current service miles or hours to the proposed estimated total service miles and/or 
service hours to be provided after reduced service would be implemented.  

All other service reductions are considered routine and minor, and are not subject to these procedures.  
Any proposed major service reduction shall be first approved by the Authority Executive Director (in 
consultation with the Authority Title VI Officer, Finance Director, and Operations Director), and then by 
the Authority Board of Directors, as detailed in this document. 

3. Route Modification:  A major route modification is defined as: (1) any change in any fixed route transit 
service that exceeds twenty-five (25%) percent of the total inbound and outbound trip mileage of a route, 
excluding tripper service; or (2) When the number of changes on a route in a single fiscal year add up to 
the 25% threshold. 

All other route modifications are considered routine and minor, and are not subject to these procedures. 
Route and/or schedule modifications occur primarily for several reasons:  

 • Public complaints;  
 • Employee/operator complaints;  
 • On-time performance; 
 • Local conditions (construction/zoning); and/or 

  • Overcrowding/diminished ridership.   

 All proposed route modifications are to be first reviewed and approved by the Authority Director of 
 Operations, Title VI Officer, Director of Finance, Director of Maintenance, and Executive Director.  If 
 the recommendation is  to move forward with a major route modification, such final modification 
 shall be approved by the Authority Board of Directors. 
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4. Planning Activities  
 
a) Invite participation of a cross section of the populace from socioeconomic groups in the planning 

process by disseminating written program information to minority media and ethnic organizations,  
and by providing public service announcements to all local media, when forming advisory 
committees, and requesting involvement in service or fare changes.  
 

b) To ensure access to public meetings, evening meetings will be conducted in a variety of community 
buildings throughout the LCTA service area, including those along transit routes. Translation services 
and ADA accommodations are available if anticipated.  Public meetings will be held in communities 
when transportation projects will specifically impact the public in those locales. 
 

c) As any future formal/official advisory committees are formed, a table will be created depicting the 
racial and gender demographics of the committee members.  

 
Exceptions to the Public Meeting Requirement 

The following exceptions to the public meeting requirement shall apply: 

• Reduced or free promotional fares, which are instituted on a daily basis or periodically within a temporary 
period of 180 days or less. 

• Headway adjustments of up to five (5) minutes in peak hour revenue service, and up to fifteen (15) 
minutes during non-peak hour revenue service.   

• Standard seasonal variations in service levels, unless the number, timing, or the types of standard 
seasonal variations change. 

• Experimental service changes may be instituted, as long as they are no more than 180 days in duration.   

 

Implementing Procedures 

In the following situations: (1) Fare Change, (2) Major Service Reduction and/or (3) Route Modification, the 
Authority shall receive public comment on any proposed change prior to final implementation via the Authority 
Board’s vote to adopt the change.     

Once a proposed change is adopted by the Authority Board, the following steps shall take place: 

• Open a 30-day (minimum) to 45-day (maximum) public comment period. 

• Schedule a minimum of 1 to 2 stand-alone public meetings to solicit public comment within the public 
comment period, in addition to public comment sessions at both the monthly Authority Board Meeting 
and Public Transit Riders Forum Meeting. 

• Hold internal meetings to gather the input and comment from employees. 

• Document, evaluate, and consideration/response of public comments received during the public 
comment period.                            
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• Draft final proposed plan, which includes any changes/revisions.   

• The Authority Executive Director shall present the proposed final Fare/Service/Route change information 
to both the public and Authority Board members at the monthly Authority Board Meeting.  

• The Authority Board shall take a roll-call vote to either, adopt or not adopt, the proposed change(s).  

Once the measure is formally approved by the Authority Board, the Authority shall utilize a 14-to-21-day lead time 
to implement the final change internally (printing schedules, technical updates, training, etc.), and post 
notification of the change to the public. 

• One (1) to Two (2) weeks prior to the implementation of the change, new route/fare schedules will be 
made available to the public via the Authority’s official website (www.lctabus.com), with print versions 
available at the Intermodal Transportation Center box office and the Authority administration office 
lobby. 

• When the changes are implemented, the Authority’s Customer Service Representatives will be on site at 
the Intermodal Transportation Center to provide information and assistance to passengers who may not 
be aware of the new changes.  Additionally, at least two (2) weeks prior to implementation, all operations 
staff will be briefed and trained on any associated fare/route/customer service changes. 

Information regarding the changes will remain available to the public for a 60-day period beyond the adopted 
implementation date of the changes.           

Public Hearing Procedures & Guidelines   

When a public hearing is required, the Authority shall make every effort to ensure that scheduling and locations 
are accessible to the public, this includes: 

• Location(s) near public transportation; 

• Community-oriented and easily known/accessible locations; 

• Convenient meeting times; 

• A time and day when public transportation is available; and/or 

• An accessible building/room for individuals with disabilities. 

All public information meetings shall be held in a central location to inform the public of the planning process, 
solicit ideas, input, and feedback.  The intent of holding a public hearing at a central location is to inform the 
public of the proposed changes, and receive public comments based on the proposed changes.   

Upon request, the Authority shall provide: interpreters for those who do not speak the English language; written 
materials for those who do not read the English language; alternative formats of written and presentation 
materials for those who are disabled; and sign language interpreters.   Additionally, upon request, the Authority 
shall provide notices of public hearing(s) to person(s) or groups identified in having a LEP.  The Authority shall be 
proactive and reach out to local agencies in an effort to accommodate LEP populations.        
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Public Hearing Notice 

When a public hearing is required, the public hearing shall be advertised for at least one week prior to the 
meeting.  The advertisement shall contain the following content: 

• An explanation and purpose of the public hearing; 

• The date, time, and location of the public hearing; 

• The open and close date of the public comment period; 

• Instructions for submitting public comments, including the use of the public comment card;  

• Statement and contact information for LEP/ADA/disability needs; and 

• Contact information for questions or additional information. 

 
The advertisement of the public hearing shall be distributed to the public using the following methods: 

• The Authority’s website homepage, including link to public comment card. 

• The Authority’s social media accounts, including link to public comment card. 

• The Authority’s “Rider Alerts” text notification system. 

• In the legal section of both local newspapers having a general circulation in the Authority’s general service 
area.   

• An event invitation letter will be issued to partner agencies (social services, community & advocacy 
groups, regional colleges, local senior centers, regional public libraries, economic development agencies, 
county & municipal government agencies, and local/county/state/federal elected officials). 

• A press release will be issued by the Authority and distributed to local television news stations located in 
the Authority’s general service area.  

• Print advertisement: Posted on the interior of Authority revenue vehicles (fixed route bus & paratransit), 
and in the interior lobby bulletin board at both the Authority administrative offices and downtown 
Intermodal Transportation Center. 

Public Hearing Processes 

The following process and decorum shall be observed when conducting a public meeting regarding a fare change, 
major service reduction or route modification: 

• Sign-in form to document attendance (Name, organization & contact information). 

• Distribution of meeting agenda, resources, public comment card, and public speaker sign-in sheet.  
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• Ensure ADA/LEP populations are accounted for, and resources are in place for event participation.   

• Executive Director welcome and explanation of public hearing requirements. 

• Executive Director & staff presentation with review and explanation of proposed changes (PowerPoint 
presentation & verbal commentary). 

• Q & A Session from attendees: 

1. Each public individual wishing to speak at the meeting shall complete both a speaker sign-in sheet & 
Public Comment Card.  Each public speaker will be given three minutes to provide public 
commentary. 

2. Documentation of public comment (written/verbal). 

3. Follow-up responses to public comment. 

• Adjourn public meeting. 

Documentation of Public Comment & Responses 

Overview: 
 

The Authority shall document comments received during the course of the 30–45-day public input process. The 
Authority shall also document how the agency responded to the public comments.  The Title VI Officer shall 
record and prepare formal minutes of the public hearing. In addition, written comments, via the use of the public 
comment card, will be accepted for at least one week following the public hearing, but within the 30–45-day 
public comment period.  Comments will be evaluated and incorporated into the recommendation and decision 
regarding the fare increase, route or service change.  
 
Public Comment Card: 
 

The utilization of public comment card is to provide a uniform format to document public input in a consistent 
manner (see Exhibit I).  Public comment cards will be utilized any time a fare change, major service reduction, or 
route modification takes place.  In addition to being available at stand-alone public meetings, public comment 
cards will be made available during the public comment period at the following locations: 
 

• The LCTA website (www.lctabus.com); 
• Lobby at the LCTA administrative office; 
• Authority ticket/information office at the Intermodal Transportation Center; and 
• At monthly public Authority Board and Ridership Forum meetings.   

 
The Authority will also make efforts to include maps, photos, or other visual tools to aid in assisting passengers 
and the public in understanding the proposed changes. When transit plans, maps, or programs are proposed to 
change, copies of the existing document and proposed changes will be made available as well. All information 
provided (along with public comment cards) will be done so at the beginning of the public comment period.  
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While written comments will be encouraged, Authority staff will also chronicle verbal comments.  Each individual 
member of the public wishing to speak at the meeting shall complete a speaker sign-in sheet.  Each public speaker 
will be given three minutes to provide commentary. Following receipt of a relevant verbal public comment, the 
Authority Executive Director will document his or her written response per the Documentation of Public Comment 
and Responses procedures outlined below. Comments received prior to the Authority Board meeting in which a 
proposed change (fare, service or route) is scheduled for official Board action, will be summarized and provided to 
the Board Chairperson prior to Board action. 
 
Comments Received:  
 

Documentation of comments may be accomplished in a manner appropriate to the project and the nature of the 
comments. Documentation shall consist of meeting minutes, files of letters, transcripts, PowerPoint 
presentations, and/or a memo that summarizes the comments. An Authority staff member will record and 
prepare formal minutes of the public hearing.   A recording and transcript of the major points made during public 
meetings will be made part of the written record.  A written summary of comments and responses shall be 
prepared by the Executive Director to provide feedback to the public, and made available upon request. 
 
