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COAST’S COMMITMENT TO CIVIL RIGHTS

This update of the Cooperative Alliance for Seacoast Transportation’s (COAST) Title VI Program has been
prepared to ensure that the level and quality of COAST'’s fixed-route and demand response services are provided
in a nondiscriminatory manner and that the opportunity for full and fair participation is offered to COAST riders
and other community members. Additionally, through this program, COAST has examined the need for services
and materials for people whose primary language is not English and who have a limited ability to read, write,
speak, or understand English.

While it is a matter of principle that COAST is committed to ensuring that no person is excluded from
participation in, denied the benefits of, or subjected to discrimination in the receipt of, any of COAST’s services
on the basis of race, color or national origin, the contents of this program have been prepared in accordance with
Section 601 of Title VI of the Civil Rights Act of 1964 and Executive Order 13116 (Improving Access to Services
for Persons with Limited English Proficiency).

Under the Civil Rights Act of 1964, and as a recipient of federal funding under the programs of the Federal Transit
Administration (FTA) of the U.S. Department of Transportation (US DOT), COAST has an obligation to ensure that:

The benefits of its bus services are shared equitably throughout the servicearea;
e The level and quality of bus services are sufficient to provide equal access to all riders in its service area;
o No oneis precluded from participating in COAST’s service planning and development process;

e Decisions regarding service changes or facility locations are made without regard to race, color, or
national origin and that the development and urban renewal benefiting a community as a whole not be
unjustifiably purchased through the disproportionate allocation of its adverse environmental and health
burdens on the community’s minority population;and

e A program is in place for correcting any discrimination, whether intentionalor unintentional.

COAST has sought to engage the public in the development and updates of this program. COAST engaged
community organizations, riders, and staff to provide input.

This program been prepared using data from the 2024 American Community Survey 5-year Estimate, the most
recent data available at the time of this document’s adoption.



I. INTRODUCTION

THE COOPERATIVE ALLIANCE FOR SEACOAST TRANSPORTATION

The Cooperative Alliance for Seacoast Transportation (COAST) has provided transit service in the Greater
Seacoast region of New Hampshire and Maine since 1982. The population of COAST’s core service area is 158,154
based on the U.S. Census Bureau, 2024 American Community Survey (ACS) 5- Year Estimates. Additionally, COAST
operates and supports services for seniors and individuals with disabilities in a greater region of New Hampshire
known as Region 10 (the Alliance for Community Transportation’s (ACT’s) service area). The population of the
combined COAST/ACT service area is 284,818.

COAST is an independent public body of the State established under Revised Statutes Annotated (RSA) 239. New
Hampshire RSA 239 designates how COAST’s board members are to be determined, including the potential for
representation by all communities served. COAST provides fixed-route bus service, complementary ADA
Paratransit Service, other advance reservation demand response transportation services, and is one of the lead
agencies in efforts to develop region-wide coordinated transportation for older adults and persons with
disabilities.

COAST operates from a maintenance and operation facility at 42 Sumner Drive and Administrative Offices at 6
Sumner Drive in the City of Dover, NH. COAST operates a network of 11 fixed routes with its own employees and
vehicles. Service is provided weekdays and Saturdays from 5:30 a.m. to 8:09 p.m. COAST’s fixed-route service has
a base adult fare of $1.50. A half fare of $0.75 is offered to older adults, persons with disabilities, and Medicare
cardholders during all hours of operation.

COAST operates complementary ADA paratransit service during comparable hours and days as the fixed-route
services. ADA Paratransit base fares are double the equivalent fixed-route base fare for a comparable trip.

Finally, COAST operates advance reservation demand response services for Portsmouth, Exeter, Newmarket, and
Stratham under agreement, as well as other eligibility-based services for older adults and individuals living with
disabilities under an agreement with ACT.

Service levels are higher in the cities of Dover, Portsmouth, Rochester, and Somersworth where the population
densities are highest and traditional public transit users live and work. Service is also provided to many outlying
rural towns that tend to be less densely populated and generally receive lower levels of service. COAST is
designed to be fully accessible, open to the public, and intended to maximize access to transportation for all
residents of, and visitors to, the COAST service area, including and especially individuals with disabilities, older
adults, and low-incomeresidents.

This document and its attached Appendices are intended to comprise COAST’s Title VI Program submittal.



IL.

TITLE VI PROGRAM REQUIREMENTS

1. Notice to the Public

To make COAST's riders and the public aware of its commitment to Title VI compliance, and of their right to
file a civil rights complaint, our Title VI Notice, Program, Complaint Form and Complaint Process are on our
website (coastbus.org), the Title VI Notice is posted in all COAST vehicles, information about COAST’s
commitment to civil rights is published in schedules and the Title VI Notice is posted in public areas at both
our operations facility and our administrative facility. The Title VI Notice to The Public is included in Appendix
A.

2. Procedures for Filing a Complaint

COAST has developed a process for riders and community members to file a complaint under Title VI. In
addition, COAST has procedures in place for investigating and tracking Title VI complaints that may be filed
against COAST. Any person, group of people, or entity who believes that they have experienced
discrimination on the basis of race, color, or national origin by COAST may file a Title VI complaint by
completing and submitting COAST’s Title VI Complaint Form available on our website or by request. COAST’s
lower-tier sub-recipients are required to have such procedures in place and shall be encouraged to adopt
COAST’s complaint investigation and tracking procedures. Both COAST’s Title VI Complaint and Investigation
Procedures and Complaint Form are posted on COAST’s website at www.coastbus.org.

Members of the public who believe they have been the subject of discrimination can file a written and signed
complaint up to 180 days of the date of the alleged discrimination. Complaints should identify a means by
which the complainant can be contacted and should be addressed to:

Title VI Coordinator
Cooperative Alliance for Seacoast Transportation
42 Sumner Drive

Dover, NH 03820
Email: civilrights@coastbus.org

The Title VI Complaint Form asks for the following information:
e [ndividual contact information
e Date and location of incident
e Detailed description of the incident, the basis for alleging that discrimination has occurred, and
identification of all involved parties
e |dentification of any witnesses to the incident

All Title VI complaints must be signed and dated. Members of the public can access complaint forms and
instructions on COAST’s website (coastbus.org) or may request a hard copy of the form and instructions by
contacting the Title VI Coordinator.

In the event a complainant is unable or incapable of providing a written statement, a verbal complaint of
discrimination may be made to the Title VI Coordinator. In these circumstances, the complainant will be
interviewed, and the Title VI Coordinator will assist the complainant in converting the verbal allegations to
writing.



Procedures for Processing a Complaint

These procedures cover all complaints under Title VI of the Civil Rights Act of 1964, Executive Order 12898
“Federal Actions to Address Environmental Justice in Minority Populations and Low-Income Populations”
(1994), and Executive Order 13166 “Improving Access to Services to Persons with Limited English Proficiency”
(2000), for alleged discrimination in a program or activity administered by COAST.

When a complaint is received, the Title VI Coordinator will provide written acknowledgment of the receipt
to the complainant within ten (10) business days by Registered mail. If a complaint is deemed to be
incomplete, additional information may be requested and the complainant will have 60 business days to
submit the requested information. Failure to do so may be considered good cause for a determination of no
investigative merit.

