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1 INTRODUCTION

Established by voter proposition in 1999, the SFMTA, a department of the City and County of San
Francisco, operates the Municipal Railway (Muni), parking, traffic, bicycling, walking and taxis within the
City and County of San Francisco. Founded in 1912, Muni is one of the oldest transit systems in the world
and across five modes of transit, Muni is the largest transit system in the Bay Area. Prior to the pandemic,
Muni provided 78 routes throughout the City and County of San Francisco, which served over 700,000
weekday daily rides and over 220 million rides per year. In early 2020, the COVID-19 pandemic significantly
impacted ridership and transit services were reduced due to operational resources. Since then, the SFMTA
has restored almost all routes and currently operates 60 routes with additional route restorations planned
as operator staffing levels increase. The Muni fleet is unique and includes historic streetcars, renewable
diesel electric hybrid buses and electric trolley coaches, light rail vehicles, paratransit cabs and vans, and the
world-famous cable cars.

The SFMTA's mission is to connect San Francisco through a safe, equitable, and sustainable transportation
system. This mission statement complements the goals and mandates of Title VI of the Civil Rights Act of
1964. Section 601 of Title VI mandates that “no person in the United States shall, on the base 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 Assistance from the Federal Transit
Administration (FTA).”

Through its policies and programs, the SFMTA is committed to providing quality transit service for all
customers, regardless of race, color, or national origin. Proof of this commitment is evident in coverage of
service (the majority of San Francisco residents live within a short walk of a Muni stop), frequency of service
and transit amenities that SFMTA customers enjoy. The SFMTA also has several measures in place to
provide language accessibility to its programs and services for its limited-English proficient customers.

As a recipient of federal funds, the SFMTA is required to submit an updated Title VI Program to FTA's
Regional Civil Rights Officer every three years. The SFMTA's 2022 Title VI Program provides an update to
the SFMTA's 2019 Title VI Program and details the SFMTA's compliance with both the “General
Requirements” (Section 1) and “Program-Specific Requirements” (Section 2), as required by FTA Circular
4702.1B, "Title VI Requirements and Guidelines for Federal Transit Administration Recipients.” As an
agency, the SFMTA is dedicating efforts to continuous process improvement to normalize and sustain
terminology which centers racial equity and affirms the cultures of racialized people. For the purposes of
this program update, the SFMTA follows the terminology contained in FTA C4702.1B and incorporates the
agency's preferred terms where contextually appropriate. Use of the term Black, Indigenous and Other
People of Color (BIPOC) in this Update should be considered as coextensive with the term “minority” as
that term is defined in FTA C4702.1B.
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2 GENERAL REQUIREMENTS

This chapter includes general requirements that must be fulfilled under the FTA Title VI program. Each of
these requirements is discussed in the following sub-sections:

2.1 Title VI Notice to the Public

2.2 Title VI Complaint Procedures and Complaint Form

2.3 Summary of Title VI Investigations, Complaints and Lawsuits

2.4 Public Participation Plan

2.5 Language Assistance Plan

2.6 Membership of Transit Related Non-Elected Committees and Councils

2.7 Subrecipient Assistance and Monitoring

2.8 Determining Site or Location of Facilities Equity Analyses

2.9 Documentation of Title VI Program Approval by SFMTA Board of Directors

2.1 Title VI Notice to the Public

As required, the SFMTA posts Title VI notices in all required “Safe Harbor” languages, the languages
spoken by 1000 or more individuals in the City and County of SF based on ACS 2016-2020 survey data who
report speaking English “less than very well” and includes information on non-discrimination on the basis of
race, color or national origin. The notice also informs the public where to find further information, how to
file a Title VI complaint and the availability of free language assistance. Based on ACS 2016-2020 survey
data, the most recently available data, eight languages meet the “Safe Harbor” threshold: Chinese,
Spanish, Filipino, Russian, Vietnamese, Korean, Japanese and French.

The notices are located at www.sfmta.com, posted in SFMTA's offices with public access, at the paratransit
broker’s office and in paratransit vans, and on public information materials, as appropriate and as space
allows. Title VI language is also included on some of the agency’s maps, where space allows. Please see
Appendix A for a copy of SFMTA’s multilingual Title VI notice, which includes the following language: “The
SFMTA does not discriminate on the basis of race, color or national origin. For more information or to file a
complaint, visit SFMTA.com or contact 311.”

2.2 Title VI Complaint Procedures and Complaint Form

As a general compliance requirement, the SFMTA is required to post a Title VI complaint form and
complaint procedures that instruct the public on how to file a Title VI discrimination complaint, taking into
account the language needs of its customers.
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Below are SFMTA's Title VI Complaint Procedures, which are consistent with guidelines found in the
Federal Transit Administration’s Circular 4702.1B, dated October 1, 2012:

The San Francisco Municipal Transportation Agency (SFMTA) is committed to operating its
programs and services without regard to race, color or national origin in accordance with Title
VI of the Civil Rights Act of 1964.

Any customer who feels discriminated against as an individual or as a member of a specific
group on the basis of race, color or national origin, may file a complaint with the SFMTA
and/or the Federal Transit Administration (FTA) within 180 calendar days of the alleged
incident. Free language assistance and further information on how to file a Title VI complaint is
available 24 hours a day, seven days a week through San Francisco’s multilingual 311
Telephone Customer Service Center.

Title VI Complaint Forms and information on how to file a Title VI complaint are available in
English and all languages that meet the Safe Harbor threshold of 1,000 or more LEP individuals
within the service area for whom English is not their primary language and who have a limited
ability to read, speak, write or understand English on the SFMTA's website at
https://www.sfmta.com/about-us/contact-us/title-vi-discrimination-and-complaints. Complaint
forms in the appropriate language, along with instructions, are also mailed or emailed to
customers alleging discrimination on the basis of Title VI. (Please see Appendix B for SFMTA's
Title VI Complaint Form)

Once a complaint is received, the SFMTA will review it to determine if the agency has
jurisdiction. If the SFMTA does not have jurisdiction, the complainant will be notified.

An investigation will begin on the day the SFMTA receives the complaint and will generally be
completed within 60 days. If more information is needed to resolve the complaint, the SFMTA
will contact the complainant to request additional information if contact information is
provided. Once the SFMTA has completed its investigation, the SFMTA will issue letters
depending on the outcome of the investigation. For complaints found to have merit, the
complainant will receive a letter indicating that appropriate action was taken. If the complaint
was found to be without merit, a letter is issued stating that no violation was found based on
Title VI. Complainants are advised how to contact the SFMTA if they have questions or further
information to provide, as well as how to appeal the decision. If the SFMTA employee is
unable to be identified, the complainant is notified and advised to provide any additional
information. The complainant will have 14 calendar days from the date of the letter to appeal if
the complaint is determined to be without merit. Instructions and contact information for filing
an appeal are included in the letter. All appeals are decided by the Director of Transportation or
his/her designee.
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Title VI Complaint Forms can be submitted as follows:
U.S. Mail:
San Francisco Municipal Transportation Agency (SFMTA)
ATTN: Title VI Complaints
One South Van Ness Avenue, 7th Floor
San Francisco, CA 94103
Email: TitleVIComplaints@sfmta.com

Complaints can also be submitted directly to the FTA at the following address:
Federal Transit Administration
Office of Civil Rights
1200 New Jersey Avenue SE
Washington, D.C. 20590

Customers can contact San Francisco’'s multilingual Telephone Customer Service Center, which is open 24
hours a day/7 days a week/365 days a year, for more information and free language assistance:

Voice within San Francisco: 311
Voice, outside San Francisco: 415.701.2311
TTY: 415.701.2323

2.3 Summary of Title VI Investigations, Complaints, and Lawsuits

For the timeframe of this Program Update, there were no Title VI lawsuits. Pursuant to FTA guidance,
Appendix C includes a summary of complaints received during the timeframe of this report, including the
date the complaint was received, a summary of the allegation(s), the status of the complaint and outcome
of the investigation.

2.4 Public Participation Plan

As part of its overall Title VI Program, the SFMTA is required to have an established public participation
plan (or process) that explicitly describes the proactive strategies, procedures and desired outcomes of its
public participation activities. The purpose of the SFMTA's 2022 Public Participation Plan (PPP) (Appendix D)
is to provide a framework of options and strategies from which to guide a customized, systematic and
strategic public involvement approach that seeks out and considers the viewpoints of the general public
and other community members in the course of conducting public outreach and involvement activities. Of
particular importance are those methodologies that specifically address linguistic, institutional, cultural,
economic, historical or other barriers that may be preventing Black, Indigenous and Other People of Color
(BIPOC), low-income and limited-English proficient (LEP) populations from participating effectively in the
SFMTA''s decision-making process. The PPP also reflects and reinforces the primary goal of the SFMTA's
public involvement activities: to offer early and continuous opportunities for the public to learn about a
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particular project or initiative while meeting the particular needs of the groups being presented to, such as
language assistance, schedule or location accommodations, in order to maximize their involvement in the
identification of social, economic and environmental impacts of proposed transportation decisions. The PPP
was informed by an extensive data collection effort, which included a multilingual Public Participation and
Community Language Access survey and Community Conversations held throughout San Francisco. As
required, please see Appendix E for a summary of major public participation outreach and engagement
activities conducted during the timeframe of this report.

2.5 Language Assistance Plan

Pursuant to FTA guidance, the SFMTA must take reasonable steps to ensure meaningful access to the
benefits, services, information and other important portions of its programs and activities for individuals
who are limited-English proficient (LEP). The SFMTA’s 2022 Language Assistance Plan (LAP) provides the
results of the required Four-Factor Analysis, details its language access policies and methods and
incorporates the Department of Transportation’s (DOT) LEP Guidance as required for providing language
assistance for LEP individuals. The goal of the LAP is to provide language assistance to persons with limited-
English proficiency in a competent and effective manner, to help ensure that SFMTA's services are safe,
reliable, convenient and accessible to LEP customers. Please see Appendix F for a copy of the SFMTA's
2022 Language Assistance Plan, which was informed by in-language focus groups in five languages, a
multilingual Public Participation and Community Language Access survey, Community-Based Organization
leadership interviews, as well as internal data collection and a staff survey.

2.6 Membership of Transit Related Non-Elected Committees and Councils

As part of its Title VI Program submission to the FTA, the SFMTA must provide a table depicting the racial
breakdown of the membership of any transit-related, non-elected planning boards, advisory councils or
committees for which SFMTA selects the full membership. During the timeframe of this report, the SFMTA
had the following transit-related, non-elected citizen committees for which it selected the full membership:
the Youth Transportation Advisory Board (YTAB), the Central Subway Community Advisory Group (CAG);
the Van Ness Bus Rapid Transit Community Advisory Committee (Van Ness BRT CAC); the Van Ness
Business Advisory Committee (Van Ness BAC); and, the Geary Community Advisory Committee. Please see
Table 1 below for membership specifics.

The purpose of the Youth Transportation Advisory Board (YTAB) is to elevate the lived experiences of
young people from across the city of San Francisco to better inform the SFMTA’s policies and practices.
Duties and functions include identifying the unmet needs of San Francisco’s children and youth through
examining the existing services, practices, and budgets of the SFMTA; design and conduct outreach to
youth and their communities on SFMTA services and projects to learn from underrepresented groups and
begin addressing gaps in dialogue; and to develop and deliver recommendations to staff and the Director
of Transportation to support or improve SFMTA services. Recruitment is handled through an annual open
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application process, which is promoted through agency announcements, social media and through
community partners.

The purpose of the Central Subway CAG is to engage with the local community, and to receive input and
feedback at key milestones throughout the Central Subway project. The CAG consists of representatives
from neighborhoods along the entire Third Street Light Rail Project alignment: Visitation Valley,
Bayview/Hunters Point, Mission Bay/Potrero Hill, South of Market, Downtown, Union Square and
Chinatown. The diverse membership brings to the table citywide, neighborhood, environmental,
transportation, commuter, historical and planning interests.

Announcements for vacant positions are made at meetings, posted on the website, advertised through
social media, emails, direct phone calls, and announced in the project newsletter. Staff also partners with
Community Based Organizations (CBOs) to recruit members and provides information and requests for
applications via the Central Subway Project email lists in order to achieve a diverse committee membership
on the Central Subway CAG. If members of the public are interested in participating in the Central Subway
CAG, they are asked to forward a letter of interest and background information or a resume to Charles
Chan (charles.chan@sfmta.com). Members of the CAG are recommended by Central Subway Project staff
and forwarded to the SFMTA Director of Transportation for appointment.

The purpose of the Van Ness BRT CAC is to provide feedback and guide decisions related to the design,
construction and implementation of the Van Ness Bus Rapid Transit. The Van Ness BRT CAC consists of
representatives from neighborhoods along the entire project corridor. The diverse membership brings to
the table citywide, neighborhood, environmental, transportation, commuter, advocacy, historical and
planning interests. The Van Ness BRT CAC is still active.

The purpose of the Van Ness Business Advisory Committee is to provide recommendations and advice on
how project staff can best work with local businesses during construction of the Van Ness Improvement
Project. The Van Ness BAC is made up of representatives from a diverse cross-section of project corridor
businesses including hospitality, retail, commercial management, arts and education. The Van Ness BAC
was dissolved in June of 2022, two months after revenue service began in the new BRT lanes.
Announcements for vacant positions were made at meetings, posted on the website, and advertised
through social media, emails and direct phone calls. Staff also partners with Community Based
Organizations (CBOs) to recruit members and requests for applications via email contact lists. Applications
were chosen by a selection committee comprising project and non-project staff.

The purpose of the Geary Community Advisory Committee (CAC) is to provide feedback and guide
decisions related to the design, construction and implementation of the two Geary BRT projects (both
Phase 1, the Geary Rapid Project, and Phase 2, the Geary Boulevard Improvement Project). The Committee
also serves as a conduit to the communities they represent, sharing information with and collecting
feedback from their communities. The Geary CAC consists of representatives from neighborhoods along
the entire project corridor: Inner Richmond, Western Addition/Pacific Heights, Fillmore/Japantown, Nob

10
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Hill/Chinatown, Tenderloin, and Union Square. The diverse membership brings to the table, citywide,
neighborhood, business, environmental, transportation, commuter, advocacy and planning interests.
Announcements for vacant positions are posted on the website, advertised through social media, email
contact lists, phone calls, and shared with Community Based Organizations (CBOs) to recruit members. The
initial member recruitment also included print announcements posted along the Geary corridor. If
members of the public are interested in participating in the Geary CAC, they are asked to forward a letter
of interest and background information or a resume to the project team. Applications are chosen by a
selection committee comprised of project and non-project staff.

The table below depicts the current composition of these groups, to the degree that the requested
information is available.

Table 1: Demographic Breakdown of Transit-Related, Non-Elected Committees and Councils
Membership

Native
American

Asian
American

Caucasian Latino African

American

Population of  44.9% 15.7% 5.1% 34.3% 0.4%

City and

County of San

Francisco

Central

Subway ] 16 members 3 members

Community 0 0 0

Advisory out of 23 out of 23

Group

VN BRT CAC 6 members 1 member 1 member 4 members 0
out of 12 out of 12 out of 12 out of 12

VN BAC 8 members = 2 members 0 2 members 0
out of 12 out of 12 out of 12

Geary CAC 9 members 0 0 6 members 0
out of 15 of 15

Youth 7 Board 3 Board 11 Board 3 Board 0

Transportation members members out  members out members out

Advisory outof 24  of 24 of 24 of 24

Board

Source: 2016-2020 Five-Year Estimates U.S. Census American Community Survey (ACS).
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2.7 Subrecipient Assistance and Monitoring Procedures

In accordance with 49 CFR 21.9(b), the San Francisco Municipal Transportation Agency (SFMTA) must
provide assistance to, and monitor, their subrecipients to ensure that subrecipients are in compliance with
the DOT Title VI regulations, as well as having in place monitoring procedures, which are detailed below. A
“subrecipient” is an entity that receives Federal financial assistance from the FTA through a primary
recipient, such as the SFMTA. As provided in FTA Circular 4702.1B, effective October 1, 2012, oversight
responsibilities do not apply to subrecipients who are direct recipients of FTA funds, in which case the
subrecipient/direct recipient reports directly to FTA.

SFMTA assists subrecipients in complying with DOT's Title VI regulations, including the general reporting
requirements, by providing:

e 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 SFMTA's Title VI complaint
form;

e Sample procedures for tracking and investigating Title VI complaints filed with a subrecipient,
and when the SFMTA expects the subrecipient to notify the SFMTA of complaints received by
the subrecipient;

e Demographic information on the race and English proficiency of residents served by the
subrecipient in order to assist the 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; and,

e Any other recipient-generated or obtained data, such as travel patterns, surveys, etc., that will
assist subrecipients in complying with Title VI.

Subrecipient Monitoring Procedures:

In order to ensure that the SFMTA and its subrecipient are in compliance with Title VI requirements, the
SFMTA will undertake any or all of the following monitoring activities, based on circumstances and as
required: (1) conducting an initial meeting with the subrecipient to review the relevant portions of FTA
Circular 4702.1B, including general and transit-specific reporting requirements, as applicable; (2) providing
samples of SFMTA's required notices, procedures and information that may be relevant to the subrecipient;
(3) reviewing the subrecipient’s required documents, notices and other information for compliance with
the requirements in FTA C 4702.1B; and (4) conducting regular meetings, phone calls, email check-ins and
site visits, as necessary and as required once the subrecipient’s Title VI Program has been established to
ensure continued compliance. The SFMTA will also establish a date/timeframe for collecting and reviewing
for compliance purposes the subrecipient’s Title VI Program and will maintain a copy in electronic storage.

In addition, at the request of the FTA, in response to a complaint of discrimination, or as otherwise deemed
necessary by the SFMTA, the SFMTA shall request that subrecipients who provide transportation services

12
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verify that their level and quality of service is provided on an equitable basis. Subrecipients that are fixed
route transit providers are responsible for reporting as outlined in Chapter IV of FTA Circular 4702.1B. The
SFMTA had no subrecipients during the timeframe of this report.

2.8 Determining Site or Location of Facilities Equity Analyses

Pursuant to Title 49 CFR Section 21.9(b)(3), in determining the site or location of federally funded facilities,
selections may not be made with the purpose or effect of excluding persons from, denying them the
benefits or, or subjecting them to discrimination on the grounds of race, color or national origin. Further,
Title 49 CFR part 21, Appendix C, Section (3)(iv) provides, “The location of projects requiring land
acquisition and the displacement of persons form their residences and businesses may not be determined
on the basis of race, color, or national origin.” Recipients of federal funds are required to complete a Title
VI equity analysis during the planning stage with regard to where a project is located or sited to ensure the
location is selected without regard to race, color, or national origin. During the timeframe for the 2022
Title VI Program, no equity analyses for siting or location of facilities were required.

2.9 Documentation of Title VI Program Approval by SFMTA Board of Directors

SFMTA's 2022 Title VI Program Update went to the SFMTA Board of Directors on January 17, 2023 for
approval. Please see Appendix G for a copy of the Board Resolution.

13
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3 TRANSIT REQUIREMENTS

This chapter includes program-specific requirements that must be submitted by SFMTA as a fixed route
transit provider that operates 50 or more fixed route vehicles in peak service and is located in an Urbanized
Area (UZA) of 200,000 or more people. SFMTA's Title VI program includes the following content:

e System-wide Service Standards and Policies
o Demographic Analysis of Service Area (including Maps and Charts)
e Customer Demographics and Travel Patterns
e Major Service Change, Disparate Impact, and Disproportionate Burden Policies
e Service Monitoring Results:
o Vehicle Load

On-time Performance
Policy Headways
Service Availability
Vehicle Assignment

o Transit Amenities
Equity Evaluation: Fare and Service Changes

o O O

3.1 System-wide Service Standards and Policies

Background
As a recipient of funds administered by the U.S. Department of Transportation through the Federal

Transportation Administration (FTA), it is the policy of the San Francisco Municipal Transportation Agency
(SFMTA) to effectuate Title VI of the Civil Rights Act of 1964 as amended by Title 49 CFR Section 21.5. It
requires that no person shall, on the grounds of race, color, or national origin, be excluded from
participation in, be denied the benefits of, or be otherwise subjected to discrimination in any program or
activity which is federally funded. Prohibited practices include but are not limited to:

e Denying a person any service or benefit because of race, color, or national origin.

e Providing a different service or benefit or providing services or benefits in a different manner.

e Locating facilities in any way that would limit or impede access to a federally funded service or
benefit.

As part of Title VI compliance and pursuant to FTA Circular 4702.1B, transit providers are required to set
service standards and policies for the specific modes of service they provide. These standards and policies
must address how service is distributed across the transit system and must ensure that the manner of the
distribution affords all users access to assets, regardless of race, color, or national origin. Although not an
FTA requirement, the SFMTA's monitoring program also takes into account income status. In order to
comply with Title VI, the San Francisco Municipal Transportation Agency (SFMTA) has in place quantitative

14
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system-wide service standards to guard against service design or operations decisions having disparate
impacts. The SFMTA also has in place system-wide service policies to ensure service design and operations
practices do not result in discrimination on the basis of race, color, or national origin. Service policies differ
from service standards in that they are not necessarily based on a quantitative threshold.

System-wide Service Categories
The SFMTA uses the following framework to organize its transit service:

¢ Muni Metro & Rapid Bus: These heavily used bus and rail lines form the backbone of the
Muni system, with vehicles arriving frequently and transit priority enhancements along the
routes. The Rapid network delivers speed and reliability whether customers are heading across
town, or simply traveling a few blocks. Routes in this category include the J, KT, L, M, N, 5R,
9R, 14R, 28R" and 38R.

e Frequent: These routes may overlap with rapid routes and provide premium, frequent service
with more stops along the route. Routes in this category include the 1, 7, 8, 9, 14, 22, 24, 28,
30, 38, and 49.

e Grid: These citywide routes combine with the Rapid and frequent routes to form an expansive
core grid system that lets customers get to their destinations with no more than a short walk or
a seamless transfer. These routes do not typically have the all-day heavy demand we see on the
Rapid or Frequent networks and typically operate less frequently than Rapid Network routes.
Routes in this category include the 2, 5, 6, 10", 12, 15, 18, 19, 21, 23, 27, 29, 31, 33, 43, 44,
45, 48, and 54.

e Connector: These bus routes predominantly circulate through San Francisco’s hillside
residential neighborhoods, filling in gaps in coverage and connecting customers to major
transit hubs. Routes in this category include the 25, 35, 36, 37, 39, 52, 55, 56, 57, 58, 66 and
67.

e Specialized: These routes augment existing service during specific times of day to serve a
specific need or serve travel demand related to special events. They include AM and PM
commute service. Routes in this category include the 8AX and 8BX.

e Historic: These routes include our historic street cars and cable car routes. They have the
added complexity of serving citywide residents, as well as high numbers of tourists. Routes in
this category include the F, California Cable Car, Powell/Hyde Cable Car, and Powell/Mason
Cable Car.

" The 10 Townsend and 28R 19" Ave Rapid routes are currently not in service due to a transit operator shortage the SFMTA is
facing. Restoration is planned once staffing levels increase.
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e Owl: These routes operate overnight between the hours of 12am and 5am and are made up
of segments of daytime routes 5, 24, 44, 48 and full routes running owl service including 14,
22, 25, and 38. Special owl routes include the 90 Owl and 91 Owl.

i Service Standards

SFMTA''s service standards draw from a variety of sources including Proposition A and the Transit
Effectiveness Project (TEP), which was a comprehensive operational analysis that evaluated both the service
design and the network role of each route. The SFMTA publishes its service standards in the Short-Range
Transit Plan (SRTP), which is updated and issued every two years. Due to the pandemic, the 2022 SRTP
prepared by the SFMTA followed a different format than previous years which did not include updated
service standards. Service standards were last published in the 2020 SRTP. These standards address service
coverage, on-time performance, service span, and policy headways for each route type and passenger
loads for each vehicle size.

a. Service Availability

All residential neighborhoods in San Francisco should be within a quarter of a mile of a Muni stop.

b. On-Time Performance

Since 2020, the SFMTA has adopted a new way to manage service prioritizing headways instead of
managing service to a fixed schedule. More frequent routes are managed by minimizing gaps in service
since customers rarely consult a schedule for these services. Less frequent routes are still managed using a
fixed schedule. These changes are reflected in how route performance is reported. On-time performance
(OTP) is defined as schedule adherence for Connector and Owl routes. A service gap metric is used for the
Muni Metro, Rapid, Frequent, Grid, Historic and Specialized routes with some exceptions. The F Market &
Wharves and KT Ingleside-Third St rail lines are currently managed using a fixed schedule for operational
reasons.

Table 2 On-Time Performance Standards by Service Category

OTP Metric Service Category OTP Method OTP Standard ‘

Service Gaps = Muni Metro*, Rapid, = % of trips with a service gap of Less than 14% of trips
Frequent, Grid, five minutes above the scheduled = with a service gap
Connector, Historic*, | headway (headway adherence)
Specialized

Schedule Connector, Owl % of time points served within 85% on-time (schedule

Adherence one minute early to four minutes = adherence)

late of the scheduled time
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*The F Market & Wharves (Historic) and KT Ingleside-Third St lines (Metro) are currently managed using a
fixed schedule for operational reasons.

C. Service Span
Muni service is planned to operate for the minimum number of hours based on the service category.

Table 3 Service Span Standard by Service Category

Service Category Service Span Standard

Muni Metro, Rapid & Frequent Local 18 hours™

Grid 18 hours

Connector Based on demand

Specialized Based on demand

Historic Based on demand

owl Late night service, generally between 12:00 am -
5:00 am (minimum 30-minute headways)

*Some rapid routes are replaced by local service during weekday late night service and on weekends.

d. Policy Headways

The following are the minimum weekday and weekend headways for transit service established by service
category. However, frequencies of individual routes may be higher based on demand.

Table 4 SFMTA's Weekday Policy Headways

Service Category Day Evening Late Night
Muni Metro, Rapid & Frequent Local 10 15 20

Grid 20 20 30
Connector 30 30 -
Specialized Based on demand

Historic Based on demand

owl 30 min from 12:00 am - 5:00 am

*Some rapid routes are replaced by local service during late night transit service.

Table 5 SFMTA’s Weekend Policy Headways

Service Category Day Evening Late Night
Muni Metro, Rapid & Frequent Local* 12 15 20

Grid 20 20 30
Connector 30 30 =
Specialized Based on demand

17



m SFMTA 2022 Title VI Program Update

Service Category Day Evening Late Night
Historic Based on demand
owl 30 min from 12:00 am - 5:00 am

*Some rapid routes are replaced by local service on the weekends.

e. Stop Spacing

Guidelines for distances between stops were developed based on the different block lengths and grades
on San Francisco streets. Placement of stops is based on a range of factors, including adjacent land uses,
transfer opportunities, transit operations and site constraints.

Table 6 SFMTA's Stop Spacing Standards

Vehicle Type Stop Spacing Standard

Rail (surface)* Approximately 900 to 1,500 feet

Rapid Bus Case-by-case, based on transfer points, adjacent
land uses and usage

Local Bus Approximately 800 to 1,360 feet on grades less

than or equal to 10%,; stops may be as close as
500 feet on grades over 10%.
Specialized Case-by-case

* Rail technology limits operation to grades under 10 percent. Not applicable to Cable Car.

f. Passenger Loads

We look at the number of crowded trips when evaluating passenger loads. For the rail fleet, since most of
the rail fleet is designed for mostly standing passengers, the agency considers higher load factors to be
more acceptable.

Rubber-Tire Fleet Load Standards

In 2017 the SFMTA updated the rubber-tire load methodology to better align with industry standards and
vehicle layouts. The updated methodology also takes into consideration San Francisco’s dense urban area
with relatively short trip lengths and all-door boardings. The average maximum load is calculated using 4.5
square feet per standing passenger and the crowding capacity is calculated assuming 3.0 square feet per
standing passenger.
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Vehicle Type Average Maximum Load Crowding Capacity
Total Passengers Load Factor Total Passengers Load Factor
32’ Bus 33 1.40 38 1.60
40’ Bus 44 1.45 51 1.65
60’ Bus 69 1.55 81 1.85
Rail Load Standards

In 2019 the SFMTA revised the guidelines for evaluating passenger loads on rail vehicles. The planning
capacity is calculated using 3.7 square feet per standing passenger and the crowding capacity is calculated
assuming 2.7 square feet per standing passenger.

Table 8 Load Factors by Vehicle Type - Rail

Vehicle Type Planning Capacity Crowding Capacity
Light Rail Vehicle 139 2.3 168 2.8
Streetcar 69 2.1 82 2.5
Cable Car (Powell) 52 1.7 55 1.8
Cable Car (California) 60 1.7 63 1.8

ii. Service Policies

Service Policies have been developed for vehicle assignment and transit amenities.

a. Vehicle Assignment

Vehicle assignment refers to the process by which transit vehicles are placed into service throughout the
SFMTA''s system and is intended to ensure that older/dirtier (environmentally) vehicles are not
concentrated in communities with a larger proportion of BIPOC and low-income populations.

Prior to the pandemic, Muni provided transportation to about 700,000 passengers on an average weekday
while generating less than 1% of citywide emissions. SFMTA's fleet is the greenest of any large transit
agency in North America. Additionally, the fleet of rail and bus vehicles is among the most diverse in the
world, with light rail vehicles, cable cars, historic streetcars, electric trolley coaches and hybrid electric
motor coaches. Muni is also currently modernizing its rubber-tire and light rail fleets to increase reliability,
enhance capacity and reduce emissions.

