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AGENCY PROFILE
This document contains information regarding transit services administered by the Central Oklahoma
Transportation and Parking Authority (COTPA) and is intended to document compliance with Title VI of
the 1964 Civil Rights Act. In accordance with FTA Circular 4702.1B, various data, assurance statements,
maps, and transit-related information are provided.

COTPA is a trust of the City of Oklahoma City and provides transit services, transit planning, and is the
major public transportation provider within the Oklahoma City metropolitan area. The COTPA bus
system, known as METRO Transit, serves Oklahoma City and its funding partners Midwest City and
Oklahoma County. COTPA operates 48 fixed route vehicles in peak service. The system includes 22
local routes, an express route between Norman and Oklahoma City, and four late-night/Sunday routes.
COTPA also operates Oklahoma River Cruises.

In addition to fixed route service, COTPA provides complementary paratransit services, as required by
the Americans with Disabilities Act (ADA). Several additional COTPA-sponsored programs are
provided to assist the elderly and persons with disabilities with their transportation needs. These include
METRO Lift, METRO Link, Share-A-Fare, Supplemental Transportation for Elderly and Disabled
Persons (STEP), Congregate Meal Program, Interim, the Daily Living Center, Helpline, Senior
Companion Program, Non-emergency Medical Transportation, and the Retired Senior Volunteer
Program (RSVP).

COTPA’s planning activities are included in the Unified Planning Work Program (UPWP), which is
adopted annually by the Association of Central Oklahoma Governments (ACOG), the Metropolitan
Planning Organization (MPO) that serves the Oklahoma City metropolitan area. Capital, operating, and
planning activities of the Authority are also reflected in various COTPA plans on the gometro.org
website and in the short-range Transportation Improvement Program (TIP) as well as in the region’s
long-range transportation plan (LRTP).
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I.

COTPA BOARD DOCUMENTS
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II.

TITLE VI NOTICE TO THE PUBLIC
COTPA has posted the following notice on its buses, paratransit vans, and website, as well as at its
downtown transit center and various notice boards.

FIGURE 1:
Onboard Title VI Posting
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III.

TITLE VI COMPLAINT PROCEDURES
Title VI of the Civil Rights Act of 1964 is a Federal statute that provides that no person shall be
discriminated against or denied benefits on the ground of race, color, or national origin, in programs and
services that receive federal financial assistance. As such, to ensure that COTPA customers are not
discriminated against, the agency has adopted policies that promote equal access and quality service to all
customers.

What Does Title VI Mean To You?
Public transit agencies, such as COTPA, are required to provide services in a fair and equitable manner to
all passengers without regard to their race, color or national origin. Title VI also requires COTPA to reduce
language barriers that may impede access to important services by customers who may not be proficient in
English.

In addition to the Title VI requirements there are other laws providing similar protection on account of a
person’s gender, religion, age, disability, sexual orientation, or other protected status. COTPA also has a
zero-tolerance policy prohibiting any form of unlawful discrimination.

What Services Are Available To Customers Who Are Not Proficient In English?
Under Title VI, customers who are not proficient in English are entitled to assistance in accessing critical
COTPA information. If deemed essential or upon request, COTPA can translate materials in several
languages, including Spanish, Chinese, Vietnamese and others.

Additionally, customer service agents and route supervisors are able to provide guidance to customers who
are not proficient in English; and if deemed necessary or upon request translation services may be provided

What Should You Do If You Have A Service Complaint?
All comments and suggestions for improvement in the service are welcome and will be considered.
Comments, suggestions or complaints should be submitted to Customer Service via the online action center
(www.gometro.org/action-center) or by calling (405) 235-RIDE (7433).

What Should You Do If You Have A Title VI Complaint?
To make a formal Title VI complaint, individuals should complete and submit the Title VI complaint form.
All complaints must be in writing and signed by the complainant or his/her representative before action can
be taken. Complaints shall state, as fully as possible, the facts and circumstances surrounding the alleged
discrimination.
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COTPA investigates complaints received no more than 180 days after the alleged incident. COTPA will
process complaints that are complete. Within ten (10) working days, COTPA will provide the complainant
or his/her representative with a written acknowledgment that COTPA has received the complaint.

The completed form and letter should be sent to:
COTPA
Re: Title VI
300 SW 7th Street
Oklahoma City, OK 73109
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IV.

TITLE VI COMPLAINT FORM
The following pages show COTPA’s Title VI complaint form. The form is available on COTPA’s website
at www.gometro.org/titlevi and as a hardcopy from the Downtown Transit Center.
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FIGURE 2: COTPA Title VI Complaint Form
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V.

RECORD OF TITLE VI INVESTIGATIONS, COMPLAINTS, OR LAWSUITS
The following memo refers to COTPA’s civil rights lawsuits in the past three years.

THE CITY OF OKLAHOMA CITY
OFFICE OF
THE MUNICIPAL COUNSELOR
TO:

Diponker Mukherjee
Planner II
Public Transportation and Parking

FROM:

Marsha D. Harrod
Assistant Municipal Counselor

DATE:

October 26, 2012

RE:

Requirement to Record and Report Transit-Related Title VI Investigations,
Complaints and Lawsuits

Please be advised that there were no Title VI incidents involving COTPA employees during the time period
of July 1, 2009 and June 30, 2012.
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VI.

RACIAL BREAKDOWN OF COTPA COMMITTEES
COTPA Board of Trustees
An eight-member Board of Trustees governs COTPA. Five of the trustees are nominated by the Mayor and
approved by the Oklahoma City Council to serve five-year terms. The Mayor, City Manager, and City
Finance Director serve as three ex-officio trustees.

TABLE 1: COTPA Board of Trustees
Chris Kauffman

Chair

Caucasian

Barney Semtner

Vice Chair

Caucasian

Kay Bickham

Trustee

Caucasian

David Greenwell

Trustee

Caucasian

Jim Couch (City Manager)

Trustee

Caucasian

Mick Cornett (Mayor

Trustee

Caucasian

Craig Freeman (City Finance Director)

Trustee

Caucasian

Veran Randle

Trustee

African American

Female

TABLE 2: COTPA Special Transportation Advisory Committee (STAC)
Tahira Johnson

Member

African American

Female with disabilities

Dana Crum

Member

Caucasian

Female

Carolyn Dowers

Member

Caucasian

Female

Scott Ellis

Member

Caucasian

Male

Vicky Golightly

Member

Caucasian

Female with disabilities

Pam Henry

Member

Caucasian

Female with disabilities

Eva Holbrook

Member

Caucasian

Female with disabilities

Cathi Hughes

Member

African American

Female

Jean Jones

Member

Caucasian

Female with disabilities

Coby Livingstone

Member

Caucasian

Female with disabilities

Holly Massie

Member

Caucasian

Female

Charles Rhinehart

Member

Caucasian

Male with disabilities

Jason Price

Member

Caucasian

Male with disabilities

Ann Ricketts

Member

Caucasian

Female

Beverly Stansbury

Member

Caucasian

Female

Cathy Tuton

Member

Caucasian

Female with disabilities

Sandi Webster

Member

Caucasian

Female with disabilities

Both COTPA staff and committee members have asked additional minority persons to participate on the
committee. Thus far, none have attended more than one or two meetings. Staff intends to increase its efforts
to engage minority persons who have a strong interest in transportation for people with disabilities.
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VII.

COTPA TITLE VI LEP PLAN

A.

INTRODUCTION

On December 14, 2005, the U.S. Department of Transportation (DOT) issued guidance on special language
services to Limited English Proficient (LEP) persons (Federal Register Volume 70, Number 239, pages
74087-74100). This guidance is in compliance with Executive Order 13166 and Department of Justice
(DOJ) LEP Guidance (“Enforcement of Title VI of the Civil Rights Act of 1964 – National Origin
Discrimination Against Persons with Limited English Proficiency). Title VI and its regulations require the
Central Oklahoma Transportation and Parking Authority (COTPA) to take reasonable steps to ensure
“meaningful” access to transit services and programs for LEP population as well as to become informed
about its diverse clientele from a linguistic, cultural, and social perspective.

COTPA approaches serving the LEP population residing within its service area with the mission to provide
better access of public transportation to these groups. As a public transit agency, COTPA serves the
Oklahoma City area which is predominantly an English speaking community. However, there are other
language speaking groups who meet the threshold for receiving translations of documents into their
languages. They are Spanish, Vietnamese, and Chinese.

Providing practical access to information of COTPA programs and services to all of its customers is a
priority for COTPA. It is the intent to make the system as accessible and easy to use as possible. To
accomplish this, COTPA expects to deliver its commitment to serve the entire community as well as to
break the language barriers with service that is safe, dependable, responsive, and inviting. COTPA is
committed to taking reasonable steps to provide meaningful access to vital information and services for
LEP stakeholders who use its services, facilities and programs, and who attend its meetings and events.