Within 15 business days of the receipt of a complete complaint, COAST will determine its jurisdiction in
pursuing the matter. If COAST does not have sufficient jurisdiction, the Executive Director or their authorized
designee will refer the complaint to the appropriate State or Federal agency holding such jurisdiction.

COAST may decline to proceed further with complaint allegations if one or more of the following conditions
exist:
(a) The complaint is withdrawn by the complainant;
(b) The complaint is untimely filed;
(c) The complainant fails to respond to repeated requests for additional information needed to
process the complaint;
(d) The complainant cannot be located after reasonable attempts;
(e) The complaint fails to allege discrimination on the basis of race, color, or national origin;
(f) The complaint is so weak, insubstantial, or lacking in detail that it is without merit, or so replete
with incoherent or unreadable statements that it, as a whole, cannot be considered to be grounded
in fact.

Within five (5) business days of the decision to proceed, or not proceed, with an investigation, the Executive
Director or their authorized designee will notify the complainant and respondent, by Registered mail,
informing them of the disposition.

If the decision is made to not investigate the complaint, the notification shall specifically state the reason for
the decision. If the complaint is to be investigated, the notification shall state the grounds of COAST’s
jurisdiction, while informing the parties that their full cooperation will be required in gathering additional
information and assisting the investigator.

If the complaint has investigative merit, the Executive Director or their authorized designee will assign an
investigator and a complete investigation will be conducted. An investigative report will be submitted to the
Executive Director within 60 days of receipt of the complaint. The report will include a narrative description
of the incident, summaries of all persons interviewed, and a finding with recommendations and conciliatory
measures where appropriate. If the investigation is delayed for any reason, the investigator will notify the
appropriate authorities, and an extension will be requested.

After the investigation, and within 90 days of receipt of the complaint, the Executive Director or their
authorized designee will issue one of two letters will be issued to the complainant and respondent:
e A closure letter summarizing the allegations and stating that there was not a Title VI violation and
that the case will be closed, or
e A letter of finding (LOF) summarizing the allegations and the interviews regarding the alleged
incident, and explaining whether any disciplinary action, additional training of the staff member(s),
or other action will occur.



If the complainant wishes to appeal the decision they must direct the appeal to the agency initially. The
complainant has 30 days after the date of the closure letter or letter of finding to do so. The appeal will be
investigated and decided by a separate party other than the original investigator.

Complainants also have the right to file their complaint directly with the New Hampshire Department of
Transportation or the Federal Transit Administration’s Office of Civil Rights.

As of the writing of this update to the Program, COAST has not incurred any Title VI complaints or
investigations, nor have any lawsuits of a Title VI nature been filed against COAST.

A copy of COAST’s Title VI Complaint and Investigation Procedures is included in Appendix B and COAST’s
Title VI Complaint Form is found in Appendix C.

3. Record of Title VI Investigations, Complaints or Lawsuits

COAST has had no Title VI Complaints, Investigations or Lawsuits during this reporting period.

4. Promoting Inclusive Public Participation

COAST’s Public Participation Plan (PPP) has been prepared to ensure that no one is precluded from
participating in COAST’s service planning and development process. It ensuresthat:

e Potentially affected community members will have an appropriate opportunity to participate in
decisions about a proposed activity that will affect their environment and/or health;

e The public’s contribution can and will influence COAST’s decision making;
e The concerns of all participants involved will be considered in the decision-making process;

e COAST will seek out and facilitate the involvement of those potentially affected.

Through an open public process, COAST has developed a public participation plan to encourage and guide
public involvement efforts and enhance minority and Limited English Proficient (LEP) populations’ access to
COAST'’s decision-making process.

To date, COAST has used a number of strategies to solicit input from riders, organizations serving transit-
dependent populations in the region, and members of the public in planning and implementation of its
regional transit service.

Alliance for Community Transportation (ACT): COAST staff and several board members, or their agency
designees, participate actively in the Alliance for Community Transportation, one of ten such regional
transportation coordinating councils established throughout New Hampshire based on the State of New
Hampshire’s 2006 State Transit Coordination Plan. ACT serves as a forum for information exchange and
cooperative data gathering, assessment of regional community transportation needs, service planning and
project prioritization. ACT’s membership includes a range of non-profit and for-profit transportation
providers, municipalities and other purchasers of transportation, and citizen representatives.

Meetings with Municipal Staff and Presentations to Communities: COAST staff and board members typically
meet once a year, or more often if requested, with municipal staff from member communities, including
community development directors, town managers, city council members, and human service directors.
These meetings provide opportunities to gather input on community needs and present operations data and
funding requests.




5.

Consultation with Regional Health & Human Service Agencies: As part of the most recent update to the
region’s Coordinated Public Transit/Human Services Transportation Plan, surveys were conducted of
municipal Human Services Directors and non-profit Health & Human Service agencies working with transit
dependent populations, including seniors, individuals with disabilities, and low-income residents. The
surveys asked about the transportation needs of community residents and agency clients.

Public Outreach Meetings/Events: COAST staff and/or board members have given numerous presentations
and attended public events to promote the COAST system and solicit public input. When planning Public
Outreach meetings, the goal is always to schedule these meetings at times and locations that are convenient
and accessible for minority and LEP communities. Meetings are scheduled on different days and at various
times of day to increase the public’s opportunity to participate. COAST utilizes a variety of media sources to
publicize our meetings including social media, announcements on our website, and collaborating with other
organizations to ensure the publicis aware of the opportunity.

Rider Surveys: COAST conducts biennial surveys of all system riders with a series of questions rating customer
service, the scheduling process, system on-time performance, overall satisfaction with COAST transit service
and ease of understanding of the system and gathering demographic information including languages spoken
at home.

Collaboration with Metropolitan Planning Organizations: COAST’s service area spans the regions of two
Metropolitan Planning Organizations (MPOs) — Strafford Regional Planning Commission and Rockingham
Planning Commission. Both MPQ’s have representatives who serve on the COAST Board of Directors and
provide input on regional transit needs conveyed through their member communities’ commissioners.
COAST also benefits from public outreach activities conducted by, and in collaboration with, the MPOs.

Press Releases & Public Hearings: COAST issues press releases on additions to service and holds public
meetings upon changes to service and fare policy. Generally, these meetings are held during COAST’s
operating hours to enable users of the system to attend the meetings via public transportation.

Opportunity for Public Comment at COAST Board Meetings: A period for public comment is included on the
agenda of all of COAST’s regular Board Meetings, typically held on the fourth Wednesday of the month at a
location accessible by public transit. The locations of meetings are publicized well before the meeting in
accordance with NH law.

Online Comment Form: COAST manages an online comment form on its website to allow members of the
public to submit questions, comments, and complaints.

Email: COAST provides a specific email address (info@coastbus.org) to allow members of the public to submit
guestions, comments, and complaints.