The SFMTA has five bus facilities, three rail facilities, and one cable car facility. The facilities are as follows:
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Table 9 Vehicle Types by Fleet Facility

Fleet Facility Vehicle Type(s)

Flynn Division 60-foot Motor Coaches (all hybrid-electric renewable diesel)
Islais Creek Division 60-foot Motor Coaches (all hybrid-electric renewable diesel)
Kirkland Division 40-foot Motor Coaches (all hybrid-electric renewable diesel)
Potrero Division 40-foot/60-foot Trolley Coaches (zero emissions)

Presidio Division 40-foot Trolley Coaches (zero emissions)

Woods Division 32-foot/40-foot Motor Coaches (97% hybrid, 3% electric)
Green Division Light Rail Vehicles (zero emissions)

Metro East Division Light Rail Vehicles (zero emissions)

Beach Division Historic Streetcars (zero emissions)

Cable Car Division Cable Cars (zero emissions)

The SFMTA policy is to assign vehicles in a manner that prevents discrimination to BIPOC and low-income
communities and considers technical criteria including peak load factors, route type, physical route
characteristics such as street widths and grades, required headways, vehicle availability and transit operator
availability. Smaller 32-foot motor coaches are typically assigned to Connector routes that serve
neighborhoods with steep grades, tighter turning radii and narrower clearances, as well as lighter
passenger loads. The largest buses (60-foot articulated motor and trolley coaches) are typically assigned to
routes serving major corridors carrying high passenger loads.

The SFMTA has both articulated motor coaches and trolley coaches available for service and has
established the following evaluation criteria for determining whether articulated coaches should be
assigned to a route:

e Articulated coaches will be deployed on routes if they can meet demand at equal or lower
operating costs as compared to standard coaches

e Articulated coaches will be considered for routes that experience consistent crowding (i.e., the
load factor exceeds the standard maximum during several 15-minute periods)

e Articulated trolley coaches are restricted to routes with grades that do not exceed 10 percent.

b. Transit Amenities

Transit amenities refer to items of comfort, convenience, and safety that are available to the general riding
public. Pursuant to FTA C 4702.1B, Chapter IV-6(b)(1), fixed route transit providers must set a policy to
ensure equitable distribution of transit amenities across the system and may have different policies for the
different modes of service that are provided. Policies in this area address how these amenities are
distributed within a transit system, and the manner of their distribution determines whether transit users



W sFmTA 2022 Title VI Program Update

have equal access to these amenities. This section also states that this policy does not apply to transit
providers that do not have decision-making authority over the siting of transit amenities.

To the extent location and distribution of a particular transit amenity is within the control of the SEMTA, it
is agency policy that amenities are distributed throughout the transit system so that all customers have
equal access to these amenities, without regard to race, color, or national origin. As noted previously,
although not an FTA requirement, the SFMTA also considers income status when assessing equal access.
The primary types of stop amenities currently provided include basic informational amenities (which
typically refers to signs or painted markings indicating the location of stops and providing information
about lines serving stops) and amenities that enhance the waiting environment (such as transit shelters,
real-time vehicle arrival information displays and expanded boarding or seating areas). The SFMTA has
decision-making authority over the siting of the above-named transit amenities with the exception of transit
shelters (and real-time vehicle arrival information displays, which are installed in shelters with power), as
siting of shelters is subject to an approval process controlled by the City’s Department of Public Works.
Below is a description of amenities and the SFMTA's standards for distributing said amenities system-wide.

Stop Markings and Flags - There are nearly 3,500 transit stops in the Muni service area. Every Muni
transit stop should have a marking or sign indicating the route(s) that serve the stop. Stops may be marked
by one or more of the following: painted on-street bus zones; painted red curbs along sidewalk bulb-outs;
painted markings on street poles; painted markings on street surfaces; flag signage with the route
information and hours of service; transit shelters with system maps and route information. In 2017 the
SFMTA designed a new flag sign and is currently rolling out the installation of the new signs at every
surface transit stop in the Muni system. The new designs include route number, hours of operation,
destination and accessibility information.

Stop IDs - All transit stops have a unique five digit stop identification number to be used by customers to
access real-time vehicle arrival predictions and information about planned service changes. Real-time vehicle
arrival predictions can be easily accessed by using the stop ID number and calling the City's 311

multilingual customer information line or accessing the information online via the NextBus website.

Transit Shelters and System Maps - The SFMTA has approximately 1,200 transit shelters distributed at
transit stops throughout the Muni service area. In addition to providing weather protection, most transit
shelters include lighting, transit system maps and seating. Transit shelters are installed and maintained
through a contract with Clear Channel Outdoor, Inc. The shelter contract was recently upgraded to require
each shelter be cleaned three times per week.

While the SFMTA can initiate the process to request new shelters, including providing supporting
information, final siting approval resides with the City’s Department of Public Works (DPW), which must
issue an encroachment permit for installation. DPW takes into account environment constraints, such as,
sidewalks that are too narrow to allow access required by Federal and State law, and sidewalk obstacles
such as trees, fire hydrants and sub-sidewalk basements that can impact the installation of a shelter. In
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addition, the permit process requires either a public hearing or the consent of all fronting property owners
within 100 feet of the proposed site. Objections can trigger denial of the permit.

Because it lacks decision-making authority over the siting of shelters, the SFMTA is not required to have a
siting policy in place or to include them in their service monitoring exercise, but to the extent possible, the
SFMTA strives to provide transit shelters in as many locations as possible system-wide to ensure that all
customers benefit equally from their placement, with a goal of having shelters at all stops with more than
125 boardings per day.

It is the policy of the SFMTA to keep shelters that have already been installed in place and will only consider
the removal of a transit shelter if it is causing a hazard or is creating an ADA access issue. Removal requests
are preceded by an SFMTA public hearing and final determination will be made by the SFMTA's Director of
Transportation.

Real-Time Arrival Predictions — Through the stop ID program, customers can access real-time arrival
predictions at all stops by calling 311 or accessing predictions on-line. Additionally, over 700 locations have
electronic informational displays that provide real-time vehicle arrival information to waiting customers. The
shelters also include a Push-to-Talk system to read the real-time arrival information for those who are
visually impaired. The light rail stations also have electronic informational displays that display real-time
vehicle arrival information. Audio announcements are also made to accommodate the needs of customers
with visual impairments. SFMTA's goal is to install real-time displays at all stops with shelters but
distribution is subject to availability of power at those locations.

Amenities at Underground Metro Rail Stations - It is policy that all of the SFMTA's underground
stations provide access between platforms, main station areas and streets via elevators and escalators. This
provides access to persons with disabilities and others who may have difficulty using stairs. System maps
and real-time vehicle-arrival time and destination information is provided by digital displays and an
automated-voice information system. SFMTA underground stations are staffed by agents who can provide
information and assistance to customers.

Table 10 Distribution of Transit Amenities

Route Type Stop Stop IDs  Shelters and NextBus Station
Markings and System Maps*
HET
Muni Metro All stops All stops Located throughout At shelters Underground
transit system with where electricity | rail only

priority locations of a  is available
minimum of 125
boardings per day
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Station

minimum of 125
boardings per day

Rapid & Local All stops All stops Located throughout | At shelters n/a

Frequent transit system with where electricity
priority locations of a | is available
minimum of 125
boardings per day

Grid All stops All stops Located throughout At shelters n/a
transit system with where electricity
priority locations of a  is available
minimum of 125
boardings per day

Connector All stops All stops Located throughout | At shelters n/a
transit system with where electricity
priority locations of a | is available
minimum of 125
boardings per day

Specialized All stops All stops Located throughout At shelters n/a
transit system with where electricity
priority locations of a  is available
minimum of 125
boardings per day

owl All stops All stops Located throughout | At shelters n/a
transit system with where electricity
priority locations of a | is available

* Due to space constraints, shelters on boarding islands typically do not include seating, most other

SFMTA shelters do include seating. SFMTA does not typically provide standalone benches at transit stops.

3.2 Demographic Analysis of Service Area

The Muni service area comprises the City and County of San Francisco. Short segments of a few Muni
routes operate within San Mateo County. For the purpose of this analysis, the service area consists of all
census block groups in the City and County of San Francisco. Demographic information was gathered by
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census block group from the five-year estimated 2016-2020 American Community Survey Census Data
(2020 ACS).

Minority Census Block Groups Definition
As an agency, the SFMTA is dedicating efforts to continuous process improvement and sustained racial

equity and culturally affirming. For the purposes of this program update, the SFMTA follows the
terminology contained in the FTA Circular (e.g. minority and non-minority) and incorporates the agency'’s
preferred terms, Black, Indigenous and other People of Color (BIPOC) where contextually appropriate. The
SFMTA considers individuals to be BIPOC who self-identify as any race/ethnicity other than White, Not
Hispanic or Latino. Individuals who self-identify as multi-racial including White, are also considered to be
BIPOC. The City and County of San Francisco’s BIPOC population comprises 60% of its residents. As a
result, census block groups where the proportion of residents who self-identify as BIPOC is equal to or
greater than the proportion for the service area (60%) are categorized as minority census block groups.

Low Income Census Block Groups Definition
SFMTA defines low-income households as households whose total income is below 200% of the federal

poverty level per household size. The City and County of San Francisco’s low-income population comprises
20% of its total residents. As a result, census block groups where the proportion of the low-income
population is equal to or greater than the proportion for the service area (20%) are categorized as low-
income census block groups.

Table 11 2020 Federal Poverty Guidelines by Household Size

Household Size Poverty Guideline 200% of Poverty
Guideline

1 $12,760 $25,520

2 $17,240 $34,480

3 $21,720 $43,440

4 $26,200 $52,400

5 $30,680 $61,360

6 $35,160 $70,320

7+ add for each additional +%$4,480 +$8,960
household member

Demographic and Service Profile Maps
The following maps show SFMTA's general service area with transit services, facilities, major activity

centers, and planned projects with demographic information.
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Map 1 SFMTA Transit Services and Location of Facilities
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Map 2 Basemap of Service Area
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Map 3 Minority Census Block Groups in Service Area

Minority Block Groups

October 2022

In the 2020 American Community Survey, 60% of San Francisco
residents self-identified as Black, Indigenous or Other People of
Color (BIPOC) . This map highlights census-defined block groups
where the proportion of the BIPOC population is greater than 60%.

Source: ACS 2016-2020 Five-Year Estimates (Dataset B03002)
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provides the following data as a public record and no rights of any kind are granted to any person by the City's provision of
this data. The City and County of San Francisco (“City”) makes no representation regarding and does not guarantee or
otherwise warrant the accuracy or completeness of this data. Anyone who uses this data for any purpose whatsoever does
50 entirely at their own risk. The City shall not be liable or otherwise responsible for any loss, harm, ciaim or action of any
kind from any person arising from the use of this data. By accessing this data, the person accessing it acknowledges that she
or he has read and does 50 under the condition that she or he agrees to the contents and terms of this disclaimer.”
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Map 4 Transit Access to Minority Census Block Groups
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Muni Service Area

Routes, Stops and Minority Census Block Groups
December 2022

In the 2020 American Community Survey, 60% of San Francisco
residents self-identified as a person of color. This map highlights
census-defined block groups where the proportion of Black,
Indigenous and other People of Color (BIPOC) is greater than 60%
and the Muni service to those areas.

Source: ACS 2016-2020 Five-Year Estimates (Dataset B03002)
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or he has read and does so under the condition that she or he agrees to the contents and terms of this disclaimer.”
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Map 5 Low-Income Census Block Groups in Service Area

Low-Income
Block Groups

October 2022

In the 2020 American Community Survey, 20% of San Francisco
residents self-identified as living in a low-income household, defined
at living on less than 200% of the federal poverty level. This map
highlights census-defined block groups where the proportion of
low-income households is greater than 20%.

Source: ACS 2016-2020 Five-Year Estimates (Dataset C17002)
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Map 6 Transit Access to Low-Income Census Block Group

Muni Service Area

Routes, Stops and Low-Income Areas
October 2022

In the 2020 American Community Survey, 20% of San Francisco
residents self-identified as living in a low-income household, defined
at living on less than 200% of the federal poverty level. This map
highlights census-defined block groups where the proportion of
low-income households is greater than 20% and the Muni service to
those areas.

Source: ACS 2016-2020 Five-Year Estimates (Dataset C17002)

Muni Stops
® Shelters
O  Stops

Muni Routes
/\/ Muni Lines and Routes

Low-Income Block Groups
[ Non-Low-Income

- Low-Income

() ...

Scale 1:50,000
Date Saved: 10/20/2022
For reference contact: TellMuni@sfmta.com

8y downloading this map, you are agreeing to the following disclaimer: "The City and County of San Francisco (“City")
provides the following data as a public record and no rights of any kind are granted to any person by the City's provision of
this data. The City and County of San Francisco ("City") makes no representation regarding and does not guarantee or
atherwise warrant the accuracy or completeness of this data. Anyone who uses this ata for any purpose whatsoever does
50 entirely at their own risk. The City shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind from any person arising from the use of this data. By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this lisclaimer.”

SFMT.

Document Path: G:\01_Projects\TransitServicePlanning\TitleVI\2022 SFMTA Title VI Report Maps.aprx
User Name: jschofie

30



M sFmTA

2022 Title VI Program Update

Map 7 SFMTA’s 5-Year Plan Projects and Minority Census Block Groups
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Planned Projects

Transit Projects and Minority Block Groups
October 2022

This map shows transit projects in the SFMTA Capital Improvement
Program to be implemented or completed in the 2023-27 program
cycle. Projects shown include transit station accessibility
enhancements, stop improvements, depot and maintenance facility
upgrades and study areas for future transit improvements.

Source: SFMTA CIP Report for FY 2023-27
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Map 8 SFMTA’s 5-Year Plan Projects and Low-Income Census Block Groups
Planned Projects

Transit Projects and Low-Income Populations
October 2022

This map shows transit projects in the SFMTA Capital Improvement
Program to be implemented or completed in the 2023-27 program
cycle. Projects shown include transit station accessibility
enhancements, stop improvements, depot and maintenance facility
upgrades, and study areas for future transit improvements.

Source: SFMTA CIP Report for FY 2023-27
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3.3 Customer Demographics and Travel Patterns

For the Title VI service standards and policies monitoring exercises, the SFMTA has historically classified
transit routes using on-board customer survey data rather than census data. The last on-board survey
was conducted between 2016-2017. Under regular circumstances, the SFMTA conducts an on-board
survey of Muni customers every five years. Due to the COVID-19 pandemic and its impact on ridership
levels, which have not sufficiently recovered to support such an effort, the SFMTA was unable to
conduct another on-board survey during the timeframe of this report.

In the time since the last survey was conducted, the pandemic has significantly impacted travel
patterns and ridership. In addition, the SFMTA has introduced new routes and made significant
changes to existing routes to be more responsive to riders and the agency’s resources. While the
SFMTA has historically found on-board ridership data to be the most representative of ridership, at this
time, relying on the previous on-board survey data would be even less representative of each route’s
ridership demographics due to the significant changes that have occurred. For these reasons, the
monitoring exercises in this program update rely on the five-year estimated 2016-2020 American
Community Survey Census Data (2020 ACS) to classify routes.

Based on the COVID-19 guidelines issued by the FTA, the SFMTA requested relief from the
demographic data collection requirements during the COVID-19 public health emergency and is
planning on conducting a new on-board survey in the near future as service continues to be restored
and ridership becomes more stabilized.

Minority and Low-Income Route Classifications
The 2020 ACS data shows 60% of San Francisco residents self-identified as BIPOC and 20% of

residents reported that they live in a low-income household (a household living at less than 200% of
the Federal poverty level). Routes that travel through census blocks with equal to or more residents
who self-identify as BIPOC than the systemwide 60% were classified as minority transit routes. Routes
that travel through census blocks with equal to or more residents in low-income households than the
systemwide 20% were classified as low-income transit routes.

3.4 Major Service Change, Disparate Impact, and Disproportionate Burden
Policies

On August 20, 2013, the SFMTA Board reviewed and approved the Agency’s major service change,
disparate impact and disproportionate burden policies (MTAB Resolution 13-192) after extensive

public outreach, in accordance with FTA Circular 4702.1B, issued on October 1, 2012.

All major changes in transit service are subject to a Title VI Equity Analysis prior to SFMTA Board
approval of the service change.
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i.  Major Service Change Policy

The SFMTA defines a major service change as a change in transit service that would be in effect for
more than a 12-month period and that would consist of any of the following criteria:

A schedule change (or series of changes) resulting in a system-wide change in annual
revenue hours of five percent or more implemented at one time or over a rolling 24-month
period;

A schedule change on a route with 25 or more one-way trips per day resulting in:

o Adding or eliminating a route;

o Achange in annual revenue hours on the route of 25 percent or more;

o A change in the daily span of service on the route of three hours or more; or

o A change in route-miles of 25 percent or more, where the route moves more than

a quarter mile.

Corridors served by multiple routes will be evaluated based on combined revenue hours,
daily span of service, and/or route-miles.

The implementation of a New Start, Small Start, or other new fixed guideway capital
project, regardless of whether the proposed changes to existing service meet any of the
criteria for a service change described above

ii. Disparate Impact Policy

This policy establishes a threshold for determining whether a facially neutral policy or practice has a
disparate impact on minority populations. Per FTA Circular 4702.1B:

Disparate impact refers to a facially neutral policy or practice that
disproportionately affects members of a group identified by race, color, or
national origin, where the recipient’s policy or practice lacks a substantial
legitimate justification and where there exists one or more alternatives that
would serve the same legitimate objectives but with less disproportionate
effect on the basis of race, color, or national origin...

The policy shall establish a threshold for determining when adverse effects
of [fare/] service changes are borne disproportionately by minority
populations. The disparate impact threshold defines statistically significant
disparity and may be presented as a statistical percentage of impacts borne
by minority populations compared to impacts borne by non-minority
populations. The disparate impact threshold must be applied uniformly...
and cannot be altered until the next Title VI Program submission.

After an extensive multilingual public outreach process, the SFMTA Board of Directors approved the
following Disparate Impact Policy:
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Disparate Impact Policy determines the point (“threshold”) when adverse
effects of fare or service changes are borne disparately by minority
populations. Under this policy, a fare change, or package of changes, or
major service change, or package of changes, will be deemed to have a
disparate impact on minority populations if the difference between the
percentage of the minority population impacted by the changes and the
percentage of the minority population system-wide is eight percentage
points or more. Packages of major service changes across multiple routes
will be evaluated cumulatively and packages of fare increases across
multiple fare instruments will be evaluated cumulatively.

iii. Disproportionate Burden Policy

This policy establishes a threshold for determining whether a facially neutral policy or practice has a
disproportionate burden on low-income populations versus non-ow-income populations. Per FTA
Circular 4702.1B:

The policy shall establish a threshold for determining when adverse effects
of [fare/] service changes are borne disproportionately by low-income
populations. The disproportionate burden threshold defines statistically
significant disparity and may be presented as a statistical percentage of
impacts borne by low-income populations as compared to impacts born by
non-low-income populations.... The disproportionate burden threshold
must be applied uniformly... and cannot be altered until the next [Title VI]
program submission.... At the conclusion of the analysis, if the transit
provider finds that low-income populations will bear a disproportionate
burden of the proposed fare[/service] change, the transit provider should
take steps to avoid, minimize, or mitigate impacts where practicable. The
transit provider should describe alternatives available to low-income
populations affected by the fare[/service] changes.

Following the same multilingual public outreach process cited above, the SFMTA Board of Directors
approved the following Disproportionate Burden Policy:

Disproportionate Burden Policy determines the point when adverse effects
of fare or service changes are borne disproportionately by low-income
populations. Under this policy, a fare change, or package of changes, or
major service change, or package of changes, will be deemed to have a
disproportionate burden on low-income populations if the difference
between the percentage of the low-income population impacted by the
changes and the percentage of the low-income population system-wide is
eight percentage points or more. Packages of major service changes across

35



m SFMTA 2022 Title VI Program Update

multiple routes will be evaluated cumulatively and packages of fare
increases across multiple fare instruments will be evaluated cumulatively

iv. Adverse Effect

Based on the SFMTA Board approved policies of Major Service Changes, Disparate Impact, and
Disproportionate Burden, staff used these policies to define the definition of an adverse effect.
According to the Title VI Circular, “an adverse effect is measured by the change between the existing
and proposed service levels that would be deemed significant.”

The SFMTA has determined that an adverse effect is found if any one of the following occur:

e A system-wide change (or series of changes) in annual revenue hours of five percent or
more proposed at one time or over a rolling 24-month period;

e Arroute is added or eliminated;

e Annual revenue hours on a route are changed by 25 percent or more;

e The daily span of service on the route is changed three hours or more; or

e Route-miles are changed 25 percent or more, where the route moves more than a quarter
mile.

And

e The proposed changes negatively impact minority and low-income populations.

Corridors served by multiple routes will be evaluated based on combined revenue hours, daily span of
service, and/or route-miles.

v. Public Outreach Process

As part of the SFMTA's process to develop the above policies, SFMTA conducted a multilingual
stakeholder outreach campaign to receive input on the proposed policies and engage the public in the
decision-making process for adoption of these policies by the SFMTA Board. This effort included
presentations to the SFMTA Citizens Advisory Council (CAC) and Muni Accessible Advisory Committee
(MAAC), as well as two public workshops. The workshops were promoted through email, telephone
calls to community groups and in nine languages on the SFMTA website. Outreach was also targeted
to approximately 30 Community Based Organizations and transportation advocates with broad
representation among low-income and BIPOC communities. Staff also offered to meet with some
community groups if they were unable to attend the public workshops.

These workshops and presentations were held at the following dates and times:

Public Workshops
e Saturday, June 22, 2013 from 10:30 AM to 12:00 PM at 1 South Van Ness Avenue
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e Tuesday, June 25, 2013 from 6:30 PM to 8:00 PM at 1 South Van Ness Avenue

Presentations
e Citizen’s Advisory Council, Thursday, June 6 and Thursday, July 11, 2013
e Muni Accessible Advisory Committee, Thursday, June 20, 2013
e Policy and Governance Committee, Friday, June 21, 2013

In addition, staff presented the Title VI recommendations at the SFMTA Board of Directors meeting on
Tuesday, July 16, 2013. At that meeting the Board continued the item, in part to allow staff time to
meet with stakeholders who had submitted written comments. After additional outreach was
performed, the SFMTA Board of Directors approved the Title VI recommendations on August 20, 2013
as Resolution 13-192.

vi. Board Resolution

SFMTA Board of Directors Resolution 13-192 approving the Agency’s major service change, disparate
impact, and disproportionate burden policies is attached as Appendix |.

3.5 Service Monitoring

The purpose of the service monitoring exercise is to confirm that performance on routes heavily used
by riders who self-identify as BIPOC is comparable or better than other routes. The FTA Circular
4702.1B only requires that transit agencies evaluate the performance of minority routes; however,
SFMTA also conducted this analysis for low-income routes as a best practice. Relative performance
was evaluated for vehicle load, on-time performance, vehicle headway, and service availability. Per the
Circular, the monitoring exercise also evaluated how vehicles are assigned to each route and the
equity of transit amenity placement.

Monitoring of System-wide Service Standards
Performance of minority and low-income classified routes were compared to the performance of non-

minority and non-low-income classified routes based on the SFMTA’s service standards detailed in
Section 3.1. The differences in performance were evaluated to determine if a disparate impact or
disproportionate burden exists for minority or low-income classified routes based on each of the
following service standards:

e Vehicle Load

e On-Time Performance

e Policy Headways

e Service Availability

Monitoring of System-wide Service Policies
Minority and Low-Income routes and stops were compared to Non-Minority and Non-Low-Income

routes and stops based on the SFMTA's service policies detailed in Section 3.1. For each of the
following policies, all routes and stops were analyzed based on the following service policies:
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e Vehicle Assignment
e Transit Amenities

For transit amenities, the monitoring exercise evaluated amenities by stop rather than route. 2020
ACS census data was used at the block group level to determine the stop-level demographic profile.
Stops located in census block groups where the proportion of the BIPOC population is equal to or
greater than the service area (60%) were considered minority stops. Stops located in census block
groups where the proportion of the low-income population is equal to or greater than the service area
(20%) were considered low-income stops.

SFMTA currently operates 60 routes, which range from 24-hour frequent service routes, to infrequent
community routes. For the purposes of the service monitoring, routes were grouped into service
categories, as defined in Section 3.1, in order to compare routes with similar roles in the network.

Table 12 Route Classifications Based on 2020 ACS

Route Name Service % BIPOC Minority Route % Low Low Income

Category Classification Income Route
Classification

1 California Frequent 52% Non-Minority 20% Non-Low-Income

2 Sutter Grid 54% Non-Minority 28% Low-Income

5 Fulton Grid 58% Non-Minority 27% Low-Income

6 Haight-Parnassus | Grid 53% Non-Minority 21% Low-Income

7 Haight-Noriega Frequent 58% Non-Minority 21% Low-Income

8 Bayshore Frequent 80% Minority 31% Low-Income

9 San Bruno Frequent 76% Minority 28% Low-Income

12 Folsom-Pacific Grid 63% Minority 27% Low-Income

14 Mission Frequent 71% Minority 25% Low-Income

15 Bayview Hunters | Grid 78% Minority 35% Low-Income

Point Express

18 46th Avenue Grid 63% Minority 18% Non-Low-Income

19 Polk Grid 58% Non-Minority 29% Low-Income

21 Hayes Grid 52% Non-Minority 24% Low-Income

22 Fillmore Frequent 47% Non-Minority 20% Non-Low-Income

23 Monterey Grid 69% Minority 18% Non-Low-Income

24 Divisadero Frequent 44% Non-Minority 14% Non-Low-Income

25 Treasure Island Connector 61% Minority 33% Low-Income

27 Bryant Grid 60% Non-Minority 28% Low-Income

28 19th Avenue Frequent 53% Non-Minority 15% Non-Low-Income

29 Sunset Grid 75% Minority 21% Low-Income

30 Stockton Frequent 53% Non-Minority 26% Low-Income

31 Balboa Grid 61% Minority 28% Low-Income

2The 10 Townsend and 28R 19" Ave Rapid routes are currently not in service due to a transit operator shortage the SFMTA
is facing. Once these routes are restored the SFMTA will operate 62 routes.
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% BIPOC Low Income

Route

% Low
Income

Route Name Service Minority Route

Classification

Category

Classification

33 Ashbury-18th St = Grid 44% Non-Minority 15% Non-Low-Income
35 Eureka Connector 37% Non-Minority 12% Non-Low-Income
36 Teresita Connector 52% Non-Minority 13% Non-Low-Income
37 Corbett Connector 33% Non-Minority 13% Non-Low-Income
38 Geary Frequent 60% Minority 25% Low-Income

39 Coit Connector 63% Minority 33% Low-Income

43 Masonic Grid 51% Non-Minority 15% Non-Low-Income
44 O'Shaughnessy Grid 69% Minority 20% Non-Low-Income
45 Union-Stockton Grid 53% Non-Minority 25% Low-Income

48 Quintara-24th Grid 55% Non-Minority 16% Non-Low-Income
Street

49 Van Ness- Frequent 59% Non-Minority 21% Low-Income
Mission

52 Excelsior Connector 67% Minority 17% Non-Low-Income
54 Felton Grid 89% Minority 25% Low-Income

55 Dogpatch Connector 53% Non-Minority 17% Non-Low-Income
56 Rutland Connector 90% Minority 25% Low-Income

57 Parkmerced Connector 68% Minority 24% Low-Income

58 Lake Merced Connector 77% Minority 22% Low-Income

66 Quintara Connector 66% Minority 13% Non-Low-Income
67 Bernal Heights Connector 65% Minority 22% Low-Income
14R Mission Rapid Rapid 72% Minority 24% Low-Income
38R Geary Rapid Rapid 60% Minority 26% Low-Income

5R Fulton Rapid Rapid 58% Non-Minority 27% Low-Income
8AX Bayshore A Specialized 78% Minority 34% Low-Income
Express

8BX Bayshore B Specialized 78% Minority 32% Low-Income
Express

9R San Bruno Rapid = Rapid 77% Minority 29% Low-Income

F Market & Historic 57% Non-Minority 29% Low-Income
Wharves

J Church Muni Metro  57% Non-Minority 21% Low-Income

KT Ingleside-Third Muni Metro | 66% Minority 23% Low-Income
Street

L Taraval Muni Metro | 64% Minority 16% Non-Low-Income
M Ocean View Muni Metro | 68% Minority 25% Low-Income

N Judah Muni Metro  58% Non-Minority 20% Low-Income

C California Street Historic 56% Non-Minority 26% Low-Income
Cable Car

PH Powell-Hyde Historic 58% Non-Minority 29% Low-Income
Cable Car
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Route Name Service % BIPOC Minority Route % Low Low Income
Category Classification Income Route

Classification

PM Powell-Mason Historic 65% Minority 35% Low-Income

Cable Car

90 San Bruno Owl Owl 60% Minority 22% Low-Income

91 3rd-19th Ave Oowl 67% Minority 23% Low-Income

owl

i Service Standards
a. Vehicle Load

Methodology: The SFMTA collects vehicle passenger load data in the peak direction during the AM
(6am-9am) and PM (4pm-7pm) peak periods and evaluates crowding by calculating the number of
trips that exceed our crowding thresholds per vehicle type. On SFMTA’s rubber tire and rail fleet,
automatic passenger counter (APC) devices are installed and calculate all trip loads. SFMTA measures
crowding as the percent of trips where bus loads exceed the crowding metric. The results were then
evaluated by route, averaged by service category and classification for comparison.

For the monitoring exercise, APC data was used for rubber tire and rail lines from October 1% to
October 31t of 2022.

