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Access to King County Metro Transit Services  
for People with Limited English Proficiency 

Four-Factor Analysis and Implementation Plan 

Introduction 

King County Metro Transit (Metro) prepared this analysis and plan to meet requirements 

stemming from Title VI of the Civil Rights Act of 1964 concerning access to services for 

people with limited English proficiency (LEP). It also responds to Executive Order 

13166, Improving Access to Services for Persons with Limited English Proficiency, 

which directs recipients of federal funding to take reasonable steps to ensure that people 

with limited English proficiency have meaningful access to their programs and activities.  

This plan will also help Metro comply with the King County Executive Order on Written 

Language Translation Process. 

The analysis and plan are based on the guidance provided by the Federal Transit 

Administration in its handbook for public transportation providers, Implementing the 

Department of Transportation’s Policy Guidance Concerning Recipients’ 

Responsibilities to Limited English Proficient (LEP) Persons, published April 13, 2007.  

Four-Factor Analysis 

Factor 1: The number and proportion of LEP persons served or 
encountered in the eligible service population 

Metro’s service area is all of King County, Washington. Metro is part of King County 

government. In preparing this plan, Metro relied on the county’s analysis of the most 

common languages other than English spoken in King County. This analysis used five 

sources: 

 US Census Bureau, American Community Survey data for King County, language 

spoken at home, 2006-8. 

 Washington Superintendent of Public Instruction, limited English proficiency 

students in King County, 2008-9. 

 King County District Court data of court cases requesting interpretation, 2007. 

 Seattle-King County Public Health Women-Infant-Children program, cases 

requesting interpretation, 2007. 

 Seattle-King County Public Health clinic visits, cases requesting interpretation, 2007. 
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The non-English languages most commonly spoken in King County can be grouped into 

three tiers, as shown below. The tiers indicate the relative need for translation or 

interpretation services countywide, and reflect each language’s rank based on the average 

of all five data sources. 

Tier 1 Tier 2 Tier 3 

Spanish Vietnamese Tagalog 

 Russian Cambodian 

 Somali Laotian 

 Chinese Japanese 

 Korean Hindi 

 Ukrainian Arabic 

 Amharic Farsi 

 Punjabi Tigrinya 

  Oromo 

  French 

  Samoan 

 

Detailed data from the five sources is shown in the table below:  

R
a
n

k
 Census ACS: 

English "less 
 than very well"  

2006-8 

OSPI 
 Limited English 

Proficiency  
2008-9 

District Court 
 (case count)  

2007 

King County  
WIC  
2007 

King County 
Public Health  
(clinic visits)  

2007 

1 Spanish 52,000 Spanish 12,600 Spanish 7,900 Spanish 14,500 Spanish 56,200 

2 Chinese 28,100 Vietnamese 2,100 Russian 1,100 Vietnamese 1,400 Vietnamese 5,000 

3 Vietnamese 19,400 Somali 2,100 Vietnamese 800 Somali 1,300 Russian 4,000 

4 Korean 12,100 Chinese 1,200 Korean 500 Russian 800 Somali 3,500 

5 "African Lang" 11,900
1
 Russian 1,000 Chinese 400 Ukrainian 600 Chinese 700 

6 Tagalog 9,300 Korean 900 Somali 200 Chinese 600 Ukrainian 600 

7 Russian 9,200 Ukrainian 900 Samoan 200 Amharic 200 Amharic 600 

8 "Other Slavic" 4,800
2
 Tagalog 700 Amharic 200 Arabic 200 Korean 300 

9 "Other Indic" 4,500
3
  Punjabi 600 Punjabi 100 Korean 100 Arabic 300 

10 Japanese 4,300 Cambodian 400 Farsi 100 Cambodian 100 Punjabi 300 

 

Notes: 
1. Census does not distinguish African languages; based on other sources, probably 

chiefly Somali, Amharic. 
2. Census lumps other Slavic languages; based on other sources, probably chiefly 

Ukrainian. 
3. Census lumps other Indic languages; based on other sources, probably chiefly 

Punjabi. 
 
 

Key: 

Tier 1 

Tier 2 

Tier 3 
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The county used U.S. Census data to map census tracts with concentrations of people 

who speak a language other than English at home; the maps are attached as Appendix A.  