LEP Four-Factor Analysis and COAST’s Language Assistance Program (LAP)

Providing meaningful access to Limited English Proficient (LEP) Individuals

COAST is obligated to develop a LAP to ensure meaningful access to the benefits, services, information, and other
important portions of its public transit program for individuals who are Limited English Proficient. FTA’s Policy
Guidance Concerning Recipients’ Responsibilities to Limited English Proficient (“LEP”) Persons (70 FR 74087,
December 14, 2005) defines LEP Persons as “persons for which English is not their primary language and who
have a limited ability to speak, understand, read or write English.”



The following pages describe the four-part analysis of LEP populations described in Circular 4702.1B. These
steps include balancing the following four factors:

(1)

0
3)

@)

the number or proportion of LEP individuals eligible to be served or likely to be encountered by the
program, orrecipient;

the frequency with which LEP individuals come in contact with the program;

the nature and importance of the program, activity, or service provided by the program to people's
lives; and

the resources available to the recipient for LEP outreach, as well as the costs associated with that
outreach.

The number or proportion of LEP persons eligible to be served or likely to be encountered by the
program or recipient.

COAST has undertaken an analysis of the languages spoken in its 41-community Greater Seacoast service
area, the estimated number of residents with Limited English Proficiency and their distribution by
language group and census tract. A summary of this data is included in the following pages. Appendix F
(COAST Title VI Analysis — Limited English Proficiency (LEP)) includes a comprehensive data table from
the 2024 American Community Survey regarding populations with Limited English Proficiency.

Table 1 on the following page shows data taken from the 2024 American Community Survey data tables
for LEP populations by language in the COAST Service Area.

Note that there are ongoing concerns regarding the use of American Community Survey (ACS) data for
this purpose due to it being self-reported, subject to sampling errors, and that it may not fully reflect
current language assistance needs due to the multi-year nature of the estimates. However, it represents
the best data available on assessing language needs in our service area. COAST supplements ACS data
with local knowledge, rider and community feedback, and records of language assistance requests when
assessing the language needs of our service area.

The ACS data identifies 12 language groups in addition to English spoken at home by residents of the
COAST region. Speakers in each language group self-identify as speaking English “Very Well” or “Less
than Very Well.”

The 2024 ACS compilation estimates the New Hampshire population at 1,332,089 and the corresponding
COAST/ACT service area population at 284,818. Of the total population in New Hampshire, 92.05% speak
only English, and in the COAST/ACT service area 94.27% of the population speak only English. The
population of Maine is estimated to be 1,346,503 with 93.65% speaking only English. COAST serves two
communities in southwestern Maine, totaling a population of 15,686. Of those, 15,048 (95.93%) speak
only English.

Across COAST/ACT’s service area, LEP persons make up 1.36% of the total population. No single LEP
group has a total population of 1,000 or 5% of the population. In COAST/ACT’s service area the two
largest LEP populations are those who speak Spanish at 873 persons or 0.31% of the region’s population,
and those who speak Other Indo-European languages, estimated at 839 persons or 0.29% of the region’s
population.



Table 1
U.S. Census American Community Survey, 2024 5-Year Estimates
Language Spoken at Home for the Population 5 Years and Over for the COAST/ACT Region

Label Estimate Pe:;e::l:;‘;:tal
Total Population 284,818
Speak Only English 268,521 94.27%
Spanish: 4,184
Speak English "very well" 3,311
Speak English less than "very well" 873 0.31%
French, Haitian, or Cajun: 1,814
Speak English "very well" 1,668
Speak English less than "very well" 146 0.05%
German or other West Germanic languages: 1,389
Speak English "very well" 1,281
Speak English less than "very well" 108 0.04%
Russian, Polish, or other Slavic languages: 935
Speak English "very well" 708
Speak English less than "very well" 227 0.08%
Other Indo-European languages: 3,257
Speak English "very well" 2,418
Speak English less than "very well" 839 0.29%
Korean: 472
Speak English "very well" 236
Speak English less than "very well" 236 0.08%
Chinese (incl. Mandarin, Cantonese): 1,490
Speak English "very well" 934
Speak English less than "very well" 556 0.20%
Vietnamese: 53
Speak English "very well" 32
Speak English less than "very well" 21 0.01%
Tagalog (inc. Filipino): 495
Speak English "very well" 392
Speak English less than "very well" 103 0.04%
Other Asian and Pacific Island languages: 1,360
Speak English "very well" 732
Speak English less than "very well" 628 0.22%
Arabic: 311
Speak English "very well" 220
Speak English less than "very well" 91 0.03%
Other and unspecified languages: 538
Speak English "very well" 497
Speak English less than "very well" 41 0.01%




2. The frequency with which LEP persons come into contact with the program.

There are five primary means by which an individual may come in contact with COAST.

1) COAST printed material — Since July of 2022 COAST has not received any requests for document
translation or service or accommodations from an individual for whom difficulty with English
presented a barrier in communication and access to our programs. The New Hampshire Department
of Health and Human Services Communication Access Team is available to assist with written
translation of vital documents or in providing documents in different formats.

2) COAST website — COAST has not received any requests for website content to be translated.

3) Telephonically — COAST dispatchers, call center representatives and management are the primary
staff responsible for answering calls related to COAST services. In consulting with these staff, there
are no known instances in which communications with an LEP individual has presented a barrier in
their access to our programs. Should these staff encounter an LEP individual they are able to quickly
access Language Line® to assist in translation.

4) On-site visit — COAST Administrative staff has been the primary staff responsible for greeting
individuals who visit the program on-site. In consulting with Administrative staff, there are no known
instances in which communications with an LEP individual has presented a barrier to their access to
our programs. Should these staff encounteran LEP individual they are able to quickly access Language
Line® to assist in translation.

5) Public meeting or hearing — COAST has not participated in any public meetings or hearings at which
communication with an LEP individual has presented a barrier to their access to our programs.

COAST CUSTOMER SURVEY

COAST conducted a Customer Survey in May 2025 that asked for self-identification of race or ethnicity.
COAST received 509 responses. A total of 77% (395 individuals) self-identified their Race and/or
Ethnicity; a total of 23% (114) preferred not to answer or did not answer.

Race Number of Percent of
Respondents Respondents
American Indian or Alaska Native 7 2%
Asian 9 2%
Black or African American 6 1%
Hawaiian or Other Pacific Islander 0 0%
White 353 89%
Two or More Races 17 5%
Hispanic or Latino 3 1%

Respondents were also asked to identify whether they speak a language other than English at home. A
total of 87% (443) identified their language usage at home. Of those respondents, 88% (389) indicated
that they do not speak a language other than English at home. Of the 12% (54) who indicated that they
speak a language other than English at home, the largest group indicated that they speak Spanish at
home (31% or 10 individuals).

Respondents were asked about their ability to speak English. A total of 86% (440) answered the question.
Of those who responded, 94% (412) indicated they speak English “very well”, 6% (25) indicated they
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speak English “well”, and .6% (3) indicated they speak English “not very well”. The three respondents
who indicated they speak English “not very well” did not identify another language they speak at home.
COAST had no instances in which a potential LEP individual requested additional assistance to complete
the survey.

COAST EMPLOYEE SURVEY

In May of 2026, staff who operate COAST vehicles were asked to participate in a survey regarding their
interactions with customers with Limited English Proficiency. A total of 53 surveys were distributed and
44 were returned completed (83% response rate).