Review & Response to Comments:  
 

The senior management staff of the Authority shall review all public comments received at the conclusion of each 
public meeting and at the conclusion of the public comment period.  Any comments requiring responses and/or 
Authority Board action will be recorded, and made available upon request. Comments will be evaluated and 
incorporated, where applicable, into the recommendation and decision regarding the fare increase or service 
change.  A summary of the public comment(s) received shall be prepared, analyzed for policy amendments, and 
public reply formulated.      
 
Responses to verbal/written comments received at a public hearing will be documented for record keeping 
purposes.  Written and/or e-mail comments received will be responded to in writing.  Where applicable, the 
Authority Executive Director will respond, to questions or comments from the public concerning the public 
participation process in a timely manner.  The written reply will be an aggregate response to all applicable 
comments in its totality.  This written response shall be posted on the Authority website, presented to the 
Authority Board, distributed to local media outlets, and posted at the Intermodal Transit Center and in the lobby 
of the Authority’s administrative offices.    
 
A summary analysis and report on disposition of comments shall be made a part of the final plan (if applicable). 
Rationale for policy decisions will be available to the public in writing, if requested.  Although the Authority is 
required to consider each suggestion made in the public participation process, the Authority is not required to 
implement each suggestion. Thus, if Authority management does not think it appropriate to implement a 
suggestion, documentation will indicate the reason the suggestion should not be implemented.    
 
OUTREACH EFFORTS TO ENCOURAGE PARTICIPATION  

 
The Authority values the ethnic and cultural diversity of the public it serves in Luzerne County.  Accordingly, the 
Authority actively seeks and encourages the participation of underrepresented groups on its non-elected/informal 
committees, and when formally filling Board appointment vacancies.   

17 



The Authority makes concerted efforts to provide the opportunity for individuals from underrepresented groups 
to join advisory committees so that these bodies more accurately represent the diversity of Luzerne County. 
The Authority shall utilize a number of strategies to promote meaningful participation by underrepresented 
groups, including targeted outreach. Methods may include, but are not limited to, one or more of the following:  

 

• Utilize paid and free notices in the local media, especially those culturally-based for the targeted group we 
are trying to reach. This effort includes print, televised, electronic and social media outreach campaigns. 

• Translate and post meeting notices into the native language of the targeted group. 
• Post meeting notifications on the Authority website.  
• Visit and conduct presentations and workshops at civic, cultural, or human services organizations known 

to serve the targeted group, informing attendees of any participation opportunities.  
• Send a diversity support letter to Luzerne County Council and community organizations that represent 

target populations in order to highlight LCTA’s Title VI obligations when an appointed Authority Board 
vacancy occurs (see Exhibits J and K). 

• Place notification bulletins on LCTA revenue vehicles, shelters, and intermodal transit center announcing 
public participation opportunities.   

• Distribute emails and/or written letters notifying organizations that represent target populations in the 
community of board vacancies and the application process (see Exhibit K).  

 
SUMMARY OF PUBLIC OUTREACH ACTIVITIES  

• Scheduling of public meetings and hearings at times and locations that are convenient and accessible for 
minority, low-income, and LEP communities.   

• Regular Authority staff attendance at monthly Public Transportation Ridership Forum meetings.  This 
informal Ridership Forum is composed of three Authority Board members, as well as frequent riders of 
the transportation system.  Riders are given the opportunity to make service recommendations, and bring 
concerns and questions to the Authority’s attention.  These meetings have allowed the Authority to 
commit to ensuring access to the decision-making process for low income and minority populations.    

• A specific amount of time is set aside for public comment availability at all Authority public meetings, 
including providing opportunities for public participation through means other than written 
communication, such as personal interviews, focus groups, or the use of audio or video recording devices 
to capture oral comments. 

• To consider the use of radio, local television news outlets, social media, print media (newspapers) 
advertising, and in television programming (WVIA, local access) to relay public participation opportunities 
to minority and LEP populations, and the overall community.    

• Coordinate with area community groups, civil rights organizations, institutions of higher education, media 
sources, non-profit organizations, and economic development organizations to implement public 
engagement strategies that reach out specifically to members of affected minority, low-income, and/or 
LEP communities.   

• A public hearing is held when new service or fare change is proposed and/or implemented.  All service 
and/or fare changes are communicated to the public fourteen (14) to twenty-one (21) calendar days in 
advance of implementation via print, televised, and electronic media.    

• A customer complaint process has been implemented for citizens to contact the Authority and file a 
formal complaint or compliment.  All complaints/comments are logged into a database for tracking 
purposes, and then distributed to the relevant manager who researches the complaint and respond back 
to the citizen with a resolution letter. 

• Conduct onboard rider customer service and focus group surveys, every two years, to assist in gathering 
feedback and information to improve service.          
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• Authority staff attends various community information events throughout the year, such as:  The Annual 
Senior Expo, Community Day, Provider’s Association Meeting, and travel program awareness events at 
local colleges, schools, non-profit organizations, public housing and low-income high-rise buildings.    

• All proposed fixed route service changes will be announced fourteen (14) to twenty-one (21) calendar 
days in advance by posting notifications on all revenue vehicles and at the transit center, social media, the 
Authority website, and local media (newspapers/TV). 

• Conduct “Travel Trainings” for potential riders (including senior center residents), at community resource 
centers, and for stakeholders in order to help them understand how to use the website, ride the bus, and 
interpret the bus route schedule. 

• Coordinate with community service organizations & agencies to attend or present information at 
meetings and public events. 

• A summary of Title VI public outreach events can be seen in Table 2. 
 

SECTION 6: LIMITED ENGLISH PROFICIENCY (LEP) PLAN 

INTRODUCTION 
 

The Authority’s Limited English Proficiency (“LEP”) Plan has been prepared to address its responsibilities as a 
recipient of federal financial assistance as they relate to the needs of individuals with limited English language 
skills.  The plan has been prepared in accordance with Title VI of the Civil Rights Act of 1964, 42 U.S.C. 2000d, et 
seq., and its implementing regulations, which state that no person shall be subjected to discrimination on the 
basis of race, color, or national origin. 
 
Executive Order 13166, titled:  Improving Access to Services for Persons with Limited English Proficiency, 
indicates that differing treatment based upon a person’s inability to speak, read, write or understand the English 
language is a type of national origin discrimination.  It directs each federal agency to publish guidance for its 
respective recipients clarifying their obligation to ensure that such discrimination does not take place. This order 
applies to all state and local agencies that receive federal funding, including the Authority, which receives 
federal assistance through the Federal Transit Administration (FTA). 
 
LEP PLAN SUMMARY 
 

The Authority has developed this Limited English Proficiency Plan to help identify reasonable steps for providing 
language assistance to persons with limited English Proficiency (LEP) who wish to access services provided by the 
Authority.  As defined in Executive Order 13166, LEP persons are those who do not speak English as their 
primary language and have limited ability to read, speak, write or understand English. 
 
This plan outlines how to identify a person who may need language assistance, the ways in which assistance 
may be provided, staff training that may be required, and how to notify LEP population(s) that communication 
assistance is available. 
 
In order to prepare this plan, the Authority is using the United States Department of Transportation (U.S. DOT) 
outline of a four-factor LEP analysis, which considers the following factors: 
 

1. The number or proportion of LEP persons in the service area who may be served or are likely to 
encounter a LCTA program, activity or service. 
 

2. The frequency with which LEP persons come in contact with LCTA programs, activities or 
services. 
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3. The nature and importance of programs, activities or services provided by the LCTA to the LEP 
population. 
 

4. The resources available to the LCTA and overall cost to provide LEP assistance. 
 
A summary of the results of the LCTA four-factor analysis is in the following section. 
 
FOUR-FACTOR ANALYSIS 

 
1. The number or proportion of LEP persons in the service area who may be served or are likely to 

encounter a LCTA program, activity or service. 
 
Authority staff reviewed the most recent (2019 ACS) U.S. Census Bureau data and determined the following 
information (see Table 3): 
 
The total population of Luzerne County, five (5) years of age and over, is 300,721.  It was found that 40,292 
persons, or 13.4% of the population, indicated that they speak language other than English.  
Of that population, 4.9% of the 13.4% indicated that they speak English “Less than Very Well”.   
 
Of those persons with Limited English Proficiency, 30,965 (10.3%) speak Spanish, 6,631 (2.2%) speak other Indo-
European languages, and 1,534 (0.5%) speak Asian and Pacific Island languages.  When a population with Limited 
English Proficiency reaches a 5% or more threshold trigger, as such as in this case, all vital transit-related 
documents and signage will be translated and posted for public utilization in the language identified by the LEP 
population (Spanish).   

There are no large geographic concentrations of any type of LEP individuals in the Luzerne County Transportation 
Authority service area.  Fragmented LEP populations are present in about 1/3 of the LCTA service area.  The 
overwhelming majority of the service area population, 86.6%, speaks only the English language.  Additionally, an 
internal analysis utilizing Remix Software, showed a LEP population of between 50 to 100 people per square mile 
within the ¼ mile zone of the 1/3 of the LCTA transit system service area at the route level, which uses block 
group data sources.   

2. The frequency with which LEP persons come in contact with LCTA programs, activities or services. 

The Authority continues to assess the frequency with which staff and drivers have, or could have, contact with LEP 
persons. This includes documenting phone and document requests for translation, and surveying vehicle 
operators. In accessing the frequency of LEP encounters, based on information provided by drivers and dispatch, 
the contact is unpredictable and infrequent.  At the time of this writing, Spanish is the language which requires 
our attention due to meeting the 5% LEP trigger threshold with new Census data released during this triennial 
period.  This data set will be continually monitored for assessment.  At this time, vital documents and information 
related to public use of the LCTA transit system currently is, and shall be, made available in the Spanish language.    
 