Results: For almost every route service category and classification, minority and low-income routes
generally performed slightly better than non-minority and non-low-income routes. The Muni Metro,
Rapid and Frequent minority and low-income routes performed better in the AM peak and PM peak
compared to non-minority and non-low-income routes in the same service category. The Grid low-
income routes performed significantly better in the AM peak compared to non-low-income routes in
the same service category.

Since the differences in the percentage of trips over capacity in the AM and PM peak is not 8% or
more for each service category for both minority and low-income classified routes, no disparate impact
or disproportionate burden was found.

Table 13 Trips Over Capacity per AM Peak (6-9am) for Minority v. Non-Minority Routes

Service Category Minority Routes Non-Minority Difference

Routes
Connector 0% 0% 0%
Grid 4% 3% 1%
Specialized 3% N/A N/A

Source: October 2022 APC
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Table 14 Trips Over Capacity per PM Peak (4-7pm) for Minority v. Non-Minority Routes

Difference

Service Category

Minority Routes Non-Minority

Routes

Muni Metro, Rapid, Frequent 2% 3% -1%
Connector 0% 1% -1%
Grid 3% 2% 1%
Specialized 6% N/A N/A

Source: October 2022 APC

Table 15 Trips Over Capacity per AM Peak (6-9am) for Low-Income v. Non-Low-Income Routes

Service Category

Low -Income Routes

Non-Low-Income
Routes

Difference

Muni Metro, Rapid, Frequent 2% 7% 4%
Connector 0% 0% 0%
Grid 2% 6% -A4%
Specialized 3% N/A N/A

Source: October 2022 APC

Table 16 Trips Over Capacity per PM Peak (4-7pm) for Low-Income v. Non-Low-Income Routes

Service Category Low Income Non-Low-Income Difference

Muni Metro, Rapid, Frequent 3% 5% 2%
Connector 0% 1% -1%
Grid 3% 2% 0%
Specialized 6% @ N/A N/A

Source: October APC

Route by route vehicle load performance is presented in Appendix K.

b. On-time Performance (OTP)

Methodology:

Muni Metro, Rapid, Frequent, Grid, Historic, Specialized OTP - On-time performance for Muni
Metro, Rapid, Frequent, Grid, Historic and Specialized routes is evaluated based on service gaps, since
these routes are not managed based on a traditional time-point schedule, but are instead managed to
maintain consistent headways. A vehicle is counted as on-time when the arrival time is less than five
minutes above the scheduled headway. The number of on-time arrival times divided by the total
number of arrival time times is the service gap percentage per route. There are two routes that fall
into these service categories but are not evaluated using service gaps. The F Market & Wharves
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(Historic) and KT Ingleside-Third St lines (Metro) are currently managed using a fixed schedule for
operational reasons. For this analysis they were evaluated using schedule adherence.

Connector and Owl OTP - On-time performance for the Connector and Owl routes is measured using
schedule adherence of the vehicle. A vehicle is counted as on-time when the arrival time of a vehicle is
between 1 minute before and 4 minutes after the scheduled arrival time. The number of on-time
arrival times divided by the total number of arrival times is the on-time percentage per route.

For both the minority classified and low income classified routes monitoring exercise, each route is
separated by their respective OTP standard and the relevant metric was averaged together to arrive at
the route classification average per OTP standard and classification.

Automatic vehicle locator (AVL) data from Muni’s OrbCAD system was used for this monitoring
exercise from October 1st to October 31* of 2022.

Results:
For Muni Metro, Rapid, Frequent, Grid and Specialized routes, on average minority and low-income

classified routes in this category were closer to the standard of less than 14% gaps. For Connector and
Owl routes, the average OTP regardless of route classification was well below the 85% standard.

In the analysis, Muni Metro, Rapid, Frequent routes for low-income routes were identified as having
relatively lower OTP compared to non-low-income routes. The agency will continue to monitor these
findings to ensure equitable service. Since the difference in percentages for all other minority and non-
minority and low income and non-low-income route classifications is 8% or less, no disparate impact
or disproportionate burden was found.

Table 17 On-Time Performance for Minority v. Non-Minority Routes

OTP Metric OTP Method Minority Non-Minority  Difference
Routes Routes
Service Gaps % of Trips with Service Gaps o o o
(Standard=less than 14%) et 7% %
Schedule % of Trips On-Time o o 0
Adherence (Standard=more than 85%) 52% 51% 1%

Source: October 2022 OrbCAD data

Table 18 On-Time Performance for Low-Income v. Non-Low-Income Routes

OTP Metric OTP Method Low-Income Non-Low- Difference
Routes Income Routes

Service Gaps % of Trips with Service Gaps
(Standard=less than 14%)

17%
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OTP Metric OTP Method Low-Income Non-Low- Difference
Routes Income Routes
Schedule % of Trips On-Time
49% 57% 8%
Adherence (Standard=more than 85%) ? ° °

Source: Fall 2022 OrbCAD data

Route by route on-time performance is presented in Appendix L.
c. Policy Headways

Methodology:
Minimum headways are defined for specific times of day for each service category based on the

SFMTA's service standards. Minimum headways are intended to provide customers with a base level
of service regardless of how heavily the route is used. Many routes have frequencies that exceed the
minimum policy headways because demand warrants more service to avoid crowding. Different
service categories have different minimum headways based on the role they play in the network. For
example, routes that provide service in low density hilltop neighborhoods have less frequent minimum
policy headways than routes that go through denser neighborhoods.

The summer 2022 schedule (effective July 9™, 2022) was used to analyze minimum headways during
each of the time periods specified in the standards on weekdays and weekends per service category.
For each time period of the day, each route was marked if it met or did not meet the standard for its
category and time period. For both the minority and low-income classified route monitoring exercise,
the total time periods that met the standards for each route by service category were added together
to provide the percentage of time periods that met the standards for each service category and
classification.

Results:

Connector route headways met SFMTA's standards for both route classifications. Muni Metro, Rapid
and Frequent routes met the minimum headway about 80% of the time for both minority and non-
minority routes and 81% of the time for low-income routes compared to 75% for non-low-income
routes. Grid minority routes met the minimum headways similarly to non-minority routes and 98% of
the time for low-income routes compared to 96% for non-low-income routes.

Table 19 Policy Headway Compliance for Minority v. Non-Minority Routes

Service Category Minority Routes Non-Minority Difference
Routes

Muni Metro, Rapid & Frequent 81% 80% 1%

Connector 100% 100% 0%

Grid 94% 95% -1%

Specialized* Based on demand
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*There are no SFMTA standards for routes under the Specialized service category. These route
headways are set based on customer service demand and may vary depending on service need:s.

Table 20 Policy Headway Compliance for Low-Income v. Non-Low-Income Routes

Service Category Low-Income Non-Low- Difference
Routes Income Routes

Muni Metro, Rapid & Frequent 81% 75% 6%

Connector 100% 100% 0%

Grid 98% 96% 2%

Specialized* Based on demand

*There are no SFMTA standards for routes under the Specialized service category. These route
headways are set based on customer service demand and may vary depending on service needs.

In response to the COVID-19 pandemic, the SFMTA reduced service dramatically and as service was
restored, service frequencies were adjusted based on demand due to limited resources. As resources
become available, the SFMTA will plan to adjust these route schedules so they meet minimum policy
headways.

Below are the routes that do not currently meet the minimum headway relative to the time of day.

Route Route Classification Time Period Not Met

7 Haight-Noriega Low Income Weekdays - Day

23 Monterey Minority Route Weekdays - Evening

38 Geary Minority Route Weekdays - Day
Low Income Route

54 Felton Minority Route Weekdays - Evening
Low Income Route

J Church Low Income Weekdays — Day & Evening

Weekends - Day

KT Ingleside-Third  Minority Route Weekdays -Evening
Low Income Route Weekends- Evening

M Ocean View Minority Route Weekdays — Evening
Low Income Route Weekends - Evening

Note: The 14R Mission Rapid and 30 Stockton have long line and short line patterns, where the short
line covers a portion of the route to increase frequencies where demand is highest. Although the
segments covered by the long line patterns do not meet the minimum headways, the segments
covered by the short line pattern do.

Since the difference in percentages is 8% or less between minority and non-minority classified routes
and low income and non-low-income classified routes, no disparate impact or disproportionate burden
was found.
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Route by route headway compliance is presented in Appendix M.

d. Service Coverage

Methodology: All currently active transit stops (as of Summer 2022) in the City and County of San
Francisco were mapped using Geographic Information Systems (GIS) software and a quarter mile
buffer was added around each stop. The area covered by the buffer was calculated in relation to the
total area of San Francisco. The buffered area was also calculated in relation to the total residential
area as defined by land use in San Francisco.

Results: The SFMTA currently operates 60 routes which combined provide transit service within a
convenient walking distance of most locations within San Francisco. Muni routes connect all of San
Francisco’s residential neighborhoods and commercial corridors. Overall, 92% of San Francisco is
within a quarter of a mile of a Muni bus or rail stop and 100% of residential areas are within a quarter
of a mile of a Muni bus or rail stop.

Table 21 Service Coverage

Total Acres Covered Acres % Covered
Service Area 29,996 27,585 92%
Residential Area 10,352 10,324 100%

In addition to geographic coverage, all Muni Metro, Rapid and Frequent routes operate for at least 18
hours per day from approximately 5:00 a.m. until 12:00 a.m. Currently, not all Grid routes operate for
at least 18 hours per day. In response to the COVID-19 pandemic, the SFMTA reduced service spans to
better match available resources and as service was restored, service spans for Grid routes were
adjusted to match demand. As resources become available, the SFMTA will evaluate the need to
expand service spans for these routes.

For service past midnight, the Muni’'s Owl Network operates every day from approximately 12:00am
to 5:00am. This network consists of 12 routes total, 6 regular service routes, 4 shortened regular
service routes and 2 owl-only cross city routes. Service hour coverage of the Muni network means all
residents are within 2 of a mile of a transit stop during regular service hours and most residents are
within 2 mile of a transit stop during owl service hours.

Based on the distribution of geographic and operational service, no disparate impact or
disproportionate burden was found. The following map shows the areas within a quarter mile of a
transit stop. The only areas not within a quarter of a mile of a transit stop are parklands such as the
Presidio, Golden Gate Park, around Lake Merced and in heavily industrial areas such as the eastern
edges of the inactive Hunter’s Point Shipyard and San Francisco Port properties. Golden Gate Park and
Presidio do operate free transit service in the parks which provide additional coverage.
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Map 9 Service Availability
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il. Service Policies
a. Vehicle Assignment

Methodology: The SFMTA policy is to assign vehicles in a manner that prevents discrimination to
BIPOC and low-income communities and considers technical criteria including peak load factors, route
type, physical route characteristics such as street widths and grades, required headways, vehicle
availability and transit operator availability. SFMTA vehicle assignment policy was developed to ensure
that older/dirtier (environmentally) vehicles are not concentrated in communities with a larger
proportion of BIPOC and low-income populations. Currently, the SEMTA's transit fleet is entirely fossil
fuel free and low or no-emissions. However, this report continues to analyze average age of fleet for
consistency with past reports.

In order to determine distribution of vehicles by division each route was sorted by division and route
classification. For both the minority and low income classified routes, the total number of routes in
each classification category at the division was divided by the total number of routes at the division.
The minority and low-income route distribution of each division was compared to the average fleet
age at the division.

Results: Woods, Flynn and Islais Creek Divisions have the highest proportion of minority routes of all
the divisions. A total of 71% of the routes operating from Woods, 75% of the routes operating from
Flynn and 80% of the routes operating from Islais Creek are minority routes. Flynn, Potrero, and Islais
Creek Divisions meanwhile have the highest share of low-income routes with 100% of routes at each
division being categorized as low-income.

As previously mentioned, the SFMTA has the greenest fleet of any large transit agency in North
America. For the rubber-tire fleet, the average age is roughly 6 years except for the Woods Division
with an average age of 8 years. Woods does have a high percentage of minority and low-income
routes, but the fleet age is due to this Division being the first targeted for replacement at the start of
SFMTA's current fleet replacement cycle. Woods also has a mixed fleet, including a small number of
32-foot coaches that has almost been completely replaced. Since 2021, 21 new vehicles have been
introduced at Woods Division.

The light rail fleet is reducing in age with an average age of 21 years in 2016 to a current average age
of 16 years. SFMTA is currently undergoing a replacement of the entire LRV fleet. Over the next 10
years all existing vehicles will be replaced and the average age at Green/MME will continue to
decrease.

The Cable Car and Geneva Divisions vehicle age varies due to the historic nature of the service and as
a result, the average age is not valuable for comparison.

No disparate impact or disproportionate burden was found with vehicle assignments.

47



m SFMTA 2022 Title VI Program Update

Table 22 Vehicle Type and Age for Minority Routes

Division Vehicle Type(s) Average Age % Minority
Routes

Presidio 40' Trolley Coach 3.61 14%
Flynn 60' Motor Coach 5.29 75%
Islais Creek 60' Motor Coach 6.86 80%
Kirkland 40" Motor Coach 4.21 25%
Potrero 40' & 60' Trolley Coaches 5.41 20%
Woods 32"and 40' Motor Coach 7.65 71%
Green/MME LRV 15.84 40%
Cable Car Historic Cable Car n/a
Geneva Historic Street Car n/a

Source: SFMTA Transit Maintenance Records 2022.

Table 23 Vehicle Type and Age for Low-Income Routes
Division Vehicle Type(s) Average Age % Low Income

Routes

Presidio 40' Trolley Coach 3.61 71%
Flynn 60' Motor Coach 5.29 100%
Islais Creek 60' Motor Coach 6.86 100%
Kirkland 40' Motor Coach 4.21 50%
Potrero 40' & 60' Trolley Coaches 5.41 100%
Woods 32"'and 40' Motor Coach 7.65 54%
Green/MME LRV 15.84 83%
Cable Car Historic Cable Car n/a

Source: SFMTA Transit Maintenance Records 2022.

b. Distribution of Transit Amenities

Methodology: Transit amenities such as stop IDs and markings are required and installed at all stops in
the Muni system. Others such as transit shelters and real time displays are distributed to the extent
possible at transit stops throughout the Muni service area. As previously stated, the SFMTA is not
required to have a policy in place for transit shelters as it does not have decision-making authority over
siting and location, but still includes them to monitor for future shelter requests and to monitor
progress in reaching its goals. To compare equitable distribution of these amenities, shelters and real
times displays were mapped using Geographic Information Systems (GIS) software and linked to Muni
stops in minority and low-income census block groups. The number of shelters and real time displays
at stops in minority and low-income census block groups were then compared to those in non-minority
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and non-low-income census block groups. Stops with shelters or real time displays within 150 feet of a
minority and/or low-income block group were considered part of that minority and/or low-income
block group for this exercise.

Shelter location data as of January 2019 and real time display location data as of November 2022 was
used for this monitoring exercise. Although the shelter location data is from 2019, during the
pandemic the siting of shelters remained mostly unchanged.

Results:

Stop IDs, Stop Markings, and Flags - All transit stops regardless if they are in minority or low-
income census block groups have a unique five digit stop identification number that can be used by
customers to access real-time vehicle arrival predictions and information about planned service
changes. Most stops also include a stop marking, such as a painted pole with the route number or a
flag sign indicating stop location. The SFMTA has designed a new flag sign and is currently rolling out
installation of them at all surface stops in the Muni system.

Transit Shelters and System Maps- All stops with shelters contain the latest version of the Muni
system map for customer information and navigation. For minority census block groups, 35% of stops
have shelters compared to 34% in non-minority block groups. For stops in low-income census block
groups, 39% have shelters compared to 29% in non-low-income census block groups.

Table 24 Transit Shelters in Minority and Low-Income Census Block Groups

Minority Non- Low-Income | Non-Low-
Block Minority Block Groups | Income
Groups Block Groups Block Groups
Total Number of Stops 1,832 1,134 1,594 1,372
Total Number of Stops w/ Shelter | 636 390 627 399
Stops 125+ boardings w/ Shelter* 277 485 479 283
% Total Stops with Shelter 35% 34% 39% 29%

*Not used for Title VI purposes

As previously mentioned, the SFMTA does not have decision-making authority over the siting of
shelters (and real time displays installed in shelters with power). The above table assesses the location
of all shelters throughout the transit system including stops with a minimum of 125 daily boardings.
This exercise assists the SFMTA in evaluating customer requests for new shelters and monitoring its
progress towards its goals.

Real Time Displays- For stops in minority census block groups, 22% have real time displays and 24%
have real time displays in non-minority census block groups. Similarly for stops in low income census
block groups, 22% have real time displays and 24% in non-low-income census blocks groups have real
time displays.
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Table 25 Real Time Displays at Minority and Low-Income Stops

Minority Non- Low-Income Non-
Block Minority  Block Groups Low-
Groups Block Income
Groups Block
Groups
Total Number of Stops 1,832 1,134 1,594 1,372
Total Number of Stops w/ NextBus 410 274 410 274
Display
Stops 125+ boardings w/ NextBus 341 213 341 213
Display*
% Total Stops with NextBus 22% 24% 22% 24%
Display

*Not used for Title VI purposes

As previously mentioned, the SFMTA does not have decision-making authority over the siting of
shelters (and real time displays installed in shelters with power). The above table assesses the location
of all shelters with NextBus displays throughout the transit system including stops with a minimum of
125 daily boardings. This exercise assists the SFMTA in evaluating customer requests for new shelters
and monitoring its progress towards its goals.

Amenities at Underground Metro Rail Stations - All Metro Rail Stations are equipped with the
following amenities regardless of minority or low-income routes:

e Street level and platform level elevators and escalators

e System maps

e Realtime vehicle arrival time and destination information

e Automated-voice information system

e Agents who can provide information and assistance to customers

iii.  Equity Evaluation: Fare and Service Changes

Since the SFMTA submitted its last Title VI Program Update in December 2019, a Title VI equity
analysis was completed for each of the following fare and service changes:

e Fare Changes:
o Free Muni for All Youth (18 years and younger) Expansion (September 2021)
o COVID-19 Vaccination Promotional Fare (October 2021)
o FY 2023 and FY 2024 Budget Fare Changes (March 2022)
e Service Changes:
o Temporary COVID-19 Service Changes (May 2021)
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o Winter 2022 Service Changes (Dec 2021)
o Central Subway Project - New Starts Project (June 2022)

The SFMTA analyzes all proposed fare changes, regardless of amount of increase or decrease.
Proposed service changes are evaluated under the SFMTA's major service change definition.

The SFMTA defines a major service change as a change in transit service that would be in effect for
more than a 12-month period and that would consist of any of the following criteria:

e A schedule change (or series of changes) resulting in a system-wide change in annual
revenue hours of five percent or more implemented at one time or over a rolling 24-month
period;

e Aschedule change on a route with 25 or more one-way trips per day resulting in:
o Adding or eliminating a route;
o A change in annual revenue hours on the route of 25 percent or more;
o A change in the daily span of service on the route of three hours or more; or
o A change in route-miles of 25 percent or more, where the route moves more than
a quarter mile.
Corridors served by multiple routes will be evaluated based on combined revenue hours,
daily span of service, and/or route-miles.

e The implementation of a New Start, Small Start, or other new fixed guideway capital
project, regardless of whether the proposed changes to existing service meet any of the
criteria for a service change described above.

All equity analyses since December 2019 are included in the Appendix J.
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Appendices
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Appendix A: Notice to the Public




TITLE VI

The SFMTA, which runs Muni, does not
discriminate on the basis of race, color
or national origin. For more information
or to file a complaint, visit SFMTA.com or

contact 311.

La SFMTA, administradora de Muni, no discrimina por motivos
de raza, color u origen nacional. Para mas informacién o
para presentar una queja, visite SFMTA.com o llame al 311.

AreHcTBO SFMTA, ynpaBnsitowee paboTon TpaHCMOPTHOWM
cucteMbl Muni, He AUCKPUMUHUPYET MO NPU3HAKY pachbl, LiBETa
KOXXW NN HaLUMOHAaNbHOIO NpoucxoXaeHua. [1na nosydyeHusa
NOMNOSTHUTENbHON MHpOPMALIUM UK NOAAYM XKaobbl, MOCETUTE
Haw cant SFMTA.com nnun no3BoHuUTeE no TesiedoHy 311.

:T%HJ"’L\\EJEJ (SFMTA) BES:EMuni, ABERER. EERIUR

FEMELBR, I rBELZEANIRDILER, FiSMub
SFI\/ITA.Com sk ERTE31 1,

Co quan Giao thong Van tai Thanh pho San Francisco
(SFMTA), don vi diéu hanh dich vu Muni, khéng phan biét

doi xtr dua trén chung toc, mau da hoac nguon goc quoc gia.
pé biét thém thong tin hodc n6p don khiéu nai, hay truy cap
trang mang SFMTA.com hodc lién hé tong dai 311.

MUNIE 2d5t= SFMTAE QIF, M4 t= =40 7\ 2rot;] At
2= ofA| FELILH O B2 @EW%ROMWM = S5rA|

2™, SFMTA.com= YEotA|ALE 3110 A= —?—QME.

L'office municipal des transports de San Francisco (SFMTA)
gui gere Muni, ne fait aucune discrimination sur la base de
la race, de la couleur ou de 'origine nationale. Pour plus
d’'informations ou pour déposer une plainte, visitez le site
SFMTA.com ou contactez le 311.

Munize)2 =29 3SFMTAIZ. A BPHBETENIEIUREALF
MIEREFZIEBIBITDOUVTIEISFMTA.comETRILVEHEDH
311X TTERELSIESLY,

Ang SFMTA, na nagpapatakbo ng Muni, ay hindi nagdidis-
krimina batay sa lahi, kulay ng balat o bansang pinagmulan.
Para sa higit pang impormasyon o upang maghain ng
reklamo, bisitahin ang SFMTA.com o tumawag sa 311.

a U

SFMTA GJN JuiluIns Muni VLﬁJLaaﬂ gumuuwumumaama

A A

716 {7 mmmmmm@ mmmaumwuL@uﬂsaﬁ'}ﬂ@]aaﬂ']aﬁﬂu
Sa950950u 11U5e 1R SFMTA.COM w3adiasda 311,

sl Al g aledl Jall Bl g o8 Al e SFMTA sSenad) e A a0l Jaill 24 2
A a] o Gl slaad) fpe 2y el Ryl Sl o sl o) 3ol lld Je «(Muni) 4aldl
311 4 daail sl SFMTA.cOm 3k 3 Juali <5 5S4

[@ 311 Free language assistance / &35 =13Bh / Ayuda gratis

con el idioma / becnnaTtHasa nomoub nepesoadmkoB / Tro giup Thong

dich Mién phi / Assistance linguistique gratuite / ERODESEBXIE / & |M|| I s F M TA
2 0] 2|9 / Libreng tulong para sa wikang Filipino / N13528L#8 D

nIuElay laiFaalsane / a5l e Slall saelud) b
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Appendix B: Title VI Complaint Form




San Francisco Municipal Transportation  gEMTA | Municipal Transportation Agency
Agency Title VI Complaint Form

NAME OF COMPLAINANT: HOME TELEPHONE:

HOME STREET: CITY: STATE: ZIP:
WORK TELEPHONE: RACE/ETHNIC GROUP: SEX:
E-MAIL ADDRESS:

PERSON DISCRIMINATED AGAINST (IF OTHER THAN COMPLAINANT):

HOME STREET: CITY: STATE: ZIP:
HOME TELEPHONE: WORK TELEPHONE:
1. SPECIFIC BASIS OF DISCRIMINATION (Check appropriate box(es): [ Race (a1 Color (1 National origin

2. Date of alleged discriminatory act(s)

3. RESPONDENT (individual complaint is filed against):

NAME: POSITION:

WORK LOCATION:

4. Describe how you were discriminated against. \What happened and who was responsible? For additional space, attach additional sheets of paper.

5. Did you file this complaint with another federal, state or local agency or with a federal or state court? [ YES @ NOo
If answer is yes, check each agency complaint was filed:

(1 Federal agency [ Federal court [ State agency [ State court (1 Local agency
(1 Date filed:

6. Provide contact person information for the additional agency or court:

NAME: HOME TELEPHONE:

HOME STREET: CITY: STATE: ZIP:
Sign complaint in the space above. Attach any supporting documents.

SIGNATURE: DATE:

Please submit the signed complaint form by mail, fax or in person:
San Francisco Municipal Transportation Agency (SFMTA)

ATTN: Title VI Complaints

One South Van Ness Avenue, 7th Floor

San Francisco, CA 94103

FAX: 415.701.4502
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Appendix C: Summary of Title VI Complaints
PSR# Date Complaint Form Received Date of Incident Summary of Allegations Complaint Summary

Status of Complaint Outcome of Investigation/Action
Taken

Unable to ID/ Video not available

691027 |110/22/2022 10/13/2022 Customer alleging Inspector L. Beasley with badge number F61 singled me out for
discrimination based on  |apparently “not paying my fare.” lve always paid my fare if you look at
race and limited-English  |my transaction history. | always tap my clipper around 7:30am to
proficiency 7:45am going to work and i tap around 4:30pm to 4:45pm going
home. | also have at least $85 in my clipper card which | am happy to
pay for my fare if the machine was just working. | tried to explain that
to inspector L. Beasley but she disregarded me because my English is
probably not too good for her since | am an immigrant and have an
accent. She said, “i dont understand you so | am not here to argue.”
You can even check the cameras that | tried to tap my clipper twice
when i got in the bus but the machine was not taking my tap. You can
also even check the cameras that | tried to reason with her but she just
disregarded me. In addition, she did not ask to check the clipper cards

of the folks behind me in the bus since probably for her, they are not

immigrants.
548124 13/31/2022 3/17/2022 Customer alleging March 17, 2022 M inbound train 1412 at 5:55am at San Francisco Closed After investigation and review, complaint
discrimination based on  |State same male of Al Sharpton's background in construction vest determined to be without merit.
race reported to SFMTA practically every single day not wearing a mask. My

safety is put at risk by SFMTA\'s refusal to address this and it is blatantly
racist. Of course since the driver was a female Beyonce's background
she would not dare deny him boarding. Why that would be racist and
discrimination! SFMTA knows the route, the time of day, the direction,
the description of the person itg is a repeat pattern each day youhave
to address it now. Law applies to all regardless of race. Listening to
Tumlin and that Board of Directors on March 15 at the board meeting
about masks. You people who oversee this do not actually ride Muni at
all. If you did you would know masks are not being enforced on your
employees and black and brown people!

313535 (8/9/21 01/17/21 Customer alleging Passenger was being let off the bus at the intersection, it's a 4 way Closed After investigation and review, complaint
discrimination based on  |stop. |, as a caucasian male pedestrian, was walking on Montana determined to be without merit.

race and national origin  |crossing Plymouth headed east. Customer got off the bus right as | was
in front of the bus. As | was crossing in front of the bus, the bus started
to proceed towards me. |, as a pedestrian, have right of way in the
crosswalk. I'm right in front of him, this was intentionally racist and not
an accident. There's no way on a clear sunny day he can claim he
couldn't see me. | was walking to the dangerous threats | constantly
receive on MUNI. Yet here we are in a situation where | am not even
on MUNI and | am put in extreme danger. This is not the first time I've
put in a report of being threatened by MUNI and I've never

received a response. Remember vision SF? what a lie like transit first
policy. The window was open on the driver side. This disgusting man
made a gesture at me out the window. | expect this to be investigated
and to be provided with answers. balboa park BART due to




243073

8/9/21- DFEH

08/09/20

Customer alleging
discrimination based on
race and national origin

I was pedestrian Caucasian male going south on sidewalk next to
northbound lanes Juniperro Serra. Muni bus pulled close up BLOCKING
pedestrian right of way | saw this from well before | approached along
with the stream of northbound traffic Note: median separates north
and south traffic, bus driver could only go north. While traffic can only
go north that he needs to pay attention to, sidewalk is two way traffic!
This in addition to the fact he pulled out beyond stop sign into
pedestrian right of way. Does Muni remember SF transit first policy? In
addition to cutting off most transit as part of this policy that means you
make pedestrians a PRIORITY! So your vehicles should not BLOCK
them! As | was crossing in the STREET in front of bus on Juniperro Serra
because he BLOCKED ME he pulled forward in a THREATENING move.
He did this to me a Caucasian man. | think this might have been the
same 29 Sunset driver who was VERY racist towards me on May 24,
2020 reported on Tracking Number 12451861 and 223941 that HAS
NOT BEEN INVESTIGATED. THIS WAS CRIMINAL AND TODAY WAS
ORE OT IT LIFE THREATENING RACIST HATE! YOU SOB's have to take

ILLEGAL. | DEMAND TO BE CONTACTED AND INTERVIEWED AND |
HAVE RIGHT TO KNOW WHAT IS GOING TO BE DONE. THIS SHOULD
BE POLICE INVESTIGAGED. BUT SF POLICE ARE AS CORRUPT AND
RACIST AS MUNI. CONDUCT A FULL INVESITGATION INTO THIS
RACIST HATER OF WHITE MEN. Also note | had the RIGHT OF WAY!

Closed

After investigation and review, complaint
determined to be without merit.