The responses were from 11 Administrative Staff (who would be most likely to interact with customer
over the telephone, email, or text), and 33 Drivers (who would be mostly likely to interact with customers
Face-to-Face). It should be noted that some Drivers also work as Fill-In Dispatchers so would have the
opportunity to interact with customers via all modes of communication. In addition, many of the staff
who would fall into the Administrative Staff also operate vehicles to cover open shifts (Dispatchers,
Supervisors) so they, too, would have the opportunity to interact with customers via all modes of
communication.

Staff were asked if they can communicate in any languages other than English. Only two (2) employees
identified that they speak a language other than English (“a little Spanish”).

Staff were asked how they interact with customers. Their responses are captured below.

Interactions Number of Percent of Total
Responses (44)
Face-to-Face 41 93%
Telephone 14 32%
Email/Text 15 34%

Staff were asked how frequently they interact with a customer for whom language is a barrier. Their
responses are captured below.

Frequency Number of Percent of Total
Responses (44)
Never 3 7%
Rarely 18 41%
Sometimes 19 43%
Often 5 11%

Staff were asked to identify the areas in which requests for assistance are received or in which assistance
is needed. Staff frequently selected more than one area where assistance is needed.

Area for Assistance Number of Responses  |Percent of Total (44)
Where’s my vehicle? 8 18%
Fares/Passes/Transfers 16 36%

Hours of Service 9 20%
Questions about ADA 5 11%
Complaints 3 7%
Schedules/Directions/Routes 34 77%
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Finally, staff were asked about the resources they have available to assist customers with limited English
Proficiency when they interact with them. Staff noted that most customers have smart phones and use
a translator app on their phone or they bring someone with them who is more proficient in English. If
they do not have a phone or someone with them, staff reported that they contact Language Line directly
or call the office to begin an interaction with Language Line. From this data, COAST’s experience, and the
recent Customer Survey results, the number or proportion of LEP individuals using the system is limited
and interactions are not frequent, which is consistent with the Census data analysis for the region.

The nature and importance of the program, activity, or service provided by the program to people's
lives.

Our 2025 Customer Survey had 509 respondents. They were asked to indicate how important COAST is
in meeting theirtransportation needs. This question was answered by 336 respondents. The results show
that 97% of those customers identify COAST’s services as being important in meeting their transportation
needs with 82% (277 individuals) of them indicating that our services are very important and 15% (49
individuals) indicating that our services are somewhat important to them. Only ten (10) respondents
indicated that COAST is not at all important in meeting their transportation needs. COAST exists to assist
transit-dependent individuals, residents, employers and employees, and visitors to its communities.

The majority of fixed-route riders indicated that they use COAST to do shopping or run errands (71%), go
to work (57%), or attend medical appointments (50%). Demand Response riders indicated they use
COAST for the same three major purposes, to attend medical appointments (76%), to do shopping or run
errands (66%), or to go to work (30%). Respondents were asked how they would make their trips if COAST
was not available. The majority of fixed-route riders indicated they would have to walk (44%) or would
have to try to get a ride from family or friends (42%). The majority of demand response riders indicated
they would not be able to take the trip without COAST (44%) or would have to try to get a ride from
family or friends (40%). All were asked to indicate their preferred way to travel and most fixed-route
riders (77%) and demand response riders (86%) said that using COAST was their preferred way to travel.
The three main reasons all respondents prefer COAST over other modes of travel are because COAST is
affordable, efficient, and reliable.

COAST serves to improve access to medical care, employment, schooling, recreational and social events,
and to meet other life needs. COAST recognizes the importance of access to transportation for all, and
how critical that is to our overall success.

The resources available to the recipient for LEP outreach, as well as the costs associated with that
outreach.

COAST has consulted with several regional agencies to identify common practices in New Hampshire for
working with LEP populations, including the NH Department of Transportation, CART — the regional
transit agency serving the Greater Derry-Salem area, the New Hampshire Transit Association (NHTA)
members and numerous regional human service providers.

The threshold for translating vital documents has been identified as 1,000 persons or 5% of the
population eligible to be served, whichever is less, falling within a specific LEP language group. The 2024
ACS data used for this Title VI Program update shows no LEP population approaching the 5% threshold,
or 1,000 persons in the COAST/ACT service area. The largest LEP population within a single language in
the COAST/ACT service area is among speakers of Spanish with 873 LEP persons, or approximately 0.31%
of the COAST/ACT service area total population.

Language Assistance Plan
In developing a Language Assistance Plan, FTA guidance recommends the following five elements:
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Identifying LEP persons who need language assistance
Describing the language assistance measures provided
Describing how LEP persons are notified about the availability of language assistance

Describing how it monitors, evaluates, and updates the LAP, and

vk NP

Describing how staff are trained.

The five elements are addressed below:

1. Identifying LEP individuals who need language assistance.

The 2024 ACS compilation estimates the New Hampshire population at 1,332,089 the Maine population
at 1,346,503, and the corresponding COAST/ACT service area population at 284,818. Of the total
population in New Hampshire, 92.0% speak only English, in Maine that total is 94.1%, and in the
COAST/ACT service area 94.7% of the population speaks onlyEnglish.

Across COAST/ACT's service area, LEP individuals make up 1.36% of the total population. In COAST’s
service area the two largest LEP populations are those who speak Spanish at 775 individuals or 0.26% of
the region’s population, and those who speak Spanish, estimated at 708 individuals or 0.24% of the
region’s population. COAST staff reported that interactions with LEP individuals is infrequent and that
often person with limited English proficiency will have someone with them who helpsthem.

Although COAST has not approached the threshold for translation of vital documents, COAST has
identified the vital documents that should be readily available to prevent the denial, reduction, or delay
in benefits related to programs and activities that benefit minority populations or low-income
populations in our service area. COAST’s Title VI Notice, Title VI Complaint and Investigations Procedures
and COAST'’s Title VI Complaint Form all indicate in Spanish that the documents are available in Spanish
upon request.

COAST may identify the language assistance need for a LEP group by:

1. Monitoring requests for language assistance

2. Utilizing Language Identification Cards at COAST facilities and public meetings

3. Having Language Identification Cards on all COAST vehicles to assist operators in identifying the
particular language assistance needs of customers

4. Surveying direct service providers (Operators, Dispatchers and Supervisors, Call Center staff,
Administrative Assistant, and Manager of HR & Community Relations) on their experiences
concerning contact with LEP individuals during the previousyear

2. Language Assistance Measures

COAST’s Language Assistance Program guides how we help individuals likely to utilize our services to
access our services considering their limited proficiency in English. COAST has secured the services of
Language Line® to provide interpretation services for passengers and COAST customers needing
language assistance. In addition, COAST has placed Language Identification Cards on all revenue vehicles
so COAST staff can assist in connecting LEP individuals to the appropriate translation services, including
American Sign Language. A Language |dentification Poster is on display in our reception area and is taken
to all public meetings. In addition, COAST has access to an updated Directory of Certified Interpreters in
our region should we need translation services beyond what Language Line can provide.