Services provided by the Authority that are most likely to encounter LEP individuals are the fixed route bus system 
which serves the general public, the demand response (Shared Ride) paratransit system which serves primarily 
senior and disabled persons, and during customer service interactions via the Authority website, ticket office, and 
when calling 570-BUS-TIME (570-288-8463), or the LCTA Customer Service phone line.  All Authority employees 
are trained in the use of Language ID Cards (see Exhibit L), and how to fill out a LEP Interaction Survey (see Exhibit 
M).  All LEP interactions are tracked by the Authority Title VI Officer in a database and reviewed on a quarterly 
basis.   

20 



At the time of this writing, over the course of the triennial period, our records indicate that the Authority has 
received a fair number of requests for telephonic translation/interpretation since the last Title VI submission (see 
Table 4).  
 
The Authority currently provides incoming and outgoing language translation and interpretation services to 
communicate with LEP person(s).  A 2019 internal survey of fixed route bus operators showed they may 
encounter an average of 13 LEP individuals per month, with all speaking the Spanish language.  A 2019 internal 
survey report of the LCTA Shared Ride Paratransit program showed that out of 3,547 active clients, there were 56 
(1.6%) clients who spoke the Spanish as their primary language (see Table 5.2).  Also, during this time period 
(2018-2021), the Authority has received no requests for translation services in order to participate at any public 
meetings.  Although the Authority has received no requests for its documents to be translated into another 
language, vital documents will be posted in Spanish language, and furnished in other languages, upon request, 
within 48 hours or two business days.  
   
3.  The nature and importance of programs, activities or services provided by LCTA to the LEP population. 

Onboard PennDOT survey data from 2018 shows that LCTA fixed route service is mostly utilized for transportation 
to medical appointments, school, work, and shopping (see Table 5.1).  The number of LEP individuals actively 
utilizing LCTA demand response/ADA Paratransit (Shared Ride) public transportation service in 2019 is also very 
low in number due at 1.6% of all active clients. Data indicated minimal requests for translations service at 1%.  
LCTA’s paratransit service is mostly utilized for medical appointments by disabled and elderly clients.    

There was an average of 18 requests per month occurring during Q1 2018 for verbal translation and 
interpretation services when interacting with LEP individuals over the telephone.  All requests were for Spanish 
language interpretation services.  The LCTA Shared Ride Program (demand response) is an important 
transportation program in order for individuals to get to and from medical appointments.  Per Ecolane data, in 
2019, a total of 140,513 Shared Ride trips were performed, with approximately 78,000 medical-related trips 
provided. 

4. The resources available to LCTA and overall cost to provide LEP assistance. 

Internally, the Authority Title VI Program Officer works closely with the Authority Procurement Manager and 
Marketing Coordinator, who manages all respective contracts and communications as they relate to interpreter 
services, and collective outreach activities with local community organizations. 

The Authority provides several options to assist in communicating with person(s) having a Limited English 
Proficiency (LEP).  The Authority contracts with Interpreters Unlimited, LLC. 
(http://www.interpretersunlimited.com) to provide language translation and interpretation services.  A person 
should identify their communication needs upon contacting the Authority, and an Authority staff member 
(CSR/Dispatch) will conference call in a certified language interpreter/ translator.  For person(s) who are hearing 
or speech impaired, LCTA encourages the use of the PA Relay Service 
(http://relayservices.att.com/content/4/parelay.html).  The PA Relay Service can be accessed by calling 711.  The 
LCTA TDD phone number is 1-800-654-5984.  Additionally, the Authority website (http://www.lctabus.com) has 
the ability to be displayed and translated into 80 different user-selected languages with the use of Google 
Translate service. 
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All translation and interpretation communication services are provided to LEP individuals free of cost. However, 
the on-going annual translation and printing costs for providing alternative language documents and route 
schedule brochures is estimated to be at $20,000. 

Based on the four-factor analysis, the Authority developed its LEP Plan as outlined in the following section. 

 
LIMITED ENGLISH PROFICIENCY (LEP) PLAN OUTLINE 

How LCTA staff may identify an LEP person who needs language assistance: 

• Analyze LEP interaction data to determine if requests for language assistance have been received in the 
past, either at meetings, reviewing monthly interpretation service invoices or over the phone, to monitor 
whether language assistance might be needed at future events or in daily operations. 

• Language Identification Cards will be available onboard all LCTA transit vehicles to assist vehicle operators 
in identifying specific language assistance needs of passengers.  If such individuals are encountered, the 
vehicle operator will be instructed to try to obtain contact information to give to the transit system 
operations manager for follow-up. Dispatchers, customer service representatives, and schedulers will also 
be instructed to obtain contact information from LEP individuals they encounter, either in- person or over 
the telephone 

• Language Identification cards are available at the Wilkes-Barre Intermodal Transportation Center LCTA 
ticket office, and available at the main LCTA Administrative Office reception desk for customer service 
staff use in interacting with LEP individuals. It is especially important for the Intermodal Center to have 
these cards available, since it is the central hub for the transit system.   

• Vehicle operators and other front-line staff, like dispatchers, customer service representatives and 
paratransit schedulers, will be surveyed monthly on their experience concerning any contacts with LEP 
persons during the previous month. This information will be monitored and tracked using an electronic 
database.   
 

• Program performance monitoring will measure key program areas to assess major points of contact with 
the public, such as: 
 

• Encounters during use of fixed route bus and demand response service; 
• Purchase of passes and tickets through the LCTA website, in-person, and over the phone; 
• Participation in public meetings; 
• Customer service interactions; 
• Requests for translations services (documents/interpretation, monthly invoices); 
• Ridership surveys & focus groups; and 
• Operator and internal operations surveys. 
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LANGUAGE ASSISTANCE MEASURES 
 
Although there is a low percentage of LEP individuals in LCTA’s service area, (persons who self-identified as 
speaking English “Less Than Very Well”) LCTA will ensure that the following measures are instituted in due to now 
meeting the 5% LEP trigger threshold to provide information in a specific language: 

• Language Identification cards are available at all times in LCTA vehicles, the Wilkes-Barre Intermodal 
Transit Center, and the LCTA Administrative Offices.   

• The Authority weighed the cost and benefits of translating documents for potential LEP groups, outside of 
the Spanish language. Considering the expense of translating the documents, the likelihood of frequent 
changes in documents and other relevant factors, at this time it is an unnecessary burden to have any 
documents translated outside of the Spanish language.  However, vital documents will be furnished in 
other languages than English and Spanish, upon request, within 48 hours.   

• Both the LCTA fare structure and vehicle safety notices are posted within all LCTA revenue vehicles in the 
Spanish language.       

• Contact local community, cultural and human service organizations that provide services to LEP 
individuals, and seek opportunities to provide information on LCTA programs and services. 

• The Authority website utilizes the “Google Translate” translation service. This service allows users to 
translate any, or all, parts of the website into their native language. 

• The Authority Title VI Policy and Limited English Proficiency Plan will be posted on the website, 
www.lctabus.com. 

• Include the statement, “Bilingual or Spanish speaking a plus”, on vehicle operator and customer service 
staff recruitment flyers and employment vacancy advertisements.  

• When an interpreter is needed, either in person or on the telephone, the Authority staff member will 
attempt to determine what language is required and then access language assistance services from the 
contracted translator services. 
 

STAFF TRAINING 
 
Title VI Program training is the responsibility of the divisional (Fixed Route or Paratransit) Authority Safety and 
Training Manager in partnership with the LCTA Title VI Program Officer.  All employees will receive training on Title 
VI policies and procedures upon hiring.  All Authority managers shall receive expanded training in Title VI concepts.   
In addition, training will be provided when any Title VI-related policies or procedures change (agency-wide training), 
or when appropriate in resolving a complaint (see Exhibit N). 
 
The following training will be provided to all Authority personnel: 
 

• Information on the LCTA Title VI Policy and LEP obligations; 
• Title VI and LEP Management Concepts (Managers & senior staff only); 
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• Description of language assistance services offered to the public; 
• Use of the Language Identification cards;  
• Documentation of language assistance requests; and  
• Procedures to file a Title VI/LEP complaint. 

 

OUTREACH TECHNIQUES 
 

The Authority has taken the following approach to outreach as adopted from the external dissemination section 
of our EEO Program: 

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

• The Authority’s informational transit documents and applications will be available in other languages 
upon request; 

• Authority management staff regularly attends community organization meetings; and 
• Authority management and staff hosts a monthly ridership forum committee meeting to provide 

information and to answer rider questions. 
 

MONITORING AND UPDATING THE LEP PLAN 
  

The Authority shall update this LEP Plan, as required by U.S. DOT/FTA. At a minimum, the plan will be reviewed 
and updated triennially, use the most recent U.S. Census data available (2019-2020), or when it is clear that higher 
concentrations of LEP individuals are present in the LCTA service area by reviewing quarterly LEP interaction data. 
Updates will include the following: 

• The number and location of documented LEP person contacts encountered annually;  
• How the needs of LEP persons have been addressed; 
• Monitor the current LEP population in the service area as updated Census information is made available 

for analysis; 
• Determine whether language assistance programs have been effective and sufficient to meet the needs of 

LEP individuals; 
• Determine whether the Authority’s financial resources are sufficient to fund additional language 

assistance resources, as needed; 
• Determine whether the Authority continues to fully comply with the goals of this LEP Plan; and 
• Determine whether complaints have been received concerning the Authority’s failure to meet the needs 

of LEP individuals. 
 