374158

8/9/21- DFEH

01/17/21

Customer alleging
discrimination based on
race and national origin

Customer previously file SR 13379987, which was closed out already.
He says that he wants to be contacted by email, but no one got in
touch with him. There must be accountability, as this is criminal
conduct. Customer called SFPD and was told that he needs to contact
311. There should be a video of this incident from the Muni camera.
Passenger was being let off the bus at the intersection, it's a 4 way
stop. |, as a caucasian male pedestrian, was walking on Montana
crossing Plymouth headed east. Customer got off the bus right as | was
in front of the bus. As | was crossing in front of the bus, the bus started
to proceed towards me. |, as a pedestrian, have right of way in the
crosswalk. I'm right in front of him, this was intentionally racist and not
an accident. There's no way on a clear sunny day he can claim he
couldn't see me. | was walking to balboa park BART due to the
dangerous threats | constantly receive on MUNI. Yet here we are in a
situation where | am not even on MUNI and | am put in extreme
danger. This is not the first time I've put in a report of being threatened
by MUNI and I've never received a response. Remember vision SF? what
a lie like transit first policy. The window was open on the driver side.
This disgusting man made a gesture at me out the window. | expect
this to be investigated and to be provided with answers.

Closed

After investigation and review, complaint
determined to be without merit.




223933

8/9/21- DFEH

05/24/20

Customer alleging
discrimination based on
race and national origin

Bus driver threatened me .

Denied me entrance to the bus

He said you should be glad | am working right now

He closed the doors, drove up a little then opened all the doors to the
bus

And that is when a black man with long hair got off the bus.

That passenger threatened me from the driver's suggestion and got
back on the bus.

There is racism all over this.

He called me a honky.

The bus driver and the passenger who threatened me were not
wearing masks.

Closed

After investigation and review, complaint
determined to be without merit.

223941

8/9/21- DFEH

5/24/2020

Customer alleging
discrimination based on
race and national origin

This is additional information for Tracking Number 12451861 this is an
extremely serious criminal incident. It must be investigated. Bus
stopped about a bus length back from the stop at Garfield and Victoria
and someone got off. So | walked towards bus the bus driver closed
the doors. At this point | then raised my middle finger and yelled fuck
you though | had a face covering and was about 4 feet away from bus.
Doors and windows of bus were closed, | am not that loud so not even
sure he heard me yell it. The bus driver had a responsibility not to
encourage, bait entice the upset PAYING customer which | was at this
point.

Closed

After investigation and review, complaint
determined to be without merit.

360734

5/19/2021

5/18/2021

Customer alleging
discrimination based on
race

This muni employee badge number 1851 became physically aggressive,
trying to hit me a cone. | am not only disabled, but had a Ambulatory
EEG monitoring device plugged to my scalp based on the
recommendation of my neurologist and was returning home after a
visit to my physician in Palo Alto. | had to take the bus since | was being
evaluated for seizure activity and had the device plugged to me with
electrodes. See picture below . | was reading the notice about Asian
hate being posted inside the bus, when he unnecessarily started
arguing with me and picked an altercation for no reason. | was trying
to talk to the driver to see where | can get off. He not only threatened
to physically hit me with a yellow cone like item next to him and was
calling me names and became physically aggressive. He exuded hatred
and behaved like a psychopath. For my own safety and for that of
other riders, | got off at the next stop. It was intimidating and harassing
behavior based on my skin color, national origin and gender. Since |
had all the electrodes and device plugged, had to get off and get back
to a safer place. This has made me believe that MUNI is very unsafe and
you do show hatred even to other passengers. | am appalled that this
happens in a city with people from diverse backgrounds . Even more
surprising is that Muni will hire such people. A person with basic
common sense can understand that | had a medical monitoring device
plugged to my body and was in a vulnerable position. To be taken
advantage of in that situation shows nothing but callous, discriminatory
and unsafe behavior. Not sure what else to say. | am including a picture
to understand what a vulnerable situation | was in 2 days ago. What do
you want me to expect if your own employee which is supposed to
ensure professionalism behaves like this ? Wishing you the very best.

Closed

After investigation and review, complaint
determined to be without merit.




307555 |8/9/21- DFEH 1/3/2021 Customer alleging I got on the bus at west portal. shortly after the driver started yelling at [Closed After investigation and review, complaint
discrimination based on  [me to put on mask over nose. The enitre time since | boarded | had my determined to be without merit.
race and national origin  |mask on over my nose and mouth. | shouldn't be subject to humiliation
in front of the other passengers. Check the video of the bus. The driver
was being racist.
384796 |18/9/21- DFEH 6/1/2021 Customer alleging Black male train operator had no mask on while working on public Closed After investigation and review, complaint
discrimination based on  |transit, per federal law masks are REQUIRED on transit. In addition determined to be without merit.
race and national origin  |what kind of message does this send to the public that Muni employees,
do not wear masks? Or is it just minority female and illegal immigrant
Muni employees do not wear masks at Muni? On Jan 3rd | had mask
on | was terrorized humiliated verbally assaulted in racist hate attack
and this was in the pre-Stalinist days of the Trump Administration when
it was not even federal law, just Nazi SF law. You racist bastards will do
nothing about this flagrant violation of the federal law that you shove
up my ass everyday. | expect to be contacted with an explanation. | am
a taxpayer fare payer legal U.S. citizen who must comply with all laws
S0 to must Muni employees.
578694 19/11/2019 9/5/2019 Customer alleging In retaliation for the complaint | filed, Muni bus drivers have begun Closed After investigation and review, complaint
discrimination based on  [closing front doors to prevent me determined to be without merit.
race
573012 |7/26/2019 7/22/2019 Customer alleging Passed up due to race Closed After investigation and review, complaint

discrimination based on
race

determined to be without merit.
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Executive Summary

Background

The purpose of the San Francisco Municipal Transportation Agency’s (SFMTA) Public Participation Plan
(“PPP” or “Plan”) is to provide a framework of options and strategies from which to guide a customized,
systematic and strategic approach to public participation that seeks out and considers the viewpoints of
stakeholders and the general public in the course of conducting public outreach and engagement activities.
Specific attention is given to linguistic, institutional, cultural, economic, historical or other barriers that
might limit participation by Black, Indigenous and Other People of Color (BIPOC), low-income and Limited-
English Proficient (LEP) populations in the SFMTA’s decision-making processes.

This document updates the SFMTA’s 2019 Public Participation Plan. It details the strategies and methods
the agency uses to inform and engage the public and identifies programs and practices that have been
modified since 2019 based on stakeholder feedback and lessons learned from agency experience. The goal
of the PPP is to offer early and continuous opportunities for the public to learn about agency projects and
initiatives while meeting the needs of communities in San Francisco. Particular attention is given to factors
that may impact participation in the decision-making process such as language needs, schedule and
location constraints. The concerns, ideas, and needs of community members, including social, economic,
and environmental impacts of proposed transportation decisions, are considered throughout the public
process and serve to inform agency outreach efforts and decision-making.

As stated in Federal Transit Administration (FTA) Circular 4702.1B, the SFMTA has “wide latitude to
determine how, when and how often specific public involvement measures should take place and what
specific measures are most appropriate.” (FTA C4702.1B, Section IV-5) The SFMTA makes these
determinations based on a variety of factors, including feedback from stakeholders, the composition of the
population affected by its actions, the type of public involvement process planned for the particular project
or initiative and the resources available to the agency. Most of these determinations occur at the project
level, and the agency has standards in place to guide project managers and staff as they assess the
characteristics and needs of affected communities and select specific public involvement methods.

In further response to the FTA guidance and the recommendations regarding implementing the
Department of Transportation’s (DOT) guidance regarding Limited-English Proficient (LEP) persons as an
effective practice to help overcome barriers to public participation, this Plan also integrates findings from
the 2022 update of the SFMTA’s Language Assistance Plan (LAP), which focused on receiving feedback from
LEP populations through user surveys, in-language focus groups and interviews with leaders of community-
based organizations (CBO).

As an agency, the SFMTA is dedicating efforts to continuous process improvement to normalize and sustain
terminology which centers racial equity and affirms the cultures of racialized people. For the purposes of
this update, the SFMTA follows the terminology contained in FTA C4702.1B and incorporates the agency’s
preferred terms where contextually appropriate. Use of the term Black, Indigenous and Other People of
Color (BIPOC) in this Update should be considered as coextensive with the term “minority” as that term is
defined in FTA C4702.1B.
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Updating the Plan

Beginning in July 2022, the SFMTA conducted an extensive outreach effort to collect data from a
multiplicity of sources both quantitative and qualitative in order to update its Public Participation Plan.
Through various channels, the SFMTA sought feedback in these primary areas:

e Communication: How customers receive information about the SFMTA, Muni and related services —
what are vital topics of interest, language preferences for receiving information

e Public Meetings: Understanding preferences for public meetings — how they receive notice, what
topics are of interest, what factors would encourage attendance — location, virtual vs. in-person,
time of day, etc., how do you want info presented to you at an in-person/virtual meeting

e What are preferred ways for providing feedback to help inform the SFMTA’s decision-making
processes, at a meeting or through another channel?

Demographic information was also requested to help us learn more about the customers we’re serving.

Outreach included a widely distributed multilingual Public Participation and Community Language Access
Survey that received over 9,300 responses and was translated into 10 languages. Community
Conversations were held with a variety of groups to explore how attendees learned about SFMTA meetings,
their preferences on topics and logistics of meetings in order to encourage attendance and participation.
Data gathered to inform the Agency’s 2022 Language Assistance Plan, a federal requirement that identifies
the primary languages spoken by limited-English proficient customers, the frequency with which they are
using our services and a plan for providing both written and verbal language assistance will be included in
this update as well, as relevant and appropriate. LAP update activities included: interviews with leaders of
27 Community-Based Organizations (CBO) serving demographically and linguistically diverse LEP
populations throughout San Francisco; seven in-language focus groups in Spanish, Cantonese, Filipino,
Vietnamese and Russian; development and administration of multilingual customer outreach surveys,
which received over 9,300 responses, with 18% from individuals who identified as LEP; LEP customer data
through an assessment of telephonic interpretation data from both SFMTA and the SFMTA’s ADA
Complementary Paratransit service (SF Paratransit and, tallied requests for in-person language assistance in
Spanish, Cantonese and Filipino (Tagalog) at the SFMTA’s Customer Service Center. In addition, an internal
survey was administered to SFMTA’s employees throughout the agency whose primary job function is
interacting with the public in order to assess frequency of contact with LEP customers and related data.

Information collected through the 2022 outreach process will be incorporated into the agency’s Public
Outreach and Engagement Team Strategy (POETS) — an agency-wide program that sets standards for
outreach and engagement, provides guidance and support for project managers, and offers staff training
with the goal of institutionalizing public participation best practices for agency projects.

The 2022 PPP builds on the findings and commitments of the 2019 PPP and to assess trend analyses based
on new data collected and to consider where practices and methodologies can be enhanced moving
forward to best engage critical voices in our important decision-making processes.
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Key Insights

Consistent with previous Plans, the research conducted in 2022 demonstrated that the SFMTA's
stakeholders are diverse in their demographic characteristics and that they have a variety of preferences
for how they want to receive information about SFMTA services and meetings, how they want to
participate in the agency’s planning processes, and how they want to give feedback about its decisions. The
research also yielded recommendations about how the agency can best work with the community based on
overall stakeholder preferences and demographic patterns. The results reinforced many of the 2019
findings, with some new trends. Areas where the data remained consistent and where findings diverged are
noted throughout this Plan. Not surprisingly, the most striking changes since 2019 resulted from the global
pandemic and the need to adapt to new forms of virtual outreach, communication, community input, and
public meetings.

Some highlights are included immediately below and in more detail throughout this report but major
themes expressed by community members throughout the outreach and data collection efforts are:
preferred forms of communication, language access needs and preferences, preferences regarding meeting
times and virtual formats, and following up as decisions are made (closing the feedback loop). The agency
also heard during Community Conversations that “People want to know their time is valued and their
opinions drive changes. They do not want their comments to fall on deaf ears.” Community feedback, as
well as internal input from staff members specific to limited-English proficient customers, also informed the
agency’s approach to training and the creation of tools needed to implement the new requirements.

Communication Methods and Content

Those who participated in the data collection effort for the 2022 Public Participation Plan and Language
Assistance Plan updates weighed in on the public engagement and outreach methods most commonly used
by the SFMTA to share information with, and collect feedback from, members of the community, as well as
explore feedback related to the SFMTA’s public meetings.

e These methods include community meetings, the SFMTA website, media ads, the San Francisco’s
multilingual 311 Telephone Customer Service Center, street level outreach by SFMTA staffers and
contractors, mailers, social media, emails and text messaging, QR codes that link to project
information and SFMTA Board of Directors’ meetings.

e A majority indicated they use the SFMTA website as a source of information, two in five use signage
and more than one-third use online apps (e.g., Moovit, Transit, Google Maps, MuniMobile, etc.), a
growing source of information. However, the data showed that respondents use a wide swath of
available information sources to learn about SFMTA’s services and that use varies among
demographic groups.

e This feedback reinforced the value of the SFMTA’s increasingly robust toolkit of public outreach and
engagement strategies. While a few techniques for sharing information and collecting feedback
stand out — namely signage in vehicles, stations and shelters - smaller demographic groups,
including low-income and minority populations, were likely to avail themselves of some of the less-
frequently-cited communication tools, such as 311. Social media gained importance between 2016
and 2019, but in 2022 online apps, which were a new addition to the survey, exceeded social media
in importance as a source of information and (as noted above) ranked just below the website and
signage as a source.
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e When asked about providing feedback to the SFMTA, respondents across all demographic groups
prefer using the SFMTA website (consistent with prior years). When asked about sharing comments
at SFMTA meetings, most respondents prefer submitting a written comment after the meeting via
email.

Awareness of SFMTA Meetings

Since 2016 approximately one-third have consistently stated they do not get information about Muni
meetings. However, LEP respondents were more likely to get information about Muni meetings than non-
LEP respondents.

e Respondents most often learn about meetings via the website, emails and signage. While the
website was the most common source of information across most major demographic groups,
respondents ages 50 and over used emails more than younger respondents; low-income
respondents used all the sources more than high-income respondents did; and LEP respondents
relied on family and friends more than non-LEP respondents did.

Factors Encouraging Meeting Attendance

e The availability of virtual or online SFMTA meetings was seen as the biggest factor encouraging
attendance to an SFMTA meeting, given the rise in virtual and online meetings since the start of the
pandemic. Other key motivating factors include ensuring the meeting is located close to transit
(which was one of the most important factors in prior years) and receiving advance notice of the
meeting. The preference for virtual/online meetings cuts across all racial and ethnic groups; among
language groups, native Mandarin and Chinese speakers were more likely than other groups were
to be motivated by language assistance.

e Inthe 2022 survey, respondents indicated they would be most motivated to attend a meeting
discussing service changes (the top-rated topic in 2019), safety and security, and construction. Low-
income and LEP respondents were particularly interested in safety and security and fare changes.

¢ In general, qualitative respondents indicated that safety and security has become a more
pronounced concern due to high profile attacks on Asian Americans, reports of increasing crime,
and rising homelessness. Participants in the qualitative research indicated that safety was a reason
for not riding Muni at times and something they wanted more information on. In the survey,
women were slightly more likely to be interested in safety and security meeting topics than were
men and non-binary respondents. White women, Asian women, and Hawaiian/Pacific Islander
women were especially likely to be interested in safety and security, when compared to their male
counterparts.

The Importance of Service Changes, Safety and Security

e Asin prior years, service and fare changes are among the top-rated meeting topics for survey
respondents in 2022. Additionally, interviews with CBO leaders illustrate the importance of
communicating these to the community, as routes and fares are often the areas in which they are
providing community members support.

e Service and fare information is especially important in the context of the COVID-19 pandemic,
which led to interruptions which could result in confusion for riders.
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e Safety and security were also mentioned as a topic of interest through multiple channels, including
as a topic encouraging meeting attendance, as well as affecting the decision to ride Muni.

The Impact of COVID-19

The most significant impact on public outreach and engagement methods, and on public participation,
since 2019 was the global pandemic. Many of the SFMTA's preferred and effective outreach and
engagement techniques were not possible due to COVID restrictions. The SFMTA spent the last three years
adapting to the new environment and the constraints it imposed and emerged with new tools to
communicate, engage, and gather input, some of which were highlighted in the feedback received.

Report Organization
This report has been divided into the following sections:

Section I: Introduction. This section serves as an introduction to the purpose and parameters of a Public
Participation Plan (PPP). It includes an overview of the San Francisco Municipal Transportation Agency
(SFMTA), the Federal Transit Administration’s (FTA) guidelines for recipients of federal funds to comply with
Title VI of the Civil Rights Act of 1964 and its implementing regulations, the agency’s 2022 Language
Assistance Plan, and San Francisco demographics.

Section II: Data Collection. This section reviews the methods used to collect information and data from the
public to update the PPP, including surveys, community conversations, focus groups, and interviews with
leaders of community based organizations.

Section Ill: Community Research. This section reviews the results of the community research and describes
the quantitative and qualitative findings that are central to the PPP and that will inform the agency’s public
outreach and engagement strategies going forward. It summarizes survey responses regarding how
participants currently obtain information about agency services and public meetings, how they prefer to
provide feedback, what issues and topics are of most interest to them, and factors that encourage and help
overcome barriers to participation.

Section IV: Public Outreach and Engagement Methods. This section describes the methods and tools that
the SFMTA uses to inform and engage the public, and to “close the feedback loop” by telling participants
how their input influenced a given project, policy, or program . It also highlights the agency’s Public
Outreach and Engagement Team Strategy (POETS), a program to promote sustained and consistent
application of public outreach and engagement participation best practices across a variety of projects,
especially large capital improvement projects.

Section V: Broadening Public Outreach and Engagement. This section discusses how the feedback received
during the research for the PPP can be used to inform and improve the agency’s approach to public
participation moving forward. It reviews findings from primary quantitative and qualitative data collected
as part of this update to identify preferred ways for the public to receive information and provide feedback
to SFMTA, and it explores ways to encourage inclusive participation in public meetings and decision-making
processes. It also discusses developments in the POETS program since 2019.
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Section VI: Fare and Major Service Changes. As required by federal guidelines, this section reviews the
agency’s approach to soliciting public comment on proposed fare and major services changes and how
feedback is processed and considered prior to implementation of changes.

Section VII: Review and Monitoring of the Plan. This section covers the agency’s commitment to reviewing
and monitoring the PPP, with the intent to incorporate the lessons learned into its overall approach to
outreach and engagement and in the planning and implementation of public outreach and engagement for
specific projects.
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Section I: Introduction

The purpose of the San Francisco Municipal Transportation Agency’s (SFMTA) Public
Participation Plan is to provide a framework of options and strategies from which to guide
a customized, systematic and strategic public involvement approach that seeks out and
considers the viewpoints of the general public, particularly low-income and minority
community members, and other stakeholders in the course of conducting public outreach

and involvement activities.

About the San Francisco Municipal Transportation Agency (SFMTA)

The SFMTA plans, designs, builds, operates, regulates and maintains one of the most comprehensive
transportation networks in the world.

Established by voter proposition in 1999, the SFMTA, a department of the City and County of San Francisco,
operates the Municipal Railway (Muni), parking, traffic, bicycling, walking and taxis within the City and
County of San Francisco. Founded in 1912, Muni is one of the oldest transit systems in the world and across
five modes of transit, Muni is the largest transit system in the Bay Area. Prior to the pandemic, Muni
provided 78 routes throughout the City and County of San Francisco, which served over 700,000 weekday
daily rides and over 220 million rides per year. The Muni fleet is unique and includes historic streetcars,
renewable diesel and electric hybrid buses and electric trolley coaches, light rail vehicles, paratransit cabs
and vans, and the world-famous cable cars.
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The SFMTA Board of Directors (MTAB) governs the agency, providing policy oversight and ensuring the
public interest is represented. The Board’s duties include approving the agency’s budget and contracts and
authorizing proposed changes to fares, fees and fines. Its seven members are appointed by the mayor and
confirmed by the Board of Supervisors.

Purpose and Federal Requirements
Public Participation Plan Purpose

The SFMTA’s Public Participation Plan (PPP) reflects and reinforces the primary goal of the SFMTA’s public
involvement activities: to incorporate the best methods and tools possible to support a two-way dialogue
between the SFMTA and its stakeholders during its important decision-making processes. As a federally
funded agency that must comply with certain federal guidelines, the PPP also serves to fulfill the obligations
under Title VI of the Civil Rights Act of 1964, which states that “no person in the United States shall, on the
grounds of race, color, or national origin, be excluded from participation in, be denied the benefits of, or be
subjected to discrimination under any program or activity receiving Federal financial assistance.”

For this report, the SFMTA has paid particular attention to those methodologies and strategies that address
linguistic, institutional, cultural, economic, historical or other barriers that may be preventing minority, low-
income and Limited-English Proficient populations from participating effectively in the SFMTA’s decision-
making process.

While many SFMTA projects involve significant capital investments and take years to plan and implement,
the agency also makes decisions on a daily basis that affect the communities we serve. These include fare
and service changes, neighborhood-based capital improvements, and changes to the streetscape (stop
location, signage, lane alignment, etc.). Outreach and engagement for these more “operational” decisions
have been closely informed by public input, including research for the PPP, as described in Section Il below.

Federal Requirements

In accordance with federal guidelines, the SFMTA is required to submit to the Federal Transit
Administration (FTA) a PPP that details the Agency’s plans and strategies to engage minority, low-income
and Limited English Proficient (LEP) populations in its planning and programming activities. As a recipient of
federal funds and per Title VI of the Civil Rights Act of 1964 and its implementing regulations, FTA directs
SFMTA to:

e Ensure that the level and quality of public transportation service is provided in a nondiscriminatory
manner;

e Promote full and fair participation in public transportation decision-making without regard to race,
color, or national origin; and

e Ensure meaningful access to transit-related programs and activities by persons with limited- English
proficiency.

The FTA requires that public transit providers create a PPP that describes both the proactive strategies the
Agency will use to engage minority and LEP populations and the desired outcomes of this outreach. The PPP
can be part of a broader public participation strategy that also targets other traditionally underserved
communities, including low-income populations and people with disabilities.
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As stated in Federal Transit Administration (FTA) Circular 4702.1B the SFMTA has “wide latitude to
determine how, when and how often specific public involvement measures should take place and what
specific measures are most appropriate.” (FTA C 4702.1B, Section IlI-5) The SFMTA has made these
determinations based on a variety of factors, including the composition of the populations affected by its
actions; the type of public involvement process planned for the particular project or initiative; feedback
received during the update process; and, the resources available to the agency.

Overview of the 2022 Language Assistance Plan (LAP)

In addition to the Public Participation Plan, the SFMTA is also required to have in place an updated
Language Assistance Plan (LAP), pursuant to FTA Circular 4702.1B. As a recipient of federal funds, the
SFMTA must take reasonable steps to ensure meaningful access to its services and benefits for persons with
limited-English proficiency (LEP). Federal regulations require that information regarding federally funded
programs must be accessible to individuals for whom English is not their primary language and who have a
limited ability to speak, read, write, or understand English, in order to avoid discrimination on the basis of
national origin, in violation of Title VI of the Civil Rights Act of 1964, as amended, and its implementing
regulations. Where applicable, elements of the LAP are included in this Plan.

To update the SFMTA'’s current Language Assistance Plan (LAP), as required, the SFMTA followed the Four-

Factor Analysis set forth in FTA Circular 4702.1B. In addition, the SFMTA also followed the U.S. Department
of Transportation’s (DOT) LEP Guidance, published on December 14, 2005, which states that FTA recipients

of grant funds document the steps undertaken to implement the U.S DOT LEP Guidance.

In accordance with the Title VI guidance provided by the U.S. Department of Transportation (DOT), the
2022 Language Assistance Plan includes an assessment of the following four factors:

1. The number or proportion of limited-English proficient persons eligible to be served or likely to be
encountered by the SFMTA’s program;

2. The frequency with which limited-English proficient persons come into contact with SFMTA's
programs and services;

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

4. The resources available for limited-English proficient outreach, as well as the costs associated with
that outreach.

Pursuant to FTA Circular 4702.1B, after completing the Four-Factor Analysis, recipients shall use the results
of the analysis to help identify the limited-English proficient individuals who require language assistance
and determine which language assistance services are appropriate. The degree to which language
assistance is provided, and in what languages, is an outcome of the analysis of the four factors and is
captured in the SFMTA’s 2022 Language Assistance Plan.

While recipients have “considerable flexibility” in developing a Language Assistance Plan, at a minimum it
must include: (1) the results of the Four-Factor Analysis, including a description of the LEP populations
served; (2) a description of how language assistance services are provided by language; (3) a description of
how notice is provided to LEP individuals about the availability of language assistance; (4) the methods by
which the plan is monitored, evaluated and updated; and, (5) how employees are trained to provide timely
and reasonable language assistance to LEP populations.
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As part of its Language Assistance Plan update, the SFMTA employed practices recommended by the FTA in
its Handbook for Public Transportation Providers entitled “Implementing the Department of
Transportation’s Policy Guidance Concerning Recipients’ Responsibilities to Limited-English Proficient (LEP)
Persons.” As part of these recommended practices, SFMTA assessed data from multiple sources including
U.S Census and state and local data, focus groups, community conversations, a public engagement and
community language access survey, telephonic interpretation service data, and information collected
through interviews with leaders of Community-Based Organizations (CBOs) that serve limited-English
Proficient populations and data from SFMTA staff who work with limited-English proficient customers on a
regular basis.

Findings from the 2022 SFMTA’s Language Assistance Plan (LAP), which is incorporated herein by reference,
are integrated into the 2022 Public Participation Plan update.

Demographics Overview, Including LEP Populations

The San Francisco Municipal Transportation Agency (SFMTA) serves the area defined as the City and County
of San Francisco, which has a total population of 835,589 according to the 2016-2020 American Community
Survey 5-Year estimates.

Racial and Economic Diversity

San Francisco is diverse with regard to both ethnicity and income levels, as indicated in the following tables

Table 1: Race and Ethnic Diversity in San Francisco
Source: 2016-2020 American Community Survey 5-Year Estimates (Dataset B02001).

Race/Ethnicity Percentage

White alone 44.9%
Black or African American alone 5.1%
American Indian and Alaska Native alone 0.4%
Asian alone 34.3%
Native Hawaiian and Other Pacific Islander alone 0.4%
Some other race alone 7.2%
Two or more races 7.2%

Table 2: Selected Economic Characteristics in San Francisco
Source: 2016-2020 American Community Survey 5-Year Estimates (Dataset DP03).

Income Per Household

Median Household Income . $119,136
Per Capita Income $72,041
Persons Below Federal Poverty Level 10.1%
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Linguistic Diversity

The SFMTA also serves a significant number of residents with Limited-English Proficiency. According to the
2016-2020 American Community Survey 5-Year estimates, the total population of San Francisco is 835,589
and the population of LEP persons—persons who identify as speaking English “less than very well”—is
159,107, about one in five San Franciscans (19.04%). The LEP proportion of those who use public
transportation for their commute is also about one-fifth. Chinese (including primarily Cantonese but also
Mandarin) is the most widely spoken LEP language group in San Francisco, comprising just over half of LEP
population; Spanish is the second-most widely spoken, comprising about a fifth.

For the student population, those proportions are essentially reversed; about one half of English Learners
speak Spanish at home and a quarter speak either Cantonese or Mandarin. Federal guidance provides that
the greater the number or proportion of LEP individuals from a language group, the more likely language
services are needed. Based on the most recent data, the SFMTA has identified eight “Safe Harbor”
languages that fall within the “Safe Harbor Provision,” as established by the Department of Justice and as
adopted by U.S. DOT, which requires that agencies provide written translation of vital documents for each
eligible LEP group that constitutes five percent or 1,000 persons, whichever is less, of the total population
of persons eligible to be served or likely to be affected or encountered. For the SFMTA, those languages
include: Chinese, Spanish, Filipino, Russian, Vietnamese, Korean, Japanese and French. In San Francisco,
people who speak Cantonese and Spanish comprise about three-quarters of the LEP population. The
remaining quarter—for both the general population and students—includes the following remaining safe
harbor languages: Filipino, Russian, Vietnamese, Korean, Japanese, and French.
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Section Il: Data Collection

Data Collection Overview

To update the most recent version of its Public Participation Plan (PPP), the agency conducted extensive
outreach to residents, community stakeholders and other members of the public representing diverse
populations throughout the City and County of San Francisco. Both quantitative and qualitative data
sources were used, described in further detail below. Quantitative data was collected via a Public
Participation and Community Language Access Survey (Public Participation Survey), which was completed in
multiple languages by over 9,300 SFMTA stakeholders representing a broad demographic. Highlights are
included throughout the PPP and select survey results are attached as Appendix B: Supplemental Tables of
2022 Survey Data. The robust quantitative data was complemented by qualitative data from two different
sources, Community Conversations with San Francisco residents and community leaders, as well as 27
interviews with leaders of community-based organizations located throughout San Francisco, both
described in more detail below. The qualitative data research included significant participation from low-
income and minority populations, as well as the community leaders who serve them. While robust
feedback was received through the various channels employedo, effects of the COVID-19 pandemic were
evident, including limited access to in-person data collection and community organizations just coming back
on-line post closure with modified business practices in many instances, including limited resources and in-
person services.

The PPP was also informed, by design, by the data collection effort for the Language Assistance Plan and
PPP-related questions were asked as part of the research conducted, as detailed below. This overlap was
intended to broaden the reach of research methods and provide even richer feedback for both plans.

Organizations contacted as part of the 2022 PPP update are listed in Appendix A: 2022 PPP Report Outreach
to Organizations.

Public Participation and Community Language Access Survey

The SFMTA fielded a multilingual survey to collect quantitative input from its stakeholders and received
over 9,300 completed surveys. The multilingual survey was promoted on the SFMTA home web page and
hosted online to reach individuals with a wide array of language proficiencies. The SFMTA also conducted a
grassroots outreach effort to engage a broad range of stakeholders in the survey, including attending
community events, conducting intercept surveys at various locations throughout the city and reaching out
via email or by phone to community-based organizations across the service area, with follow-up emails to
organizations with the links to the online survey.