COAST has not received any requests to translate vital documents but will respond to any requests

received. To assist LEP persons in navigating our website, there is a link to Google Translate on COAST’s
home page that will translate the website into, currently, 243 other languages.
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3. Providing Notice to LEP Individuals

COAST provides its Title VI Notice on its website, in COAST’s lobby, in all COAST vehicles, and includes
notice in all printed schedules. Language Identification Cards are placed wherever staff serve the public
in person. COAST brings the Language Identification Cards to public meetings to help facilitate full
participation.

4. Monitoring, Evaluating, and Updating the LAP
COAST’s Title VI Coordinator will review the plan on an ongoing basis and will update the plan as required
by the Triennial Title VI Program update. The following will be considered as part of the LAP’s monitoring
and evaluation:
e The number of LEP individual contacts encountered each year
e How the needs of LEP individuals have been addressed and identification of any unmet needs
that can reasonably be met
e A determination of the current LEP population in the service area and whether the need for
translation of vital documents has changed

COAST understands the value its services have for the individuals who rely on us, and the importance of
taking measures to make use of the system easier for LEP individuals. COAST’s strategies to assist Limited
English Proficient Individuals likely to be users of our services in our region are found in Appendix G.

5. Training Staff

COAST has identified that the staff most likely to encounter LEP individuals are Operators, Dispatchers,
Supervisors, Call Center staff, the Administrative Assistant, and the Manager of HR & Community
Engagement.

Operators are provided with training on how to access assistance when encountering customers for
whom communication is a barrier, including contacting Dispatch who can connect the customer with
Language Line®. Staff who provide direct customer service (Dispatchers, Supervisors, Call Center staff,
Administrative Assistant, Manager of Community and Employee Relations) are trained on Title VI
generally, the use of Language Identification Cards, how to document language assistance requests, and
to direct potential Title VI/LEP complaints to the Title VI Coordinator.

6. Minority Representation on Planning and Advisory Bodies

Title 49 C.F.R. §21.5(b)(1)(vii) states that a recipient may not, on the grounds of race, color, or national origin,
“deny a person the opportunity to participate as a member of a planning, advisory, or similar body which is
an integral part of the program.” COAST has no active transit-related, non- elected planning boards, advisory
councils or committees, or similar committees. Board membership is based on revised state statute effective
July 1985 (N.H. RSA 239:3, |) and the subsequent Bylaws as approved by COAST’s Board of Directors.

7. Providing Assistance to Subrecipients

COAST has lower-tier sub-recipient relationships through the 5310 program we manage on behalf of ACT.
Under those agreements COAST recognizes its obligation to assist the subrecipients in complying with U.S.
DOT’s Title VI regulations, including general reporting requirements. This includes providing the following
information to lower-tier subrecipients:

a. Sample notices to the public informing beneficiaries of their rights under DOT’s Title VI regulations,
procedures on how to file a Title VI complaint, and the recipient’s Title VI complaint form.

b. Sample procedures for tracking and investigating Title VI complaints filed with a lower-tier subrecipient,
and when COAST expects the lower-tier subrecipient to notify COAST of complaints received by the lower-
tier subrecipient.
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c. Demographic information on the race and English proficiency of residents served by the lower-tier
subrecipient. This information will assist the lower-tier subrecipient in assessing the level and quality of
service it provides to communities within its service area and in assessing the need for language
assistance.

d. Anyother COAST-generated or obtained data, such as travel patterns, surveys, etc., that will assist lower-
tier subrecipients in complying with Title VI.

COAST'’s lower-tier sub-recipients are required to comply with U.S. DOT’s Title VI regulations, including
general reporting requirements. In order to ensure that lower-tier subrecipients are in compliance with Title
VI requirements, COAST undertakes the following monitoring activities:

(2) Document its process for ensuring that all lower-tier subrecipients are complying with the general
reporting requirementsin Circular 4701.1B, as well as other requirements that apply to the lower-tier
subrecipients based on the type of entity and the number of fixed-route vehicles it operates in peak
service if a transit provider. COAST collects and reviews the Title VI Programs of subrecipients every
three years.

2 Atthe request of FTA, inresponse to a complaint of discrimination, or as otherwise deemed necessary
by COAST, COAST shall request that lower-tier subrecipients who provide transportation services
verify that their level and quality of service is provided on an equitable basis. Lower-tier subrecipients
that are fixed-route transit providers are responsible for reporting as outlined in Chapter IV of
Circular4702.1B.

8. Determination of Site or Location of Facilities

COAST has not built any facilities in the past three years. COAST will make all siting decisions after completing
an equity analysis with regard to where facilities are sited to ensure the location is selected without regard
to race, color, or national origin per Circular 4702.1B, Ch. Ill, Section 13.
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A. Requirement to Set System-Wide Service Standards

III. REQUIREMENTS FOR FIXED-ROUTE TRANSIT PROVIDERS

FTA requires all fixed-route transit providers of public transportation to develop quantitative standards for
the following indicators. Individual public transportation providers set these standards; therefore, these only
apply to COAST.

1) Vehicle Load — Vehicle Load is the ratio of passengers to the number of seats on a vehicle, relative to the

vehicle’s maximum load point. The standard for maximum vehicle load corresponds to the number of
seats, wheelchair spaces and available capacity for standees per vehicle. At present, COAST’s vehicle
loads do not tend to approach capacity even at peak hours. COAST does allow vehicles to be loaded to
capacity, including standees on buses. Should the maximum capacity be reached, an additional vehicle
will be assigned to the route at that time. The achievable capacities for COAST’s vehicles are 44
passengers for a 29’ Low Floor Bus, 55 passengers for a 35’ Low Floor Bus, and 81 passengers for a 40’
Low Floor Bus. On cutaways, the capacity is 13 passengers.

Average Passenger

Vehicle Type Capacities
Seated Standing Total MaX|Fr’ggtr’2rLoad
Cutaway 13 0 13 1.0
29’ Low Floor Bus 27 17 44 1.6
35’ Low Floor Bus 31 24 55 1.8
40’ Low Floor Bus 39 42 81 2.1

2) Vehicle Headway — Vehicle Headway is the amount of time between two vehicles traveling in the same

direction on a given line or combination of lines. The standard for vehicle headways onthe COAST system

is dependent on the density of the area, for example, urban versus rural.

Route Name/Service Type Weekday Weekday Saturday Base
Peak Off Peak

Route 1: Primarily Urban* Hourly Hourly Hourly 5:38am-7:25pm
Route 6: Mixed Urban/Rural* Hourly Hourly N/A 5:30am-1:30pm

3:30pm-6:30pm
Route 12: Primarily Urban Hourly Hourly Hourly 5:30am-7:54pm
Route 13: Primarily Urban Hourly Hourly Hourly 5:55am-7:25pm
Route 14: Primarily Urban Hourly Hourly Hourly 5:36am-8:09pm
Route 33: Mixed Urban/Rural* Hourly Hourly Hourly 6:21am-7:57pm
Route 34: Mixed Urban/Rural** | Sporadic Sporadic Sporadic 5:43am-8:04pm
Route 40: Primarily Urban Hourly Hourly Hourly 6:00am-6:55pm
Route 41: Primarily Urban Hourly Hourly Hourly 6:00am-7:48pm
Route 43: Primarily Urban Hourly Hourly Hourly 6:18am-7:35pm
Route 44: Primarily Urban Hourly Hourly N/A 6:21am-7:52pm

* Routes 1, 6, and 33 all have loops during the day when the run pauses so the driver can take a break
or fuel the vehicle. These pauses break the hourly headway for that time only.