DISSEMINATION OF THE LCTA LEP PLAN 
 

A public notice poster of the LCTA LEP Plan and Available Resources notice will be posted in the same areas as the 
Title VI Policy Statement and Public Notice as it appears in Section 1 (see Exhibit O).  Any person or agency with 
internet access will be able to access and download the plan from the LCTA website (www.lctabus.com).   
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Alternatively, any person or agency may request a copy, at no cost, of the plan via telephone, fax, mail, or in- 
person.  LEP individuals may also request copies of the plan in an alternative format or translated into another 
language.  Questions or comments regarding the LEP Plan, or requests for copies of the LEP Plan may be 
submitted to the LCTA Title VI Program Officer at: 

Luzerne County Transportation Authority 
Attn:  Mr. Joe Roselle, Title VI Program Officer 
315 Northampton Street 
Kingston, PA 18704 
 
Telephone: (570) 288-9356 x221 
Fax: (570) 288-7327  
TDD: 1-800-654-5984 
Email: jroselle@lctabus.com 
 

SECTION 7: MINORITY REPRESENTATION ON PLANNING AND ADVISORY BODIES 

Efforts to encourage the participation of minority individuals at committee meetings or public hearings include 
outreach to minority organizations in the community and social service agencies.  At the start of each calendar 
year, a letter/email detailing the available public participation opportunities sponsored by the Authority shall be 
sent to local minority organizations and social service agencies advising the many opportunities to serve and/or 
become involved with Authority community planning initiatives.  Additionally, a notification letter/email will also 
be sent to these constituencies when an Authority Board member vacancy exists, and to provide notification of 
when public comment hearings will take place. Members of the public who attend Authority community events 
and/or public meetings are also made aware of opportunities to serve and/or become involved in Authority 
community planning initiatives.  During the triennial period from 2019-2021, there were no requests made for LEP 
assistance, ADA alternative formats, or accessibility modifications at any LCTA public meeting or event.         

LCTA Board of Directors 

All Authority board meetings, unless otherwise noted, occur on the fourth (4th) Tuesday of each month, and begin 
with a Work Session at 4:00 pm followed by the Public Board Meeting at 5:00 pm. Meetings take place in the 
Administrative Offices of the Authority in Kingston, PA. Meetings are advertised in accordance to the 
Commonwealth of Pennsylvania Sunshine Act.      

The members of the Authority Board of Directors are chosen externally and independently of the Authority.  
Board members are chosen and confirmed by Luzerne County Council.  Therefore, LCTA has no formal jurisdiction 
in selecting board members in compliance with this Title VI and/or EEO Program.  When an Authority Board 
member vacancy exists, the Authority EEO Officer encourages diversity in board appointment selections by 
sending a “Diversity Support” letter to members of Luzerne County Council and community organizations that 
represent target populations (see Exhibits J and K).  The demographic makeup of the LCTA Board of Directors for 
the triennial period can be found in Table 6.  
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LCTA Public Transit Ridership Forum (LCTA Ridership Committee) 

The Authority holds a Public Transit Ridership Forum at monthly meeting on the third (3rd) Tuesday of each 
month.    These meetings are presided over by the Authority Board member responsible for chairing the Board 
Operations/Ridership Committee.    In addition, the Authority Executive Director, Director of Administrative 
Services, Compliance Analyst, Marketing/Public Relations Manager, and/or Operations Director attend each 
meeting.  All members of the Authority Board of Directors are encouraged to attend.  There are no formal 
membership requirements for the Authority Public Transit Ridership Forum meetings.  Attendance by the public 
at Ridership Committee meetings is open to anyone participate.  Minutes are recorded at each meeting, and show 
an average attendance of eight members of the public at each meeting for the triennial time period of 2019-2021.  
Meetings are relatively informal, and contain no elected committee members. Ridership Forum meetings are 
advertised via advertising notices placed on the Authority website and Facebook account, on the interior of all 
LCTA revenue vehicles, local print and television media, at the meeting site, and on the information bulletin board 
at the Wilkes-Barre Intermodal Transit Center.  Meetings are advertised in accordance to the Commonwealth of 
Pennsylvania Sunshine Act.     Ridership Forum meetings are currently held various community-oriented locations 
throughout Luzerne County service area, and employee different meeting formats (focus groups, surveys, 
discussion, Zoom/GO TO Meeting, Facebook, and presentation).  Ridership Forum meetings are held at differing 

times that are convenient for citizens and riders to participate.     

Luzerne County public Transportation Advisory Council (PTAC) 

The Luzerne County Public Transportation Advisory Council (PTAC) is a group that is external, informal and 
independent of the Authority.  PTAC meetings are held every second (2nd) Saturday at a restaurant near to the 
downtown Intermodal Transportation Center in Wilkes-Barre, PA.  PTAC members are primarily members of the 
general public who ride public transportation on a frequent basis.  The PTAC President regularly attends both 
Authority Board Meetings and the Authority Ridership Forum Committee meetings to discuss the operational 
effectiveness of the transit system from the perspective of the rider, and to facilitate a two-way dialog between 
the group and Authority management.   

 
SECTION 8: DESCRIPTION OF HOW RECIPIENTS ARE MONITORED 

The Authority did not utilize any subrecipients during the previous triennial period to present.  No DOT/FTA funds 
received by the Authority are passed to any other entities.  In the event the Authority decides to contract a 
subrecipient contractor, all subcontractors and vendors who receive payments from the Authority where funding 
originates from any federal assistance shall be subject to the provisions of Title VI of the Civil Rights Act of 1964, 
as amended.  All written contracts contain non-discriminatory language provisions, either directly or through the 
bid specification package which becomes an associated component of the contract. 
 
As applicable, the Authority shall monitor its subrecipient obligation by ensuring that the entity meets the criteria 
outlined in Chapter III of Title VI Circular 4702.1B.  The Authority shall collect and review each subrecipient’s Title 
VI Program which was approved by the subrecipient’s governing board.  The Authority shall also review the 
subrecipient’s website to confirm that a Title VI Notice, Title VI complaint process, and Title VI complaint form are 
displayed and available to the public.   
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Upon adoption of this Title VI Program update, as applicable, the Authority’s subrecipient shall submit a copy of 
its Title VI Program triennially; at least 120 days (4 months) prior to the due date of the Authority’s Title VI 
Program submission to the FTA.   The Authority’s subrecipient Title VI Program monitoring includes the following 
information: 

1. A copy of the Title VI notice to the public that indicates the subrecipient’s compliance with Title VI, and 
informs members of the public of the protections against discrimination afforded to them by Title VI.  
 

2. A copy of the subrecipient’s instructions to the public explaining how to file Title VI discrimination 
complaints, including a copy of the complaint form.  

 
3. A list of any public transportation-related Title VI investigations, complaints, or lawsuits filed with the 

subrecipient. The list only contains investigations, complaints, or lawsuits that pertain to allegations of 
discrimination on the basis of race, color, or national origin.  

 
4. A copy of the subrecipient’s plan for providing language assistance to persons with limited English 

proficiency, based on DOT LEP guidance.  
 

5. Description of how LCTA subrecipients are monitored for Title VI Program compliance.  
 

6. On-site visit to each agency for evaluation of program operations: 
 

• Review of financial records for proper recording, matching of grant revenue, and to ensure a 
compliance audit was conducted; 

• Random check of vehicles providing service; 
• Document that the agency meets Federal certifications and assurances consistent with the 

designated recipient as appropriate; and 
• Review   that   each   agency   has   completed   appropriate   registrations   and   program 

notifications. 
 

SECTION 9: TITLE VI EQUITY ANALYSIS FOR CONSTRUCTION OF A FACILITY  
 
The Authority has not built any transit facilities since the submission of its last Title VI Program during the 
preceding triennial period.  However, the Authority is actively planning to construct a new operations, 
maintenance and administrative headquarters (Murray Complex Project) at the time of this writing.  However, 
ground breaking and release of contracts for bid has been delayed to late Q3 2021 to Q1 2022. To the extent that 
any transit facilities are actively planned for construction during current triennial period, the Authority has 
completed the required analyses as detailed below. 
 
In January 2019, the Pennsylvania Department of Transportation, contracted with Michael Baker International to 
conduct the required Categorical Exclusion Evaluation, on behalf of the Authority.  The purpose of this Categorical 
Exclusion Evaluation (CEE) is to evaluate the potential social, economic, and environmental impacts of the 
proposed purchase of the Murray Complex site and construction of the LCTA bus storage, maintenance, and 
administration facility. The CEE serves as the primary document to facilitate review of the proposed project by 
federal, state, and local agencies and the public, as applicable. This CEE has been produced pursuant to the FTA 
Procedures for Considering Environmental Impacts (23 CFR 771 and 23 CFR 774). 
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The Title VI equity analysis performed within this document to determine whether minority and/or low-income 
populations would experience disproportionate and/or adverse impacts from the proposed construction project. 
The term “minority” includes American Indian and Alaska Native, Asian, Black or African American, Hispanic or 
Latino, and Native Hawaiian and other Pacific Islander persons. 

The 2012-2016 American Community Survey 5-Year Estimate demographic data from the U.S. Census Bureau is 
summarized in the chart below: 

Race/Ethnicity of Residential Population 

 

In this instance, a minority population is defined as any readily identifiable group of minority persons who live in 
geographic proximity of the Subject Parcel. The U.S. Census Bureau identifies sizable minority populations within 
Census Tract 2005, which includes the Subject Parcel, and has a greater minority population percentage than the 
City of Wilkes-Barre.  
 
When FTA funds are combined with other Department of Transportation funds, then the term low-income means 
a person whose median household income is at or below the Department of Health and Human Services (HHS) 
poverty guidelines. As shown in the chart below, the median household income of Census Tract 2005 is below the 
HHS poverty guidelines. 
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Income Data

 
 

The population of this Census Tract meets both the definition of minority population and the definition of low-
income population, for the purpose of this equity analysis. In order to satisfy FTA equity analysis  requirements, 
the design and planning of this project must avoid disproportionately high and adverse human health and 
environmental effects, including social and economic effects on minority and low income populations; must 
ensure the full and fair participation by all potentially affected communities in the transportation decision making 
process; and must prevent the denial of, reduction in, or significant delay in the receipt of benefits by minority 
and low income populations. Consequently, all property acquisitions will conform with the Uniform Relocation 
Assistance and Real Property Acquisition Policies Act of 1970, and displaced persons must be treated equitably 
and receive proper and timely assistance.  