COTPA will make responsible efforts to provide language assistance to ensure meaningful access for LEP
individuals by:

B.

•

Conducting a four-factor analysis;

•

Developing a Language Access Plan; and

•

Providing appropriate language assistance.

FOUR FACTOR ANALYSIS

Federally assisted recipients are required to take reasonable steps to ensure meaningful access to LEP
persons. In order to determine the need, COTPA used the following Four Factor Analysis from the
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Department of Justice’s “Policy Guidance Concerning Recipients’ Responsibilities to Limited English
Proficient (LEP) Persons”:

1.

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

2.

The frequency with which LEP persons come in contact with COTPA programs, activities or
services;

3.

The nature and importance of programs, activities or services provided by COTPA to the LEP
population; and

4.

The resources available to COTPA and overall cost to provide LEP assistance.

The Four Factor Analysis is used to determine oral language assistance while the “Safe Harbor” provisions
are for written translations. A "Safe Harbor" means that COTPA has undertaken efforts to comply with
respect to the needed translation of vital written materials.

COTPA’s written translations, under these circumstances, are intended to demonstrate strong evidence of
compliance with COTPA’s written-translation obligations under Title VI. The failure to provide written
translations under the circumstances outlined in paragraphs (a) and (b) does not mean there is
noncompliance. Rather these paragraphs merely provide a guide for COTPA to achieve a greater certainty
of compliance than can be provided by a fact-intensive, four factor analysis.

(a) COTPA will provide recipient written translations of vital documents for each eligible LEP
language group that constitutes 5 percent or 1,000, whichever is less, of the population of persons
eligible to be served or likely to be affected or encountered. Translation of other documents, if
needed, can be provided orally; or

(b) If there are fewer than 50 persons in a language group that reaches the 5 percent trigger in (a),
COTPA may not translate vital written materials but will provide written notice in the primary
language of the LEP language group of the right to receive competent oral interpretation of those
written materials, free of cost. These safe harbor provisions apply to the translation of written
documents only. They do not affect the requirement to provide meaningful access to LEP
individuals through competent oral interpreters where oral language services are needed and are
reasonable.
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Size of Language Group

Recommended Provision of
Written Language Assistance

1,000 or more in the eligible population in the
market area or among current beneficiaries

Translated vital documents

More than 5% of the eligible population or
beneficiaries and more than 50 in number

Translated vital documents

More than 5% of the eligible population or
beneficiaries and 50 or less in number

Translated written notice of right to receive
free oral interpretation of documents.

5% or less of the eligible population or beneficiaries
and less than 1,000 in number

No written translation is required.

C.

PLAN SUMMARY

COTPA 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 transit 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
persons that assistance is available. In order to prepare this plan, COTPA undertook the U.S. DOT fourfactor LEP analysis guidelines. A summary of the results of the four-factor analysis follows.
FACTOR 1
The number or proportion of LEP persons in the service area who may be served, or are likely to encounter
a COTPA program, activity or service.

The Census Bureau has a range of four classifications of how well people speak English. The
classifications are “very well”, “well”, “not well” and “not at all.” For planning purposes, COTPA is
considering people that speak English “not well” or “not at all” as Limited English Proficient persons.

Table 3 portrays information gathered from the 2000 US Bureau of the Census “SF-3 Data File” (Age by
Language Spoken at Home by Ability to Speak English and Age by Language Spoken at Home) paired
with languages spoken at home for all persons five years old and older, “Universe: Population 5 years and
over”. The table identifies the total number of person(s) to speak the specific language. The first
“percentage” column represents the average of the total number of the particular language spoken divided
by the total population. The “<well” column represents the total number of people that speak English less
than “very well”. The last “percentage” column represents the amount of LEP individuals in each language.
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TABLE 3: Language Spoken at Home for the Population 5 Years and Over in Oklahoma City.

Column1
Population 5 years
and over
Speaks only English
Spanish or Spanish
Creole
Chinese

Total

% of Total

Total Less Than
"Very Well"

% of Less Than
"Very Well"

1,008,060

Vietnamese

911,717

90.44%

55,789

5.53%

18,710

1.86%

3,484

0.35%

1,335

0.13%

8,581

0.85%

4,800

0.48%

Analysis of 2000 U.S. Census data showed that LEP populations represent 3.04 percent of the total
population of Oklahoma City, which is in fact larger than the COTPA service area. Of the LEP populations,
the largest group is Spanish (61%), followed distantly by Vietnamese (16%), and Chinese (4%). Only these
three groups have a population of 1,000 or above and are recognized by COTPA as LEP groups.

COTPA also collected Oklahoma County data from the American Community Survey that is shown below
on Table 4. COTPA’s service area is mostly situated within Oklahoma County. The five-year estimate
(2005-2009) and the three-year estimate (2007-2009) both show the Chinese LEP figures coming in at
under 1,000. Furthermore, it does not provide a breakdown such as Cantonese, Mandarin, etc. However,
due to the sampling error associated with this number, there is a chance that future census information may
show a higher number. Therefore, COTPA has included Chinese into the “Safe Harbor” group and will take
necessary means to provide vital documents translated into Chinese.

TABLE 4: Five and three year estimates for Oklahoma County from the American Community Survey.
Oklahoma County
2005-2009

Oklahoma County
2007-2009

Total

641,944

647,924

Speak only English

551,878

554,562

Spanish or Spanish Creole:

63,004

66,268

Speak English "very well"

27,638

29,101

Speak English less than. "very well"

35,366

37,167

Vietnamese:

6,394

6,788

Speak English "very well"

2,583

2,747

Speak English less than. "very well"

3,811

4,041

Column1
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FIGURE 3: Distribution of LEP Population – COTPA Fixed Route Service Area, Oklahoma City

Figure 3 shows that most of the LEP populations located themselves within the well-served transit service
area “Zone 1” which is ¾ of a mile from either side of a fixed route. There are 72 tracts that have Spanish
LEP population from 5% to 47%, nine tracts with Vietnamese LEP populations from 3% to less than 5%,
and only two tracts with Chinese LEP populations from 3% to 4%. Spanish speakers are mostly located in
the south, southwest, and west of downtown Oklahoma City.

Comparatively, Vietnamese and Chinese speakers were more widely dispersed than Spanish speakers.
Vietnamese speakers are very concentrated in northwest Oklahoma City, known as the Asian District, and
also scattered in the west and south. One of the two tracts of Chinese speakers is located just north of
downtown and the other one is in the far west. Most of the tracts with high percentages of LEP population
are located within a few miles south, northwest, and west of the downtown Transit Center. There are
several COTPA fixed routes serving these tracts.
FACTOR 2
The frequency with which LEP persons come in contact with COTPA programs, activities or services.
To conduct Factor 2, COTPA relied on an internal audit of LEP contact information generated by agency
personnel, technological systems, and survey research. In the context of Factor 2, “relevant programs,
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activities, and services provided” were defined as: Ridership, Fares, and Customer Service as these are the
means by which people use or inquire about transit services and programs.

It is very difficult to acquire contact information related to LEP persons. Often they do not want to interact
with COTPA service personnel due to fear and/or language barriers. Limited survey information has been
available providing ethnicity/race data and LEP status. Otherwise, there was no comprehensive process in
place to routinely capture LEP contact information – either from technological systems or from standard
survey. Some information was obtained through surveys from bus operators, customer service
representatives, and dispatch personnel, but no ongoing data gathering system exists to routinely discuss
LEP contacts with bus operators or frontline staff.

It was found from the driver survey that out of all riders encountered on a monthly basis, about 5% are
Spanish, about 1% are Vietnamese, and less than 1% are Chinese speaking. All of them may or may not be
LEP persons. However, the Transit Center’s Spanish Customer Service Representative reported frequent
contact with Spanish LEP persons, about 5-10 in person and about 5 via phone per day. Very seldom were
there any Vietnamese or Chinese speaking LEP persons in contact with the Customer Service
Representative.

There are also ten Hispanic, two Vietnamese, and one Chinese individual(s) registered for the ADA
paratransit service. Only the Chinese individual is an LEP person and requires about 25 trips on a monthly
basis. Staff reported that they can understand the patron if he speaks slowly. Since his pick-up and drop-off
locations are constant, usually there is not much conversation needed. Dispatch and scheduling staff
sometimes receive calls from Hispanic LEP persons where callers’ children or family members serve as an
interpreter on their behalf.