** Route 34 is operated by drivers going in or out of service, or between the yard at 42 Sumner Drive
in Dover and the Dover Transportation Center for shift changes or breaks. Its runs are therefore based

16




3)

4)

on when those exchanges are needed. While the route runs hourly at most, the exact hours it runs
can change as the run cut changes over time. There are times of day the route will run hourly for a
few hours, or not at all for several hours.

On-Time Performance — On-Time Performance is a measure of runs completed as scheduled. A vehicle is
considered on time if it departs a scheduled time point no more than 0 minute early and no more than
5 minutes late. COAST’s goal is to achieve a 92% on-time performance standard.

Service Availability — Service Availability is a general measure of the distribution of routes within an
agency’s service area. COAST specifically locates routes to maximize the potential for ridership
(measured in terms of population and employment density and largely based on past experience). Bus
stops are located along all routes at an average of one-quarter of a mile apart, except as otherwise
infeasible due to safety or other constraints not under COAST’s control.

Requirement to Set System-Wide Service Policies

1)

2)

Distribution of Transit Amenities — Circular 4702.1B Chapter IV-4b(1) describes Transit Amenities as
“items of comfort, convenience, and safety” that are available to the general riding public. Transit
amenities include seating and bus shelters; provision of information such as printed signs, system maps,
route maps, schedules, and electronic signage; and escalators, elevators, and waste receptacles. Transit
amenities such as benches and shelters are distributed based on COAST’s Passenger Amenity Program.
COAST will look at any request for additional amenities on a case-by-case basis. In most cases, COAST
does not ultimately control whether physical amenities like a bench or shelter can be placed at specific
locations. Those decisions must be approved by the NHDOT, a local municipality, or private landowner.

COAST brochures are available at COAST’s office and on COAST buses and are also provided to other
locations as requested. COAST’s Passenger Amenity Program is found in Appendix H.

Vehicle Assignments — COAST routes have a variety of restraints on what types of vehicles can be used.
Some routes are driven by non-CDL operators and therefore can only be run in our non-CDL cutaways.
Other routes have turns that are too tight for a 40’ bus and can only be operated by a 30’ or 35’ bus.
Besides these restrictions, any vehicle in the appropriate class can be operated on any route. Vehicles
are assigned to routes first based on capacity and vehicle type requirements and then are assigned
randomly.
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TITLE VI NOTICE TO THE PUBLIC

The Cooperative Alliance for Seacoast Transportation (COAST) is committed to providing non-
discriminatory transportation services to all passengers and potential passengers. COAST operates its
programs and services without regard to race, color, and national origin in accordance with Title VI of the
Civil Rights Act of 1964.

Any person who believes they have, individually, or as a member of any specific group, been subjected
to discrimination on the basis of race, color or national origin may file a formal complaint with COAST. A
written complaint must be filed within 180 days of the date of the alleged discrimination. All complaints
should be signed, dated, and include contact information. Written complaints should be addressed to:

COAST Title VI Coordinator
42 Sumner Drive
Dover, NH 03820

civilrights@coastbus.org

For a Title VI Complaint Form or more information about COAST’s civil rights programs and the procedures to
file a complaint, please visit www.coastbus.org/about-coast/civil-rights or email civilrights@coastbus.org.

Ifinformation is needed in another language, or an individual is unable or incapable of filing a complaint
and needs assistance, please contact COAST’s Title VI Coordinator at 603-743-5777 or by email at
civilrights@coastbus.org.

A complaint may also be filed directly with the:
New Hampshire Department of Transportation
Attn: Title VI Coordinator
PO Box 483
Concord, NH 03302
or
Federal Transit Administration
Office of Civil Rights

1200 New Jersey Avenue SE
Washington, DC 20590

Approved by the Board of Directors June 24, 2026

Este documento estd disponible en espafiol previa solicitud.
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TITLE VI COMPLAINT AND INVESTIGATION PROCEDURES

These procedures cover all complaints filed under Title VI of the Civil Rights Act of 1964, Section 504 of
the Rehabilitation Act of 1973, and the Americans with Disabilities Act of 1990, for alleged discrimination
in any program or activity administered by the Cooperative Alliance for Seacoast Transportation (COAST).

These procedures do not deny the right of the complainant to file formal complaints with other State or
Federal agencies or to seek private counsel for complaints alleging discrimination. Every effort will be
made to obtain early resolution of complaints at the lowest level possible. The option of informal
mediation meeting(s) between the affected parties and COAST may be utilized for resolution.

Any person, group of people or entity that believes it has been subjected to discrimination prohibited
under Title VI and related statutes may file a written complaint to the following address:

Title VI Coordinator
Cooperative Alliance for Seacoast Transportation
42 Sumner Drive
Dover, NH 03820
Phone: 603-743-5777 Fax: 603-516-0592
civilrights@coastbus.org

The following measures will be taken to resolve complaints filed under Title VI and related statutes:

1)

2)

3)

4)

A formal complaint must be filed within 180 days of the alleged occurrence. Complaints shall be in
writing and signed by the individual or their legal representative, and will include the complainant’s
name, address, and telephone number; the name of alleged discriminating official; the basis for
the complaint (race, color, or national origin) and the date of the alleged act(s). A statement
detailing the facts and circumstances of the alleged discrimination must accompany all complaints.

In the case where a complainant is unable or incapable of providing a written statement, a verbal
complaint of discrimination may be made to the COAST Title VI Coordinator. Under these
circumstances, the complainant will be interviewed, and the Title VI Coordinator will assist the
complainant in converting the verbal allegations towriting.

When a complaint is received, the Title VI Coordinator will provide written acknowledgment of its
receipt to the complainant within ten (10) days by Registered mail.

If a complaint is deemed incomplete, additional information will be requested, and the
complainant will have 60 business days to submit the requested information. Failure to do so may
be considered good cause for a determination of no investigative merit.


mailto:civilrights@coastbus.org

5) Within 15 business days from the receipt of a complete complaint, COAST will determine its
jurisdiction in pursuing the matter. If COAST does not have sufficient jurisdiction, the Executive
Director, or their authorized designee, will refer the complaint to the appropriate State or Federal
agency holding such jurisdiction. Within five (5) business days of the decision to proceed, or not
proceed, with an investigation the Executive Director, or their authorized designee, will notify the
complainant and respondent, by registered mail, informing them of thedisposition.

a. If the decision is made to not investigate the complaint, the notification shall specifically state
the reason for the decision.

b. If the complaint is to be investigated, the notification shall state the grounds of COAST’s
jurisdiction, while informing the parties that their full cooperation will be required in gathering
additional information and assisting the investigator.

6) If the complaint has investigative merit, the Executive Director or their authorized designee will
assign an investigator. A complete investigation will be conducted, and an investigative report will
be submitted to the Executive Director within 60 days of receipt of the complaint. The report will
include a narrative description of the incident, summaries of all persons interviewed, and a finding
with recommendations and conciliatory measures where appropriate. If the investigation is
delayed for any reason, the investigator will notify the appropriate authorities, and an extension
will be requested.