As requested, Community-Based Organizations (CBOs) were provided with printed copies of the online
survey to ensure that participation was not dependent upon online access. The SFMTA received completed
print surveys from two organizations. Print surveys and virtual links were also distributed at the end of
community input sessions with some completed on site by session attendees.

In addition, many CBOs were willing to share the electronic version of the survey via their list serves or on
their social media pages in order to help assist in reaching their membership, as well as offering translated
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hard copies. Survey respondents were also solicited via social media posts through Facebook and Twitter.
Outreach to potential survey respondents was also conducted through partnerships with other city
partners including the Office of Civic Engagement and Immigrant Affairs.

Intercept survey events were conducted at various events and locations throughout the city, including:
Bayview National Night Out; Mo Magic Backpack Giveaway; First Annual Buchanan Mall Block Party;
Clement Street Farmer’s Market; Chinatown National Night Out; and, Russian American Community
Services Food Pantry.

Community Conversations

The SFMTA attended eight in-person and/or virtual meetings with a diverse set of stakeholder groups
across the city. Each of these groups represent communities that are often hard to reach through
traditional or broad public outreach. The SFMTA has learned that there are many barriers to inclusion and
public participation, and sought to create a space for conversation, listening, and building relationships with
the organizations that represent and advocate for diverse and often underserved communities,
neighborhoods, and stakeholder groups.

The participants represented a demographically diverse cross-section of the city in terms of age, income
level, gender, race, and geographic location. Each community conversation was facilitated by an
experienced facilitator and began with an overview of the goals of the Public Participation Plan. Participants
were told there would be a series of questions to guide the conversation and how their feedback would be
incorporated into future outreach and engagement efforts. Participants were encouraged to speak candidly
while the facilitator guided the conversation and notes were taken by additional staff in real time. Each
community group was compensated with a $500 stipend for their time and effort to recruit participants and
acknowledge the work they do every day to support their members and communities. Details are included
in Appendix C: 2022 Community Conversations Summary.

The following organizations hosted community conversation sessions:

e Arc of San Francisco

e Excelsior Action Group

e Lighthouse for the Blind

e OMI Neighbors in Action

e Samoan Community Development Center
e SFLGBT Center

e SFMTA Small Business Working Group

e Tenderloin Boys and Girls Club

In addition, a robust session was held with leadership from the American Indian Cultural Center that
provided valuable insights into topics of interest and communication preferences of this community.

Community Based Organization (CBO) Leadership Interviews
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In addition to efforts to ensure that low-income and minority residents were included in the PPP outreach,
the results of the robust outreach conducted for the LAP helped to inform the PPP to ensure the voices of
persons with limited-English proficiency were included.

The SFMTA designed and conducted telephonic interviews with CBO leaders serving LEP populations across
the city to, in part, solicit feedback on public participation needs and a summary of LEP user needs,
including literacy and education levels and communication preferences with the SFMTA based on
constituent experience, including during the pandemic. Leadership interviews were conducted with
organizations that serve LEP populations in the following languages: Chinese -- Cantonese and Mandarin,
French, Japanese, Korean, Spanish, Russian, Vietnamese, Filipino (Tagalog), Thai and Arabic. The CBOs
represented by these individuals assist and advocate for residents from a variety of different demographic
groups, geographies, and literacy levels. The CBOs also represented different cross-sections of San
Francisco’s diverse communities, including, senior centers, and community service providers. From these
interviews, input was solicited on user needs and communication preferences based on constituent
experience.

The CBOs engaged to participate in the 2022 outreach efforts included the groups approached during the
2019 data collection efforts to the extent possible for comparison purposes as well as additional
organizations that serve individuals with limited-English proficiency across various neighborhoods in the
city. Due to the COVID-19 pandemic, several of the CBOs that previously participated had scaled back
operations and were not able to participate during the project timeline. The additional organizations that
participated helped represent the language and demographic groups that characterize the city. The
resulting feedback from the 27 interviews was robust and was compared and assessed in the context of
data collected during the CBO interviews conducted in 2019.

The diverse demographics of the communities served by the CBO leaders interviewed are included in
Appendix A: 2022 PPP Report Outreach to Organizations.

LEP Focus Groups

For its Language Assistance Plan update, which helps inform the Public Participation Plan, the SFMTA
designed and facilitated both virtual and in-person focus groups for LEP customers, which included
solicitation of feedback on public participation methods and preferences, among other topics. Based on the
preference of the CBO group, focus group facilitation was conducted in native languages by a trained
facilitator with an interpreter present to do real-time translation of responses back to English for SFMTA
staff.

Seven focus groups with a total of 87 LEP Muni customers were conducted in the top five languages spoken
by the LEP population in the City and County of San Francisco. Two focus groups were conducted in Spanish
and two were conducted in Cantonese. One focus group was conducted in each of the following languages:
Russian, Vietnamese, and Filipino. Selected organizations recruited LEP members for the focus groups and
were supplied with an in-language flier to assist in recruitment.

2022 Public Participation and Community Language Access Survey
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The SFMTA received a robust response to the 2022 Survey, with over 9,300 surveys completed in 2022 as

an upda
of San F

te to the 2016 and 2019 surveys. A wide variety of participants weighed in, representing a diversity
rancisco residents in terms of ages, income levels, geographic locations, and languages spoken:

The most commonly spoken languages among respondents were English, Spanish, and Cantonese,
although respondents also represented native Mandarin, Russian, Filipino, Vietnamese, Arabic,
French, Korean, Japanese, and Thai populations®. Table 3 includes information on specific
percentages.

Seventy-five percent of respondents speak English as a first language, five percent say their native
language is Spanish and seven percent say the same about Cantonese.

Eighteen percent of respondents were Limited English Proficiency (LEP).

Approximately one-quarter ride Muni five times a week (24%), 21% ride Muni 3-4 times a week and
23% ride 1 day a week or more — meaning 68% of stakeholders surveyed ride Muni at least once a
week.

Twenty-one percent of respondents reside in the City’s Northeast quadrant, 18% in the Southeast,
13% in the Northwest and 14% in the Southwest. Five percent live outside the city and 29% did not
provide a ZIP Code.?

Half of respondents identified as female, 44% as male, and 1% as non-binary.

Among the respondents that provided income information, 67% were high-income and 17% were
low-income (15% did not provide income and/or househols size information).® Table 4 illustrates
the distribution of respondents’ incomes.

Survey respondents were also ethnically diverse as shown in Table 5.

Table 3: Public Participation Survey Participation by Native Language

Source: SFMTA Public Participation Survey, 2022.
English 75%
Cantonese 7%
Spanish 5%
Mandarin 3%
Vietnamese 2%
Filipino 1%
Russian 1%
French 1%
Japanese 1%
Arabic <1%
Korean <1%
Thai <1%
Other 3%

1 Native Arabic, Korean and Thai speakers each make up less than 1% of the sample.
2 The city is divided into quadrants using ZIP Codes with the North/South boundary falling along Market Street and the

East/We

st boundary aligning with Van Ness Avenue.
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Table 4: Public Participation Survey Participation by Household Income
Source: SFMTA Public Participation Survey, 2022.

Household Income Percent

Under $15,000 7%
$15,000-$24,999 6%
$25,000-$34,999 6%
$35,000-$49,999 8%
$50,000-$99,999 18%
$100,000-$149,999 12%
$150,000-$199,999 7%
$200,000 and above 14%
Prefer not to say 23%

Table 5: Public Participation Survey Participation by Ethnicity
Source: SFMTA Public Participation Survey, 2022.

Ethnicity Percent

African American 3%
Asian 26%
Hispanic/Latino 8%
White 51%
Native Hawaiian or Pacific Islander 1%
American Indian or Alaska Native 1%
Mixed 8%
Not listed 2%

Table 6: Public Participation Survey Participation by City Quadrant
Source: SFMTA Public Participation Survey, 2022.

City Quadrant Percent of
Respondents
Northeast 21%
Southeast 18%
Northwest 13%
Southwest 14%
Other 5%
Did not specify 29%
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Section Ill: Community Research

Community event attendees taking survey

Introduction

The focus of the 2022 PPP update was to perform a trend analysis by administering a survey similar to the
2016 and 2019 surveys and comparing results between 2016 and 2019 qualitative sources, including
interviews conducted with CBO staff located throughout San Francisco and serving a wide variety of
demographics, as well as Community Conversations held with organizations throughout San Francisco. The
2022 Language Assistance Plan was also informed by these sources and contains additional insights on
specific needs by language and preferences for communication by limited-English proficient customers.

Research Findings

How Participants Currently Obtain Information About SFMTA Services

The Public Participation Survey resulted in the following key findings as to how SFMTA stakeholders most
often get information about SFMTA services, programs or projects. This input will inform the agency’s

public outreach and engagement strategy going forward within the framework of POETS.

As seenin Table 7 below, 2022 Survey respondents most commonly use the SFMTA website, signs in vehicles,
stations or bus shelters, and online apps to get information about SFMTA/Muni services.
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While reliance on the SFMTA website has remained consistent since 2019, reliance on signs in vehicles,
stations or bus shelters has decreased notably, by 16 points, as has social media, which was used by two in
five in 2019 and only by 14% in 2022. In contrast, online apps, which were not included in prior years’
surveys, are used by more than one-third of survey respondents to get information about SFMTA/Muni
services.

The sources used least frequently for information about SFMTA services are brochures, ambassadors doing
street-level outreach, SFMTA/Muni meetings in their community and SFMTA Board of Directors Meetings.
Outreach ambassadors are also used infrequently by LEP survey respondents, even though in the focus
groups, participants emphasized the importance of having bilingual staff and outreach, suggesting they may
be unaware of the ambassadors currently available.

Some key distinctions among how different demographic groups receive information are described below.

Table 7: Source of Information about SFMTA Services
Source: SFMTA Public Participation Survey, 2016-2022.
How do you get information about SFMTA/Muni services?

Source of Information 2016 2019 2022 2922-2019
Difference
SFMTA/Muni website (SFMTA.com, web blog, etc.) 62% 58% 59% +1%
Signs in vehicles, stations, or bus shelters 59% 61% 45% -16%
Online applications or APPS (Moovit, MuniMobile, Transit, etc.) N/A N/A 38% N/A
Maps in vehicles, stations, or bus shelters 38% 35% 30% -5%
Email communications 21% 27% 19% -8%
Friends and family members 24% 20% 16% -4%
Social media posts e.g., Facebook, Twitter, Instagram 33% 42% 14% -28%
San Francisco’s 311 Telephone Customer Service Center 11% 8% 13% +5%
Text message updates 11% 24% 11% -13%
Radio or television 6% 4% 6% +2%
Mailers 4% 4% 4% 0%
Meeting notices (e.g., fliers, posters) 4% 3% 4% +1%
SFMTA/Muni’s Customer Service Center on 11 S Van Ness 11% 8% 3% -5%
Community or faith-based organizations 4% 3% 3% 0%
Newspaper ads 5% 3% 3% 0%
Brochures 5% 3% 2% -1%
Ambassadors doing street-level outreach 3% 3% 2% -1%
SFMTA/Muni meetings or other meetings in my community 5% 4% 2% -2%
SFMTA Board of Directors Meetings 2% 2% 1% -1%

e The survey indicated there was a much higher use of social media and online apps among
respondents under age 50 as compared to those 50 and over (23% of those under 50 use social
media and 46% use online apps) and a higher use of 311 Customer Service among those 50 and
over (17% among those 50 and over compared to 9% among those under age 50).

e Low-income respondents were more than twice as likely as others to use 311 and also more likely
to rely on friends and family than are higher-income respondents.

e The website, signs, and online apps were among the most common sources of information among
major demographic groups (i.e., race, income, gender, age, LEP-status, native language)
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e African American and American Indian respondents were slightly more likely to rely on 311 than
other racial and ethnic groups.

e White and American Indian respondents were more likely to use signs in vehicles and online apps
than others were.

e Asian and Hawaiian/Pacific Islander respondents were slightly more likely than others to rely on
family and friends than other racial and ethnic groups.

e The multilingual 311 Telephone Customer Service Center was used most by Russian, Filipino and
Arabic speakers, as a percentage compared to other language groups.

e Native Vietnamese and Thai speakers were the only language groups for whom the website was not
the most commonly used source of information. Vietnamese-speakers rely most on community-
based organizations (31%) and 50% of Thai speakers rely on family and friends.

e Native Arabic speakers used email communications more than other groups did and at similar rates
to their use of the website and online apps.

e Native Russian, Arabic, and Vietnamese speakers were more likely to use radio and TV than others
were.

e Filipino speakers reported using text updates at higher rates than other language groups.

e Those who report having a disability are twice as likely to use the 311 Telephone Customer Service
Center as those who do not (24% compared to 12%), although the website and signage are also the
most commonly used source among this group.

e Nearly three-quarters of respondents use social media (72%); Twitter users were most likely to use
social media specifically to learn about SFMTA and Muni services compared to users of other social
media sites.

e The subset of LEP respondents included in the survey reported relying on the website and signs in
vehicles, bus stations and shelters, as the most frequent sources of information; however, they use
these less than overall PPP respondents do. One in five LEP respondents use maps on buses and in
stations (21%) and one in five use online apps (e.g., Transit App, MuniMobile, etc.) (20%). LEP
respondents are more likely to rely on friends and family (26%) and to use the 311 Telephone
Customer Service Center (19%) than others are.

Interviews with CBO leaders that serve the LEP community confirmed that word of mouth is one of the
most popular ways for LEP customers to get information about SFMTA. These interviews also revealed that
while the Internet and social media are popular ways for LEP customers to learn about SFMTA, a number of
LEP groups in San Francisco do not currently use technology for this purpose. CBO leaders also mentioned
their centers, schools, and other cultural centers as valuable sources of information about SFMTA for their
LEP populations.

Community leaders interviewed suggested a number of ways for SFMTA to best communicate with the LEP
populations they serve, including: translated fliers at bus stops and on buses, at popular stores, senior
housing centers, CBOs, schools, and community events, postings in native language newspapers and social
media, and through ambassadors. CBOs leaders frequently expressed interest in receiving the fliers to share
with their clients, especially since many of their clients visit them daily or multiple times each week.

Additionally, the information focus group participants provided on their sources of information differed
from the survey research. While the website was by far the most common source of information among
those who took the survey, focus group participants found it difficult to use and were unaware that it is
available in non-English languages. Those who were monolingual felt like lack of in-language content
available on mobile apps, like MuniMobile made those difficult to use as well.
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While signage and maps in vehicles, stations, and shelters were a very common source of information
among survey respondents, focus group participants’ experience using the information at transit stops was
mixed. They found word of mouth from family, friends and CBOs easiest to rely on. Focus group
participants also found using their smartphone to access Google Translate and Google Maps to be one of
the easiest ways of getting information on how to use transit, although older adults tended to be less tech
savvy and face barriers to using apps.

In general, survey respondents reported using Facebook and Instagram the most and approximately one in
four uses Twitter. More than one-quarter say they do not use social media.

Table 8: Social Media Use
Source: SFMTA Public Participation Survey, 2022.
What social media platforms do you use most?

Facebook 40%
Instagram 34%
Twitter 23%
Linkedin 17%
TikTok 9%
WeChat 8%
Do Not Use Social Media 27%
Other 5%

There are some notable distinctions in social media use along demographic lines:

e Respondents under age 40 use Instagram the most; those ages 40-64 use Facebook the most and
those 65 and over are most likely to say they do not use social media at all.

e  While TikTok ranks much lower than other forms of social media, those under age 30 use it more
than other age groups do.

e LEP respondents use Facebook and WeChat most often.

e Most language groups use Facebook most often; however native Cantonese and Mandarin speakers
use WeChat the most by far.

e Twitter is used most by native French speakers (32%), English-speakers (27%) and Japanese
speakers (21%). Twitter is used at lower rates by native speakers of other languages and only 8% of
LEP respondents use it.

e Filipino speakers use Facebook and Instagram the most (62% use Facebook and 38% use Instagram)
and reported low Twitter usage.

e Native Russian and Vietnamese speakers use are among the most likely to say they do not use
social media.

e While Facebook was the most common social media across all racial and ethnic groups; white
respondents were closely split in the frequency of use between Facebook and Instagram, Asian
Americans use WeChat more than other racial and ethnic groups, and Latinx respondents use
TikTok more than others do.
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How Participants Prefer to Provide Feedback

How SFMTA stakeholders prefer to provide feedback —including SFMTA’s acknowledgement of that
feedback —is a key element of successful outreach and communications. Just as SFMTA stakeholders have
diverse sources for obtaining information about SFMTA services and meetings, they have a diverse set of
preferences about how they would like to provide feedback to the agency.

Consistent with prior years, the website was by far the easiest way for respondents to submit feedback to
the SFMTA and 58% said this was their preferred method. The next tier of feedback methods was preferred
by about one-quarter of respondents and includes online apps, 311, written feedback, and social media.
Contacting their District Supervisor, community meetings, visiting the customer service center and through
community-based organizations all ranked lowest. Since 2019, respondents increasingly say they call 311 to
provide feedback.

Table 9: Preferred Method of Providing Feedback
Source: SFMTA Public Participation Survey, 2016-2022.
What are the easiest ways for you to provide feedback to SFMTA/Muni?

On the SFMTA/Muni website (SFMTA.com, web blog etc.) 64% 58% 58% 0%
Online applications or APPS (Moovit, Transit, MuniMobile, etc.) N/A 26% N/A
Calling San Francisco’s 311 Telephone Customer Service Center 13% 13% 25% +12%
Written Feedback/Survey, contacting SFMTA staff N/A 25% N/A
Social Media (e.g., Twitter, Instagram, Facebook) N/A 21% N/A
Contacting your District Supervisor 2% 2% 6% -4%
SFMTA/Muni meeting in my community 3% 3% 5% +2%

Visiting SFMTA/Muni’s Customer Service Center at 11 South Van Ness 1% 1% 4% +3%

Through your community or faith-based organizations 15 1% 4% +3%

Key demographic distinctions in how respondents preferred to provide feedback include (details available
in Appendix B, Supplemental Tables of 2022 Survey Data):

e The website was most commonly reported as the easiest way of reporting feedback across age
groups. However, those ages 50 and over were nearly twice as likely as those under age 50 to use
311 (31% compared to 17%). Those under age 50, in turn, were much more likely to use social
media and online apps than were those ages 50 and over.

e The website is the easiest way to provide feedback across most language groups, except among
Vietnamese speakers who say through community or faith-based organizations was easiest (34%).

e Pluralities of respondents of all racial and ethnic groups indicated the SFMTA website was the
easiest way to provide feedback.

Survey respondents were also asked about their preference for providing feedback when attending an in-
person meeting, another key aspect of gathering input from the community. A majority said they prefer to
submit feedback after the meeting via email (56%) and approximately half say they would prefer to submit
a written comment during the meeting (49%). More than one-third prefer to share feedback through
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Muni’s website, project phone number, 311, and social media (36%), 28 percent prefer to speak publicly
during the meeting and one in ten said they would prefer to share feedback through another person or
organization.

While respondents of most demographic groups ranked submitting feedback via email the highest, some
distinctions include:

e Native Russian, Vietnamese, and French speakers said they prefer to submit a written comment
during the meeting most often.

e Native Korean speakers ranked submitting comment via Muni’s website, project phone number,
311, and social media the highest.

e While Cantonese and Mandarin speakers both ranked submitting feedback after the meeting via
email highly, they also indicated a preference for submitting a written comment during the meeting
and for Muni’s website, project phone number, 311, and social media.

Those who experience language barriers when riding Muni tend to be more divided across all the options
for submitting feedback than do those who do not face language barriers.

How Participants Obtain Information About SFMTA’s Public Meetings

As shown in Table 10, survey respondents learned about SFMTA meetings most often on the agency’s
website, from email communications, through signage in vehicles, stations, and bus shelters, and via social
media. The number of respondents who say that they have no source of information about SFMTA
meetings has remained consistent since 2019.

Table 10: Sources of Information on Muni Meetings
Source: SFMTA Public Participation Survey, 2016-2022.
Where do you get information about SFMTA/Muni meetings?

Source of Meeting Information

_ , p .
None of the above — | don’t get information about 31% 36% 34% 2%

SFMTA/Muni meetings

SFMTA/Muni web site (SFMTA.com, web blog, etc.) 31% 29% 31% +2%
Email communications 19% 18% 24% +6%
Signs in vehicles, stations, or bus shelters 27% 18% 18% 0%
Social media posts 19% 20% 11% -9%
Meeting notices (such as fliers, posters) 7% 5% 10% +5%
Friends and family members 9% 8% 9% +1%
Mailers 6% 5% 9% +4%
Radio or television 4% 3% 6% +3%
Text-based updates 3% 7% 6% -1%
San Francisco’s 311 Telephone Customer Service Center 3% 2% 5% +3%
Community or faith-based organizations 5% 4% 5% +1%
Newspaper ads 5% 3% 4% +1%
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Other: N/A N/A 3% N/A

SFMTA/Muni’s Customer Service Center on 11 S Van Ness 2% 1% 2% +1%
Brochures N/A 2% 2% 0%
Ambassadors doing street-level outreach N/A 2% 2% 0%
SFMTA Board of Directors Meetings N/A 1% 1% 0%

The website was the most common source of information on Muni meetings across many major
demographic groups, there were some distinctions in how demographic groups access meeting
information:

e While all age groups were most likely to say the website was their source of information, those 50
and over were more likely to rely on email communications than younger respondents.

e The website and signs in vehicles, stations or bus shelters were the most common sources of
information for low-income respondents and, in general, low-income respondents tended to use all
the sources of information at higher rates than high-income respondents, with the exception of
email communications.

e LEP respondents were much more likely than non-LEP respondents to rely on family and friends as
sources of information on meetings.

e BIPOC respondents all chose the website as their most common source of information with a large
margin over other sources of information; respondents who identified as white reported learning
about meetings through the website and emails at similar rates.

e The website was the most common source of information among all languages, except native
Vietnamese speaking respondents who said community-based organizations were their most used
source and Arabic speaking respondents who said emails were the most used source (although
Arabic speakers used the website at similar rates to emails).

Issues and Topics of Interest

When asked what topics would encourage them to attend a public meeting and/or provide feedback to the
SFMTA, a majority of survey respondents identified service changes as the issue most likely to motivate
them to participate (58%). Nearly half identified safety and security (49%), two in five said construction,
transit and pedestrian projects would encourage them, and more than one-third identified fare changes
(36%). Fewer than one in ten said the agency budget would encourage them to attend meetings (8%).
While service changes remain the top topic of interest, as a point of interest, in 2019 70% said this would
motivate them to attend meetings.
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Table 11: Meeting Topics of Interest

Source: SFMTA Public Participation Survey, 2022.

What SFMTA/Muni-related topics would encourage you to attend a meeting and/or provide input to
SFMTA?

Meeting Topic Percent of Respondents
Service changes 58%

Safety/Security (e.g., system safety
and security, vehicles, stations, o
. 49%
transit stops/shelters)

Construction/Transit/Pedestrian projects 40%

Fare changes 36%
Other: 13%
Agency budget 8%

Key demographic distinctions in meeting topic interests include (details available in Appendix B,
Supplemental Tables of 2022 Survey Data):

e Those ages 50 and over were most interested in service changes and safety and security; those
under age 50 also ranked service changes as their top priority but ranked safety and security and
construction projects similarly.

e Meeting topic preferences varied by income; low-income respondents ranked safety and security,
service changes and fare changes as their highest priority topics, while higher-income respondents
ranked service changes highest, followed by safety and security and construction projects.

e LEP respondents were most interested in safety and security and fare changes.

e Respondents who reported having a disability also rated service changes and safety and security as
most interesting meeting topics.

e White and American Indian respondents were less likely to rank fare changes as a meeting topic of
interest than were Asian, Hawaiian/Pacific Islander, Latinx, and African American respondents.

e Women were slightly more likely to be interested in safety and security than were men and non-
binary respondents. White women, Asian women, and Hawaiian/Pacific Islander women were
especially likely to be interested in safety and security, when compared to their male counterparts.

Feedback shared by LEP focus group participants indicated that the most important information to receive,
in general, not just limited to meetings, was on routes, schedule changes, fare changes and safety, as well
as delays and how to submit feedback about an operator. Comments from focus group participants in 2016
aligned with those from 2022, as they too expressed a desire for information on SFMTA schedules, routes,
service changes, security, and filing complaints.

CBO leaders said LEP individuals ask them most often about routes and service, particularly if they are going
somewhere new or there has been a service interruption, as well as fares and discounted Clipper Cards.
CBO leaders interviewed in 2016 said the most common questions asked of them by their service
populations included special programs and discounted passes, transit information, accessing Muni, and
routes. CBO leaders in 2019 also mentioned helping with paratransit applications.
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Encouraging Participation

Survey respondents were asked about a number of characteristics of a meeting aimed at encouraging
attendance and participation. A majority of participants said that being able to participate virtually or
online would encourage them to participate in an SFMTA meeting (Table 12); this was a new option added
to the survey that has been adopted since the start of the pandemic.

Nearly half of respondents said that receiving advance notice would encourage them to participate and

42% noted that having the meeting location near transit would encourage them. Ensuring meetings are

located near transit is still highly important, but the percent of respondents who say it would encourage
them to participate has declined since 2019.

Table 12: Meeting Characteristics Encouraging Participation
Source: SFMTA Public Participation Survey, 2016-2022.
What are the three things that would most encourage you to attend an SFMTA/Muni meeting?

Virtual/online N/A  N/A  52% N/A
(e.g., Zoom) or

by phone

Advance notice 53% 52% | 48% @ -4%

Meeting location 59% 60% 42% -18%
close to transit

Evening weekday N/A  N/A | 28% N/A
meetings (after

5pm)

Daytime N/A  N/A  18% N/A
weekday

meetings (10am-

5 pm)

Weekend N/A  N/A  16% N/A
meetings (10 am-

5 pm)

Adequate 18% 14% 15% -1%
parking

Food 14% 14% | 13% +1%

Other N/A  N/A 8% N/A

Language 8% 6% 7% +1%
assistance (e.g.,

interpreters,

translated

materials)

Childcare 5% 5% 5% 0%

Accommodations 3% 4% 5% +1%
for people with
disabilities
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Key demographic distinctions in what would encourage them to attend a meeting include (details available

in Appendix B, Supplemental Tables of 2022 Survey Data):

With some variation in the relative priority, the top three motivating factors cut across all ethnic
groups.

Those ages 50 and over rank receiving advance notice, meeting location close to transit and a
virtual option higher; those under age 50 prioritize the virtual option the most (61%).

For low-income respondents, the top priority is having the meeting close to transit.

LEP respondents rank having the meeting located close to transit as the thing that would encourage
them most to attend a meeting, followed by advance notice and a virtual option.

Approximately two in five of those who have a disability say having the meeting close to transit,
advance notice, and a virtual option are most important; one in five say that having
accommodations for those with a disability would encourage them to participate.

16% of respondents with children under age 18 say childcare would encourage them to participate;
they place greatest priority on being able to join virtually, receiving advance notice and having the
meeting be located near transit.

Native Mandarin speakers and Vietnamese speakers were more likely than other language groups
to say that language assistance would encourage them to attend a meeting.

When asked to identify the top three ways they would like to receive information at SFMTA meetings,
survey respondents said that graphics, and presentations and handouts were the best way to communicate

with them, which mirrors feedback received in prior years (Table 13). Interest in all the forms of receiving
information has declined since 2019.

Table 13: Preferred Way of Receiving Information at Meetings
Source: SFMTA Public Participation Survey, 2016-2022.
What are your top three preferred ways to receive information from SFMTA/Muni at a meeting?

View graphics (maps,

. . 71% 76% 60% -16%
project renderings)
Watch a presefltatlon 48% 539% 50% 3%
(e.g., PowerPoint)
Read a handout 62% 62% 46% -16%
Listen to a project 39% 42% 37% 5%
briefing
Visit Information stations = 36% 32% 17% -15%
Other 9% 8% 8% 0%

Some demographic distinctions in how respondents preferred to receive information include:

Those under age 50 express a strong preference for viewing graphics (70%) over other ways.

LEP respondents and low-income rank the preferred ways of receiving information during meetings
similarly to other respondents.

Respondents with a disability favor reading a handout (52%) and viewing graphics (50%).
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e The rank order of the top three ways of getting information varies across racial and ethnic group
but the preference for those three methods cuts across racial and ethnic groups.

The focus groups conducted among LEP populations in 2022 indicated that few participants have attended
a SFMTA meeting; however, their attitudes towards meeting topics and the factors that would motivate
them to participate reflect the opinions shared by survey respondents. Across groups, the top meeting
topics that they wanted to hear about in their language included safety, route changes and schedules.
Participants shared that meeting at more convenient times, in their neighborhoods, and with incentives
would encourage more participation. They requested targeted, in-language outreach to notify community
members about the meetings.

CBO Leadership Interviews

CBO leaders appreciated the importance of Muni’s role in the city but felt there was room for growth in
communicating with LEP populations. As in prior years, CBO leaders expressed mixed satisfaction with
SFMTA. They viewed Muni as integral to their communities’ ability to get around and noted that
populations appreciate when SFMTA shares information about its services. They also noted that SFMTA
does a good job of updating digital platforms and translating materials. However, they also felt that these
materials do not always appear to be reaching LEP communities, are not available in all languages, and in
some cases the translations are poor quality.

More than one half of the CBO leaders interviewed said the SFMTA should share more information about
its services in-language, and a few made comments about working more closely with local CBOs in
communicating about service changes. They also indicated that there was a need for riders to get
information while in transit, through better signage or better ways of communicating with drivers.