COTPA assessed the frequency with which staff and drivers have, or could have, contact with LEP persons.
Table 5 identifies the possible “touch points” and frequencies related to LEP interaction. (“Frequently”
means on a daily basis and “Occasionally” means weekly or monthly).
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TABLE 5: LEP Touch Points
Drivers
Customer Service Representatives - Phone
Transit Center Representatives
Dispatchers/Road Supervisors
Interior cards
On-street signage
Website
Receptionist
Print media
Broadcast media
Public relations media

Frequently
Occasionally
Frequently
Occasionally
Frequently
Frequently
Occasionally
Occasionally
Occasionally
Occasionally
Occasionally

Because of the lack of comprehensive and reliable LEP contact data, COTPA is seeking a way to capture
and report this data efficiently and effectively on a regular basis. There is also a need for an effective
training program to help front-line employees work with LEP customers. The training initiatives could
include multi-cultural awareness, how to work with non-English speaking passengers, language lessons and
opportunities to help design language materials for use in the field.

FACTOR 3
The nature and importance of programs, activities or services provided by COTPA to the LEP population.

The largest geographic concentration of LEP individuals in the COTPA service area is Spanish.
Vietnamese and Chinese are the second and third largest LEP groups. Services provided by COTPA that
are most likely to encounter LEP individuals are the fixed route bus system which serves the general public
and the ADA Paratransit system which serves seniors and persons with disabilities. It is also likely that
COTPA will encounter LEP individuals at the Downtown Transit Center as well as at public meetings held
by COTPA for information purposes.

To address Factor 3, COTPA staff contacted various community organizations. These included the
Hispanic Chamber of Commerce, Latino Community Development Agency, Asian Society of Oklahoma,
Oklahoma Chinese Cultural Foundation, Vietnamese American Association, Catholic Charities, and
Oklahoma City Public School System. COTPA also conducted community meetings and surveys to find
out how often LEP customers rode, for what purposes, problems encountered, and suggestions for
improvement. In the context of Factor 3, COTPA’s most critical services were defined as How to Ride
Instructions, Fares and Tickets, Routes and Schedules, and Public Meetings. These areas were chosen
because language barriers in these areas could limit a person‘s ability to gain the full benefit from services.
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COTPA conducted meetings at the Vietnamese American Association in concert with Catholic Charities
where many LEP refugees participated, mostly from Myanmar. COTPA also collected information from
the Latino Community Development Agency about Spanish LEP individuals and provided surveys during
their Health Fair and other community gatherings. Large turnouts indicated that COTPA services are very
important for them. However, many of them usually do not ride the buses because they own a vehicle or
they use friends and/or family for a ride.

COTPA staff was not successful in meeting with any Vietnamese or Chinese LEP individuals. It was
learned from their community leaders that Vietnamese and Chinese population are scattered throughout the
region and they seldom gather as a group. Furthermore, there are not many Vietnamese or Chinese who
ride buses because they own transportation or they have friends and family who provide a ride. COTPA is
working to improve the perceptions of public transportation among many minority groups by promoting its
services in different languages.

COTPA programs and services are very important to LEP community members. Most of the Spanish
speaking persons mentioned that they wanted to ride public transit and rely on transit for almost all of their
travel in the region, such as to and from work, school, doctor’s visits, and shopping. Many LEP persons of
other languages said they did not know how to ride and because of this fear they choose not to utilize
transit regularly.

The primary frustrations LEP persons experienced with COTPA bus service were consistent with those
experienced by other METRO riders such as: limited bus service in the evening, no buses on Sunday, long
wait times, and unfamiliarity with passes and fare structures. However, language barriers inhibited
satisfactory resolution of LEP customer issues.

Most participants were unaware of the COTPA website which provides Google Translation. Thus, few if
any had ever made use of that service.

Many LEP customers were new to the country and/or don’t understand English well and rely heavily on
family, friends and trusted community organizations to help them adapt and find their way.

For many LEP individuals, resolving customer concerns is hindered by the language barriers between them
and COTPA personnel. A “How to Ride” training will benefit LEP individuals and thus, encourage them to
ride. Furthermore, promoting COTPA services in different languages will help gain the confidence among
non-English speaking riders and create a strong customer relationship with the LEP communities.
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FACTOR 4
The resources available to COTPA and overall cost to provide LEP assistance.

Like most public agencies, COTPA's budget is constrained by several factors, and staff resources are also
limited. COTPA plans to devote resources in the printing and advertising/promotional budgets to LEP
implementation measures. In addition, capital budget increases for signage inside of transit facilities and
vehicles is being considered. Finally, additional administrative costs may need to be included in the budget
for phone translation services.

COTPA is currently assessing its available resources that could be used for providing LEP assistance,
including: determining how much a professional interpreter and translation service would cost on an asneeded basis; which of its documents would be the most valuable to be translated; and taking an inventory
of available organizations that COTPA could partner with for outreach and translation efforts. Table six
illustrates the estimated annual cost for language assistance to LEP persons.

TABLE 6: Estimated annual cost for providing LEP services

D.

Advertisements (various media)

$

10,000

Translation Costs

$

4,000

Printing

$

6,000

Misc.

$

1,000

Total

$

21,000

LEP ASSESSMENT

Based on the four-factor analysis, COTPA developed its LEP Language Assistance Plan as outlined in the
following section. COTPA has developed this LEP Assessment Plan to address and monitor transit services
provided to LEP population. U.S. 2000 Census information is used to identify Census Tracts with a
significant LEP population within COTPA’s service area. The majority of the LEP population speaks
Spanish. However, Vietnamese and Chinese are the other two languages falling within the “Safe Harbor”
written materials provision. Thus, this plan will address Spanish along with Vietnamese and Chinese
speaking LEP populations. The following six elements are included in this plan:

1.

Identification of the LEP individuals

2.

Language assistance measures

3.

Staff training

4.

Notification of service to LEP population
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1.

5.

Monitoring and updating procedures

6.

Dissemination of the COTPA LEP Plan

IDENTIFICATION OF LEP INDIVIDUALS WHO NEED LANGUAGE ASSISTANCE
Given the large size of the Spanish-speaking LEP population, this will be the first group of focus.
COTPA will also seek to reach out and communicate with Vietnamese and Chinese speaking LEP
customers in order to comply with the “Safe Harbor” provision.

How COTPA may identify an LEP person who needs language assistance
•

Examine customer service records for language assistance that have been received in the past,
either at meetings or over the phone, to determine whether language assistance might be
needed at future events.

•

When sponsoring an event, have a staff person greet participants as they arrive. By informally
engaging participants in conversation it is possible to informally gauge each attendee’s ability
to speak and understand English.

•

Have Census Bureau Language Identification Flashcards available at events near the
registration table. Individuals self-identifying as persons not proficient in English may not be
able to be accommodated with translation assistance at the event, but it will assist in
identifying language assistance needs for future events.

•

Work closely with the Association of Central Oklahoma Governments (ACOG), the regional
Metropolitan Planning Organization (MPO), on maps and Census data as well any language
assistance they may have had requested during transportation planning events.

2.

LANGUAGE ASSISTANCE MEASURES

How COTPA will assist an LEP person who needs language assistance
•

Provide vital information to LEP groups on COTPA programs and services through its
Hispanic education and outreach program.

•

Start an outreach program in Vietnamese and Chinese languages

•

Provide a bilingual customer service representative, if available, at community events, public
hearings and on an as needed basis

•

Place statements in notices and publications that interpreter services are available for
meetings, with seven business day advance notice
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•

Survey bus operators and other front-line staff, every quarter, on their experience concerning
any contacts with LEP persons

•

Provide language assistance materials at various properties of COTPA, such as the Transit
Center and COTPA Administrative facilities

•

Post the Title VI Policy and LEP Plan on COTPA’s website www.gometro.org where LEP
persons may also use Google Translation to translate the policy and plan into their languages

•

Provide group “How to Ride” training to LEP persons with the assistance of bilingual staff
and/or interpreters

•

Access language assistance services from professional translation services or qualified
community volunteers

COTPA has hired a bilingual customer service representative to support callers in Spanish. In
addition, one customer service representative attended the Bilingual Certification Program offered
through the City of Oklahoma City. The customer information line is equipped with a telephone
prompt that will direct Spanish speaking customers to a Spanish speaking customer service
representative. Customer service representatives can also serve as a translator when a Spanishspeaking customer and a non-Spanish speaking employee are trying to communicate. The
representative can help by phone, in person or via hand-held radio. It is COTPA’s intent to
continually staff with an adequate number of qualified Spanish-speaking personnel to better serve
the Spanish-speaking transit users.

COTPA currently does not have any Vietnamese or Chinese speaking staff at the call center.
However, in order to provide the language assistance in different languages, COTPA will retain
assistance from a professional translator service. COTPA is exploring the available technology
and costs for transferring and translating calls into different languages. COTPA already integrated
Google translation on its website where routes, schedules, notices, and other documents can be
translated into a variety of languages including Spanish, Vietnamese, and Chinese.