7) After the investigation, and within 90 days of receipt of the complaint, the Executive Director or
their authorized designee will issue a closure letter or letter of finding to the complainant and
respondent.

8) If the complainant wishes to appeal the decision it must direct the appeal to the agency initially.
The complainant has 30 days after the date of the letter of findings to do so. The appeal will be
investigated and decided by a separate party other than the original investigator.

9) The complainant also has the right to file a complaint with the following:

New Hampshire Department of Transportation
Attn: Title VI Coordinator
PO Box 483
Concord, NH 03302

or
Federal Transit Administration
Office of Civil Rights

1200 New Jersey Avenue SE
Washington, DC 20590

Este documento estd disponible en espafiol previa solicitud.
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TITLE VI COMPLAINT FORM

Title VI of the Civil Rights Act of 1964 states “No person in the United States shall, on the ground of race,
color or national origin, be excluded from participation in, be denied the benefits of, or be subjected to
discrimination under any program or activity receiving federal financial assistance.”

Please provide the following information necessary to process your complaint. Should you require any
assistance in completing this form, please let us know. Please complete this form and mail or deliver to:

Title VI Coordinator, COAST, 42 Sumner Drive, Dover, NH 03820
Email: civilrights@coastbus.org
You can reach our office Monday-Friday from 8-5 at 603-743-5777

1. Name

2. Street Address

3. City, State and ZipCode

4. Telephone Number Home/Cell: Work:

5. Are you filing this complaint on your own behalf? O] Yes* [ No
*If Yes please continue to question 7

If No, please supply the name of the person for whom you are complaining and your relationship to him/her:

Name: Relationship:

6. Have you obtained permission to file on behalf of the complainant? O Yes O No

7. What was the alleged discrimination based on? (Check all that apply)

L] Race ] color L] National Origin

8. Date of incident resulting in the alleged discrimination.

Este documento esta disponible en espafiol previa solicitud.



9. Please explain as clearly as possible what happened and why you believe you were discriminated against.
Include the name and contact information of the person(s) who discriminated against you (if known) as well
as the names and contact information of any witnesses.

If additional space is needed, please attach sheets of paper, or use the back of this form.

10. Have you previously filed a Title VI complaint with COAST? [ Yes O No

11. Have you filed this complaint with any other federal, state, or local agency, or with a federal or state court?

(Check the appropriate box) L] Yes ] No

If yes, please check each agency the complaint was filed with:

] NH Dept. of Transportation L] Federal Transit Administration (FTA)

L] Other (please specify):

12. Please provide the name of a contact person where the complaint was also filed:

Name

Address

City, State andZip Code

Telephone Number

Please sign below. You may attach any written materials or information you believe supports your complaint.

Signature Date

Please submit this form in person at the address below, mail or email this
form to:

Title VI Coordinator
COAST
42 Sumner Drive
Dover, NH 03820
civilrights@coastbus.org

Este documento esta disponible en espafiol previa solicitud.
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TITLE VI INVESTIGATIONS, COMPLAINTS AND LAWSUITS LIST

INVESTIGATIONS
Complainant Date Filed Summary Status Action(s) Taken
COMPLAINTS
Complainant Date Filed Summary Status Action(s) Taken
LAWSUITS
Complainant Date Filed Summary Status Action(s) Taken
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TITLE VI INVESTIGATION, COMPLAINT OR LAWSUIT SUMMARY FORM

Complainant: Basis for Complaint:

Date Title VI complaint received by COAST:

SUMMARY OF COMPLAINT ALLEGATION(S):

ACTION(S) TAKEN BY COAST:

Date:

Date:




Date:

Date:

Date:

Date:

Date:

Date complaint resolved orclosed:

[ Closure Letter (Attach Copy) [ Letter of Finding (Attach Copy)

Date complainant Notified of Resolution:

Signature: Date:
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Sﬁk Eﬁ“!ﬁh less than B o o o o 4T 18 20 o 56 102 B4 o o o o 50 873 0.31% 503 0.32%
French, Haitian, or Cajun: 2 202 24 0 20 149 12 28 5 17 82 ] a 0 0 50 T8 1,814 1,181
Speak English "very well” 0 202 | 24 0 20 128 12 18 5 17 82 a7 a i 0 = T8 1,888 1,087
Sﬁk Eﬁli!l-h less than 2 o o o o 24 o T o o o 23 o o o o o 146 0.05% 94 0.06%
German or octher West a El 28 37 0 14 10 19 19 8 ] a2 d 38 0 0 9 1,389 881
Spesk English "very well” 0 =l 28 21 0 14 10 18 19 8 8 g2 0 368 0 a 2 1,281 824
Sﬁk Eﬁ“!ﬁh less than o o o 16 o o o o o o o o o o o o o 108 0.04% 5T 0.04%
Russian, Polish, or other 3 a7 55 57 25 28 0 12 28 0 ] 0 ] 17 0 ] 34 935 473
Spesk English "very well” 3 22 55 41 25 29 0 12 28 0 o 0 0 0 0 a 34 T0E 328
Sﬁk Eﬁli!ph less than o 5 o 16 o o o o o o o o o 17 o o o 22T 0.08% 145 0.09%
Other Indo-Eurcpean 0 100 | 88 28 58 a7 18 ] 0 14 | 185 [ 104 4 0 3 g8 40 3.257 1,898
Speak English “very well” ] a7 B8 18 B8 B2 18 0 ] 14 110 104 4 0 2 T 40 2,418 1,285
Sﬁk Eﬁli!ph less than o 63 o 20 o 45 o o 1] o 73 1] o 1] o 12 o 839 0.29% 601 0.38%
Korean: 0 0 ] 0 0 &2 10 ] 7 0 o 0 a 0 0 a H 472 405
Spesk English "very well” 0 0 0 0 0 0 0 0 0 0 o 0 0 0 0 a 31 238 187
Sﬁk Eﬁli!ph less than o o o o o 83 10 o T o o o o o o o o 236 0.08% 218 0.14%
Chinese (incl. Mandarin, 0 0 ] 559 | B9 17 0 ] 8 0 53 58 1 85 0 ] 0 1,480 808
Spesk English "wery well” a a a 451 2 a a a 0 0 20 0 1 83 0 a 0 224 363
Sﬁk Eﬁli!ph less than o o o 98 51 17 o o 5] o 33 58 o 2 o o o 556 0.20% 243 0.15%
Vietnamese: 0 0 ] 0 0 ] 0 ] 0 0 18 0 a 0 0 a 0 53 34
Spesk English "very well” 0 0 0 0 0 0 0 0 0 0 15 0 0 0 0 a o 32 13
Sﬁk Eﬁli!ph less than o o o o o o o o o o o o o o o o o 21 0.01% 21 0.01%
Tagaleg (incl. Filipino): a 14 d 0 0 17 28 d 0 0 o 0 a 0 0 13 0 485 453
Spesk English "very well” 0 14 0 0 0 17 28 0 0 0 o 0 0 0 0 13 o 392 350
Sﬁk Eﬁ“!ﬁh less than o o o o o o o o o o o o o o o o o 103 0.04% 103 0.07%
Other Asian and Pacific Island 5 g ] 0 0 &1 0 ] 0 0 1 118 ] 0 0 895 19 1,380 1.118
Spesk English "very well” 0 g 0 0 0 24 0 0 0 0 o 28 0 0 0 28 10 732 540
Sﬁk Eﬁ“!ﬁh less than 5 o o o o 4T o o o o 1 93 o o o BT 9 628 0.22% 576 0.36%
Arabic: a a d 0 42 28 38 d 18 0 15 0 a 0 0 a 0 311 138
Spesk English "very well” 0 0 0 0 42 0 28 0 18 0 o 0 0 0 0 a o 220 83
Sﬁk Eﬁ“!ﬁh less than o o o o o 26 8 o o o 15 o o o o o o 91 0.03% TE 0.05%
Other and unspecified 3 ] ] 0 0 [iE] 0 ] 48 2 ] 0 ] 14 0 15 10 538 3856
Spesk English "wery well” 3 9 a 0 0 83 a a 48 2 o 0 a 14 0 15 ) 457 363
Speak English less than 1] 1] o 0 o o 1] o 0 o ] 0 o 0 o ] 1 41 0.01% 32 0.02%