While CBO leaders suggested a broad number of ways of communicating with their clients, including
community outreach, outreach through CBOs, signage, radio/TV and newspapers, several noted that
seniors are not always tech savvy and may not have access to the Internet, so while that method of
communicating may be effective with other age groups, it’s important to provide information in other ways
in riders’ native language.

Community Conversations Takeaways

A common theme among every group was their appreciation that they were invited to participate in a
community input session and a desire to develop or deepen their relationship with the SFMTA. Upon
receiving the initial outreach email to participate, respondents expressed their community “had been
looking to find better ways to partner with City agencies” and noted “the SFMTA provides a vital mode of
transport for [their] community’s youth and seniors.” During one community input session, a participant
mentioned they “knew many individuals who moved to San Francisco because of the City’s effective
transportation system.”

Throughout this process, each group reinforced the idea that every neighborhood and district has differing
priorities, needs, and concerns. Appendix C, 2022 Community Conversations Summary, references the key
issues each organization voiced on behalf of the communities they serve. Among the nuances, the SFMTA
identified the following common themes from feedback about the agency’s outreach and communication
methods and efforts:
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e Conducting direct outreach to organizations and ensuring the list of groups engaged is diverse and
comprehensive

e Providing multilingual outreach materials and ambassadors

e Utilizing social media and online platforms to circulate SFMTA information and updates

e Posting SFMTA collateral in high-foot traffic areas, such as bus stops, schools, libraries, churches,
and laundromats

e Including QR codes on collateral that direct community members to SFMTA project pages,
informational resources, and upcoming events and input opportunities

e Sharing SFMTA updates, information, and upcoming meetings and input opportunities via email
and text blasts

e Utilizing highly circulated CBO, neighborhood, and district-focused newsletters to share SFMTA
information and updates

e Continuing to implement hybrid methods of outreach via in-person and digital engagement

e Posting advertisements in local newspapers and media outlets

The feedback collected affirmed the SFMTA’s current outreach and engagement methods, given the
multiplicity of demographics and communities it serves, and provided insight into areas that could be
further developed. Within each recommendation, organizations outlined specifics on how the SFMTA
should tailor the approach to address the priorities, concerns, and key issues of the communities they
serve.

Conclusions

The SFMTA employs a robust toolkit of public outreach and engagement methods to be inclusive as
possible in sharing information about important programs and initiatives and encouraging public
involvement in important decision-making processes. Many of the outreach and engagement practices
currently in use were seen as effective methods by stakeholders, with some additional comments as
follows.

The SFMTA’s website is a critical resource for stakeholders and is the preferred source of information about
SFMTA services, programs, and projects for stakeholders of most age, income, and language groups.
Visiting the website is more likely to be a source of information than other online sources, is the most
commonly used source of information on Muni meetings and provides the easiest way to provide feedback
to the SFMTA. Signs in vehicles, bus stations, or shelters and maps are also highly important sources of
information; but participants in qualitative research aimed at LEP San Franciscans felt a need for
improvement in the availability of information in-language via these sources. Additionally, the survey
research highlights the importance of a multi-pronged approach to outreach, given other demographic
variations, such as a higher use of 311 and word of mouth among low-income and LEP populations.

Virtual community meetings, introduced during the pandemic, have quickly become the most important
feature motivating participation, with a majority saying that it is among the factors that would most
motivate them to participate. Respondents also indicated a high degree of interest in learning about service
changes, safety and security, and construction projects, with safety and security especially important to
low-income and LEP respondents.

The SFMTA will continue to refine and expand their public outreach and engagement practices based on
feedback from the community.
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Section IV: Public Outreach and
Engagement Methods

Members of the community taking the community input session at events in the city.

Introduction

This section outlines the proactive strategies, procedures and desired outcomes that underpin the SFMTA’s
current outreach and engagement methods and incorporates critical feedback received from stakeholders
during the 2022 update process.

The SFMTA values full and fair participation in public transportation decision-making without regard to
race, color or national origin and seeks to ensure meaningful access to transit-related programs and
activities for all of its customers, including those with limited-English proficiency. These commitments are
reflected in the agency’s programmatic requirements and in the broad range of communication and public
engagement practices employed at the project level.

The agency uses a wide variety of outreach and engagement methods and tools to offer early and
continuous opportunities for the public to be involved in the identification of social, economic and
environmental impacts of proposed transportation decisions, and in the agency’s efforts to address those
impacts. It should be noted that the COVID-19 pandemic had a significant effect on public outreach and
engagement methods, and on public participation. Many of the SFMTA’s preferred and previously effective
outreach and engagement techniques were rendered infeasible during COVID-19 restrictions, and the
agency has spent the three years since adapting to the evolving constraints of this new environment.

Despite the challenges presented by the pandemic, the SFMTA adjusted its approach and emerged with
new tools to communicate, engage and gather input. Virtual meetings and open houses, the increased use
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of informational videos, in-language ArcGIS StoryMaps (web map that has been thoughtfully created, given
context, and provided with supporting information so it becomes a stand-alone resource) and telephone
conference lines with in-language interpretation are a few examples of tools that were utilized and added
as new best practices.

Methods and Tools

The SFMTA uses the following methods and tools to inform and receive input from the public regarding its
policies, programs, projects, and initiatives.

Community Meetings

Publicly noticed community meetings allow interested community stakeholders, customers and the general
public to receive current information about transit-related proposals and provide feedback at key decision
points in an interactive setting with SFMTA project managers and staff present. These events can range
from presentations with full proposal reviews to small informational sessions. To enhance communication
with all members of the public, including those attendees who may have limited-English proficiency, staff
use various illustrative visual aids, such as design renderings and drawings, charts, graphs, photos, maps
and the web, as appropriate and as circumstances allow.

During restrictions and limitations in place due to the COVID-19 pandemic, community meetings remained
critical to get feedback but needed to be held virtually given restrictions. Both written and verbal language
assistance is provided as requested and as needed with 48 hours’ prior notice, including for virtual meetings
and webinars facilitated on Zoom and/or Microsoft Teams platforms. Comment cards, letters of support
and written statements are translated to English as appropriate and compiled to document the reception
and the reaction of the public. Attendees are further directed to other sources of information (e.g., SFMTA
website, project website, project emails and phone numbers, social media, etc.) to continue interaction and
dialogue.

Where practical and appropriate, it is the current practice of the SFMTA to work with community partners
to leverage already-scheduled meetings and neighborhood events and activities, to the extent possible,
rather than asking the public to attend additional meetings to gather information to encourage public
involvement. Staff also strive to use locations, facilities and meeting times that are convenient and
accessible to the populations being engaged, including minority, low-income and limited-English proficient
communities.

For public meetings that are scheduled by the SFMTA, staff ensures that the meeting locations are
accessible by Muni and scheduled at various times of the day and on weekends to accommodate working
families, individuals and seniors. For example, 2019 Public Participation Survey respondents who speak
Cantonese, Thai, Japanese, and Russian all prioritized proximity to transit. Those who are less proficient in
English also saw language assistance as important.

Another strong preference of 2019 PPP Community Input Session participants was to hold SFMTA meetings
in their neighborhoods at familiar locations such as libraries, schools or community centers, as opposed to

City Hall or other downtown locations perceived as being more formal and intimidating. Based on feedback
received in 2019, the SFMTA looked to hold meetings at locations throughout the city that were within the
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respective projects’ footprint. Meetings were scheduled at public locations that had public meeting spaces
available such as libraries, neighborhood park or playground community rooms, schools, etc.

For example, the L Taraval Improvement Project-Segment B scheduled several open houses in separate
areas of the project corridor as well as a virtual option so that constituents would have multiple
opportunities to attend one of the meetings to learn about the project, impacts, benefits, ask questions and
provide feedback. Due to the COVID-19 pandemic and Delta and Omicron variants, adjustments had to be
made to shift scheduled in-person open houses to online.

The SFMTA will continue the practices described above and look for new and innovative ways to hold
meetings in neighborhoods. Providing advanced notice about meetings was also noted as important in the
2019 feedback. Depending on timing and circumstances, the SFMTA strives to provide several business
days’ notice before meetings with the absolute minimum being three business days.

Website

The SFMTA regularly updates its website to promote inclusion and provide vital information regarding
fares, service changes, how to file discrimination complaints and other critical topics that are posted in
multiple languages. Posting information at SFMTA.com and on project-specific websites are critical public
information tools. The POETS requirements mandate that every project that impacts the public has a
webpage or link posted on the SFMTA website, and that all public meetings be listed on the agency’s online
calendar in addition to other forms of notification, with multilingual instructions on how to request free
language assistance with a direct phone number to staff.

By visiting the agency’s or a specific project’s web page, the public can learn about the purpose of the
project, the communities it will serve, potential impacts, construction schedules, community engagement,
project history and more. Multilingual content is posted in keeping with agency guidelines and multilingual
information on how to access free language assistance is posted at the bottom of each web page. Contact
information is provided on the project page on the website and is monitored and addressed. In addition,
staff contact information is now required for every meeting and hearing posted on our website in order
toto provide more information and, specifically, to arrange for language assistance at the meeting or
hearing for requests received within 48 hours of the meeting.

In 2020, the agency launched the online Muni Feedback Form hosted within the SFMTA.com site where the
public can provide feedback online about Muni services and agency projects. Feedback is shared with
respective staff for follow up.

During the COVID-19 pandemic and resulting impacts to Muni service, shelter in-place restrictions, mask
requirements etc. the sfmtaSFMTA.com website and its dedicated multilingual COVID-19 Core Service
pages became a central repository of key information for the community. The site was referenced on all
signage, in social media texts, mass media, emails, and utilized by the SF 311 Telephone Customer Service
Center as a source of information for the public. The website was also promoted by emergency
management officials and city departments.
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Media Outlets

Press releases and media events are used to disseminate project and agency activity information and
accomplishments to local, national and trade media outlets. A variety of available resources, including
media contact lists and websites and social media are used to communicate with the public. The media
strategy incorporates written press releases, press conferences, interviews, roundtables, site tours, events,
and, as appropriate, television and radio talk and call-in shows, online chats, editorial boards and op-ed
pieces. Multilingual print media, such as El Mensajero, Sing Tao and Kstati and local neighborhood
newspapers can be included in the media strategy for a particular project or initiative.

Feedback from the 2019 Language Assistance Plan update indicated that multilingual broadcast media
(radio, TV) and ethnic newspapers were highly favored methods of outreach and providing notice. The
SFMTA leverages PSA opportunities when available such as Cantonese and Mandarin radio opportunities
with bilingual staff. Another example was a media event in the Taraval neighborhood related to the L
Taraval Improvement Project conducted in partnership with the district supervisor’s office and conducted
in Cantonese, which that was later featured on TV and online. The COVID-19 related Muni Core Service
Changes also made use of multilingual print media to inform and solicit feedback. While radio and TV tend
to be cost prohibitive, it’s important to note that the SFMTA entered into contracts in spring 2022 that will
allow the purchase of media buys in non-English outlets, as needed and as appropriate.

Community Events

SFMTA staff participate in community events throughout the city to establish a presence and interact one-
on-one with the public. Outreach includes information booths and tables at festivals, job fairs, places of
worship, street parades and other community events. At these events, updated collateral material (fact
sheets, meeting notices, project design renderings, etc.) and other pertinent project information is
disseminated to the public in multiple languages, as needed. Interested members of the public are further
directed to online resources and the City’s multilingual Telephone Customer Service Center.

Participants in 2019 expressed the importance of having the SFMTA attend community events as a way to
better engage with key stakeholders. The SFMTA continued its practice of attending community events
within COVID-19’s constraints and engaged the public during virtual events during the Shelter-In-Place.
Once restrictions were softened during the latter part of 2021, the agency re-engaged with in-person
events such as Autumn Moon Festivals, Sunday Streets, and other community events to inform the public
about projects and initiatives and solicit feedback.

Community-Based Organizations

As a current practice, SFMTA staff also engages at the district level (as defined by the established San
Francisco Board of Supervisors’ districts) with individuals, institutions, community and merchant groups and
faith-based organizations serving broad demographics, including low-income, minority and/or limited-
English proficient constituents who may be impacted to ensure they are briefed on important initiatives
and decision-making processes and that concerns are addressed. These relationships were stressed as very
important and effective in communicating information by both CBO leaders and participants of the LAP and
PPP data collection efforts in 2019 and new groups and contacts are added as they emerge. Many CBOs
were impacted by COVID-19, with fewer in person services and a reduction in clientele for many groups.
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Language Assistance Tools

In general, free in-person language assistance is provided through bilingual or multilingual SFMTA
employees; via telephone through the agency’s telephonic interpretation service (Language Line) or
through the city’s multilingual 24 hours a day/seven days a week 311 Telephone Customer Service Center.
Assistance at community meetings and workshops can be provided via bilingual SFMTA staff, CBO
representatives and through vendors. Free language assistance is provided at MTA Board meetings and at
other meetings in specific languages with 48 hours’ notice. The availability of free language assistance is
promoted in multiple languages on collateral, hearing notices and project pages.

Distribution and Posting of Multilingual Materials

Multilingual public information material is used to give the public useful information about current and
upcoming programs, services and projects. Materials can include fact sheets, FAQs, newsletters,
media/press packets and fliers. Fact sheets are revised and updated as needed. FAQs are updated as
feedback and questions from the public are received either through email, online, written or social media
correspondence. As appropriate, collateral material is translated and posted on the project website and
SFMTA.com and is disseminated at public events and distributed via signage inside transit vehicles, transit
stations and shelters and on transit platforms and station kiosks.

Information is also distributed via direct mail to affected customers, residents and business owners and via
email and SMS text blasts to community outreach partners, such as schools, community and merchant
groups, places of worship, medical facilities, major employers, labor unions, other city departments and
interested individuals. Depending on the document, the scope of the project or initiative and the
concentrations of limited-English populations in a targeted area, materials will be translated into multiple
languages, including those that meet the “Safe Harbor” threshold, pursuant to the agency’s Language
Assistance Plan and vital document translation policy.

Distribution of multilingual fliers and other materials was mentioned in 2019 as an important public
participation and involvement tool and expanded translations was mentioned by both respondents and
CBO leaders, who also stated their organizations should be used (or continue to be used) as an outlet for
distribution. The SFMTA keeps an updated list of CBOs for distribution of information via email and drop-
offs. The agency continues to do an extensive amount of translation and posting of multilingual materials
specifically for Muni projects and services.

Street level Outreach

SFMTA customers and San Francisco residents may not have the time, interest or ability to participate in a
meeting or review a website. Street-level outreach attempts to capture the opinions and needs of these
and other community members and is designed to inform customers, residents and businesses of on-going
outreach activities, and to engage the public at a personal level. Knowledgeable staff and community
ambassadors engage in conversations, recording comments via written notes or via mobile applications
that allows transit users to comment while talking with an ambassador out in the field.

The language needs of a particular community are accommodated to the extent possible and maps showing
specific concentrations of limited-English proficient communities are utilized during the planning stages of
an outreach campaign. For corridor-level outreach, project staff engage residents, businesses and
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customers that live, worship, attend school, conduct business or travel along the route to articulate the
potential impact of a proposed project or initiative, build support and address in-person concerns or ideas.

Staff attend local neighborhood and merchant group meetings and, where appropriate, staff will also
conduct door-to-door outreach. This outreach often corresponds with ongoing public meetings and offers
an additional opportunity to extend invitations for attendance. The SFMTA has also been employing
expanded intercept outreach, including in-language pre-construction surveys, information meetings on
projects in neighborhoods, holding these meetings in local businesses and establishments, like restaurants
and coffee shops, and conducting “pop ups,” all of which allow for a more personal approach to inform the
public and gather feedback.

Social Media

By creating and maintaining an online and social media presence through project blogs, Facebook, Twitter,
Instagram and YouTube to engage stakeholders and encourage maximum participation in the outreach
process, the SFMTA reaches out to and hears from those who are unable to attend, or do not regularly
participate in, traditional public meetings and board hearings.

For those who cannot participate in person, an online and social media presence allows two-way
communication, strengthening the dialogue and reinforces process transparency. In addition, project teams
and communications leads provide frequent content for the agency's blog, Moving SF. These messages are
syndicated across the agency's social channels, primarily Facebook and Twitter. Real-time customer service
is provided on the SFMTA Twitter account 5a.m. to 9p.m., Mondays through Fridays and on the weekends.

Comments on blog posts are moderated by the author, usually the communications lead for the project and
Facebook comments are regularly forwarded for response or notation to project staff. Social media
preferences were captured as part of the 2019 PPP update, with a strong increase in preference for social
media use in 2019. The SFMTA looked at opportunities for how to further expand this area and the public
can comment via Twitter, blog postings, including the possibility of using it as a feedback loop, as expressed
by some of the participants. The SFMTA also utilized targeted advertising on Facebook. An example is the
Van Ness Improvement Project advertised changes on the 49 Van Ness/Mission line and where to board in
preparation for the opening of the Van Ness BRT.

Email Communication

Project-specific email addresses are created to facilitate communication and feedback from the public.
Email blasts to Community-Based Organizations (CBOs), community members, advocacy groups, faith-
based organizations, merchants’ organizations, neighborhood groups and other interested individuals are
also used. Email was listed as an important communication tool for both providing information to
stakeholders and as a feedback loop in 2019.

2019 participants expressed a preference for the SFMTA to communicate back via email how public
feedback was incorporated or considered in final decisions. With the launch of the updated Muni Customer
Feedback database on the Salesforce platform and the integration of email and SMS updates, people that
respond to email notifications with a comment or question get routed via salesforce to the related project
contact and the feedback gets recorded as a case. Staff can respond back via email within Salesforce. As
another improvement for limited-English proficient recipients, where appropriate, email blasts can contain
multilingual information and links to translated material.
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Community Advisory Groups (CAGs)

The mission of a CAG is to accomplish the following: (1) to discuss and study the planning, design and
implementation of the project; (2) to examine the primary issues surrounding the project, such as
construction approaches and operations; and (3) to develop a community consensus and benefits strategy
for all levels of activity associated with the project. To the extent possible, CAG meetings are scheduled
during times and in locations that maximize participation by CAG members as well as low-income, minority
and limited-English proficient populations.

Current and recent projects that utilize a CAG are the Central Subway Project, Geary Boulevard
Improvement Project and the Van Ness Improvement Project that use varied recruiting methods to achieve
the goal of a diverse, community-based membership. The Public Outreach and Engagement Strategy
guidelines encourage staff to consider formal or informal advisory groups as part of their outreach and
engagement for specific projects. In addition, agency managers have established ongoing working groups
(e.g., Small Business Working Group) that meet within the community to discuss projects and initiatives.

Public Noticing for Hearings

In addition to the public information materials listed above, project staff may also distribute multilingual
information door-to-door and use other forms of public advertisement to notify the public of hearings on
important topics, including instructions on how to request free interpretation services at the hearing with
48 hours’ notice.

SFMTA Board of Directors’ (SFMTAB) Meetings

Meetings of the SFMTA’s Board of Directors are open to the public and are held on the first and third
Tuesday of every month. Agendas are available 72 hours prior to the Board meetings and are posted at City
Hall, the Main Library and on SFMTA.com. Additional Board information is available at SFMTA headquarters
in San Francisco and at the San Francisco 311 Telephone Customer Service Center, which provides language
assistance through trained bilingual staff and a multilingual Language Line.

Board meetings that involve fare and service changes are advertised on a broader scale: meeting times are
communicated via multilingual notices posted in revenue vehicles, transit stations and emailed to
distribution lists. Media placements in English, Spanish, Chinese newspapers and other ethnic media outlets
are utilized as circumstances dictate and resources allow. All SFMTA Board meetings have a public
comment period and translators are available upon 48 hours’ request. The meetings are typically held at
City Hall, which is easily accessible by transit. Due to the COVID-19 pandemic, Board meetings were held
online for most of the reporting period. Hybrid meetings (in person with a virtual and call-in option)
continue in effect. Regular SFMTA Board meetings and select other meetings are broadcast on cable via
SFGTV and streamed on the internet. Board agendas and meetings minutes are available to the public at
SFMTA.com.

Citizens’ Advisory Council Meetings

The CAC meets monthly in a public setting and provides recommendations to the SFMTA Board of Directors
on key policy issues facing the Agency. CAC meetings are posted at the Main Library and on the SFMTA

website. Meetings are recorded and minutes are created and posted at SFMTA.com. CAC agendas carry the
required notice informing participants that free language assistance is available with 48 hours’ prior notice.
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Public Engineering Hearings

Engineering hearings are another opportunity for residents to express their concerns regarding important
SFMTA projects and initiatives and are advertised at SFMTA.com, as well as through neighborhood
postings, when circumstances require. It is a requirement to include instructions on how to request free
language assistance for the hearing through a direct number to project staff.

Small Business Enterprise and Contractor Outreach

Outreach to community-based organizations regarding the SFMTA’s Small Business Enterprise (SBE) and
employment training programs provides businesses with information about opportunities to bid and
compete for upcoming contracts. These outreach events inform the contracting community of upcoming
bid packages, assist small contractors in developing relationships with prime contractors and examine ways
to increase diversity in workforce participation.

Metropolitan Transportation Commission (MTC) Public Participation Plan

For additional outreach and public participation opportunities about long-term regional planning efforts,
the SFMTA relies on its metropolitan planning organization, the Metropolitan Transportation Commission
(MTC), and their efforts via their Public Participation Plan. MTC’s plan details a comprehensive outreach
program that includes outreach to minority and low-income communities throughout the region.
Components of the plan include telephone surveys and focus groups comprising the demographic
composition of the individual Bay Area communities, including San Francisco. MTC conducts limited
outreach to San Francisco-based CBOs in minority/low-income areas and provides grants to CBOs
throughout the region to help fund individual outreach efforts, recruitment efforts for meeting
participation and help meet language assistance needs via translators and production of multilingual
collateral.

Public Outreach and Engagement Team Strategy (POETS)

In 2015, the SFMTA began developing its Public Outreach and Engagement Team Strategy (POETS) —an
agency-wide program that sets standards for outreach and engagement, provides guidance and support for
project managers, and offers staff training with the goal of institutionalizing public participation best
practices for agency projects.

For many of the agency’s projects, including large capital improvement projects, POETS provides a
framework to determine which of the methods and tools described above are appropriate at various
phases of a given project. It also offers a decision-making process and template to identify those who will
be affected by a project, their language needs, and their preferences for accessing information and
providing input (a point at which the PPP directly informs POETS). Any project subject to POETS must have a
public outreach and engagement plan that gives careful attention to which methods and tools are used.

POETS sets expectations for public outreach and engagement for projects that impact the public, including
the requirement that they have
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Section V: Broadening Public
Outreach and Engagement

This section considers the extensive feedback collected during the effort to update the
2022 Public Participation Plan and how it will continue to inform and improve the SFMTA’s
outreach and engagement methods moving forward to engage the public in its important

decision-making processes.

Attendees at a community event in Chinatown completing the survey.

Introduction

As noted above, the SFMTA employs several strategies to engage the public in its decision-making
processes. As part of the Public Participation Plan update, the SFMTA received feedback from its
stakeholders, including those representing minority, low-income and LEP populations, on the effectiveness
of these strategies and received suggestions for additional approaches.

The results of the data collected during the 2022 research effort, highlights of which are included directly
below, confirm that the SFMTA serves a very broad and diverse population, ranging across age groups,
races and ethnicities, income levels, genders, and language groups. While the top preferred ways of
receiving information, providing feedback, and participating in meetings are largely consistent since 2016
and across the city’s major demographic groups, there is no single way that San Franciscans prefer to
engage with the SFMTA. Rather, respondents indicated that they tend to use multiple tools and express a
range of preferences. This variation is to be expected when serving a large and diverse population and
reaffirms that the SFMTA’s multi-pronged approach to public participation is necessary to meet the
community’s needs.
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Research Highlights

e Muni riders said they prefer to get information about Muni meetings via the website, email
communications and through signs in vehicles, bus stations and shelters.

e Survey and LEP focus group respondents indicated that they would be most likely to attend
meetings when they are about service changes, safety and security and construction projects, and
are available virtually, have advance notice available and held in locations near transit.

e During the meetings, survey respondents indicated a preference for getting information as
graphics, through a presentation and a handout, and prefer to provide feedback after the meeting
via email and/or as a written comment during the meeting.

e The SFMTA website. The POETS requirements noted above make it mandatory for every project
that impacts the public to have a webpage or link posted on the SFMTA website, and all public
meetings must be listed on the agency’s online calendar in addition to other forms of notification.
Research from the 2022 focus groups among LEP respondents indicate a desire to have
comprehensive, high-quality translations available on the website.

e Increased use of online apps. 2022 data indicates that riders rely heavily on online apps for
information about the SFMTA. Having access to online apps like MuniMobile in their native
language would help better support and engage riders, particularly the LEP community.

e Social Media. While social media has decreased as a source of information for riders, it remains an
important tool in obtaining information and providing feedback to the SFMTA. The most commonly
used forms of social media are Facebook and Instagram, although WeChat is most extensively used
among Cantonese and Mandarin-speakers.

e Easy to understand signage. Signage remains one of the most common ways respondents indicated
getting information about the SFMTA.

e Safety and Security. Perceptions and experiences of safety and security are highly important to
riders’ willingness to ride Muni and are key topics that would encourage them to engage with
SFMTA and that they want to see outreach and action on.

e (Qualitative research conducted in 2022 indicated a strong desire for access to bilingual staff
(drivers, customer service staff, etc.).

e Asin prior Public Participation Plans, San Franciscans noted that service changes were the highest
priority meeting topic. While this subject has been the top motivator for encouraging participation
in prior years, it has become especially relevant due to changes to service that occurred as a result
of the COVID-19 pandemic.

e A common theme among community groups engaged was a desire to develop or deepen their
relationship with the SFMTA. One organization stated that they “had been looking to find better
ways to partner with City agencies.”

Conclusions and Moving Forward

Just as the public relies on a wide variety of information sources to learn about SFMTA services and
meetings, there are a wide range of customer preferences when it comes to engagement in the SFMTA's
important decision-making processes and when providing feedback. While the SFMTA website again takes
the top spot as the most preferred way for stakeholders to provide feedback, it is not the only means by
which SFMTA stakeholders would like to share their opinions. They are also interested in providing
feedback via online apps, 311, written feedback to SFMTA staff and on social media.
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Moving forward, the agency plans to:

e Continue promoting 311 not only as a source of information but also as a way to provide feedback
and access free language assistance through a multilingual customer information campaign,
planned to launch in 2023

e Further increase the awareness of the availability of translated material and resources on the
agency’s website

e Consider literacy levels when developing new content to increase the accessibility of the
information being translated

e Explore multilingual language capabilities on online applications to determine what is feasible for
future technological improvements

e Explore opportunities to leverage existing agency social media and investigate emerging platforms
such as WeChat for Chinese-speaking communities.

A critical shift that emerged as a result of the pandemic is a desire for the option to attend community
meetings virtually, a preference that cuts across many of San Francisco’s demographics. Additionally, as in
the past, advance notice of meetings and meeting locations close to transit continue to be highly valued.

e Moving forward, the agency will continue to offer a hybrid model of virtual and in-person meeting
options, as appropriate, and leverage existing community opportunities.

In addition to service changes, safety and security are an increasingly important theme for riders.
Approximately half said that safety and security topics would encourage them to attend a meeting. For the
LEP population, safety and security is the topic that would encourage them most to attend a community
meeting; and in focus groups conducted among this population, participants emphasized the importance of
security issues, citing specifically the sense that crime had increased in San Francisco and left many of them
vulnerable.

e Safety and security campaigns are either in the planning stages or underway and the feedback
collected during the 2022 PPP update will help inform these initiatives.

Among the LEP populations, the concerns about safety were coupled with a desire for more high-quality
bilingual resources, both with online communications (such as the website, social media, and apps) and
with SFMTA staff who can answer their questions and support them during trips, as well as translated
signage. Awareness of the 311 SF Telephone Customer Service Center was low, but when introduced as a
resource, it was viewed as a value-add. This underscores the importance of educating riders about the
resources available to them, how to access them, and how they can serve their transit needs.

e The planned multilingual customer information campaign will help to further increase awareness of
these critical resources.

e Ensuring signs in buses, shelters and stations are up to date, easy to understand, and available in
high-quality translations of multiple languages will improve outreach.

In response to the feedback received regarding meeting preferences, it was recommended that the agency
use locations, facilities and meeting times that are convenient and accessible by Muni to the populations
being engaged, including minority, low-income and limited-English proficient communities and at various
times of the day and on weekends to accommodate working families, individuals and seniors. Suggestions
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also included bringing information to where people are already waiting in line such as at food banks, job
fairs, and events etc.

e Moving forward, where practical and appropriate, SFMTA staff will continue to work with
community partners to leverage already-scheduled meetings and neighborhood events and
activities, to the extent possible, rather than asking the public to attend additional meetings to
gather information to encourage public involvement. Available channels such as schools, faith-
based institutions and CBOs will continue to be leveraged to distribute information and solicit
feedback.

Due to the COVID-19 pandemic the SFMTA had to quickly adapt and emerge with new tools to
communicate, engage and gather input. Virtual meetings and open houses, the increased use of
informational videos, in-language ArcGIS StoryMaps (a web map with context and supporting information)
and telephone conference lines with in-language interpretation are a few examples of tools that were
utilized.

e Since these practices were well received, they will be incorporated as new best practices to
continue.

Community Conversation participants repeated the importance that people place on having their input
acknowledged. It is not enough for a public agency to accumulate feedback — participants also wanted to
see their contributions recognized, considered and, ideally, incorporated into policy decisions.

e While the level of feedback and decision space will vary by project, the agency will continue to build
on opportunities to demonstrate how feedback was used to inform projects and decisions on a
project level.