In addition to analyzing data, Metro staff members have become familiar with LEP 

populations in King County by working with community organizations that serve these 

populations. Metro regularly works with these organizations when conducting outreach 

concerning service changes or other matters, such as how to use the regional fare 

payment card. Metro turns to these organizations for assistance in identifying language 

translation needs and in planning the best ways to inform and involve people with limited 

English proficiency. Key organizations include the following:

Asian Counseling and Referral Services 

Asian Senior Concerns Foundation 

Casa Latina 

Chinese Information and Service Center 

Consejo Counseling and Referral 

Services 

El Centro de la Raza 

Filipino Community of Seattle 

International Community Health Center 

International District Housing Alliance 

 

International Family Center 

International Rescue Committee 

Northwest Immigrant Rights Project 

One America 

Organization of Chinese Americans 

Refugee Women’s Alliance 

Southwest Youth and Family Services 

Sunshine Garden Senior Day Care 

Center 

Vietnamese Friendship Association

Factor 2: The frequency with which LEP individuals come into contact 
with Metro’s programs, activities, and services 

People with limited English proficiency regularly use Metro’s fixed-route bus service and 

in doing so come into contact with Metro’s operators as well as signage, timetables and 

other materials. Metro’s commuter van and Access paratransit services also serve people 

who do not speak English or speak it as a second language. Metro does not have a way to 

collect data about frequency of use by people who do not speak English well. 

Metro’s Customer Information Office receives approximately 50 phone calls per month 

from people who do not speak English well and request Language Line assistance (see 

table below.) 

Language 
Jan 
'12 

Feb 
'12 

Mar 
'12 

Apr 
'12 

May 
'12 

June 
'12 

July 
'12 

Aug 
'12 

Sep 
'12 

Oct 
'12 

Nov 
'12 

Dec 
'12 

Spanish 17 27 22 18 34 39 21 29 28 26 20 21 

Vietnamese 6 1 1 2 1 2  5 6 3 3 6 

Arabic   3  1    1 2  1 

Amharic 1  1  3  1 1 2 2 1  

Somali     2 2   1 2  2 

Hindi 1            

Cambodian    2 1 1 1 1     

Korean 1 1  1 4 4  3 1  4 3 

Mandarin 2 7 6 1 11 13 4 22 5 6 11 3 
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Language 
Jan 
'12 

Feb 
'12 

Mar 
'12 

Apr 
'12 

May 
'12 

June 
'12 

July 
'12 

Aug 
'12 

Sep 
'12 

Oct 
'12 

Nov 
'12 

Dec 
'12 

Nepali 1            

Ukrainian      1 1 2     

Tigrinya 2 3 3 2 1    1 1 1 2 

Cantonese 1 4  2 8 4 3 3  4 6  

Russian 4 2 3 4 5 4 1 3 3 3 4 1 

Oromo          1   

Portuguese       1      

French 1 2  3     1    

Toishanese  1    1  1     

Lithuanian             

Tagalog    3 1    1    

Punjabi  1      2     

Swahili  1 1          

Thai     1        

Japanese     1 1       

Farsi  1 1          

Laotian           2  

Romanian           1  

  

Factor 3: The importance to LEP persons of Metro’s programs, activities 
and services 

King County is home to many refugees and immigrants who are re-establishing their 

lives with limited resources and may not speak English well. Abundant anecdotal 

evidence makes it clear that many of these people rely on Metro’s services.  

Census tract data also suggest that a large number of people with limited English proficiency 

use Metro. Many of the census tracts in King County where more than 5 percent of the 

population speaks a language other than English have heavily used bus routes. 

A number of community organizations that participate in Metro’s Human Services Ticket 

Program serve people with limited English proficiency. This program provides deeply 

discounted bus tickets to human service agencies for distribution to their clients. These 

agencies include the following: 

 

Asian Counseling and Referral Service 

Casa Latina 

Consejo Counseling and Referral 

Services 

El Centro de la Raza 

Vietnamese Friendship Association 

International District Housing Alliance 

Neighborhood House 

Kent School District/Refugee Transition 

Center 

Southwest Youth and Family Services 

 

Metro’s Rideshare Operations staff work with a number of industries that have low-wage 

positions which are often filled by employees with limited English proficiency. Using 
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Jobs Access Reverse Commute (JARC) resources, Metro offers commuting assistance 

that enables individuals to form or join a vanpool. The work sites are often in outer 

suburban areas that are not well-served by fixed-route bus service.  