A "How to Ride the Bus" brochure has been printed in Spanish and is distributed at events where
attendees are Spanish-speaking. A Spanish-speaking representative also attends to answer
questions. With sufficient notice, most all print materials are available by mail, or by email, in
Spanish, Vietnamese or Chinese. COTPA provides public notices for route changes in Spanish and
will begin providing notices in Vietnamese and Chinese.

Currently, installation of an Automated Vehicle Location (AVL) system is underway for all
COTPA fixed route and paratransit vehicles. It includes an Automated Voice Announcing system
that will announce major stops in English and all other transit announcements in English and
Spanish. The project is scheduled to be completed in June 2013.
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3.

STAFF TRAINING

Staff has been trained on what to do if an LEP person needs assistance and they are unable to help
due to language barriers. COTPA is exploring hiring a language translating firm to provide
assistance with language barriers.

How COTPA will train staff on its role and responsibilities in providing meaningful access to
services for LEP persons
•

Develop curriculum to educate COTPA staff on the Title VI/LEP requirements for
providing meaningful access to services for LEP persons

•

Provide staff with a description of language assistance services offered by COTPA

•

Provide staff with specific procedures to be followed when encountering an LEP person,
including how to handle a potential Title VI/LEP complaint

•

Instruct staff on the use of COTPA language assistance materials, such as Google
Translation

4.

NOTICE OF SERVICE TO LEP POPULATION

COTPA works closely with a Spanish radio station, doing radio campaigns and interviews
describing its services. COTPA also works with Telemundo TV, a Spanish television station.
Airtime includes an educational program as well as television advertisement. In addition, customer
service representatives also attend events in which Spanish-speaking persons attend. Staff visits
with attendees and pass out the “How to Ride” Spanish brochure. Similarly, COTPA will use
Vietnamese and Chinese media to promote its services, notices, and meetings in these languages.

Gometro.org is equipped with Google Translation Services which allows all non-image based
content to be translated into nearly any language. The website includes routes, schedules and fare
information for the bus system. In addition, general information, information on jobs, doing
business with COTPA and information on programs and services are also included.

How COTPA will provide Notice to LEP Persons, both oral and written communications
•

Offer general information, such as operation hours of the Transit Center/Administrative
Offices, Fares, and Lost and Found on the COTPA customer service line
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•

Use an automated greeting in both Spanish and English, directing callers to select which
language they prefer

•

Explore the possibilities of directing callers in other languages to a professional
translation provider

•

Continue to use the services of a professional translation provider or bilingual staff to
ensure that vital documents are accurate (vital documents are defined as those documents
without which a person would be unable to access services)

•

Use written communications that will be available on an as needed basis in Spanish,
Vietnamese, and Chinese:
o

COTPA brochures which contain information on fares, accessibility, locations
where tickets and passes are sold and general riding information

o

Onboard “take one” flyers containing information about route changes, fare
increases, and public hearings

o

Various outlets where COTPA may display safety or system policy information

o

Various outlets where COTPA may display cash fare, cost of monthly discount
passes and special promotions/campaigns;

o
•

Onboard surveys

Provide information upon request in Spanish or other languages about COTPA’s nondiscrimination policies and information on local/federal complaint processes.

•

Provide a tagline affirming that COTPA will make reasonable accommodations to
translate any materials into Spanish, Vietnamese, and Chinese and to provide an
interpreter at public hearings and meetings.

5.

MONITORING AND UPDATING PROCEDURES

This plan is designed to be flexible, and should be viewed as a work in progress. As such, it is
important to consider whether new documents and services need to be made accessible for LEP
persons, and also to monitor changes in demographics and types of services. COTPA will update
the LEP Plan as required by the U.S. DOT. At a minimum, the plan will be reviewed and updated
when newer Census data is available, or when it is clear that higher concentrations of LEP
individuals are present in the COTPA service area.

How COTPA will examine and update its LEP Plan
•

Record and report on the number of LEP persons encountered annually through
COTPA’s outreach programs in different languages
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•

Determine how the needs of LEP persons have been addressed

•

Determine the current LEP population in the service area and whether the need for
translation services has changed

•

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

•

Determine whether COTPA’s financial resources are sufficient to fund language
assistance resources as needed

•

Determine whether COTPA and its contractors have fully complied with the goals of this
LEP Plan

•

Determine whether complaints have been received concerning COTPA’s attempts to
meet the needs of LEP individuals

•

Obtain input from customers and the general community via COTPA’s focus groups and
surveys

COTPA has already established monitoring procedures to improve services provided to its
Spanish speaking LEP customers. COTPA is currently exploring how to incorporate a similar
monitoring system for other languages, including Vietnamese and Chinese. These procedures are
as follows:

a.

Pre-assessment of verbal communication skills
Customer service representatives and operators with Spanish speaking ability are
assessed on their Spanish language proficiency. Pronunciation, basic grammar, verb
conjugation, proper use of feminine and masculine articles, sentence structure,
vocabulary, and use of formal business communication are some of the areas
assessed.

b.

Call Monitoring
A full-time Spanish speaking Customer Service Representative is available if
questions/problems arise. If unavailable at the time of the call, the caller simply
leaves a message and the Spanish speaking Customer Service Representative will
return the call.

c.

Language Services in Vietnamese and Chinese
COTPA has not experienced receiving any calls from Vietnamese only or Chinese
only speaking persons. However, COTPA is committed to provide access of its
services to all LEP persons and is currently exploring the possibilities of contracting
a professional language translating service.
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6.

DISSEMINATION OF THE COTPA TITLE VI LEP PLAN

How the COTPA LEP Plan will be disseminated to customers and the community

Alternatively, any person or agency may request a copy of the complete plan via phone, fax, mail,
e-mail, or in person, and shall be provided a copy of the complete plan at no cost. The COTPA
LEP Plan and the Title VI Plan overview are available at www.gometro.org. COTPA’s LEP Plan
will also be shared with human service organizations in its service area. LEP individuals may
request copies of the plan in translation which COTPA will provide, if available. Questions or
comments regarding the LEP Plan may be submitted to COTPA as follows:

COTPA Title VI Coordinator
Title VI LEP Plan
300 SW 7th Street, Oklahoma City, OK 73109
Phone: (405) 235-7433

Fax: (405) 316-1889
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VIII. SITING OF FIXED FACILITIES

There were no fixed facility construction projects undertaken by COTPA during the last three years (July
2009 through June 2012) that required NEPA documentation and environmental justice analysis.
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IX.

INCLUSIVE PUBLIC PARTICIPATION
The following text is the Public Participation Plan and a summary of COTPA’s public outreach and
involvement activities.
Service & Fare Changes Procedure
A Public Input Process Guide

Issued by the Service Development/Planning Division of COTPA

This Procedure is used in conjunction with the policy adopted by the COTPA Board of Trustees on April
26, 1996. COTPA recognizes a major service change as any change in service hours exceeding five percent
(5%) of the current number of daily service hours provided. The procedure for such a change includes
various steps, as stated below:
•

Acquire information from Scheduling and/or Administrator to know what changes are proposed
(note that a 5% change in daily service hours or any changes in adult fare require a Public
Hearing)

•

Review proposal for potential Title VI impacts and promptly comment back to Scheduling and the
Administrator (look for disparate impacts on any “minority group” or minorities in general)

•

Schedule ADA accessible meeting locations along routes affected at times when customers can
attend. Specify the room set up in regards to tables, chairs, and easels as needed.

•

Publish notice, as applicable (14 days+ prior to Public Hearing)

•

Forward information to Marketing staff to print flyers for posting on buses and in transit facilities
and on COTPA’s website. Marketing staff will also create multilingual press releases.

•

Create maps and handouts (large and small print) for meetings

•

Schedule a sign language interpreter for meetings as needed

•

Conduct meetings:

•

o

Encourage sign-ins

o

Present proposals with handouts

o

Hold Q&A session and capture public comments

Document customer feedback received in reference to proposed changes and present to the staff
and COTPA Board of Trustees

•

Provide Marketing a summary of results and input into the COTPA customer database

•

Mail out feedback information to people who attended meetings after COTPA Board action is
taken

•

Post information on the buses and in transit facilities regarding the approved changes and the date
the changes become effective
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COTPA TITLE VI OUTREACH REPORT
2009 - 2012

The Central Oklahoma Transportation and Parking Authority (COTPA) has undertaken numerous
initiatives to meet the objectives of Title VI. These efforts engaged local people and their organizations in
public transportation planning processes and decisions between July 1, 2009 and June 30, 2012. A
summary of many of the inclusive public participation efforts is provided herein as a means of showing
efforts to provide early and frequent opportunities for the public to be involved. In addition, many of
COTPA’s initiatives to help convert community input into policies and practices are also covered below.
COTPA has sought and considered viewpoints of minority populations, low-income households, and
people with limited English proficiency (LEP).