Through the Public Participation Plan research, community members have given the SFMTA significant
insight into how the SFMTA can encourage, and make it easier for, these critical partners to participate in
the agency’s planning, implementation and decision-making processes.
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Section VI: Fare and Major
Service Changes

As a federally funded agency, the SFMTA is required to have a locally developed process
for soliciting and considering public comments before raising a fare or implementing a
major reduction of public transportation service. This section of the Public Participation
Plan (PPP) details the San Francisco Charter and local law requirements for soliciting and
considering public input before changing fares (increases or decreases) or implementing a

major service change (not just service reductions).

Introduction

According to 49 U.S.C. 5307(c)(1)(l), the SFMTA is required to have a locally developed process for soliciting
and considering public comments before raising a fare or implementing a major reduction of public
transportation service. In addition to this requirement, SFMTA includes in its locally developed process the
San Francisco Charter and local law requirements for soliciting and considering public input before changing
fares, increases or decreases or implementing a major service change, not just service reductions. The
SFMTA is strongly committed to the right and need for participation by its customers and other members of
the public in the decision-making process concerning fares and major service changes. This section also
details how public comments are processed and considered by the SFMTA and, if proposals are modified
based on public comment, the steps that follow for reconsideration of the proposal.

Fare Changes

SFMTA has a locally developed process for soliciting and considering public comment prior to implementing
any fare change. SFMTA’s practice is to publish its intention to change fares in the City’s official newspaper

for five days and to hold a public hearing not less than 5 days after the last day of publication in compliance
with both San Francisco Charter section 16.112 and the SFMTA Board of Directors’ Rules of Order.

With respect to the City Charter, Section 16.112 requires published notice in the city’s official newspaper
prior to any public hearing to consider instituting or changing any fee, schedule of rates, charges or fares
which affects the public. This section states:

“The publication of and full public access to public documents, except for those
subject to confidentiality, shall be as required by law. Notice shall be published
in a timely manner before any public hearing and shall include a general
description of said hearing. Notice shall be given, and public hearings held
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before: ... (c) Any fee, schedule of rates, charges or fares which affects the public
is instituted or changed; should any such notice be approved, the result shall
also be noticed; ...”

In addition, the governing board of the SFMTA, the Municipal Transportation Agency Board (MTAB), has
promulgated an additional requirement regarding how far in advance the SFMTA must publish notice for
changes involving rates, charges, fares, fees and fines. SFMTA Board Rules of Order, Article 4, §10 provides:

“Before adopting or revising any schedule of rates, charges, fares fees or fines, the Board
shall publish in the official newspaper of the City and County notice of its intention to do
so for five days, with the last day of publication being not less than five calendar days prior
to the hearing.”

In compliance with state and local law, the SFMTA posts its meeting agenda in a location accessible to the
public, the San Francisco Public Library, and on the SFMTA’s website, SFMTA.com, at least seventy-two
hours prior to an SFMTA Board (SFMTAB) meeting. Minutes from the meeting are kept and are available to
the public via the SFMTA’s website. Letters from the public are placed in a public review file accessible to
members of the public and provided to the members of the SFMTAB. With respect to public comment,
members of the public have the right to speak at all meetings of the SFMTAB. Typically, the public is
permitted to speak for up to three minutes on each item considered by the SFMTAB although the body has
the discretion to limit public comment to less than three minutes if circumstances warrant. Language
assistance, such as oral interpreters, is provided with 48 hours’ advance notice, pursuant to S.F.
Administrative Code Section 91.6. The MTAB may respond to comments made by the public and take other
actions, such as amending the item or delaying a decision, as it deems appropriate.

Once the SFMTAB approves the proposed fare change, it is sent to the San Francisco Board of Supervisors
pursuant to Section 8A.108 of the Charter. Section 8A.108(a) provides that: “Except as otherwise provided
in this Section, any proposed change in fares or route abandonments shall be submitted to the Board of
Supervisors as part of the Agency’s budget or as a budget amendment under 8A.106, and may be rejected
at that time by a seven-elevenths vote of the Board on the budget or budget amendment. Any changes in
fares or route abandonments proposed by the Agency specifically to implement a program of service
changes identified in a system-wide strategic route and service evaluation, such as the Transit Effectiveness
Project, may only be rejected by a single seven-elevenths’ vote of the Board of Supervisors on the budget or
budget amendment.”

In compliance with state and local law, the public is provided an opportunity to comment on the proposed
fare change at any scheduled committee meeting of the Board of Supervisors considering the fare change,
and during general public comment before the full Board of Supervisors. Minutes of Board of Supervisors
meetings are kept and available to members of the public via the Board of Supervisors’ website. Letters
from the public sent to the Board of Supervisors concerning the proposed fare change are placed in a public
review file and made available to the members of the Board of Supervisors.

Depending on whether circumstances warrant, the SFMTA may supplement the procedures described
above with one or more of its public outreach and involvement strategies. As is the SFMTA’s standard
practice, the needs of individuals with limited English-proficiency are taken into account in any public
outreach efforts concerning proposed fare changes.
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Major Service Changes

SFMTA also has a locally developed process for soliciting and considering public comment prior to
implementing a major service change. SFMTA defines “a major service change” as a change in transit
service that would be in effect for more than a 12-month period, and that would consist of any of the
following criteria:

e A schedule change (or series of changes) resulting in a system-wide change in annual revenue hours
of five percent or more proposed at one time or over a rolling 24-month period,;
e Aschedule change on a route with 25 or more one-way trips per day resulting in:
o Adding or eliminating a route;
o Achange in annual revenue hours on the route of 25 percent or more;
o A change in the daily span of service on the route of three hours or more; or
o Achange in route-miles of 25 percent or more, where the route moves more than a quarter
mile.
e Corridors served by multiple routes will be evaluated based on combined revenue hours, daily span
of service, and/or route-miles.
e The implementation of a New Start, Small Start, or other new fixed guideway capital project,
regardless of whether the proposed changes to existing service meet any of the criteria for a
service change described above.

Charter section 16.112 requires published notice in the City’s official newspaper prior to any public hearing
in which the MTAB considers a significant change in the operating schedule or route of a street railway, bus
line, trolley bus line or cable car line, which is defined in practice as service changes that meet the
definition of a major service change, as defined immediately above. Although Charter section 16.112 does
not specify how far in advance the City must publish notice of the public hearing, the SFMTA'’s practice is to
publish its intention to consider any significant transit service change in the City’s official newspaper at
least 72 hours in advance of the public hearing.

In situations where the SFMTA is proposing a “route abandonment” for a particular line or service corridor,
the SFMTA must seek approval from both the SFMTAB, and the Board of Supervisors pursuant to Charter
section 8A.108. Under the Charter, a “route abandonment” means the permanent termination of service
along a particular line or service corridor where no reasonably comparable substitute service is offered.

If the SFMTA proposes a route abandonment at any time other than as part of its budget process, the
agency must first submit the proposal to the Board of Supervisors. The Board of Supervisors may, after a
noticed public hearing, reject the proposed route abandonment by a seven-elevenths vote taken within 30
days after the proposal is submitted by the SFMTA.

If the proposed route abandonment is submitted as part of the SFMTA’s budget, it must be rejected by a
seven-elevenths vote of the Board on the budget or budget amendment.

As with the public process for fare changes, SFMTA’s procedures exceed the requirements of the FTA.
Language assistance, such as oral interpreters, is provided with 48 hours’ advance notice. Once published
notice has been provided and a meeting agenda posted as described above, the major service change can
be considered by the MTAB at a regular or special meeting. Minutes from the meeting are kept and are
available to the public via SFMTA’s website. Letters from the public are placed in a public review file
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accessible to members of the public and provided to members of the SFMTAB. With respect to public
comment, members of the public have the right to speak at all meetings of the SFMTAB. Typically, the
public is permitted to speak for up to three minutes on each item considered although the body has the
discretion to limit public comment to less than three minutes if circumstances warrant. The SFMTAB may
respond to comments made by the public and take other actions, such as amending the item or delaying a
decision, as it deems appropriate.

In circumstances involving a route abandonment, the public is provided an opportunity to comment at any
scheduled committee meeting of the Board of Supervisors considering the route abandonment, and during
general public comment before the full Board of Supervisors. Minutes of Board of Supervisors meetings are
kept and available to members of the public via the Board of Supervisors’ website. Letters from the public
sent to the Board of Supervisors concerning the proposed route abandonment are placed in a public review
file and made available to the Members of the Board of Supervisors.

Once SFMTA has proposed a major service change or fare change, the SFMTA may provide additional
notification to any affected neighborhood(s) and riders regarding the proposed changes and the time and
location of any public meeting where public comment will be solicited. SFMTA will also provide information
about proposed fare or major service changes on its website and provide further notification in one or
more of the following ways, depending on the circumstances:

e For service changes, posting meeting notices at appropriate transit stops and/or on utility poles,
when circumstances and resources allow;

e For proposed fare and service changes, posting meeting notices on transit vehicles and/or transit
stations, as appropriate and circumstances dictate;

e Mailing or emailing information to neighborhood organizations and other community-based
organizations for distribution to their membership;

e Mailing and/or emailing to residents and businesses on affected streets and/or mass-distributed to
addresses in affected areas;

e Publishing meeting notices in neighborhood papers or multilingual or alternative language
newspapers;

e Issuing a blog post with online links to details and available language translations;

e Posting multilingual information at items on the homepage rotator of SFMTA.com;

e Issuing a press release (for issues with citywide impact); and,

e Partnering with community organizations to hold information sessions.

Processing Public Comments Prior to Fare or Major Service Changes

Public comments gathered on proposed fare and major service changes, including major service reductions,
can be solicited from multiple sources including the SFMTA Board of Director (MTAB) meetings, advisory
committees such as the Citizen’s Advisory Committee (CAC) and the Multimodal Accessibility Advisory
Committee (MAAC), Town Halls, Open Houses and other community meetings and via email, letters to
SFMTA or to MTAB, digital media, at SFMTA.com and through 311, the San Francisco’s multilingual 24/7
Telephone Customer Service Center.

Documentation of public comments may consist of MTAB or other public advisory committee meeting
minutes, copies of letters, emails and comment cards received, comment summaries and/or comment logs,
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and through customer service reports (CSRs) for comments registered through the 311 Telephone
Customer Service Center. Methods of documentation will vary at the MTA’s discretion based on the nature
of the comments and the scope of the project or proposal and will be kept on file. Minutes from public
advisory committee meetings and MTAB meetings are posted at SFMTA.com and hard copies are available.
Letters addressed to MTAB are kept in a public view folder.

Once compiled and documented as appropriate, public comments are reviewed and assessed by the
subject matter staff to identify comment trends and areas for potential modification, if any. As specific
examples, public comments received on major service changes are reviewed by the Transit Planning
Division of the SFMTA and public comments received on proposed fare-related items are reviewed and
considered by the Finance Division.

Proposals that are modified as a result of public comment or other factors are considered and reviewed
internally and, where necessary, appropriate changes are made to Staff Reports and accompanying
documentation in preparation for re-submission to the SFMTA Board of Directors for their consideration
and approval. This documentation is submitted to MTAB as part of the Staff Report for consideration and is
made available to the public 72 hours prior to the Board meeting where it will be discussed via posting at
SFMTA.com and hard copy at SFMTA headquarters.

If necessary, further modifications can be made to the proposals based on public comment given at the
MTAB meeting and appropriate steps are taken for any further review and required approvals.
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Section VII: Review and
Monitoring of the Plan

Participants in the Community Input Sessions for the Public Participation Plan Update

The SFMTA is committed to monitoring the effectiveness of its public outreach and engagement efforts,
including among minority, low-income and limited-English proficient communities. The Public Participation
Plan will be reviewed on a bi-annual basis for its effectiveness and relevance based on changing
demographics, new technologies and outreach methods, among other factors.

As noted, one of the ways the agency brings the PPP into its daily work is through its Public Outreach and
Engagement Team Strategy (POETS). While the Public Participation Plan applies to all decision-making by
the SFMTA, POETS focuses on a significant subset of those decision-making process in the SFMTA related to
capital and infrastructure projects (e.g., transit, construction, and livable/sustainable street improvements).

POETS has evaluation metrics in place to measure the program’s effectiveness in encouraging public
participation at the project level. The metrics include both process measures (e.g., the extent and
inclusiveness of public participation) and outcome measures (e.g., evidence of strengthened
agency/community relationships). Reflecting a core theme that emerged in the research for the PPP, the
POETS evaluation framework emphasizes the need to ensure that public participation is meaningful and
valued. Anyone who takes the time to participate in the public process deserves to know how their input is
taken into account, and the monitoring of the POETS program seeks to document the agency’s
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effectiveness in providing this feedback. The capacity to collect and analyze data on program performance
and project-level implementation is expected to increase with additional staffing in 2023.

The purpose of reviewing and monitoring the Public Participation Plan is to ensure that the agency provides
information through multiple channels in appropriate languages in ways that are inclusive and accessible to
those who are affected by its decisions and actions. When the agency’s goal is not only to inform the public
but also to seek input about decisions and actions, the PPP points to the available tools and community
preferences for engagement.

Research for the 2022 Public Participation Plan in many ways validates the SFMTA’s approach to outreach
and engagement since 2019, and gives the agency insight into where it can improve and further enhance
the tools at its disposal, new tools introduced since the COVID-19 pandemic and how the agency can
continue to incorporate feedback from its critical community partners to further guide its efforts to
encourage and support meaningful public participation.
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Appendices

Appendix A: 2022 PPP Report Outreach to Organizations

Table 1A: PPP Report Outreach to Organizations*
Source: SFMTA, 2022.

Organization Non-English Languages Served Neighborhood(s) Served

Al Sabeel Masjid Noor Al-Islam Arabic

Alliance Francaise of San Francisco French

American Indian Cultural Center Citywide
Arab Cultural and Community Center; Bay Area Arabic Citywide
Arab Grocers Group Arabic

Arab resourcing and organizing center Arabic Citywide
Arc of San Francisco Citywide
Asian Family Support Center Multiple

Asian Pacific American Community Center Cantonese, Viethamese, Thai, Laotian Visitacion Valley
Bayanihan Equity Center Filipino Tenderloin, Downtown Mission

Bayview Hunters Point Mobilization for Adolescent

Bayvi H Poi
Growth in Our Communities (BMAGIC) B TS o

Bayview Hunters Point Citizens Advisory Committee Bayview/Hunters Point
Bayview Neighborhood Association Bayview
Bayview Hunters Point YMCA Bayview/Hunters Point
Bayview Senior Services Bayview
Bernal Heights Neighborhood Center — Excelsior Senior Spanish, Chinese, Tagalog Bernal Heights; Seniors
Center
Buchanan YMCA/Urban Services Fillmore/Western Addition
CARECEN Spanish Mission, Bayview, Excelsior
Causa Justa Spanish Mission, Excelsior, Tenderloin, Bayview
Chinatown Library Chinese (Cantonese, Mandarin) Chinatown
Chinatown, North Beach, Russian Hill, Tenderloin, Japantown, Mission
Chinese Community Development Corporation Chinese (Cantonese, Mandarin) Bay, Mission District, SOMA, Richmond, Octavia area, Haight area,

Stanyan, Visitacion Valley (San Bruno Ave.)

Chinese (Cantonese, Mandarin,
Taishanese)

Chinese for Affirmative Action Chinese (Cantonese, Mandarin) Citywide; esp. Chinatown, Visitacion Valley, Sunset, Richmond

Chinese Culture Resource Center Chinatown
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Chinese Newcomers Service Center
Community Youth Center (Chinatown)

Community Youth Center (Richmond)

Excelsior Action Group

Family Connection Center

Filipino Community Center

Interfaith Council

Japanese Cultural Center

Japantown Merchants Association/JapantownTask Force
Kimochi

Korean American Community Foundation
Korean Center Inc.

La Raza Community Resource Center
Lighthouse for the Blind and Visually Impaired
Lycee Francais

Mission Economic Development Center

Mission Beacon Center at Everett Middle School
Mission Neighborhood Centers

MUA- Mujeres Unidas y Activas

OMI Neighbors in Action

OMI/Excelsior Beacon Center at James Denman Middle
School

Poder

Richmond Neighborhood Center (RNCC)
Richmond Senior Center

Russian American Community Services

Samoan Community Development Center

San Francisco Bay Accueil

Self-Help for the Elderly

Senior and Disability Action

SF LGBT Center

SFMTA Small Business Working Group

South of Market Community Action Network (SOMCAM)
Southeast Asian Community Center

Sunset Neighborhood Community Center
Talking Book and Braille Center @ SF Library
Tenderloin Boy & Girls Club

Chinese (Cantonese, Mandarin)
Cantonese, Mandarin, Tagalog,
Viethamese, Cambodian, Laotian, Thai,
and Spanish
Cantonese

Chinese, Spanish, Vietnamese
Filipino, Tagalog

Japanese

Japanese, Korean
Korean
Korean
Spanish

French
Spanish
Spanish
Spanish
Spanish

Chinese, Spanish

Spanish
Chinese, Russian, Spanish
Russian, Chinese
Russian, Chinese

French
Chinese (Cantonese & Mandarin)

Filipino, Tagalog, lllonggo
Vietnamese, Chinese, Laotian
Chinese, Vietnamese

Chinatown

Tenderloin, Bayview, Richmond, and Chinatown. Some school
locations are citywide.

Citywide
Excelsior
Portola & Excelsior, Southeast SF

Citywide
Citywide
Western Addition
Western Addition, Richmond, Sunset

Citywide
Citywide

Mission
Mission, Fillmore, Bayview and 3rd St., Potrero Hill
Mission
Tenderloin
Oceanview, Merced Heights, Ingleside
Excelsior, Mission Bay, Mission, Mission Terrace, Stonestown,
Excelsior, Oceanview, Merced Heights, Ingleside
Mission, Excelsior
Richmond
Richmond, Sunset
Richmond, Sunset
Visitation Valley, Hunters Point, Potrero Hill, Alice Griffith,
Citywide
Citywide
Citywide
Citywide
Citywide
SOMA, Tenderloin, Excelsior
Tenderloin & Citywide
Sunset, Parkside
Citywide
Tenderloin
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Thai Unity Community Thai Citywide
Vietnamese Youth Development Center (SE Asian
Development Center)

Wau-Yee Children's Services Cantonese, Mandarin, Spanish Oceanview, Merced Heights, Ingleside, Chinatown

Vietnamese
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Table 2A. List of Organizations Who Participated in the Report
Source: SFMTA, 2022.

Community Based Organization LEP Focus Community
Leadership Interviews Groups Conversations

Organization Primary Language(s) Neighborhoods, Groups Served

Arab Cultural and Community Center Bay

Area Arabic Citywide X
Arab resourcing and organizing center Arabic Citywide X
Citywide; People with
Arc San Francisco intellectual and developmental X
disabilities
Bayanihan Equity Center Filipino Tenderloin, Downtown, Mission X
B | Heights Neighborh - ish, Chi
erna. eigl Fs eighborhood Center Spanish, Chinese, el [T e e X
Excelsior Senior Center Tagalog
CARECEN Spanish Mission, Bayview, Excelsior X
Chinatown Library Chmese.(Cantonese, Chinatown X
Mandarin)
Chinatown, North Beach,
Russian Hill, Tenderloin,
. . . Japantown, Mission Bay,
Chinese (.:ommunlty Development Chmese.(Cantonese, Mission District, SOMA, X
Corporation Mandarin)

Richmond, Octavia area, Haight
area, Stanyan, Visitacion Valley
(San Bruno Ave.)

Chinese (Cantonese,

Mandarin, Taishanese) CliEi X

Chinese Culture Resource Center
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Chinese for Affirmative Action

Chinese Newcomers Service Center

Community Youth Center (Chinatown)

Community Youth Center (Richmond)

Excelsior Action Group
Family Connection Center

Japanese Cultural Center

Korean Center Inc.

Lighthouse for the Blind and Visually
Impaired

Mission Beacon Center at Everett Middle
School

OMI Neighbors in Action

OMI/Excelsior Beacon Center at James
Denman Middle School

Poder
Richmond Neighborhood Center (RNCC)

Richmond Senior Center

Chinese (Cantonese,
Mandarin)

Chinese (Cantonese,
Mandarin)

Cantonese, Mandarin,
Tagalog, Vietnamese,
Cambodian, Laotian,
Thai, and Spanish

Cantonese

Chinese, Spanish,
Vietnamese

Japanese

Korean

Spanish

Chinese, Spanish

Spanish

Chinese, Russian,
Spanish

Russian, Chinese

Citywide; esp. Chinatown,
Visitacion Valley, Sunset,
Richmond

Chinatown

Tenderloin, Bayview, Richmond,
and Chinatown. Some school
locations are citywide.

Citywide

Excelsior

Portola & Excelsior, Southeast
SF

Citywide
Citywide

Citywide

Mission, Fillmore, Bayview, 3rd
St., Potrero Hill

Oceanview, Merced Heights,
Ingleside

Excelsior, Mission Bay, Mission,
Mission Terrace, Stonestown,
Excelsior, Oceanview, Merced
Heights, Ingleside

Mission, Excelsior
Richmond

Richmond, Sunset
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Russian American Community Services

Samoan Community Development Center

San Francisco Bay Accueil

Self-Help for the Elderly

SF LGBT Center
SFMTA Small Business Working Group

South of Market Community Action
Network
(SOMCAM)

Southeast Asian Community Center

Tenderloin Boys and Girls Club Tenderloin
Clubhouse

Thai Unity Community

Wau-Yee Children's Services

Russian, Chinese

French

Chinese (Cantonese &
Mandarin)

Filipino, Tagalog,
Illonggo

Vietnamese, Chinese,
Laotian

Thai

Cantonese, Mandarin,
Spanish

Richmond, Sunset

Visitation Valley, Hunters Point,
Potrero Hill, Alice Griffith

Citywide

Citywide, including Richmond,
Sunset, Chinatown, South of
Market, Visitacion Valley,
Excelsior

Citywide
Citywide

SOMA, Tenderloin, Excelsior

Tenderloin & Citywide

Tenderloin

Citywide

Oceanview, Merced Heights,
Ingleside, Chinatown
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Appendix B: Supplemental Tables of 2022 Survey Data
Source:2022 Public Engagement and Community Language Access Survey

Table 1B: Source of Information about SFMTA Services by English Proficiency and by Native Language
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

LEP
f Inf i Total L
Source of Information ota - anguage
Spanish C(::tn;::s-e ISIZ:‘;::;\ Russian Filipino Vietnamese Arabic French Korean Thai Japanese English Other

FMTA/Muni i
fSFMT‘( co‘::‘"v":::s;tlzg etc) | O9% 4% a3% 50% 49% 42%  64% 18% = 39% = 58% 58%  40% = 54% @ 63%  57%

F isco’s 311 Teleph
zz's‘m’;:cr';‘::‘::e Ce:t:f ON®  13%  19%  13% 17% 17% 25%  28%  14% = 36% 4% 19%  15%  13% = 13%  17%
SFMTA/Muni’s Customer
Service Center on 11 S Van 3% 7% 10% 5% 5% 8% 13% 6% 4% 0% 0% 0% 6% 2% 4%

Ness

Signs in vehicles, stations, or
bus shelters

Maps in vehicles, stations, or
bus shelters

45% 31% 29% 29% 41% 22% 34%  23% 11% 40% 23% 35% 46% 50% 44%

30% 21% 21% 17% 31% 15% 31% @ 20% 18% 30% 27% 25% 17% 33% 33%

Friends and family members 16% 26% 14% 29% 32% 15% 20% 25% 25% 4% 12% 50% 13% 14% 17%
Community or faith-based 3% 9% 7% 5% 7% 0%  15% 31% 0% 0% 4%  10% @ 10% 2% 3%
organizations

Mailers % 7% 4% 8% 10% 3% 7% 6% @ 32% 0% 4% 0% 2% 4% 6%
Newspaper ads 3% 7% 1% 8% 9% 7% 4% 7% 4% 2% 0% 0% 2% 2% 3%
Radio or television 6%  16%  10% 17% 15% 27% | 5%  22% @ 25% 2% 0% 5%  10% 4% 9%
:Li‘::r'g notices (e.g., fliers, 4% 4% 6% 3% 4% 3% | 10% 3% 7% 6% 0% 5% 0% 5% 6%
Email communications 19% 11% 14% 11% 14% 14% 16% 4% 39% 10% 4% 5% 6% 21% 20%
i:ﬁfg;‘;ﬁd::t"::: fr"i't'agram 14%  10%  10% 7% 13% 7% | 16% 8% @ 29% = 12% 12% 0%  15% @ 15% @ 17%

4 ’

Text message updates 11% 8% 12% 6% 7% 1% 20% 3% 11% 6% 12% 5% 8% 12% 14%
Brochures 2% 5% 3% 4% 5% 15% 9% = 9% 4% 0% 4% 0% 2% 2% 4%
:/II:eNeII;::soard B 1% 1% 3% 1% 1% 1% 4% 1% 4% 2% 0% 0% 0% 1% 2%
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Ambassadors doing street-

2% 3% 2%
level outreach
SFMTA/Muni meetings or
other meetings in my 2% 3% 5%

community
Online applications or APPS

389 209 259
(MuniMobile, Transit, etc.) % % %

2%

2%

23%

5%

2%

24%

1%

0%

16%

3%

7%

31%

1%

4%

7%

11%

4%

36%

2%

0%

56%

0%

0%

46%

5%

0%

45%

0%

2%

21%

2%

2%

42%

4%

6%

36%
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Table 2B: Source of Information about SFMTA Services by Income and Ethnicity

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

SFMTA/Muni website
(SFMTA.com, web
blog, etc.)

San Francisco’s 311
Telephone Customer
Service Center
SFMTA/Muni’s
Customer Service
Center on 11 S Van
Ness

Signs in vehicles,
stations, or bus
shelters

Maps in vehicles,
stations, or bus
shelters

Friends and family
members
Community or faith-
based organizations
Mailers

Newspaper ads
Radio or television
Meeting notices (e.g.,
fliers, posters)

Email
communications
Social media posts
e.g., Facebook,
Twitter, Instagram
Text message updates
Brochures

SFMTA Board of
Directors Meetings

Total

59%

13%

3%

45%

30%

16%

3%

4%
3%
6%

4%

19%

14%

11%
2%

1%

Income
Low-
Income

48%

23%

7%

35%

25%

24%

8%

6%
6%
13%

5%

14%

12%

10%
4%

2%

High-
Income

61%

11%

2%

48%

32%

14%

2%

4%
2%
5%

4%

21%

15%

12%
2%

1%

Ethnicity

Whites

61%

12%

1%

51%

35%

12%

1%

3%
2%
4%

4%

22%

15%

12%
2%

1%

African
Americans

54%

23%

4%

35%

19%

18%

3%

4%
2%
10%

6%

19%

10%

15%
2%

2%

Asians

56%

14%

4%

39%

25%

23%

7%

7%
5%
12%

5%

17%

15%

11%
4%

1%

Latinx

50%

16%

6%

37%

23%

17%

6%

3%
3%
8%

5%

15%

12%

13%
3%

3%

American
Indians

59%

21%

2%

47%

30%

12%

2%

6%
3%
6%

8%

19%

9%

8%
3%

0%

Hawaiians/Pa
cific Islanders

54%

18%

7%

39%

35%

20%

10%

10%
4%
8%

6%

18%

10%

14%
4%

0%

Refused

62%

13%

3%

45%

29%

14%

1%

4%
3%
4%

4%

20%

12%

9%
1%

2%

Not Listed

57%

22%

3%

47%

33%

19%

3%

6%
2%
10%

8%

22%

16%

14%
2%

3%

All People of
Color

55%

16%

4%

39%

25%

21%

6%

6%
4%
10%

5%

17%

14%

12%
3%

1%
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Ambassadors doing
street-level outreach
SFMTA/Muni
meetings or other
meetings in my
community

Online applications or
APPS (MuniMobile, 38%
Transit, etc.)