No relocations or displacements will be required for this project. Potential adverse impacts, related to Section 4(f) 
resources (Section 5.4), traffic (Section 5.11), local air quality (Section 5.12), noise and vibration (Section 5.13) or 
construction impacts (Section 5.14), are addressed throughout the full CEE document, and it was determined that 
no significant individual or cumulative effects to human health, community function, or the environment are 
anticipated. Property owners and other Consulting Parties will continue to be consulted on the project (see 
Section 5.3.3 of the CEE). There will be no denial or delay in receipt of benefits and improved public transit 
services associated with the new LCTA facility will benefit all local populations. For example, surrounding 
populations will have convenient access to the bus transfer station, and LCTA may be able to add additional 
routes once the new facility is constructed.  

Field observations noted the presence of a homeless population adjacent to the project area within the railroad 
corridor and under the South Street Bridge. There was also evidence of vagrancy within the structures in the 
project area. If any homeless populations will be displaced by the project, PennDOT will attempt to provide 
assistance to these individuals, as appropriate. 

 

SECTION 10: APPROVAL OF TITLE VI PROGRAM BY GOVERNING ENTITY  
 
The LCTA Board of Directors approved the updated 2022 Title VI Program and System Service Standards Policy on 
Tuesday, August 24, 2021 at their monthly meeting (see Exhibits P and Q).   
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II. Requirements of Transit Providers 

 
OVERVIEW 
 
Every three years, the Luzerne County Transportation Authority (“the Authority” or “the LCTA”) submits a Title VI 
Program to the FTA documenting compliance with the established Title VI requirements. In accordance with this 
submittal, the Authority will monitor and evaluate system performance relative to the system-wide service 
standards and policies, contained herein, no less than every three years. 
 
The Authority is committed to the enforcement of USDOT’s Title VI regulations, which state that no person or 
group of persons shall be discriminated against with regard to the routing, scheduling, or quality of transit service 
on the basis of race, color, or national origin.  
 
As outlined in Title VI Circular 4702.1B and Environmental Justice Circular 4703.1, the Federal Transit 
Administration (FTA) requires that all fixed route transit providers establish and monitor a set of service standards 
and polices that can be used to measure system performance and ensure that transit services are being provided 
in a fair and equitable manner.  The purpose of this document is to establish the new Title VI standards and 
policies that will be used by the Authority and ultimately submitted to the FTA as part of the Triennial Review 
process.   
 

These standards and policies apply to all LCTA fixed route transportation service and passenger facilities.  General 
oversight for the following Title VI policies is performed by LCTA’s Title VI Program Officer.  The LCTA Operations 
Department is responsible for the ongoing implementation and execution of these policies.   
 
Any significant service deficiencies identified through this process must be evaluated further to determine the 
extent to which minority and low-income populations are affected.  If the negative effect on minority persons is 
proportionally higher than the effect on non-minority persons, additional steps may be necessary to address the 
discrepancy.      
 
In accordance with FTA Title VI requirements, Authority shall regularly monitor the performance of its fixed route 
bus routes relative to system-wide standards for indicators to ensure that routes are being operated in an 
equitable manner.  
 
Chapter IV of FTA Circular 4702.1B provides program-specific guidance for recipients that operate 50 or 
more fixed-route vehicles in peak service and are located in a geographic area with a population of 200,000 or 
greater.  Since the last triennial submission of this Title VI Program to present day, the current fleet 
composition of the Authority has remained unchanged and does not exceeded 50 or more fixed route vehicles 
in peak service.  Because the Authority currently, at the time of this writing, operates only 32 vehicles in peak 
service and has a total fixed route fleet of 40 vehicles, the LCTA is required to set System-wide Service Standards 
and Policies, where other guidelines identified in Circular 4702.1B are not applicable in this Title VI Program. 
 
Federal Title VI requirements of the Civil Rights Act of 1964 were recently updated by the Federal Transit 
Administration (FTA), and now require each public transportation provider’s local governing board to approve 
both the System-wide Standards (Section 11) and System-wide Service Policies (Section 12) as part of this Title VI 
Program submission update:  
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11.  System-Wide Service Standards   12. System-Wide Service Policies 
 

A. Vehicle load for each mode.           A.  Distribution of transit amenities for each mode. 
B.    Vehicle headway for each mode.          B.  Vehicle assignment for each mode. 
C.    On-time performance for each mode. 
D.    Service availability for each mode. 

 

 
SECTION 11: SYSTEM-WIDE SERVICE STANDARDS 
 
Pursuant to requirements set forth in The Federal Transit Administration’s (FTA) Title VI Circular 4702.1B, The 
Authority must establish and monitor its performance under quantitative Service Standards and qualitative 
Service Policies. These service standards contained herein are used to develop and maintain efficient and effective 
fixed-route transit service. In some cases, these standards differ from standards used by the Authority for other 
purposes. 
 
The FTA requires all fixed-route transit providers of public transportation to develop quantitative standards for 
the following indicators. Individual public transportation providers set these standards; therefore, these standards 
will apply to each individual agency rather than across the entire transit industry:  
 
 A. Vehicle Load   C. On-time Performance 
 B. Vehicle Headways   D. Service Availability 
     
A. VEHICLE LOAD  
 

Vehicle Load Factor is described as follows by FTA Circular 4702.1B:  
 

 Vehicle load can be expressed as the ratio of passengers to the total number of seats on a vehicle. 
 For example, on a 40-seat bus, a vehicle load of 1.3 means all seats are filled and there are  
 approximately 12 standees. A vehicle load standard is generally expressed in terms of peak and off-
 peak times. Transit providers that operate multiple modes of transit must describe the specific 
 vehicle load standards for peak and off-peak times for each mode of fixed-route transit service (i.e.,  
 bus, express bus,  bus  rapid  transit,  light  rail,  heavy  rail,  commuter  rail, passenger ferry, etc., 
 as applicable), as the standard may differ by mode. 

Vehicle load is the ratio of passengers to the number of seats on a vehicle, relative to the vehicle’s maximum load 
point.  The standard load factor for fixed route bus service provided by the Authority, is 1.25, and not to exceed 
1.50 on a regular basis.  Therefore: 
 

• A typical 35’ bus in the LCTA fleet has 32 seats, and the capacity of 36 standees.  A total of 41 passengers 
is standard; 50 or more total passengers exceeds the maximum load standard.   

 
The Authority calculates Vehicle Load Factor by dividing the average peak passenger load on each route by the 
number of seats on the type of bus typically assigned to that route.  The Authority does not distinguish between 
load standards for peak vs off-peak times.  Vehicle Load Factor is monitored regularly with data recorded by 
service period to ensure customer comfort and to determine whether additional capacity needs to be added to 
specific trips or routes based on changing demand patterns (see Table 7).   
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If the Authority’s fixed route Operations Department receives reports of crowding, it will monitor the route 
and/or trips affected.  If overcrowding can be documented on five (5) separate occasions over a period of one 
month, service will be added at the next available opportunity, pending the availability of equipment and 
operators.  To ensure service quality, if any route exceeds its respective load factor standard, Authority operations 
staff will review the service to determine if additional capacity should be provided via a “helper” bus and/or by 
increasing headway frequency on a specific day/time the route is operating.         
   

Vehicle overcrowding is dependent upon ridership activity and the seating capacity of each vehicle assigned to the 
route. The Authority operates two-vehicle sub-groups each with varying capacities, fuel-types, and overall length. 
To account for the difference in seating, the vehicle load will be measured as an average from the maximum load 
point (see Table 8).   

  

PROCEDURES 
 

1. The largest vehicles will be assigned to those routes that carry the highest number of passengers       
per revenue hour. 
 

a .  The Authority will evaluate the maximum passenger loads for selected high-volume routes to 
ensure that the vehicle(s) assigned to these routes can accommodate peak passenger loads. 

 

2. Buses will be assigned to routes based upon factors such as seating capacity and local/state 
road/bridge GVWR restrictions related vehicle size/weight. 
 

a.  When a new bus has a smaller capacity than the bus it is to replace, passenger loads will  
be evaluated by each route, to ensure the new bus will accommodate the market/passenger 
demand. 
 

b. The Authority will monitor bus assignments and the distribution of the fleet 
         within the service area. 
 

3. The Authority maintains a bus inventory within its Transit Asset Management Plan, which includes 
vehicle length, GVWR, seating capacity, ancillary equipment, purchase date, condition, SGR, mileage, 
and useful life of the vehicle. 
 
 

B. VEHICLE HEADWAY 
 
Vehicle headway is described as follows by FTA Circular 4702.1B:  
 
 Vehicle headway is the amount of time between two vehicles traveling in the same direction on a       
 given line or combination of lines. A shorter headway corresponds to more frequent service. Vehicle  
 headways are measured in minutes (e.g., every 15 minutes); service frequency is measured in vehicles 
 per hour (e.g., four buses per hour). Headways and frequency of service are general indications of the  
 level of service provided along a route. Vehicle headway is one component of the amount of travel  
 time expended by a passenger to reach his/her destination.  
              