Metro also partners with organizations that offer employment training, assisting them 

with transportation. The JARC van programs works with Youthcare, Neighborhood 

House, Casa Latina, King County Work Training Program, and Hero House; many of 

their clients are low-income people who do not speak English well.  

Factor 4: The resources available to the recipient and costs 

Metro has a number of language assistance measures in place. 

Printed materials. Basic public communication materials have been translated into 

languages commonly spoken in King County (Spanish, Cambodian, Chinese, Korean, 

Laotian, Russian, Somali, Tigrinya, Vietnamese and Oromo). These materials include 

Riding the Bus: a Multi-language Guide to Using Metro and Riding Together: Vans and 

Cars, about Metro’s rideshare programs. Other brochures are translated, or include 

translations of summary information, as appropriate for the intended audience. An 

example is a brochure about Metro’s new RapidRide bus rapid transit program, which 

included basic information translated into Korean, Russian, Ukrainian, traditional 

Chinese, Japanese, Somali, Spanish, and Tagalog. Costs to translate, print and produce 

the multi-language bus and vans/cars guides were approximately $23,000 for an 

approximate one-year supply. 

In 2010, Metro developed an “interpreter” symbol to place on printed materials along 

with a customer information phone number that people may call to request an 

interpreter’s assistance. This symbol is now placed on all Metro timetables and most 

other materials. Metro has updated its Rider Alert template to include the interpreter 

symbol as well. Rider Alerts are temporary signs/notices that are placed at bus stops 

whenever a service change is planned at a particular stop. The addition of the interpreter 

symbol to these communication materials does not involve real incremental costs.   

Language Line assistance. Metro contracts with Language Line to provide interpretation 

over the phone for non-English speakers who call the Customer Information Office and 

request this assistance. Metro receives about 50 requests per month; total annual cost has 

been approximately $6,000. Metro makes available to bus operators special assistance 

cards that have information about how a rider can call and request interpretation service. 

Metro encourages operators to hand these cards to riders who have difficultly with English. 

The cards cost 4.5¢ each to produce.   

New signage. Metro has developed new bus-stop signs that are designed to be easily 

understood by riders with limited English. The signs incorporate widely recognized 

symbols for route destinations, such as an airplane for routes that serve the airport. The 

signs also include the specific bus stop number and Metro’s website address and 

customer service phone number together with the widely used help symbol, “?.” As of 
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May 1, 2012, 26 large and medium-sized versions of the new bus stop information signs 

had been installed throughout King County. In addition, hundreds of the regular-size bus 

stop flags have been installed across the county. Metro’s budget for 2012-2013 provides 

for continued installation of the new signs in downtown Seattle, transit centers, park-and-

rides, and the University District. Metro expects to complete installation of the signs at 

key locations by the end of 2015, if the budget provides for this. 

Notice of Title VI obligations and remedies. Metro has placards continually posted 

inside all of its coaches notifying customers that Metro does not discriminate in the 

provision of service on the basis of race, color, and national origin, and informing them 

of how they can complain if they feel Metro has discriminated against them. The placards 

are translated into Cambodian, Chinese, Korean, Russian, Somali, Spanish, Tagalog, 

Tigrinya, and Vietnamese. All nine translations do not fit on one placard, so two placards 

have been produced and are rotated throughout the Metro system. A similar notice of 

Title VI obligations and remedies, also in multiple languages, is provided to customers of 

Metro’s Access paratransit service. The cards cost a total of $9,000 to produce. 

Public outreach services. When Metro conducts public outreach concerning proposed 

service changes, it provides or offers translated descriptions of the proposals and 

questionnaires, offers interpretation at public meetings, works with community 

organizations that can assist Metro in communicating with people who do not speak 

English well, and may provide telephone comment lines for non-English-speakers. 

Vanpool and loaned van transportation. Metro’s Vanpool program uses federal Job 

Access and Reverse Commute (JARC) funds to help form and financially assist vanpool 

groups among low-income, entry-level, and/or reverse commuters. Currently 37 vanpool 

groups operate with JARC financial assistance. Although comprehensive data are not 

available about languages spoken by vanpool members, anecdotal evidence tells us that 

many of these vanpools serve people who do not speak English or speak it as a second 

language. Metro’s JARC program also loans retired vans to community organizations for 

commute and work-training trips. An example is Casa Latina, which reports that almost 

60 percent of the workers they transport to jobs use Metro’s loaned vans. 