Outreach occurred via several methods:
•

The “Language Access Plan for Persons with Limited English Proficiency (LEP)”

•

Meetings in areas with known concentration of Hispanic, African American, and Asian population

•

Public participation for the Greater Downtown Circulator Alternatives Analysis

•

Meetings with leaders of business, civic organizations, and churches

•

Targeted outreach to community based organizations serving minority and/or low-income
communities

•

Collaborative ventures with leaders of transit coalitions

•

Personal meetings and professional surveys with bus riders

•

Public participation through COTPA’s website

•

Partnering with multicultural and social equity groups

COTPA communicated with underrepresented groups and LEP populations by providing materials in
Spanish, Vietnamese, and Chinese and having a customer service representative available who speaks
Spanish. This outreach occurred over the entire three years and has been steady over time.

Many of the participating groups with whom COTPA interacted include:
•

Latino Community Development Agency (LCDA)

•

Vietnamese American Association

•

Northeast Livable Communities Coalition (NELCC)

•

Public at Langston University Center

•

Northeast 23rd Street Revitalization Committee

•

Commission to Transform the Healthcare Safety Net
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•

Asian District residents at How-to-ride-the-bus classes

•

Officials working with halfway houses and homeless shelters

•

Oklahoma City Indian Clinic

•

Mayors Committee on Disability Concerns

•

Oklahoma Health Equity Campaign

•

Possibilities, Inc.

•

Gold Dome Multicultural Society

•

Neighborhood Alliance of Central Oklahoma (NACOK)

•

General public at transit coalition meetings

In terms of opportunities to impact decision making, many meetings were held in neighborhoods where the
majority of residents are not Caucasian. The items discussed ranged from proposed route changes, service
decisions informed by the results of listening sessions, decisions made at plan development meetings, and
policy decisions about rail and rubber tire transit.

Sample List of Meetings and Processes
COTPA held dozens of meetings and helped other entities hold meetings, all as means of gaining minority
participation in the transportation planning process. The following is a chronological list of some of the
meetings:

2009
•

Partnered with Oklahoma City Indian Clinic for a health and transit event

•

Assisted the Alliance for Public Transportation (APT) with four community meetings to gather
public comment on the MAPS 3 capital tax with some held in the African American community

•

Spoke at and gathered comments at an all-day Saturday event for the Northeast Livable
Communities Coalition (NELCC)

•

Attended and gathered comments at two Oklahoma Department of Transportation (ODOT)
Intermodal Plan meetings

•

Met with the Latino Community Development Agency (LCDA) to determine how best to serve
their high-use community facility

2010
•

Participated in Community Development Block Grant (CDBG) community meetings

•

Met quarterly with the NE 23rd Street Revitalization Committee

•

Sponsored “Let's Talk Transit” streetcar planning meetings
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•

Held public hearings to gather input on proposed route changes and route frequency reductions, a
proposed fare increase, the potential elimination of free transfers, as well as the introduction of an
unlimited-ride day pass and 7-day pass

•

Assisted with a heath equity panel, addressing transit issues for minority and low income residents

•

COTPA and the Oklahoma City Council held a free public workshop on public transportation

•

Cosponsored a literacy event at the Downtown Transit Center

•

Held its first health fair event at the Downtown Transit Center

2011
•

Continued the Alternatives Analysis (AA) planning meetings featuring several public meetings
allowing persons to come, learn, and provide input on a potential rail streetcar circulator service

•

Participated in the Africa West weekend community festival

•

Cosponsored a literacy event at the Downtown Transit Center

•

Met with the NE 23rd Street Revitalization Committee

•

Held its second health fair event at the Downtown Transit Center

•

Conducted a meeting at the Vietnamese American Association to meet with many LEP individuals
who are culturally Burmese from Myanmar

•

Collected information from the Latino Community Development Agency (LCDA) about Spanish
LEP individuals and provided Spanish surveys during the LCDA Health Fair and other community
gatherings

•

Submitted its “Language Access Plan for Persons with Limited English Proficiency (LEP)” to the
FTA

•

COTPA’s consultant, Ileum, surveyed hundreds of bus passengers and compiled/ analyzed the
results

2012
•

Participated in Community Development Block Grant (CDBG) community meetings at the West
Town homeless shelter

•

Prepared the “Other Factors” Livability Report for the Streetcar Alternatives Analysis with a focus
on how the streetcar will potentially reach areas with a high percentage of minority residents. The
report covered how the streetcar will benefit the City’s two key “Strong Neighborhood Initiative”
(SNI) neighborhoods near northeast Oklahoma City.

•

Held a public budget workshop on public transportation

•

Began planning for the region’s first vanpool which will mainly benefit minorities and people with
disabilities

•

Held three public hearings to gather input on proposed route and service improvements

•

Attended the “Let’s Talk” meeting in Hispanic Capitol Hill
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•

Attended a “Listening Session” conducted by the regional Metropolitan Planning Organization
(MPO) in northeast Oklahoma City as part of the MPO’s multiyear Certification Review by the
FTA and FHWA

•

Attended a town hall meeting in Ward 7, sponsored by Councilman Skip Kelly, to observe citizen
input

•

Met quarterly with the NE 23rd Street Revitalization Committee

Other Methods of Outreach
Aside from the above meetings, staff has met privately, and in small groups, with members of many
minority communities. These include people from all walks of life: bus passengers, non-riders, community
agency staff, older adults, government personnel, appointed officials, doctors, pastors, and others.

COTPA conducted a fall 2011 onboard survey of passenger attitudes and non-rider opinions. COTPA
collected survey data from about 2,300 passengers to learn about their transit usage, level of satisfaction,
and ideas for improvements. Also surveyed were about 600 people who were not passengers. The survey
data was presented to the public in March, 2012.

COTPA developed a “Language Access Plan for Persons with Limited English Proficiency (LEP).”

In late 2009, COTPA launched an upgraded website with translation availability in several languages. The
website was steadily upgraded and revised over the next few years. It features a Title VI section. By mid2013, COTPA is planning to introduce an online personal trip planner.
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X.

SERVICE STANDARDS
The following details COTPA’s system-wide service standards.

Central Oklahoma Transportation & Parking Authority
SERVICE STANDARDS
February 2013

INTRODUCTION
In February of 1997, the COTPA Board of Trustees adopted service standards to evaluate the performance
of the fixed route and express bus operation – from passenger safety to hours of bus operation to bus stop
location standards. In December of 2004, COTPA updated the service standards by focusing on those
standards related to Title VI. The following are the standards and quantifiable criteria used by staff to
determine adherence with the standards as they are periodically reviewed.

A.

SPAN OF SERVICE
Focuses on the hours of transit service offered during an operating day for various types of
service, i.e. local route, commuter, and subscription service. Currently COTPA directly operates
fixed route services, known as METRO Transit, from its May Avenue Operations and the
downtown Transit Center in Oklahoma City. The system is comprised of 22 local routes that serve
Oklahoma City metro area and one express route that runs between Oklahoma City and Norman.
Buses operate weekdays from 5:22 a.m. to 8:00 p.m. and Saturdays from 5:40 a.m. to 7:00 p.m.

Suggested Standard: Hours of operation for local service from 6:00 a.m. to 9:00 p.m. for
weekdays and from 8:00 a.m. 6:00 p.m. for weekends.

B.

ROUTE LENGTH
Establishes appropriate time of travel or distance for a bus route. For transit systems with less than
100 vehicles, the route length should not be more than 75 minutes unless there are headway
considerations that would effectively offset the negative impact of a longer route length.

Suggested Standard: Maintain the maximum 75-minute round-trip route length.
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C.

BUS STOP SPACING & LOCATION
Establishes a policy regarding the location and spacing of bus stops. In general, the nature of land
use plays the vital role in determining the number of bus stops placed per given area.

Suggested Standard: Bus stop should be located such that there are at least three every linear mile.

D.

ROUTE DEVIATION AND DIRECTNESS
Provides a comparison of travel time of route to that of an automobile using the same route.
Transit service would like to maintain as closely as possible similar travel time to that of the auto.
Route deviation examines the departure that a route takes from its service corridor. Both of these
standards reflect the ability to maintain high travel times and service to major route corridors.

Suggested Standard: Transit travel time should be no more than double that of automobile travel
on the same route. Routes should not deviate by more than 25% off of the designated corridor.

E.

SCHEDULE ADHERENCE
An important part of customer satisfaction is the reliability of the bus route to run on time.
Passengers using routes where the buses cannot consistently meet their time points will look for
other ways of getting around because the route is undependable. A good measurement for
schedule adherence is establishing acceptable time frames in which a bus should be at a designated
stop and the percentage of those times that the bus meets those time frames.