  
 
 
 

 
32 



 
A vehicle headway standard is generally expressed for peak and off-peak service as an increment of time 
(e.g., peak: every 15 minutes; and off peak: every 30 minutes). Transit providers may set different vehicle 
headway standards for different modes of transit service. A vehicle headway standard might establish a 
minimum frequency of service by area based on population density. For example, service at 15-minute peak 
headways and 30-minute off-peak headways might be the standard for routes serving the most densely 
populated portions of the service area, whereas 30-minute peak headways and 45-minute off-peak 
headways might be the  standard in less densely populated areas. Headway standards are also typically 
related to vehicle load. For example, a service standard might state that vehicle headways will be improved 
first on routes that exceed the load factor standard or on routes that have the highest load factors.   
                 

At the time of this writing and since the last triennial submission of this Title VI Program, the fixed route 
scheduling composition of the transit system has increased with the addition of 5 weekday night service routes in 
the fall of 2019, taking the total number of routes from 18 to 23.  A service equity analysis was not completed, 
because the threshold was not met, whereby some service on routes that did not carry any passengers was 
eliminated to free up available milage for the new night service routes.  All of the LCTA’s 23 fixed routes have a 
system headway average of 54 minutes for weekday service and 56 minutes for Saturday service. Each route 
leaves and returns to the Intermodal Transportation Center in downtown Wilkes-Barre at a system average of 65 
minutes (trip duration). System-wide, a route repeats and departs at a system average of every 55 minutes (see 
Table 9).  No route shall have headways wider than every 75 minutes.   Authority staff is working to actively 
improve base headways, and hopes to improve this service standard in future versions of this document.    
 
Service levels and service periods are monitored and adjusted based on key route attributes in relation to overall 
system performance and ridership (demand) requirements.  These factors determine the establishment of 
headways, to include:  
 

• Ridership trends; 
• Load factor; 
• Service span of operating hours; 
• Population density and population trends; 
• Stop spacing:  Standard “start and end” times of major destinations along the route; 
• Route spacing, service frequency, and proximity to other routes; 
• Stop amenities; 
• Access to service; 
• Connectivity; and 
• Customer Demand:  Number of passengers boardings and alighting. 

 
 PROCEDURES 
 

1. Routes and schedules will be monitored continuously and evaluated on a semi-annual basis to 
improve system connectivity and timed transfers. 
 

2. Routes will be evaluated on a semi-annual basis according to passenger productivity to determine the 
need for improved service frequency, additional service, and/or discontinuation. 

 

C. ON-TIME PERFORMANCE  
 
On-time performance is described as follows by FTA Circular 4702.1B:  
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 On-time performance is a measure of runs completed as scheduled. This criterion first must define 
 what is  considered to be “on time.” For example, a transit provider may consider it acceptable if a 
 vehicle completes a scheduled run between zero and five minutes late in comparison to the 
 established schedule. On-time performance can be measured against route origins and destinations 
 only, or against  origins and destinations as well as specified time points along the route. Some transit 
 providers set an on-time performance standard that prohibits vehicles from running early (i.e., ahead 
 of schedule) while others allow vehicles to run early within a specified window of time (e.g., up to five 
 minutes ahead of schedule).           
                 
 An acceptable level of performance must be defined (expressed as a percentage). The percentage 
 of runs completed system-wide or on a particular route or line within the standard must be calculated and 
 measured against the level of performance for the system. For example, a transit provider might define 
 on-time performance as 95 percent of all runs system-wide or on a particular route or line completed 
 within the allowed “on-time” window.                      

An Authority fixed route bus is determined to be late and behind schedule if it departs a scheduled “time point” 
five (5) or more minutes later than the published time. Buses are considered early if they depart from a published 
time point one (1) or more minutes prior to the scheduled departure time. It is the Authority’s performance goal 
to be on-time at least ninety percent (90%) of the time for all system-wide trips.   

The Authority regularly monitors on-time performance on a daily basis to increase service reliability and to 
determine if running time changes are needed.  As part of the quarterly schedule update process, running times 
on each route are reviewed and adjusted, as warranted by changing traffic conditions.  Actual bus arrival times 
will be determined by FRITS (Fixed Route Intelligent Transportation System) AVL software, which was 
implemented in 2019 as part of a PennDOT mandate.  The FRITS AVL program is a computer-aided transit dispatch 
and vehicle locator system which uses GPS technology to assist in monitoring transit system performance.    

The Authority Operations Department regularly monitors on-time performance with an aggregate report each 
month, and counsels vehicle operators who consistently fail to meet on-time performance standards that are 
within their control. Discussions with bus operators are also used to identify vehicle scheduling issues which are 
corrected through service changes.    

Bus on-time performance can be impacted by traffic congestion, detours, road construction, weather, a larger 
number of boarding’s, and boarding’s of passengers with accessibility needs.  Complementary paratransit service 
is by reservation only, and on-time performance is tracked by each individual appointment.    

 PROCEDURES 
 

1. The count of on-time departures is divided by the total number of scheduled departures; the resulting 
percentage is the on-time performance rate.  
 

2. Standards used to measure on-time performance data are as follows: 
 

• On-time and On-Target:  85% or better; 
• Needs Improvement:  75% to 84%; and/or 
• Fail:  Below 75%. 
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3. Routes that fall below target for six (6) consecutive weeks shall be reviewed.  The Authority’s 

Operations department will remedy poorly performing routes by adjusting running times on a 
quarterly basis.   
 

4. Each month, the Authority’s Operations Department will follow up and evaluate customer complaints, 
operations report(s), and review AVL reports which pertain to on-time performance. 
 

5. The Authority’s Operations Department will monitor on-time performance to determine the cause for 
delays and recommend changes in scheduling or routing when necessary. 

 
 
D. SERVICE AVAILABILITY 
 
Service availability/transit access is described as follows by FTA Circular 4702.1B:  

Service availability is a general measure of the distribution of routes within a transit provider’s service 
area. For example, a transit provider might set a service standard to distribute routes such that a specified  
percentage of all residents in the service area are within a one-quarter mile walk distance of bus service or 
a one-half mile walk distance of rail service. A standard might also indicate the maximum distance 
between stops or stations. These measures related to coverage and stop/station distances might also vary 
by population density.  

  
For example, in more densely populated areas, the standard for bus stop distance might be a  

 shorter  distance than it would be in less densely populated areas, and the percentage of the  
 total population within a one-quarter mile walk of routes or lines might be higher in more densely 
 populated areas than it would be in less densely populated areas.  Commuter rail service or 
 passenger ferry service availability standards might include a threshold of residents within a  
 certain  driving distance as well as within walking distance of the stations or access to the terminal.  
 
Service availability is a measurement of the distance a person must travel to gain access to transit service. 
Access can be measured in time/distance intervals, so that it can be included as a component of the calculation of 
travel time. Transit access is a general measure of the distribution of transit service within a transit system. Standards 
developed with respect to transit access would apply to existing services as well as any proposed service modifications 
affecting transit service levels. The LCTA makes every effort to ensure transit services are accessible to all persons in 
LCTA service area, and are provided in a manner that is without regard to race, gender, or national origin. 
 
At of the time of this writing, LCTA currently operates eighteen (23) fixed route bus routes (see Maps 1 and 2). 
Standard service availability is as follows: 
 

• Service area residents within ¼ mile of a bus stop:  60%; and/or 
• Service area residents within ½ mile of a bus stop with weekday all-day service:  80% (see Map 8).   

 
For the purposes of this writing, public transit access is determined by mapping all active bus routes within the 
system and then calculating the population within one-half mile radii of those routes. This information is then 
compared to the total municipal and Luzerne County populations. 
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The LCTA’s fixed route bus service availability is largely shaped by the use of a market-based approach in 
determining when and where transit service will be operated.  This approach allows for the efficient and effective 
expenditure of transit funds, and for realizing the highest return on investment in terms of public good and 
ridership productivity by being able to provide frequent, high-quality service to the areas with the highest 
ridership demand and trip generation (see Maps 8 through 16).    
 
Although LCTA utilizes a ridership demand-based approach to service availability, the agency has developed stop 
spacing standard goals of:  
 

• 0.24 to 0.50 miles between stops for each route (see Table 10; and 
• 90% of all stops composing the total system average are at a distance of 1/2 (0.50) miles or less 

between stops (see Table 11).    
 
Ridership Productivity:  LCTA identified a series of ridership-based standards that are used to monitor and evaluate 
route performance.  Based on historical ridership data and staff analysis, the primary standard for measuring route 
service performance is the amount of boarding’s per revenue hour.   
 
For data collection, monitoring and evaluation purposes, a specific numerical standard is applied to each route, 
service period category, and operating day of the week.  This standard is recalibrated each quarter based on the 
average boardings per revenue hour for each route, service period category and operating day of the week, with a  
minimum standard of seventeen (17) passenger boardings per revenue hour.  Fixed route bus routes that 
consistently operate below their respective thresholds and are unresponsive to marketing, restructuring, and 
operational refinements are subject to discontinuation with the exception of special circumstances, such as loss of 
ridership due to a pandemic, natural disaster, et.al. (see Table 12).           
             
       PROCEDURES 
 

1. The LCTA will maximize the general coverage of transit service in the service area, while following a market-
driven implementation strategy.  
 

2. Any change in fares or service will require approval by the LCTA Board of Directors.  Advance notification to 
the public will be made in accordance with Section 5. 

 
 

3. Routes that are not meeting performance standards will be evaluated to determine the productivity of 
route segments that are duplicative. Any proposed realignment will then be evaluated based upon the 
number of transit generators and attractors within a quarter-mile of transit service.  Routes that are not  
meeting performance standards will be evaluated to determine segments where ridership exists and 
recommend those segments be combined with existing routes, if possible. 
 

4. The LCTA will evaluate routes, on a quarterly basis, that are recommended for elimination to determine the 
impact on minority and low-income users. 
 

5. The LCTA will request that municipal, county, and Commonwealth governmental entities include LCTA in 
the development review process for pedestrian accessibility to transit stops. LCTA staff will recommend 
locations that are of mixed use and include multiple points of direct and convenient pedestrian access to 
transit stops. 
 