Customer Research.  Metro’s customer research routinely includes opportunities for 

LEP populations to respond. Metro conducts an annual program of on-board and/or 

intercept surveys to evaluate customer ridership patterns on certain routes, and to 

evaluate customer responses to service changes. Translation of questionnaires into 

languages appropriate for the geographic area of interest is done in coordination with 

Community Relations and according to County guidelines. Metro’s post implementation 

RapidRide A Line research conducted in 2011 included questionnaires translated into 

Spanish, Korean and Vietnamese. Metro’s fall 2011 service change research included 

questionnaires translated into Spanish, Chinese, Russian and Korean. The September 

2012 service change questionnaire will be translated into Spanish, and the October 2012 

RapidRide B Line survey will be translated into Spanish, Chinese, Russian and Korean.   

Questionnaire translation typically costs between $250 and $400 for each language.  

Metro also made Spanish language translation available to respondents to the fall 2011 
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telephone survey of riders and non-riders. The cost of providing Spanish translation was 

about $2,500.   

Multi-language community travel video series. Metro partnered with the King County 

Mobility Coalition to produce a three-part video series: “Riding the bus,” “Paying to ride 

the bus and light rail,” and “Other ways to travel.” This series targeted recent-immigrant 

populations and was done in Somali, Amharic, Burmese, Bhutanese, Russian, Spanish, 

Tigrinya, and English. The videos are posted online and have been distributed with 

translated scripts to social service agencies, which are using the series in a number of 

forums for their clients. Videos in additional languages, including Chinese, Vietnamese, 

and Tagalog, will be produced in 2012.  

 

II. Implementation Plan 

Identifying LEP Individuals Who Need Language Assistance 

The data assembled in the four-factor analysis shows that Spanish is by far the most 

prevalent of the non-English languages spoken in King County. 

 The next most commonly spoken non-English languages (second tier) are Vietnamese, 

Russian, Somali, Chinese, Korean, Ukrainian, Amharic and Punjabi.  

Third-tier non-English languages spoken are Tagalog, Cambodian, Laotian, Japanese, 

Hindi, Arabic, Farsi, Tigrinya, Oromo, French, and Samoan. 

Language Assistance Measures 

Based on the language distribution data summarized above, and consistent with King 

County’s Executive Order on Written Translation, Metro will translate public 

communication materials and vital documents into Spanish when feasible within 

available resources. Metro will translate materials into the other commonly spoken non-

English languages when those are the primary language spoken by 5 percent or more of 

the target audience.  

Metro will use alternative forms of language assistance when the alternative is more 

effective or practical. One alternative approach is to place a notice on public 

communication materials about the availability of interpretation service. Another 

alternative is to include a summary of a communication piece in Spanish and other 

languages as relevant and offering a full translation upon request. 

Specific language assistance measures that Metro provides or plans to provide are listed 

in the table on the following page 
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Language 
Assistance Measure 

How Provided Timeline Responsibility 

Notice of Title VI 
obligations and 
remedies, translated 
into languages 
commonly spoken in 
King County 

Placed on all Metro coaches  
(All translations do not fit on one 
placard, so two placards have 
been produced and are rotated 
throughout the Metro system.) 

Ongoing Marketing and 
Customer 
Communications 

Brochure: Riding the 
Bus: a Multi-language 
Guide to Using Metro, 
translated into 12 
languages 

Metro brochure racks Ongoing Marketing and 
Customer 
Communications 

Brochure: Riding 
Together: Vans and 
Cars, translated into 
eight languages 

Metro brochure racks Ongoing Marketing and 
Customer 
Communications 

Notice of availability 
of telephone 
interpretation service 

Notice is on basic Metro 
materials, including timetables, 
and other materials when 
applicable, and in Customer 
Information Office phone 
recording 

Ongoing Marketing and 
Customer 
Communications 

Special assistance 
cards that operators 
can hand to customers 
with information about 
interpretation service 

Available to operators at bus 
bases 

Ongoing Marketing and 
Customer 
Communications 

Translation of public 
communication 
materials concerning 
proposed Metro 
service changes into 
Spanish and other 
languages primarily 
spoken by at least  
5 percent of the target 
population 

Mailed, distributed in target 
communities, posted in rider 
alerts at bus stops or on 
coaches, or placed in ethnic 
news media as appropriate to 
reach target audiences. 