Suggested Standard: Buses should be at a designated stop from 0 to 5 minutes late.

F.

ACCESSIBILITY/ROUTE SPACING
A goal of providing transit service is the ability for citizens to have accessibility to a route from
their home and/or place of employment. Typically, for systems the size of COTPA’s, 85% to 95%
of the residents should live within ¼ mile of a route. However, because of the geographic size of
Oklahoma City and the predominantly low population density, lower standards may be more
realistic. The transit services of COTPA have been concentrated primarily into portions of
Oklahoma City, Midwest City, and Norman. The service has been developed to serve persons
within Zone One, 3/4 mile of either side of the route through METRO Lift. This leaves areas
unserved by a bus route. Most of the unserved portions not covered within the Oklahoma City
system are not heavily populated areas. In determining the route spacing, COTPA considers
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minority population along with other employment and demographic data such as median
household income, population per square mile, employment per square mile, persons 60 and over.

Suggested Standard: Within the defined urban core established in the Transit Development Plan
(TDP), 75% of the population should be within ¼ mile of a bus route.

G.

BUS STOP SHELTER PLACEMENT
Because of the permanence of bus shelters and the impact that they play in route stability, their
placement should be at locations where there are a large number of boardings and alightings.
COTPA also considers the number of intersecting routes as well as census tract information to
assure that shelters are distributed equitably between minority and non-minority tracts.

Suggested Standard: Bus shelters should be located where there are consistently over 15
passenger boardings and/or alightings per day.

H.

SCHEDULE HOLDER BOXES
These durable enclosures display route and schedule information. This enables passengers
convenient visual access.

Suggested Standard: Schedule holder boxes should be located where there are consistently over
20 passengers boarding and/or alighting a bus per day.

I.

ROUTE STRUCTURE
As part of the planning of a route, one of the major issues involves the method used for providing
two-way accessibility for persons that utilize the service. Routing that includes one-way looping
and excessive turn backs mean that the passengers must ride around the loop to get to where they
want to go. Two-way service on the same street is a desirable route structure technique.

Suggested Standard: Unless needed to serve an activity center, no more than 25% of a route
length should be looped.

J.

VEHICLE LOADS
Exceeding the seating capacity of transit coaches may be acceptable at certain times of day and on
certain types of service, generally during peak hours and only on local routes. More than 100%
capacity on commuter routes may be excessive.
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Suggested Standard: The average peak hour passenger load should not exceed 133% and nonpeak hour and commuter highway express bus passenger loads should not exceed 100%.

K.

VEHICLE HEADWAYS
Determining the frequency of service that a bus provides on a route are best based upon several
variables including the type of service, time of day, passenger demands, and system resources.
Deviation from established headways should be based upon passenger counts, employment and/or
residential demand data and ridership surveys.

Suggested Standard: Within the urban service core, headways for local service should not exceed
30 minutes for peak hour service and 60 minutes for non-peak.

L.

PASSENGER TRANSFERS
A barometer of determining the effectiveness of the routing system is determining the percentage
of passengers that have to transfer from their original route to get to their final destination. Fewer
transfers required by a passenger is indicative of the ability of the route structure to provide the
trips needed by the passengers. Route structures that use a central hub pulse system tend to have
more transfers than a grid system.

Suggested Standard: No more than 40% of all trips should require a transfer and no more than
10% should require two transfers.

M.

VEHICLE AVAILABILITY
In order to meet the daily peak vehicle requirements, a spare ratio needs to be determined. While
the FTA dictates the number of vehicles that can be included in the fleet spare ratio, daily ratios
may fluctuate based upon age of fleet and daily peak hour needs.

Suggested Standard: The minimum ratio of spare vehicles available to peak hour needs should not
be less than 10%.

N.

VEHICLE ASSESSMENT
The factors COTPA considers in assigning a vehicle for a service are load factors, frequency, type
of service, and fuel capacity.
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Suggested Standard: There should not be any disparities in vehicle assignment between minority
and non-minority routes.

O.

ON-TIME PERFORMANCE
On-time is defined as the buses reached at a designated stop from 0 to 5 minutes late. The
percentage is based on sample field checks by transportation supervisors. An important part of
customer satisfaction is the reliability of the bus route to run on time. Passengers using routes
where the buses cannot consistently meet their time points will look for other ways of getting
around because the route is undependable.

Suggested Standard: At least 92% of the time, transit vehicles will be on schedule by the end of
2015.
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XI.

SERVICE POLICIES
The following text details COTPA’s service policies for vehicle assignment.

A.

VEHICLE ASSIGNMENT
Vehicle assessments and assignments are completed every six months, in June and December. The
Operations Division makes bus assignments based upon an assessment of vehicle information
supplied by the Maintenance Department. Vehicle assessment data includes the following
information:
•

•

•

Condition:
o

Vehicle age

o

Total mileage

Configuration:
o

Vehicle seating capacity

o

Accessibility factors

Maneuverability:
o

Gross weight of vehicle

o

Overall vehicle length

Additional factors affecting vehicle assignment include:
•

A route ridership increase creating the need for a larger seating capacity

•

Detours along existing routes necessitating smaller vehicle use for increased
maneuverability or weight limits on a bridge or parking lot

In an effort to prevent a newer bus or fleet from accruing excessive mileage or premature wear, an
older bus or fleet may be assigned to the route or routes when it can perform the same or
equivalent level of service based upon dependability, amenities, and size.

B.

DISTRIBUTION OF TRANSIT AMENITIES

The COTPA Long Range Plan identifies the need to improve passenger amenities along the routes
to make transit more comfortable and convenient for the rider. Although a few dozen of amenities
have been identified in reference to transit services, COTPA will consider the following elements
as the basic amenities in improving the quality, comfort, and convenience of its riders.
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1.

Wheelchair Accessible Vehicles: As a part of COTPA compliance with the ADA
requirements, it has been an Authority policy since August 1990 to purchase only
vehicles which are equipped with wheelchair lift or ramp. This will continue to be a
viable part of the total transit service for ADA-eligible paratransit passengers. The
standards for bus accessibility will conform to those reflected in 49 CFR part 38.

2.

Shelters and Benches: COTPA’s Long Range Plan indicates that passengers need shelter
from the elements. Most shelters and all bus benches are privately owned and maintained.
COTPA has erected a few bus shelters along routes in Midwest City and Oklahoma City.
These shelters feature a barrel vault roof or hipped roof, trash receptacles, and seating for
three persons plus a wheelchair space.

3.

Stop Signs: COTPA provides bus stop signs at designated stops along all routes. Route
maps and schedules, informational brochures, and assistance are provided free of charge
at the Transit Center and various other locations.

4.

Sidewalks, Ramps, and APS: COTPA’s Long Range Plan emphasizes the importance of
adequate sidewalks and ramps to bus stop locations. Most of the locations of bus stops as
well as shelters are equipped with this feature to provide accessibility to passengers with
disabilities.

COTPA provides Accessible Pedestrian Signals (APS) at many intersections along bus routes to
improve accessibilities for persons with disabilities.

The Downtown Transit Center, located at NW 5th St. and Hudson Ave., includes an airconditioned waiting area, covered loading/unloading stations, restrooms, a customer service
center, and vending machines. Most passengers use this Transit Center to transfer to other routes
and the amenities are available to all passengers.

COTPA has expanded the amount of service designated as accessible with dedicated wheel-chair
lift equipped paratransit vans.

COTPA has been coordinating with the Public Works and Planning Departments of Oklahoma
City regarding sidewalks and curb cuts needed along and adjacent to transit bus routes. Additional
field mapping of sidewalks was conducted along the busiest transit routes. In February 2013,
COTPA awarded a contract for construction of sidewalks and ramps along the bus routes at
several locations.
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COTPA has already put APS in ten intersections and a few dozen more intersections are being
prioritized for future installation. APS provides audible and/or vibrotactile information coinciding
with visual pedestrian signals allowing persons with visual disabilities to know precisely when the
“WALK” interval is active, increasing the safety of persons with disabilities.

Route maps & schedules, informational brochures, and assistance are provided free of charge at
the Downtown Transit Center and various other locations. Bus passes (tickets) are sold at the
transit center and various grocery stores. Each quadrant of Oklahoma City has at least one ticket
outlet location. The surrounding cities that are served by COTPA also have ticket outlet locations.

COTPA has bike racks for all vehicles. COTPA is in the process of installing wayside signs at the
transit center and various shelters through an AVL system project. The message boards will
provide a read-out of next bus arrival times in minutes via real-time Global Positioning Systems
(GPS) satellite technology. A voice annunciation system is also being installed on the buses that
will announce bus stops both inside and outside the bus. An on-board camera system is also being
installed on all buses and paratransit vans in order to enhance safety through improved
surveillance video capability.