Limited English Proficiency is defined by the Census Bureau as speaking English "less than very well.”
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STRATEGIES TO ASSIST LEP INDIVIDUALS

TRANSLATION OF VITAL DOCUMENTS

COAST has received no requests to translate its vital documents. COAST is prepared to provide
translation of the following documents should they be requested.

e All consent and complaint forms

e All notices advising LEP individuals of free language assistance services

e All written notices of rights, responsibilities, denials, changes in benefits or services Common Application
and all subsequent determination letters

e COAST’s ADA Service Guide COAST’s Bus Schedules

e COAST’s Employment Application COAST’s Fare Guidelines

e COAST’s Half Fare Program Application COAST’s Rider Guide

e COAST’s Reasonable Modification Policy COAST’s Title VI Notice and Complaint Process

COLLABORATION WITH COMMUNITY ORGANIZATIONS

COAST collaborates with Dover Adult Learning Center to identify and reach potential LEP individuals to
inform them of services available to them. Dover Adult Learning Center is the primary provider of English
as a Second Language classes in the service area. It is hoped that through this collaboration additional
community organizations with whom COAST can partner will be identified.

TRANSLATION/INTERPRETER SERVICES

COAST has partnered with Language Line® to provide translation services to any passengers or
customers needing assistance with interpretation and/or translation, including those needing American
Sign Language interpretation.

In addition, the New Hampshire Department of Health and Human Services Communication Access
Team is available to assist with written translation of vital documents or in providing documents in
different formats.
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PASSENGER AMENITY PROGRAM

The Cooperative Alliance for Seacoast Transportation (COAST) recognizes the importance of passenger amenities in
providing comfortable and convenient service to system users as well as attracting new riders. This Passenger Amenity
Program provides criteria for the placement of passenger shelters, benches, schedule holders, bicycle parking and bus
stop signage. COAST will maintain an ongoing inventory of all passenger amenities.

Funding, municipal approval, municipal maintenance, actual
ridership counts, and operational characteristics at bus stops will be
used in determining the appropriate amenity. Consideration is given
to traffic patterns affecting vehicle operations and/or public safety
and local ordinances or regulations governing the location and
placement of amenities.

The following criteria will be used for consideration of amenity placement:

Bus Signage - Each bus stop is clearly marked with a bus stop sign displaying route information and route
direction.

Benches — A bench may be provided at bus stops that have boarding counts of 10+ passengers per day.
Shelters — A shelter may be provided at bus stops that have boarding counts of 15+ passengers per day.

Bicycle Parking — A bicycle rack may be provided at bus stops that have a COAST shelter, are major transfer points or
will be utilized because the bus stop is located near a bicycle route.

In placing or relocating passenger amenities, the following will also be considered:

e Traffic patterns affecting vehicle operation and/or public safety.

e Improved COAST identification in municipalities.

e Local ordinances or regulations governing the location and placement ofamenities.

e Locations that have boarding counts of senior citizens and/or passengers with disabilities of 5+
passengers perday.

e Locations near hospitals.

When replacing damaged amenities, the bus stop will be re-evaluated with current passenger boarding counts. If the
bus stop no longer qualifies for the amenity, the damaged amenity may be removed and not replaced.

In order to utilize the criteria in placing amenities, certain operational and passenger data will be collected. This will
include the necessity to count ridership at all bus stops and maintain this information on a continuing basis. This will allow
ridership counts and operational characteristics at bus stops to be monitored to determine which stops warrant the
respective amenity.
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COOPERATIVE ALLIANCE FOR SEACOAST TRANSPORTATION
Minutes of the Meeting of the Board of Directors
Wednesday, June 24, 2026

Present: Fred Butler (virtual, NHDOT, non-voting member), Arthur Capello (Town of Berwick, ME),
Sean Clancy (City of Portsmouth), S6nke Dornblut (Town of Newmarket), Jessica Garlough
(Greater Seacoast Community Health), Jason Garnham (Town of Kittery, ME), Jillian Harris
(virtual, alternate City of Portsmouth), Denis Hebert (Town of Newington), Margaret Joyce
(Dover Area Chamber of Commerce), Colin Lentz (Strafford Regional Planning Commission),
David Sandmann (At-Large), Dennis Shanahan (Chair, City of Dover) and Kay Wright (City of
Rochester)

Absent: Scott Bogle (Rockingham Planning Commission), Michael Mates (Pease Development
Authority), Crystal Paradis-Catanzaro (City of Somersworth), and David Tovey (Town of
Exeter)

Staff: Margot Doering, Heather Hesse-Stromberg, Joanne Muckenhoupt, Rad Nichols and Michael
Williams

Action Item #1: 2026-2029 COAST TITLE VI PROGRAM UPDATE

COAST’s Title VI Program Update was provided to the Board for review prior to the meeting and Ms.
Hesse-Stromberg, COAST’s Title VI Coordinator, prepared an Executive Summary that was provided in
the Board Packet distributed prior to the meeting.

The Executive Summary included an overview of the requirements of a Title VI Program and of the LEP

analysis which noted that no LEP populations in COAST’s service area rise to the level of requiring that

vital documents be made available in other languages. Though not required, COAST will respond to any
request for translation of vital documents to the best of its ability.

The primary data sources used for the Update were the 2024 U.S. Census Bureau’s 5-Year Estimates for
Languages Spoken at Home for the Population 5 Years and Over, the 2025 COAST Customer Survey, and
the 2026 COAST Employee LEP Survey.

Action Recommended: That the Board of Directors approve the updated COAST Title VI Program for
2026-2029.

Mr. Sandmann made a motion to approve the 2026-2029 Title VI Program Update and Mr. Lentz
seconded the motion. There was no discussion.

Mr. Shanahan called for a vote and all voted in favor (no abstentions). The motion passed unanimously.
Respectfully submitted,

Dennis Shanahan
Chair and Recording Secretary
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