As needed Department of 
Transportation 
Communications 
(responsible for Metro 
public outreach) 

Availability of 
interpreters at public 
meetings concerning 
proposed Metro 
service changes, 
upon request 

Notices placed on published 
materials and Metro Online 

As needed Department of 
Transportation 
Communications 

Availability of 
telephone lines for 
people to comment 
on proposed Metro 
service changes in 
Spanish or other 
languages as needed 

Phone lines maintained by DOT 
Communications 

As needed Department of 
Transportation 
Communications 
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Language 
Assistance Measure 

How Provided Timeline Responsibility 

Provision of 
interpretation service 
upon request 

Available upon request by calling 
Metro’s Customer Information 
Office 

Ongoing Customer Service 

Improvement of Metro 
customer information 
phone system to 
provide easier access 
to interpretation 
services for callers 
with limited English 

Metro’s 2012-2013 budget 
provides funding for this upgrade 

Completed in 
February 2013 

IT and Sales and 
Customer Service 
groups 

Translated 
information online 

On website 
(www.kingcounty.gov/metro) 

Ongoing Marketing and 
Customer 
Communications 

Work with community 
organizations that 
serve LEP 
populations to identify 
ways Metro can better 
serve them. 

Continue JARC program, which 
works with five community 
agencies; continue membership 
in King County Mobility Coalition; 
develop relationships with 
community organizations as part 
of public outreach process and 
maintain ongoing relationships; 
work with human service 
agencies through Metro’s 
Human Services Ticket Program 

Ongoing and as 
needed 

Various Metro 
agencies 

Translated rider 
surveys 

Distributed on buses as part of 
ongoing research related to 
service changes. 

Ongoing Research and 
Management 
Information 

 

Training Staff 

Metro’s Customer Information Office staff members receive training in how to use the 

Language Line to interpret Metro materials or answer service-related questions. 

Metro’s bus operators receive training in how to assist customers who have questions 

about service, fare payment, and other matters. Through extensive community outreach, 

Metro has learned that people with limited English often rely on bus operators as their 

primary source of information about bus service. By emphasizing that customer service is 

an important part of an operator’s job, this training contributes to a transit system that is 

accessible to limited-English-speakers. 

King County makes extensive resources available to guide staff members who are 

responsible for producing public communication materials. These resources include data 

about the distribution of people in King County who speak languages other than English, 

a guide to using plain language in communication materials, and a manual for using 

translation vendors. 
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Providing Notice to Customers with Limited English Proficiency 

A variety of methods for providing notice are described earlier in this plan. Key methods 

include the Notice of Title VI obligations and remedies that is posted on all Metro 

coaches, and the notice of availability of interpretation services that is placed on most 

Metro materials and stated in the Customer Information Office’s recorded phone greeting. 

Monitoring and Updating the LEP Plan 

Metro will annually assess the effectiveness of this LEP Plan and update it as appropriate. 

The assessment will include reviewing the use of Metro’s language assistance measures, 

reviewing Metro rider survey data, and gathering information from staff members who 

interact with people who do not speak English well. 

Metro will work with King County’s demographer to maintain up-to-date data about 

populations that may need language assistance.  

Community relations staff members have conducted extensive public outreach concerning 

service changes in 2011-2012, and are compiling data about non-English speaking 

populations in the communities where they have been working. Metro will use this 

information to inform future public outreach and communications and to update this plan. 
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Appendix A: Maps showing concentrations of people who speak 
a language other than English at home 
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Appendix B: Examples of Metro’s Translated Materials 
 

Translated notices of Title VI obligations and remedies that are posted on Metro coaches. 

Metro plans to produce cards with additional languages to be rotated among coaches. 
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Translated brochure about Metro services. 
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Front and back panels of Metro’s Snow Guide, showing our Metro uses its “Interpreter” 

symbol and translated summaries. (2013-2014 version will include summaries in all of 

King County’s Tier 2 languages.) 
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Questionnaire about proposed service translated into Spanish. 

 

 

 

 



LEP PLAN KING COUNTY METRO TRANSIT  

  21 

New bus signs using symbols to indicate destinations (ferry terminal and light rail 

stations) and customer information service. 
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Portions of Korean language rider survey. 
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Front and back of a customer service card with interpreter information that is available 

for Metro bus operators to give to customers who do not speak English well. 

 

 

 

 