Continual contact is maintained with social service agencies to help provide transit assistance for
their clients. Discounted tickets are made available to many of the agencies so that they can
provide low cost or free tickets to their clients. These tickets are funded by federal and local
grants. In as much as almost all routes serve minority populations, all the amenities mentioned are
available to minority populations.
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XII.

SERVICE MONITORING
The following details COTPA’s locally developed monitoring procedures.

COTPA SERVICE MONITORING PROCEDURES AND RESULTS
COTPA has formulated internal monitoring procedures to assess the level and quality of services it
provides to the citizen. COTPA analyzes its service standards to assure that service is provided in an
equitable, nondiscriminatory manner on the basis of race, color, national origin, low-income, and
disabilities as required for the Title VI compliance. Additionally, COTPA conducts “periodic” compliance
assessments to determine whether its standards are being met and the transit services provided to minority
communities and minority users are consistent with the objectives of Title VI of the Civil Rights Act of
1964.

All COTPA fixed routes are minority routes except Route 15 and Express Route 24. These two routes
travel most of their lengths non-stop on interstate highways. Therefore, COTPA is limited in its ability to
compare minority and non-minority routes in order to find disparities. Instead, COTPA periodically
monitors its system wide services through a variety of measurements, including customer survey, Leading
for Results (LFR) goal achievement, and other internal procedures to determine whether COTPA is
meeting its service standards.

A. CUSTOMER SURVEY
In order to assess and compare riders’ perspectives of COTPA’s service with its standards, a
comprehensive survey is conducted every two years and the last report was published February
2012. It included a survey of riders of COTPA’s local bus service, express route 24 and trolley
route to identify how people use the current service, rate the performance of the service, identify
the most important desired improvements and provide a rider profile. For local bus service every
other trip was surveyed with 1,796 riders completing the questionnaire on weekdays and 483 on
Saturday. Every trip of Route 24 was surveyed on one day with 79 riders completing the survey,
and the trolley route was surveyed over three days with 320 people completing the questionnaire.
The following highlights were derived from the survey results:

Ethnicity of Riders
Close to half of the weekday (48%) and Saturday riders (47%) were African American and one-inthree (35% weekday and 34% Saturday) were Caucasian. Among the most frequent COTPA
riders, the ethnic origin distribution was essentially the same as to all riders. Also, there were 5%
Hispanic, 4% Asian, and 8% Native American weekday riders included in the survey.
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Income
More than half of the riders (57%) had incomes under $20,000 a year with 38% under $10,000.
Among senior riders, 30% have incomes under $10,000 and 65% are under $20,000. The income
levels for Saturday riders are nearly the same as for weekday.

Reasons for Riding Public Transportation
Riders were asked to select among a list of reasons why they use the service. Close to four-in-ten
COTPA riders cannot drive nor have no license to drive (38%), while another four-in-ten (42%)
have no car available for the trip being made on COTPA’s system. A total of 13% are riding to
save money with another 4% riding to help the environment. Among seniors 47% do not have a
car and 23% cannot drive. Only 14% are riding to save money. Among people who ride COTPA’s
bus system often, those riding three or more days a week, 43% have no car and 39% have no
license or cannot drive. The reasons for riding were the same for Saturdays as weekdays.

Overall Service Rating
Riders were asked to provide an overall rating of the service using a five-point scale from
Excellent to Poor. The combination of Excellent, Very Good and Good scores are combined and
labeled as the Positive Service Rating.

The weekday positive service score was 68% with 37% of the riders providing a Very Good or
Excellent score and 9% stating the service was Poor. Seniors rated the service more positive at
79%. The Positive Service Rating for the riders using the service often (three or more days a
week) was 67% as compared to 68% for the infrequent riding group (three days a month or less).

Only two routes had a proactive score above 75%, route 1 at 79% and route 7 at 76%. The lowest
rated route was route 8 at 56%. Four routes had at least one-in-five riders rate the route as
Excellent. They were routes 1, 7, 19 and 40. The routes with the highest scores for Poor were
routes 8 and 38, both at 14%; seven other routes (9, 13, 15, 16, 18, 23, and 40) had Poor scores
between 10% and 13%. The Saturday positive service rating was 74%, 6% higher than for
weekdays. More than four in ten riders (43%) rated Saturday service as Excellent or Very Good.

Service Accessibility
Four-in-ten riders (40%) reside within a block of a bus stop and 27% more live two to three blocks
from a stop. One-in-five riders (20%) live seven or more blocks from a bus stop. Every route, with
two exceptions (routes 4 and 12), has a sizable number of riders walking seven or more blocks to
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the stop. Many routes have at least one-in-five riders (20%) in this “long-walk” category with
route 15 the highest at 30%. Among seniors, only 8% walk seven or more blocks to the stop.
Among Saturday riders, 69% reside two or less blocks from a stop, and 20% are living seven or
more blocks from the stop.

B. LEADING FOR RESULTS (LFR)
COTPA participates in the Oklahoma City LFR process which provides monthly and quarterly
performance measures related to various transit factors. These measurements are used in the LFR
performance database. COTPA has established internal monitoring and evaluation procedures to
measure the performances of its routes and services. Staff monitors, prepares, and reports ridership
information and analysis to the Board of Trustees on a monthly basis. Should a trend appear that is
inconsistent with a goal, staff works to determine the cause(s) and takes the necessary action to
resolve the issue(s). Table 6 is a compilation select performance measures from COTPA’s LFR
strategic business plan database.
TABLE 7: Leading for Results (LFR) Strategic Measures - Historical Performance Report
FY 09-10
Average

FY 10-11
Average

FY 11-12
Average

FY 12-13
Average

% of on-time arrivals for fixed-route

90.43%

93.24%

86.03%

92%

% of service hours lost due to breakdowns

0.47%

0.16%

0.09%

1%

# of passengers per service hour

17.73

17.9

17.92

18

93.31%

94.24%

91.99%

90%

25,430.42

16,041.59

11,579

13,000

# of vehicle accidents per 100,000 miles

1.11

1.80

2.43

2.00

# of passenger claims per 100,000 service miles

1.79

2.6

0.94

1.8

# of ridership complaints per 10,000 passengers

1.74

1.25

1.22

2

Measures

% of METRO Lift trips with on-time arrival
# of miles driven between road calls

In examining causes for performance not meeting standards, the following was determined:

Extensive construction in and near the downtown central business district for the last year caused a
majority of COTPA’s buses to run late. Road call numbers were lower during FY 11-12 due to the
change in the classification of road calls which expanded the definition of a road call to any
mechanical break in service.
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C. OTHER INTERNAL MONITORING
Staff evaluated vehicle load factors, headways, and assignments in 2012 in order to determine if
COTPA is meeting its standards. The following are the results of the internal audit which shows
detailed information for these measurements.

Vehicle Headways
It is suggested that COTPA maintain the maximum 75-minute round-trip route length standard but
understand that routes extending beyond this standard may be acceptable with headways within
established standards. Table 8 shows current headways of all COTPA routes on weekdays. Only
Routes 15 and 19 show roundtrip time of 80 minutes for all day or certain time of the day. Route
15 serves the businesses, Rose State College, and citizens of Midwest City. Route 19 serves CityCounty Health Dept., Career Connection Center, OK County Pharmacy, Willow View Hospital,
and Mary Mahoney Center in NE Oklahoma City. It was necessary to extend the headways to 80
minutes because as of early 2008 these two routes were expanded to intersect on NE 10th Street in
between Midwest and Douglas Boulevard. Table 9 shows the headways of all COTPA routes on
Saturdays. Most of the routes have 60-minute headways. Only Routes 10, 11, 13, 14, and 38 have
75-minutes headways. However, all headways fall within the COTPA standards.

Vehicle Load Factors
It is suggested that the average peak hour passenger load should not exceed 133% and non-peak
hour and commuter highway express bus passenger loads should not exceed 100%. Table 10 and
11 show the load factors of all routes on weekdays and Saturdays respectively during the
monitoring period in fall of 2012. All of the routes had load factor way below 100%. In fact, the
highest weekday load factor was found 52% for Route 5. The highest Saturday load factor was
51% for Route 23.

Vehicle Assignments
Vehicle assessments and assignments are completed every six months, in June and December.
Table 12 and 13 show information related to vehicle assignments during the monitoring period in
fall of 2012. No disparity is found in vehicle assignments between minority and non-minority
routes.
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TABLE 8: Vehicle Headways (Weekdays)

Route

Mid-Day

Peak

1

60 min.

30 min

All Day

Notes

2

30 min.