6. The LCTA will continue to conduct periodic market research to determine the distance most users must 
travel to gain access to transit service.   Market research should be undertaken at minimum every three 
years. 
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SECTION 12: SYSTEM-WIDE SERVICE POLICIES 
  

System-wide Service Policies are intended to provide guidance and instruction to ensure that vehicle assignment 
and passenger amenity distribution practices do not result in discrimination on the basis of race, color or national 
origin.  The following system-wide policies differ from service standards in that they are not necessarily based on 
meeting a quantitative threshold, but rather qualitative evaluation of local conditions and asset performance. 
                
The FTA requires fixed-route transit providers to develop a policy for each of the following service indicators. 
Transit providers also may opt to set policies for additional indicators: 
 

 A. Vehicle Assignment  
 B. Transit Amenities  
 
A. VEHICLE ASSIGNMENT  
 
Vehicle assignment is described as follows by FTA Circular 4702.1B:  
 
 Vehicle assignment refers to the process by which transit vehicles are placed into service in depots  
 and on routes throughout the transit provider’s system. Policies for vehicle assignment may be based  
 on the age of the vehicle, where age would be a proxy for condition. For example, a transit provider  

could set a policy to assign vehicles to depots so that the age of the vehicles at each depot does not  
 exceed the system-wide average. The policy could also be based on the type of vehicle. For example,  
 a transit provider may set a policy to assign vehicles with more capacity to routes with higher ridership 
 and/or during peak periods. The policy could also be based on the type of service offered. For example, a 
 transit provider may set a policy to assign specific types of vehicles to express or  commuter service. 
 Transit providers deploying vehicles equipped with technology designed to reduce emissions could choose 
 to set a policy for how these vehicles will be deployed throughout the service area.     

          
Since the last triennial submission of the Title VI Plan, and at the time of this writing, there have been some minor 
changes to the LCTA fixed route bus fleet composition by removing older buses from service that have met their 
useful life, and by replacing them with new CNG-fueled replacements.  The LCTA currently operates a total of 
forty (40) vehicles in its fixed route bus fleet (see Table 8).  All LCTA fixed route vehicles are stored and maintained 
at the LCTA Operations and Administration Building in Kingston, Pennsylvania.  All fixed route vehicles deadhead 
from the maintenance garage located in Kingston to the Intermodal Transportation Center located in downtown 
Wilkes-Barre.  The distance traveled between deadhead points is 1.04 miles.     
 
All of LCTA’s fixed route vehicles contain the same level of amenities available to all riders, to include: 
 

• ADA accessible ramp or lift to board mobility-limited individuals; 
• ADA accessible seating/securement area (2) for wheelchairs and electric power chairs; 
• Dispatch radio equipped; 
• Bike rack (2); 
• Climate control (A/C and heat); 
• Interior lighting;  
• FRITS AVL tracking capabilities for use with the LCTA Bus Locator website; and 
• ADA automatic stop announcement display board with verbal annunciations both inside and outside 

of the vehicle.  
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Vehicle assignment refers to the process by which vehicles are placed into service on routes throughout the 
system.  It is LCTA’s vehicle assignment policy to randomly assign buses to all routes without regard to race, color, 
or national origin.  Fixed route buses are not assigned to specific communities within LCTA’s service area based on 
vehicle age or physical condition, but rather to serve specific routes that call for vehicles of differing 
length/width/weight, that are based street/road/bridge limitations and passenger capacity loads. 
 
Exceptions to this policy are necessary due to other external factors and circumstances, such as bus service span, 
fuel capacity, fulfilling ADA regulations, passenger capacity, local road conditions, or special bus length or turning 
radius (smaller buses) considerations.  All routes serve multiple communities (city, suburb & rural) with diverse 
populations and road/terrain conditions (see Maps 1 through 16). Given LCTA’s strict standards with respect to 
maintenance, vehicle age does not serve as a viable proxy for diminished quality. 
 

B. TRANSIT AMENITIES  
 
Transit amenities are described as follows by FTA Circular 4702.1B:  
 
 Transit amenities refer to items of comfort, convenience, and safety that are available to the general  
 riding public. Fixed-route transit providers must set a policy to ensure equitable distribution of transit   

amenities across the system. Transit providers may have different policies for the different modes of  
 service that they provide. Policies in this area address how these amenities are distributed within a  
 transit system, and the manner of their distribution determines whether transit users have equal  
 access to these amenities. This is not intended to impact funding decisions for transit amenities.  
 Rather, this applies after a transit provider has decided to fund an amenity.  
 
It is the policy of LCTA that all transit amenities shall be distributed equitably, on a system-wide basis without 
regard to race, color, or national origin. Transit amenities include shelters, benches, information boards, schedule 
information kiosks, lighting fixtures, and trash receptacles. The location of transit amenities is determined by 
factors such as ridership demand, individual requests, jurisdictional limitations, and staff recommendations.  In 
situations where LCTA does not directly own, operate, or control a transit facility or amenity, the LCTA shall seek 
to coordinate with the controlling entity and/or municipality to ensure compliance with Title VI requirements.  
External controlling entities are to abide by FTA regulations where a transit system operates.   

Currently, all of LCTA’s fixed route vehicles operate (outbound origin and inbound destination) from the 
Intermodal Transportation Center in downtown Wilkes-Barre, Pennsylvania.  The Intermodal Transportation 
Center is owned and operated by the City of Wilkes-Barre and Martz Trailways, respectively.  The Luzerne County 
Transportation Authority leases space at the intermodal in the form of a ticket box office and shared bus stalls.  
Transit amenities that are the responsibility of LCTA at the intermodal include both a static and electronic 
schedule information board, and an information desk within the ticket box office, and a static information bulletin 
board.  LCTA does not own or operate the passenger lobby of the building that contains the waiting area.  The 
LCTA Operations Department coordinates with the City of Wilkes-Barre Facilities Manager to provide guidance on 
LCTA’s Title VI obligations, and to ensure that transit amenities are equitably made available to passengers 
without regard to race, color, or national origin.  The City of Wilkes-Barre is responsible for providing trash 
receptacles, security, seating, lighting, and maintenance for the Intermodal Transportation Center.  However, 
ultimate responsibility for purchasing, placement, operations and compliance of the majority of transit amenities, 
is that of the City of Wilkes-Barre.     
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Additionally, LCTA staff monitors the location of all transit amenities along a route to ensure they are equitably 
distributed without regard to race, color, or national origin.  LCTA maintains an inventory database of all bus stops 
and transit-related amenities distributed within the fixed route transit system.  The LCTA coordinates with each 
municipal jurisdiction to provide transit amenities to the public at all applicable fixed route bus stops.  All FTA-
defined transit amenities must meet ADA and local zoning standards.   
 
Bus stop transit amenities are provided by several sources, including local governments, citizen groups, 
advertising companies, and private developers.  This can lead to situations where amenities are installed without 
the direction or control of LCTA.  When this situation occurs, LCTA shall seek to coordinate with the entity to 
provide guidance on LCTA’s Title VI obligations, inventory the transit amenity and ownership status, and ensure 
that transit amenities are equitably made available to passengers without regard to race, color, or national origin. 
 
The primary factor in assessing what type of bus stop transit amenity that should be implemented at a particular 
location is the amount of daily passenger activity that typically occurs. The potential for bus passenger activity at 
any particular spot can be influenced by a number of variables, including the population and employment density 
of the surrounding area, the intensity and type of nearby land use, trip generator type, the accessibility and design 
of the site, and the condition of the adjacent facilities. All capital equipment, facilities, and transit amenities under 
the jurisdiction of LCTA shall be equitably distributed throughout the LCTA service area. 
 
The installation of transit amenities along bus routes are based on the number of passengers boarding and 
alighting at stops along these routes. LCTA’s main transit amenities for fixed route service are benches and 
shelters. Bus stops are generally placed within a goal range of every ¼ mile to ½ mile distance on LCTA’s fixed 
route system.   
 
The LCTA’s transit amenity distribution standard is that all stops with at least seventeen (17) average daily 
passenger boardings or stops that have high concentrations of individuals at a stop, particularly those who are 
elderly or disabled, shall have a shelter installed.  All stops with at least ten (10) average daily passenger boardings 
shall have a bench installed (unless available space and local conditions prevent this, as determined in 
consultation with each municipality and property owner).  The LCTA strives to place benches and shelters at bus 
stops in areas with adequate space if there’s a reasonable need and based on availability. 
 
 

CONCLUSION 
 
The Luzerne County Transportation Authority is committed to the enforcement of United States Department of 
Transportation Federal Transit Administration’s Title VI regulations and will provide the most effective and 
efficient transit service possible, with full accountability and accessibility to those it serves. Through the use of the 
established service standards and policies, the LCTA will ensure that no person or group of persons shall be 
discriminated against with regard to the routing, scheduling, amenities and/or quality of transit service on the 
basis of race, color, or national origin.  This Title VI Program shall be updated on a triennial basis (at a minimum), 
unless a major system, operational or administrative change takes place. 