3

30 min.

4

60 min.

5

40 min.

7

30 - 45 min.

8

60 min.

30. min

9

60 min.

10

30 - 45 min.

11

75 min.

12

35 min.

13

40 min.

14

45 min.

15

80 min.

16

70 min.

every other trip

35 min.

18

65 min.

19

80 min

20

60 min.

22

30 min.

23

25 min.

24

1 AM trip and 1 PM trip

38

45 min.

30 - 45 min.

40

60 min.

35 min.

50

every other trip

15 - 30

Varies by season and time of day
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TABLE 9: Vehicle Headways (Saturday)
Route

Mid-Day

Peak

All Day

Notes

1

60 min.

2

60 min.

3

60 min.

4

60 min.

5

60 min.

7

30 - 45 min.

8

60 min.

9

60 min.

10

75 min.

11

75 min.

12

60 min.

13

75 min.

14

75 min.

15

-

-

-

-

16
18

-

every other trip

No Saturday Service

60 min.
-

No Saturday Service

19

-

No Saturday Service

20

60 min.

22

60 min.

23

50 min.

24

-

-

-

38

75 min.

40

60 min.

50

15 - 30

No Saturday Service

Varies by season and time of day
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TABLE 10: Vehicle Load Factors (Weekdays)

No. of Seats
960

No. of
Passengers
142

Route
1

No. of Trips
30

Load Factor
0.15

2

54

1,944

611

0.31

3

54

1,844

296

0.16

4

24

668

219

0.33

5

40

1,536

803

0.52

7

43

1,408

603

0.43

8

36

1,320

531

0.40

9

25

1,100

326

0.30

10

44

1,444

374

0.26

11

25

800

203

0.25

12

48

1,800

538

0.30

13

42

1,586

398

0.25

14

45

1,512

441

0.29

15

24

864

263

0.30

16

33

1,296

320

0.25

18

24

968

153

0.16

19

20

640

112

0.18

20

27

864

260

0.30

22

55

2,156

460

0.21

23

72

2,376

1092

0.46

24

5

195

39

0.20

38

40

1,364

502

0.37

40

36

1,584

316

0.20

50

91

1,911

305

0.16
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TABLE 11: Vehicle Load Factors (Saturday)
No. of
Passengers

Load Factor

728

80

0.11

864

232

0.27

24

768

99

0.13

4

30

540

180

0.33

5

23

828

369

0.45

7

32

1,024

309

0.30

8

22

748

366

0.49

9

24

864

206

0.24

10

10

768

189

0.25

11

20

696

79

0.11

12

24

864

247

0.29

13

20

640

177

0.28

14

20

640

225

0.35

15

-

-

-

-

16

24

864

188

0.22

18

-

-

-

-

Route

No. of Trips

No. of Seats

1

24

2

24

3

19

-

-

-

-

20

24

864

104

0.12

22

24

768

224

0.29

23

30

960

494

0.51

24

-

-

-

-

38

20

768

259

0.34

40

24

1,056

154

0.15

50

45

945

150

0.11
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TABLE 12: Vehicle Assignments (Weekdays)

Route

Type

Minority
Service

1

Local

Y

2

Local

3

Amenities

No. of
Vehicles
2
1

Time Period
Peak
Midday

Average Age
3
3

Y

Peak
Midday

10
10

A, W

2
2

Local

Y

Peak
Midday

6
6

A, W

2
2

4

Local

Y

Peak
Midday

9.5
9.5

A, W

1
1

5

Local

Y

Peak
Midday

7
7

A, W

3
3

7

Local

Y

Peak
Midday

5
4.3

A, W

2
2

8

Local

Y

Peak
Midday

7
5

A, W

3
2

9

Local

Y

Peak
Midday

1
1

A, W

1
1

10

Local

Y

Peak
Midday

4.3
1

A, W

2
2

11

Local

Y

Peak
Midday

3
3

A, W

2
1

12

Local

Y

Peak
Midday

6
6

A, W

2
2

13

Local

Y

Peak
Midday

7
8

A, W

2
2

14

Local

Y

Peak
Midday

6
3

A, W

3
2

15

Local

N

Peak
Midday

9
9

A, W

2
1

16

Local

Y

Peak
Midday

6
6

A, W

2
1

18

Local

Y

Peak
Midday

10
7

A, W

2
1

19

Local

Y

Peak
Midday

1
1

A, W

1
1

20

Local

Y

Peak
Midday

3
3

A, W

1
1

22

Local

Y

Peak
Midday

7
7

A, W

2
2

23

Local

Y

Peak
Midday

3
3

A, W

4
4

24

Express

N

Peak

3

A, W

1

5
5

A, W

2
2

A, W

38

Local

Y

Peak
Midday

40

Local

Y

Peak
Midday

11
11

A, W

2
1

50

Local

Y

Peak
Midday
Night

13
13
13

A, W

2
2
2

Y = Yes

N = No

A = Air Conditioning Equipped

W = Wheelchair Accessible
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TABLE 13: Vehicle Assignments (Saturday)

Route

Type

Minority
Service

Time
Period

Average
Age

1

Local

Y

All Day

5.5

Amenities
A, W

2

Local

Y

All Day

9

A, W

1

3

Local

Y

All Day

1

A, W

1

10

A, W

1

9

A, W

1
1

4
5

Local
Local

Y
Y

All Day
All Day

No. of
Vehicles
1

7

Local

Y

All Day

1

A, W

8

Local

Y

All Day

5

A, W

1

9

Local

Y

All Day

9

A, W

1

10

Local

Y

All Day

3

A, W

1

11

Local

Y

All Day

3

A, W

1

12

Local

Y

All Day

9

A, W

1

3

A, W

1

A, W

1

-

-

13
14

Local

15

-

-

-

16

Local

Y

All Day

9

A, W

1

18

-

-

-

-

-

-

19

-

-

-

-

-

-

20

Local

Y

All Day

9

A, W

1

3

A, W

1

1

A, W

2

-

-

1

23
24

Local
Local
-

Y

All Day

3
-

22

Local

Y

Y
Y
-

All Day

All Day
All Day
All Day

38

Local

Y

All Day

3

A, W

40

Local

Y

All Day

11

A, W

1

50

Local

Y

All Day

13

A, W

2

Y = Yes

N = No

A = Air Conditioning Equipped

W = Wheelchair Accessible
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XIII. TITLE VI SUBRECIPIENT MONITORING POLICY
Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, and national
origin for programs and activities receiving Federal financial assistance. Subrecipients, as part of the
Interagency Agreement(s) with COTPA, will certify compliance with the requirements of Title VI laws and
regulations. The following items will be monitored annually in relation to subrecipient’s compliance with
Title VI.

1.

Title VI Assurance: COTPA will collect Certification and Assurances from subrecipients prior
to passing through FTA funds.

2.

Title VI Notice to Beneficiaries: A notice that subrecipient complies with Title VI and
procedures the public may follow to file a discrimination complaint. Such a notice should be
posted on website, transit vehicles, transit centers, etc.

3.

Title VI investigations, complaints, or lawsuits: A list of any Title VI investigations,
complaints, or lawsuits filed against the subrecipient.

4.

Title VI Complaint Procedures: A copy of the subrecipient’s procedures related to filing of a
Title VI complaint. It may include a complaint form, tracking system, and investigating
procedures. These procedures must be available upon request.

5.

Access to Services by Persons with LEP: Either a copy of the LEP plan for providing access to
meaningful activities and programs for persons with limited English proficiency which was based
on the DOT LEP guidance or a copy of the alternative framework for providing access to
activities and programs. It includes the identification and distribution of LEP persons as well as
the guidance for language assistance measures.

6.

Summary of Outreach Efforts to Minority Population: A public participation strategy that
offers early and continuous opportunities for minority population to be involved in transportation
decisions. It involves outreach to community based organizations serving minority and/or lowincome population through meetings and other means of communications.
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XIV. TITLE VI SUBRECIPIENT DOCUMENTATION
Subrecipients, as part of the Interagency Agreement(s) with COTPA, will certify compliance with the requirements
of Title VI laws and regulations. The following is the subrecipients’ required Title VI information. There are four
subrecipients that received federal funds through JARC or New Freedom grants. The subrecipients are:

A.
B.
C.
D.

City of Edmond, OK – Citylink
City of Spencer, OK
Community Action Agency of Oklahoma City (CAA) – Oklahoma & Canadian Counties, Inc.
Community Health Centers, Inc. (CHCI)
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A.

CITY OF EDMOND – CITYLINK
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B.

CITY OF SPENCER, OK
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C.

COMMUNITY ACTION AGENCY OF OKLAHOMA CITY (CAA)
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D.

COMMUNITY HEALTH CENTERS, INC.
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