This Luzerne County Transportation Authority Title VI update has been prepared pursuant to Title VI of the Civil 
Rights Act of 1964, and FTA Circular 4702.1B. The objectives detailed in this Title VI Program include: ensuring that 
Federally-assisted benefits and related services are made available and equitably distributed; ensuring that the 
level and quality of Federally-assisted services are sufficient to provide equal access and mobility to all persons;  
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ensuring adequate opportunities for all to participate in planning and decision-making processes; and ensuring 
that placement of transit services and facilities is equitable.  Additionally, this Title VI update ensures that 
corrective and remedial actions are taken for all applications and receipts of federal assistance to prevent 
discriminatory treatment of any beneficiary, provides procedures for investigating Title VI complaints, ensures 
that meaningful access to programs and activities is provided for LEP populations, and provides steps for 
informing the public of their rights under Title VI.   
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APPENDIX 
 

APPENDIX:  Exhibits 

Exhibit A: Title VI Program Policy Statement & Public Notice 
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Exhibit B: LCTA Title VI Webpage 

 

 

            
A2 



 

 

 

 

 

 

A3 



 

 

 

A4 



 

 

 

 

 

A5 



Exhibit C: Title VI Employee Education Training Course Syllabus 

 

 
A6 



Exhibit D:  Employee Title VI Plan Acknowledgement Receipt 
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Exhibit E:  LCTA title VI Complaint Form (English) 
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Exhibit E:  LCTA title VI Complaint Form (English) 
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Exhibit E:  LCTA title VI Complaint Form (English) 
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Exhibit E:  LCTA title VI Complaint Form (English) 
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Exhibit E:  LCTA title VI Complaint Form (Spanish) 
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Exhibit E:  LCTA title VI Complaint Form (Spanish) 
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Exhibit E:  LCTA title VI Complaint Form (Spanish) 
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Exhibit E:  LCTA title VI Complaint Form (Spanish) 
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Exhibit F:  Letter Acknowledging Receipt of Title VI Complaint 
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Exhibit G:  Letter Notifying Complainant that the Title VI Complaint Is Substantiated 
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Exhibit H:  Letter Notifying Complainant that the Complaint Is Not Substantiated 
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Exhibit I:  Sample Public Comment Card 
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Exhibit I:  Sample Public Comment Card 
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Exhibit J:  Luzerne County Council Diversity Support Letter 
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Exhibit K:  Diversity Support Letter to Local Community Organizations 
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Exhibit L:  LEP Language ID Card 
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Exhibit L:  LEP Language ID Card 
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Exhibit M:  LEP Interaction Survey Form 
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Exhibit N:  Title VI Program Employee Training Course Syllabus 
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Exhibit O:  Public Notice of LEP Plan and Available Resources 

 

A27 



 

Exhibit O:  Public Notice of LEP Plan and Available Resources 
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Exhibit P:  8/24/2021 LCTA Board Meeting Agenda 
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Exhibit Q:  LCTA Board Approval of Updated Title VI Program 
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APPENDIX:  Tables 

Table 1:  Title VI Complaints and Investigations 

Table 1.1 

 

Source:  LCTA Title VI officer, Files. 

 

 

Table 1.2 

Title VI Complaint Tracking Sheet 
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Table 2:  Summary of Title VI Public Outreach Events 
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Event Date Community Engaged
1/18/2018 College Students, Low Income, Disabled, Minority

3/20/2018 College Students, Low Income, Disabled, Minority
5/17/2018 All Communities
10/16/2018 All Communities
11/2/2018 LEP
11/19/2018 All Communities, Seniors, Disabled, Low Income
11/30/2018 Students, minority, low income, Disabled
12/3/2018 LEP
12/6/2018 Disabled, Low Income
12/11/2018 All Communities

1/4/2019 LEP
1/15/2019 All Communities
2/4/2019 LEP

2/19/2019 All Communities
3/4/2019 LEP

3/19/2019 All Communities
4/5/2019 LEP

4/16/2019 All Communities
5/3/2019 LEP

5/21/2019 All Communities
5/30/2019 All Communities
6/4/2019 LEP
6/7/2019 All Communities, Low Incom, Disabled

6/10/2019 All Communities
6/18/2019 All Communities
6/25/2019 LEP
6/27/2019 All Communities
7/9/2019 LEP

7/12/2019 All Communities
7/18/2019 All Communities
7/18/2019 Senior, Minority, and Low Income Riders
8/6/2019 LEP

8/20/2019 All Communities
9/5/2019 LEP

10/8/2019 LEP
10/11/2019 Senior, Minority, Disabled, and Low Income
11/5/2019 LEP
12/3/2019 LEP

Community Transition Event:  NE Sight Services

Travel Training:  LIU & West Side Tech CTC

NEPA MOVES Community Meeting

Wilkes-Barre Farmer's Market Outreach
LEP Travel Training

Wilkes-Barre Pedestrian Study Outreach Event

Wilkes-Barre Pedestrian Study Outreach Event

Arena  Free Public Dental Clinic
Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly Ridership Meeting

9/10/2019 Students, minority, low income

Wilkes-Barre Farmer's Market Outreach

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly Ridership Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch

Wyoming Valley Senior Expo

Student Welcome Back Bash, Luzerne County Community 
College (LCCC)

Monthly LEP Interaction Report Review:  CSR/Dispatch

Summary of Title VI Public Outreach Events:  October 2018 to September 2021

Monthly Ridership Meeting

1/18/2018 Minority, Low Income, Senior, Disability

Monthly Ridership Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Event Title
College Focus Group and Campus Survey (LCCC)

College Focus Group and Campus Survey (Wilkes University)

Monthly Ridership Meeting
PennDOT Rider Feedback and Customer Satisfaction Surveys

PennDOT Murray Complex EJ & Title VI Analysis, & 
Categorical Exclusion Evaluation

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch
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Event Date Community Engaged
2/4/2020 LEP
2/20/2020 Disabled, Low Income
3/3/2020 LEP
4/7/2020 LEP
5/6/2020 LEP
6/5/2020 All Communities
6/9/2020 LEP
7/8/2020 LEP
7/21/2020 All Communities
8/6/2020 LEP
9/7/2020 LEP
9/16/2020 All Communities
10/6/2020 LEP
11/5/2020 LEP

11/18/2020 All Communities
12/8/2020 LEP
1/7/2021 LEP
2/9/2021 LEP
2/17/2021 All Communities
3/1/2021 All Communities
3/4/2021 LEP
4/8/2021 LEP
5/5/2021 LEP
4/21/2021 All Communities
6/3/2021 LEP
6/23/2021 All Communities
7/6/2021 LEP
8/4/2021 All Communities
8/20/2021 All Communities

12/10/2021 All Communities

Monthly LEP Interaction Report Review:  CSR/Dispatch

YMCA Health Equity Tour

Free Rides to Covid 19 Vaccination Clinics (3/21 to Present)

Community Covid Survey (Transportation Habits, Changes)

NEPA MOVES Community Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly Ridership Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly Ridership Meeting

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch

Monthly LEP Interaction Report Review:  CSR/Dispatch

NE Sight Services Transportation Outreach Event

Monthly LEP Interaction Report Review:  CSR/Dispatch
Monthly LEP Interaction Report Review:  CSR/Dispatch

Event Title

Summary of Title VI Public Outreach Events:  October 2018 to September 2021



Table 3: U.S. Census Bureau LEP Data, Luzerne County, Pennsylvania 
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Table 4:  LEP Customer Interaction Data (2018-2021) 
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Table 5:  Public Transportation Use & Rider Demographic Data 

Table 5.1 

 

 

 

Table 5.2 

 

 

Source(s):  PennDOT/LCTA Fixed Route Public Transit Rider Customer Service Survey (5/2018); and Shared Ride 
Paratransit Program Ecolane Rider Demographic & Language Report (7/2021).   
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140,513
3,547

3,490 (98.4%)
56 (1.6%)
1 (0.03%)

Shared Ride Division:  Client Languauge (2019)
Total Number of Trips
Total Number of Clients
Total Number of English Speaking Clients
Total Number of Spanish Speaking Clients
Total Number of Polish Speaking Clients



Table 6: LCTA Board of Directors Demographics (2019-2021) 

 

 

 

Table 7:  LCTA Fixed Route Vehicle Load Standard 
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Table 8: LCTA Fixed Route Bus Fleet & Load Capacity Data (6/2018) 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

A38 
 



Table 9:  LCTA Fixed Route System Trip Duration and Headway Data 
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Table 10:  System Total:  Average Distance Between Stops Per Route 
 
 

 
 
 
 
 
 

 
A40 



Table 11:  LCTA Fixed Route System Total:   Aggregate Distance Between Stops 
 

 
 

Source:  Remix Planning Software, LCTA System Fixed Route Data Layer (8/2019) 
 
 
 
Table 12:  Ridership Productivity Standards 
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APPENDIX:  Maps 

 
Map 1:  LCTA System Map 
  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

A42 



Map 2:  LCTA System Map:  Routes Originating from Downtown Wilkes-Barre Intermodal Transit Center 
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Map 3: LCTA System Map Route 51 (Night Service Loop) 
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Map 4: LCTA System Map Route 52 (Night Service Loop) 
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Map 5: LCTA System Map Route 53 (Night Service Loop) 
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Map 6: LCTA System Map Route 54 (Night Service Loop) 
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Map 7: LCTA System Map Route 55 (Night Service Loop) 
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Map 8: LCTA System Map w/ Population Density Layer 
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Map 9: LCTA System Map w/ Jobs Density Layer 
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Map 10: LCTA System Map w/ Poverty Population Density Layer 
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Map 11: LCTA System Map w/ Minority Population Density Layer 
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Map 12: LCTA System Map w/ Car Free Households Density Layer 
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Map 13: LCTA System Map w/ Senior Population Density Layer 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A54 



Map 14: LCTA System Map w/ Youth Population Density Layer 
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Map 15: LCTA System Map w/ Disabled Population Density Layer 
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Map 16: LCTA System Map w/ LEP Population Density Layer 
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	LCTA TITLE VI DISCRIMINATION COMPLAINT FORM
	1. The number or proportion of LEP persons in the service area who may be served or are likely to encounter a LCTA program, activity or service.
	Authority staff reviewed the most recent (2019 ACS) U.S. Census Bureau data and determined the following information (see Table 3):
	The total population of Luzerne County, five (5) years of age and over, is 300,721.  It was found that 40,292 persons, or 13.4% of the population, indicated that they speak language other than English.
	Of that population, 4.9% of the 13.4% indicated that they speak English “Less than Very Well”.