2%

2%

3%

3%

23%

2%

3%

42%

1%

3%

45%

4%

2%

24%

3%

2%

29%

2%

3%

31%

2%

2%

44%

7%

1%

35%

1%

3%

32%

3%

5%

39%

3%

3%

30%
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Table 3B: Source of Information about SFMTA Services by Disability Status and Gender
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total Disability Status Gender
Has a disability Does not have Men Women Non-Binary Prefer to Self-Describe =~ Refused
SFMTA/Muni website (SFMTA.com, web blog, etc.) 59% 55% 59% 60% 57% 54% 61% 60%
., .

z::tI:'fnC|sco s 311 Telephone Customer Service 13% 24% 129% 11% 17% 9% 9% 15%
\S};I:L:ﬁl;/lum s Customer Service Center on 11 S 3% 4% 2% 2% 3% 3% 0% 2%
Signs in vehicles, stations, or bus shelters 45% 41% 47% 46% 45% 65% 70% 42%
Maps in vehicles, stations, or bus shelters 30% 28% 31% 32% 29% 41% 42% 29%
Friends and family members 16% 18% 15% 12% 19% 23% 18% 14%
Community or faith-based organizations 3% 5% 3% 2% 4% 7% 0% 2%
Mailers 4% 5% 4% 4% 5% 4% 6% 4%
Newspaper ads 3% 3% 3% 3% 3% 2% 0% 2%
Radio or television 6% 8% 6% 6% 8% 4% 6% 5%
Meeting notices (e.g., fliers, posters) 4% 7% 1% 4% 5% 14% 9% 1%
Email communications 19% 21% 19% 20% 18% 29% 33% 19%
f:sctlaa;rr::‘dla posts e.g., Facebook, Twitter, 149% 10% 15% 16% 129% 259 9% 14%
Text message updates 11% 12% 12% 11% 11% 18% 18% 8%
Brochures 2% 3% 2% 2% 3% 2% 0% 2%
SFMTA Board of Directors Meetings 1% 1% 1% 2% 1% 6% 0% 2%
Ambassadors doing street-level outreach 2% 2% 2% 1% 2% 6% 6% 0%
zzm;:/m:nl meetings or other meetings in my 2% 4% 2% 3% 3% 4% 0% 3%
:trlll)ne applications or APPS (MuniMobile, Transit, 38% 27% 20% 42% 349 49% 48% 38%
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Table 4B: Source of Information about SFMTA Services by Age
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total Age
Under 18 1829 30-39 40-49 50-64 65-74 75+ 0-49 50+ 65+
Years Old
SFMTA/Muni website o 0 0 0 o o o 0 o 0 0
(SEMTA.com, web blog, etc.) 59% 63% 56% 58% 60% 60% 59% 55% 59% 58% 57%
San Francisco’s 311 Telephone 13% 3% 10% 8% 10% 14% 20% 21% 9% 17% 20%
Customer Service Center
SFMTA/Muni’s Customer Service 3% 2% 2% 2% 3% 3% 3% 3% 2% 39% 39%
Center on 11 S Van Ness
:Lge'::‘;:‘s"eh'c'es' HEREICE | aor 39% 43% 50% 50% 45% 44% 41% 48% 44% 43%
Maps in vehicles, stations, or bus
shelters 30% 26% 30% 33% 35% 31% 28% 28% 33% 30% 28%
Friends and family members 16% 31% 20% 19% 14% 15% 14% 17% 18% 15% 15%
g:’g’;:::a“t'i?nzr faith-based 3% 2% 2% 3% 3% 4% 3% 4% 3% 3% 3%
Mailers 4% 3% 3% 5% 4% 4% 5% 5% 4% 4% 5%
Newspaper ads 3% 3% 1% 2% 1% 3% 4% 6% 2% 4% 4%
Radio or television 6% 2% 2% 5% 5% 7% 9% 10% 4% 8% 9%
Meeting notices (e.g., fliers, 4% 3% 5% 4% 6% 4% 4% 6% 5% 4% 5%
(] 0 0 (] (] 0 0 0 (] 0 0
posters)
Email communications 19% 16% 12% 20% 19% 18% 23% 23% 18% 21% 23%
Social media posts e.g., Facebook, 0 0 o 0 o 0 o o 0 0 0
Twitter, Instagram 14% 16% 25% 27% 19% 12% 5% 2% 23% 8% 4%
Text message updates 11% 8% 12% 13% 10% 13% 11% 10% 12% 11% 10%
Brochures 2% 0% 1% 1% 2% 2% 1% 1% 2% 3% 4%
sl;:e“’e'm::ard CULILEE D 1% 3% 2% 2% 1% 1% 1% 2% 2% 1% 1%
:::':::::dm doing street-level 2% 3% 2% 3% 2% 2% 1% 2% 2% 2% 1%
SFMTA/Muni meetings or other 2% 2% 1% 3% 2% 3% 3% 4% 2% 3% 3%
meetings in my community
Online applications or APPS
38% 31% 43% 46% 49% 37% 30% 23% 46% 33% 28%

(MuniMobile, Transit, etc.)
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Table 5B: Easiest Method of Providing Feedback by English Proficiency and by Native Language
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

. LEP
Source of Information Total R Language

Spanish S Chlnese'— Russian Filipino Vietnamese Arabic French Korean Thai Japanese English Other
Cantonese Mandarin

On the SFMTA/Muni website
(SFMTA.com, web blog etc.)
Calling San Francisco’s 311
Telephone Customer Service 25% 30% 20% 28% 33% 43% 30% 26% 32% 16% 19% 10% 19% 25% 27%
Center

Visiting SFMTA/Muni’s

Customer Service Center at 11 4% 9% 9% 8% 8% 14% 9% 8% 0% 6% 0% 5% 2% 3% 4%
South Van Ness

Through your community or

58% 42% 44% 44% 44% 45% 63% 22% 50% 54% 62% 65% 48% 62% 56%

: ymul 4%  13%  10% 6% 8% 0%  13%  34% 0% 6% 8% 5%  10% 2% 3%
faith-based organizations
Contacting your District 6% 4%  10% 4% 5% 0% 5% 2% 4% 8% 4% 0% 6% 7% 9%
Supervisor
s aluniini=es ety 5%  11%  18% 9% 7% 1%  11%  14% = 0% = 0% 4% 5% 6% 4% 9%
community
Written Feedback/Survey, 25%  17%  22% @ 20% 19% 8% 22% 6% 32%  16% = 19% = 15% @ 17% @ 27% = 27%

contacting SFMTA staff
Social Media (e.g., Twitter,
Instagram, Facebook)
Online applications or APPS
(MuniMobile, Transit etc.)

21% 18% 27% 15% 22% 25% 26% 12% 54% 26% 31% 5% 19% 22% 28%

26% 20% 24% 18% 24% 16% 26% 11% 43% 40% 42% 40% 33% 27% 35%
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Table 6B: Easiest Method of Providing Feedback by Income and Ethnicity
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total Income Ethnicity
e High-Income Whites Afri(':an Asians Latinx Ame.rican Rl e Refused Not Listed Al bl
Income Americans Indians Islanders of Color
On the SFMTA/Muni
website (SFMTA.com, 58% 47% 61% 62% 58% 55% 47% 57% 49% 57% 51% 53%

web blog etc.)

Calling San Francisco’s
311 Telephone Customer  25% 32% 24% 25% 32% 24% 22% 34% 20% 26% 41% 26%
Service Center

Visiting SFMTA/Muni’s

Customer Service Center 4% 8% 3% 3% 6% 5% 7% 7% 6% 1% 2% 5%
at 11 South Van Ness

Through your community

or faith-based 4% 9% 2% 1% 4% 8% 7% 6% 11% 3% 2% 7%
organizations
Contacting your District

Supervisor 6% 5% 7% 7% 8% 3% 6% 10% 8% 10% 11% 5%
SFMTA/Muni meetingin ., 9% 5% 4% 7% 7% 13% 6% 8% 6% 5% 8%
my community

Written

Feedback/Survey, 25% 19% 27% 27% 23% 23% 23% 21% 30% 30% 34% 23%
contacting SFMTA staff

Social Media (e.g.,

Twitter, Instagram, 21% 22% 22% 21% 21% 23% 28% 22% 23% 19% 24% 24%
Facebook)

Online applications or 26% 20% 28% 27% 20% 26% 29% 23% 38% 24% 24% 26%

APPS (MuniMobile, etc.)
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Table 7B: Easiest Method of Providing Feedback by Disability Status and Gender
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total Disability Status Gender
Has a disability Does not have Men Women Non-Binary  Prefer to Self-Describe =~ Refused
On the SFMTA/Muni website (SFMTA.com, web blog

etc.) 58% 52% 59% 61% 56% 55% 52% 59%
" s, .

Ezgltr;gr San Francisco’s 311 Telephone Customer Service 259 34% 4% 239% 289% 19% 30% 259
Visiting SFMTA/Muni’s Customer Service Center at 11 4% 8% 3% 4% 4% 2% 3% 2%
South Van Ness

Through your community or faith-based organizations 4% 5% 3% 2% 5% 9% 3% 3%
Contacting your District Supervisor 6% 8% 6% 7% 6% 8% 12% 8%
SFMTA/Muni meeting in my community 5% 6% 5% 5% 6% 8% 6% 6%
Written Feedback/Survey, contacting SFMTA staff 25% 25% 26% 23% 28% 38% 33% 28%
Social Media (e.g., Twitter, Instagram, Facebook) 21% 16% 24% 24% 20% 31% 27% 16%
Online applications or APPS (MuniMobile, Transit, etc.) 26% 19% 28% 29% 25% 28% 33% 27%
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Table 8B: Easiest Method of Providing Feedback by Age
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total Age

Under 18 Years Old 18-29 30-39 40-49 50-64 65-74 75+ 0-49 50+ 65+
On the SFMTA/Muni website (SFMTA.com, web blog etc.) 58% 60% 59% 58% 59% 59% 58% 52% 59% 57%  56%

R ) .

Ezgltr;gr San Francisco’s 311 Telephone Customer Service 5% 8% 11% 15% 299% 299 33% 35% 17% 31%  34%
\Slcl,sl:ttrsz:ln'::s/Mum s Customer Service Center at 11 4% 2% 6% 4% 4% 3% 4% 4% 4% 4% 4%
Through your community or faith-based organizations 4% 3% 3% 2% 3% 4% 4% 6% 3% 4% 5%
Contacting your District Supervisor 6% 5% 4% 5% 5% 6% 8% 10% 4% 7% 9%
SFMTA/Muni meeting in my community 5% 6% 3% 5% 5% 6% 6% 10% 5% 6% 7%
Written Feedback/Survey, contacting SFMTA staff 25% 29% 21% 28% 27% 24% 27% 27% 26% 25% @ 27%
Social Media (e.g., Twitter, Instagram, Facebook) 21% 35% 37% 38% 27% 21% 9% 6% 33% 14% 8%
Online applications or APPS (MuniMobile, Transit, etc.) 26% 34% 36% 37% 35% 25% 17% 13% 36% 20% 16%
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Table 9B: SFMTA/Muni Meeting Information Source by English Proficiency and by Native Language
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total

SFMTA/Muni web site
(SFMTA.com, web blog, etc.)
San Francisco’s 311 Telephone
Customer Service Center
SFMTA/Muni’s Customer
Service Center on 11 S Van
Ness

Signs in vehicles, stations, or
bus shelters

Friends and family members

Community or faith-based
organizations
Mailers

Newspaper ads

Radio or television
Meeting notices (such as
fliers, posters)

Email communications
Social media posts
Text-based updates
Brochures

SFMTA Board of Directors
Meetings

Ambassadors doing street-
level outreach

None of the above — | don’t
get information about
SFMTA/Muni meetings
Other

31%

5%

2%

18%
9%
5%
9%
4%
6%
10%

24%
11%
6%
2%

1%

2%

34%

3%

LEP
Status

34%

12%

6%

20%
22%
12%
10%
10%
15%
8%

13%
10%
6%
4%

2%

5%

15%

2%

Language
. Chinese -
LRIl Cantonese
40% 35%
12% 10%
9% 3%
17% 19%
11% 24%
10% 7%
7% 11%
5% 13%
6% 18%
10% 8%
15% 13%
14% 9%
8% 5%
3% 2%
5% 1%
3% 4%
17% 15%
1% 1%

Chinese-
Mandarin

36%

9%

5%

29%
28%
8%
15%
15%
17%
7%

18%
14%
8%
4%

1%

9%

17%

2%

Russian

33%

24%

6%

15%
10%
2%
10%
5%
24%
7%

13%
17%
1%
9%

0%

1%

10%

2%

Filipino

53%

16%

12%

29%

14%

12%
10%
4%
8%
14%

13%
18%
11%
10%

4%

4%

19%

1%

Vietnamese

13%

11%

6%

18%
22%
35%
7%
5%
16%
3%

5%
3%
2%
8%

0%

4%

16%

1%

Arabic

32%

21%

0%

18%
18%
4%
25%
4%
7%
7%

36%
18%
0%
0%

0%

14%

18%

4%

French

22%

4%

2%

10%
2%
2%

10%
4%
6%
6%

10%
6%
2%
0%

2%

0%

44%

4%

Korean

42%

15%

4%

8%
4%
4%
4%
0%
0%
4%

15%
8%
12%
0%

0%

0%

42%

0%

Thai

35%

5%

0%

25%
15%
10%
5%
0%
5%
15%

15%
0%
5%
5%

0%

5%

40%

0%

Japanese

38%

0%

0%

15%
13%
6%
0%
0%
6%
17%

15%
8%
6%
2%

0%

2%

31%

4%

English

30%

3%

1%

18%
6%
4%
9%
3%
4%
10%

28%
11%
6%
2%

1%

1%

38%

4%

Other

31%

5%

3%

14%
12%
8%
9%
6%
6%
9%

24%
13%
7%
4%

2%

4%

40%

9%
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Table 10B: SFMTA/Muni Meeting Information Source by Income and Ethnicity
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of

. Total Income Ethnicity
| Information ]
Low- High-Income Whites Afrit}an Asians Latinx Ame'rican H.a.waiians/Pa Refused Not Listed Al
Income Americans Indians cific Islanders Color

SFMTA/Muni
web site
(SFMTA.com 31% 36% 30% 27% 40% 35% 38% 36% 38% 31% 25% 36%

. y
web blog, etc.)
San Francisco’s
Zt:tz‘:::':h“e 5% 12% 3% 3% 12% 7% 11% 6% 10% 4% 5% 8%
Service Center
SFMTA/Muni’s
Customer
Service Center 2% 5% 1% 1% 4% 3% 6% 1% 8% 1% 2% 4%
on 1l1lSVan
Ness
Signs in vehicles,
stations, or bus 18% 21% 17% 17% 21% 20% 18% 16% 17% 16% 19% 19%
shelters
Friends and 9% 17% 7% 6% 9% 17% 9% 4% 7% 9% 9% 14%
family members
Community or
faith-based 5% 10% 4% 3% 9% 8% 9% 6% 10% 4% 6% 8%
organizations
Mailers 9% 10% 9% 8% 9% 11% 7% 11% 10% 8% 10% 10%
Newspaper ads 4% 8% 3% 3% 4% 7% 4% 9% 4% 4% 2% 6%
f;:::s?;n 6% 12% 4% 4% 6% 11% 5% 6% 4% 5% 4% 9%
Meeting notices
(such as fliers, 10% 10% 10% 11% 11% 9% 9% 18% 10% 8% 14% 9%
posters)
f_;“ni:wnica vons | 24% 17% 27% 29% 21% 19% 18% 24% 17% 26% 28% 20%
:‘c”‘;'ti' media 11% 11% 11% 11% 10% 12% 12% 9% 14% 8% 16% 12%
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Text-based
updates
Brochures 2% 1% 2% 2% 2% 3% 2% 1% 3% 3% 1% 3%
SFMTA Board of

Directors 1% 2% 1% 1% 2% 1% 3% 0% 3% 1% 2% 2%
Meetings

Ambassadors

doing street- 2% 4% 1% 1% 4% 4% 3% 2% 4% 1% 2% 4%
level outreach
None of the
above -1 don’t
get information
about
SFMTA/Muni
meetings

Other 3% 3% 3% 4% 1% 2% 1% 4% 0% 4% 9% 2%

6% 7% 6% 5% 10% 7% 8% 8% 11% 6% 7% 7%

34% 19% 37% 39% 21% 26% 22% 27% 28% 38% 37% 25%
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Table 11B: SFMTA/Muni Meeting Information Source by Age
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of
Information [EE
Under 18

Years Old

18-29 30-39 40-49 50-64 65-74 75+ 0-49 50+ 65+
SFMTA/Muni web
site (SFMTA.com, 31% 44% 34% 31% 32% 32% 30% 25% 32% 30% 28%

web blog, etc.)
San Francisco’s

311 Telephone 5% 5% 5% 3% 5% 6% 6% 6% 4% 6% 6%
Customer Service

Center

SFMTA/Muni’s

Customer Service . 0% 3% 2% 2% 2% 2% 3% 2% 2% 2%
Center on 11 S Van

Ness

Signs in vehicles,

stations, or bus 18% 16% 11% 15% 17% 19% 22% 21% 15% 20% 21%
shelters

Friends and family

members 9% 11% 8% 9% 8% 9% 9% 12% 9% 10% 10%
Community or

faith-based 5% 3% 4% 3% 4% 6% 6% 8% 4% 6% 7%
organizations

Mailers 9% 6% 3% 9% 9% 10% 10% 10% 8% 10% 10%
Newspaper ads 4% 5% 2% 2% 2% 4% 7% 10% 2% 6% 8%
Radio or television 6% 3% 1% 4% 5% 7% 9% 9% 4% 8% 9%
Meeting notices

(such as fliers, 10% 5% 5% 8% 9% 11% 11% 12% 8% 12% 12%
posters)

Email 24% 16% 12% 21% 22% 26% 31% 33% 19% 29% 32%
communications

Social media posts = 11% 16% 14% 17% 14% 12% 7% 4% 15% 9% 6%
:f)’:a'f::ed 6% 6% 7% 6% 6% 6% 6% 6% 6% 6% 6%
Brochures 2% 0% 2% 3% 2% 2% 2% 3% 2% 2% 2%
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SFMTA Board of
Directors
Meetings
Ambassadors
doing street-level
outreach

None of the above
—1don’t get
information about
SFMTA/Muni
meetings

Other

1%

2%

34%

3%

3%

0%

32%

3%

1%

1%

46%

1%

2%

3%

42%

2%

1%

3%

36%

2%

1%

2%

30%

4%

1%

1%

26%

4%

1%

1%

28%

4%

1%

2%

41%

2%

1%

2%

28%

4%

1%

1%

26%

4%
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Table 12B: Meeting Topic Interest by English Proficiency and Native Language
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information :rt ;f:tus Language

Sanish Ci*:{’f:zse njz:;::n Russian| | Filipino| | Vietnamese | Arabic | French | Korean Tiefl | Dmenese | Gadh: Other
Fare changes 36%  53%  52% 50% 59% = 53% @ 54%  61%  54% = 22% = 38% @ 40% = 48%  31% | 35%
Service changes 58%  48%  49%  49% 51%  40%  59%  44%  46%  56%  58% = 50% = 67% = 61% 5%
::';srt‘:j“ec:ti:"/ Transit/Pedestri = h00 5 33% 24% 28% = 20%  34%  15%  32% @ 64% = 23% @ 5%  33%  44%  46%
Safety/Security (e.g., system
:f:fgni"fr:z:‘t"ty vehicles, 100 so%  53% 60% 64%  50%  62%  63% = 68%  40% = 69% = 75% = 52%  47% = 54%
stops/shelters)
Agency budget 8% 6%  10% 5% 6% 1%  15% 5% 7% 6%  12% 0% 6% 9% | 12%
Other 13% 5% 3% 3% 3% 1% 3% 3% 1%  14% 0%  15% 6%  15%  23%
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Table 13B: Meeting Topic Interest by Income and Ethnicity
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total

Fare changes

Service changes
Construction/Transit/Pedestri
an projects

Safety/Security (e.g., system
safety and security, vehicles,
stations, transit
stops/shelters)

Agency budget

Other

36%
58%

40%

49%

8%
13%

Income

Low-
Income

51%
52%

28%

56%

6%
8%

High-
Income

32%
61%

44%

48%

9%
14%

Ethnicity
Whites

26%
62%

45%

43%

7%
16%

African
Americans

52%
57%

33%

54%

13%
13%

Asians

49%
57%

34%

60%

8%
6%

Latinx

50%
51%

36%

55%

8%
5%

American
Indians

37%
53%

31%

64%

17%
16%

Hawaiians/Pacific
Islanders

48%
42%

35%

63%

17%
3%

Refused

35%
57%

41%

51%

12%
22%

Not
Listed

31%
57%

42%

45%

11%
32%

All
People of
Color

48%
55%

35%

58%

9%
8%
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Table 14B: Meeting Topic Interest by Disability Status and Gender

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Fare changes

Service changes
Construction/Transit/Pedestrian projects
Safety/Security (e.g., system safety and security, vehicles, stations, transit

stops/shelters)
Agency budget
Other

Total

36%
58%
40%

49%

8%

13%

Disability Status

Has a
disability
33%
61%
37%

52%

10%
16%

Does not
have
36%
59%
42%

49%

8%
12%

Gender
Men

32%
59%
46%
45%

9%
12%

Women

39%
59%
36%
54%

7%
13%

Non-
Binary
51%
70%
58%

49%

17%
11%

Prefer to Self-
Describe
30%

58%

36%

45%

12%
27%

Refused

38%
56%
41%
56%

15%
22%
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Table 15B: Meeting Topic Interest by Age
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of
Information Total = Age
Under 18 18-29 30-39 40-49 50-64 65-74 75+ 0-49 50+ 65+
Years Old
Fare changes 36% 53% 48% 39% 38% 39% 27% 23% 41% 32% 26%
Service changes 58% 53% 59% 58% 56% 60% 60% 62% 57% 60% 61%
Construction/Tran
sit/Pedestrian 40% 42% 47% 53% 45% 38% 31% 31% 48% 35% 31%
projects
Safety/Security
(e.g., system
::Zit:i’t:"sehides 49% 37% 46% 47% 49% 52% 53% 47% 47% 52% 51%
stations, transit
stops/shelters)
Agency budget 8% 10% 10% 13% 8% 8% 5% 6% 10% 7% 6%
Other 13% 10% 4% 9% 11% 15% 16% 18% 9% 16% 16%
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Table 16B: Meeting Topic Interest by Race by Gender

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Fare changes

Service changes
Construction/Transit/Pedestrian
projects

Safety/Security (e.g., system safety
and security, vehicles, stations,
transit stops/shelters)

Agency budget

Other

Total

36%
58%

40%

49%

8%
13%

Race by Gender
Whites
Men Women
24% 28%
61% 63%
50% 40%
39% 48%
8% 6%

14% 18%

Asians/Pacific

Islanders
Men Women
46% 51%
57% 56%
39% 32%
56% 62%

8% 8%
6% 7%

Men
48%
59%

43%

56%

14%
7%

African Americans

Women
55%
56%

25%

54%

13%
17%

Men
49%
50%

37%

53%

9%
5%

Latinx

Women
50%
50%

34%

56%

6%
5%

Hawaiians
Men | Women
39% 53%
43% 43%
36% 35%
57% 68%
29% 10%

0% 5%

All People of Color

Men
45%
56%

40%

55%

10%
7%

Women
50%
55%

31%

60%

9%
9%
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Table 17B: Factors to Encourage Meeting Attendance by English Proficiency and Native Language
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Meeting location close to
transit

Adequate parking
Childcare

Food

Daytime weekday meetings
(10am-5 pm)

Evening weekday meetings
(after 5pm)

Weekend meetings (10 am-5
pm)

Advance notice

Language assistance (e.g.,
interpreters, translated
materials)

Accommodations for people
with disabilities
Virtual/online (e.g., Zoom) or
by phone

Other

Total

42%

15%

5%

13%

18%

28%

16%

48%

7%

5%

52%
8%

LEP
Status

41%
21%
10%

22%

19%

14%

16%
35%

32%

9%

34%
4%

Language
. Chinese -
RN Cantonese
45% 39%
18% 20%
14% 8%
15% 22%
15% 16%
21% 11%
16% 15%
33% 33%
24% 30%
13% 5%
34% 37%
2% 3%

Chinese-
Mandarin

41%

33%
13%

25%

17%

12%

19%
32%

41%

5%

43%
2%

Russian

44%

10%

7%

18%

18%

15%

6%

22%

8%

3%

26%
1%

Filipino

47%
15%
11%

28%

27%

19%

20%
44%

13%

10%

43%
6%

Vietnamese

27%

17%

9%

36%

26%

7%

21%

48%

42%

15%

17%

2%

Arabic

39%
46%
11%

14%

11%

39%

21%
21%

11%

7%

64%
4%

French

38%

8%

8%

4%

8%

30%

14%
24%

0%

2%

56%
12%

Korean

35%

19%

4%

19%

12%

23%

23%
27%

23%

8%

46%
8%

Thai

40%

10%

0%

15%

10%

20%

20%

30%

10%

0%

40%
20%

Japanese

42%

15%

6%

13%

17%

8%

6%

21%

27%

8%

52%
0%

English

44%

14%

3%

11%

19%

31%

16%
52%

1%

4%

56%
9%

Other

42%

15%

6%

13%

18%

27%

19%
51%

7%

9%

52%
18%
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Table 18B: Factors to Encourage Meeting Attendance by Income and Ethnicity
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Low- i Whites L Asians Latinx AT E::Vh‘?c"anS/ Refused Not Listed AlllrEerpis
Income Income Americans Indians of Color
Islanders
Meeting location close to transit 42% 46% 42% 41% 46% 49% 45% 38% 41% 43% 41% 46%
Adequate parking 15% 18% 14% 21% 18% 21% 25% 18% 15% 20% 21% 18%
Childcare 5% 10% 3% 7% 11% 2% 8% 4% 6% 8% 7% 11%
Food 13% 24% 11% 21% 17% 14% 24% 11% 19% 20% 21% 17%
Dayti k i
( 1aoyatrlnm: :’:\'; day meetings 18% 23% 17% 18% 17% 20% 10% 15% 24% 19% 18% 17%
Eveni k i
5:?:)mg weekday meetings (after ., 16% 31% 20% 28% 31% 30% 25% 28% 23% 20% 28%
Weekend meetings (10 am-5 pm) 16% 15% 16% 18% 19% 22% 23% 13% 16% 18% 18% 19%
Advance notice 48% 39% 50% 43% 41% 59% 38% 48% 48% 43% 43% 41%
L ist £
Language assistance (e.g., 7% 22% 3% 18% 17% 3% 8% 3% 4% 15% 18% 17%
interpreters, translated materials)
:ic:a‘:o'i'l‘i't';::at'°"s EFEEHRED | o 11% 4% 6% 10% 9% 13% 6% 11% 7% 6% 10%
Virtual/online (e.g., Z
pl':;:: fonline (e.g., Zoom)orby ), 35% 56% 50% 39% 46% 55% 55% 54% 48% 50% 39%
Other 8% 5% 9% 4% 2% 3% 1% 13% 15% 4% 4% 2%
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Table 19B: Factors to Encourage Meeting Attendance by Disability Status and Gender
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Meeting location close to transit

Adequate parking

Childcare

Food

Daytime weekday meetings (10am-5 pm)
Evening weekday meetings (after 5pm)
Weekend meetings (10 am-5 pm)

Advance notice

Language assistance (e.g., interpreters, translated materials)
Accommodations for people with disabilities
Virtual/online (e.g., Zoom) or by phone
Other

Total

42%
15%
5%
13%
18%
28%
16%
48%
7%
5%
52%
8%

Disability Status
Has a disability

46%
16%
6%
18%
26%
20%
15%
43%
7%
20%
40%
8%

Gender
Does not
have
43%
14%
5%
13%
17%
30%
16%
49%
7%
3%
54%
8%

Men

43%
15%
4%
13%
18%
32%
16%
47%
5%
4%
49%
8%

Women

44%
15%
6%
14%
20%
25%
16%
47%
9%
6%
53%
8%

Non-
Binary
45%
7%
6%
27%
10%
43%
23%
61%
9%
20%
61%
9%

Prefer to Self-
Describe
36%
12%
6%
15%
6%
45%
21%
70%
3%
6%
64%
18%

Refused

40%
20%
5%
11%
11%
23%
14%
50%
4%
7%
57%
14%
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Table 20B: Factors to Encourage Meeting Attendance by Age
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information Total Age

nder18 o9 3039 4049 5064 6574 75+ 049 50+ 65+

Years Old
Meeting location close to transit 42% 42% 38% 39% 37% 45% 51% 49% 38% 47% 50%
Adequate parking 15% 16% 17% 15% 14% 15% 15% 13% 15% 15% 15%
Childcare 5% 8% 9% 9% 10% 2% 2% 1% 9% 2% 1%
Food 13% 27% 26% 18% 14% 12% 10% 6% 19% 10% 9%
Daytime weekday meetings (10am-5 pm) 18% 10% 6% 6% 9% 15% 36% 46% 7% 27% 39%
Evening weekday meetings (after 5pm) 28% 27% 37% 41% 34% 30% 15% 10% 37% 22% 13%
Weekend meetings (10 am-5 pm) 16% 23% 17% 21% 17% 17% 12% 10% 19% 14% 11%
Advance notice 48% 37% 41% 48% 45% 51% 51% 44% 45% 50% 48%
:.::it:iaagli)assistance (e.g., interpreters, translated 7% 6% 5% 9% 9% 7% 6% 6% 8% 6% 6%
Accommodations for people with disabilities 5% 2% 5% 5% 1% 5% 5% 8% 5% 6% 6%
Virtual/online (e.g., Zoom) or by phone 52% 55% 59% 63% 60% 51% 41% 33% 61% 45% 38%
Other 8% 3% 3% 5% 7% 8% 10% 12% 5% 9% 10%
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Table 21B: Preferred Way of Receiving Information at Meeting by English Proficiency and Native Language

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Watch a presentation (e.g.,
PowerPoint)
Read a handout

Listen to a project briefing

View graphics (maps, project
renderings)

Visit Information stations
Other

Total

50%

46%
37%

60%

17%
8%

LEP
Status

49%

44%
31%

50%

26%
5%

Language
S e
37% 58%
37% 44%
32% 26%
50% 54%
26% 23%
3% 3%

Chinese-
Mandarin

54%
37%
32%
56%

28%
2%

Russian

41%

49%
17%

42%

14%
3%

Filipino

48%

52%
31%

53%

32%
6%

Vietnamese

47%

53%
44%

48%

26%
2%

Arabic

43%

57%
54%

61%

32%
0%

French

42%

46%
36%

54%

14%
10%

Korean

54%

38%
31%

58%

12%
8%

Thai

60%

35%
20%

50%

10%
35%

Japanese

46%

50%
25%

29%

15%
4%

English

50%

46%
39%

62%

15%
9%

Other

45%

40%
42%

53%

18%
16%
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Table 22B: Preferred Way of Receiving Information at Meeting by Income and Ethnicity

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Watch a presentation (e.g., PowerPoint)
Read a handout

Listen to a project briefing

View graphics (maps, project renderings)
Visit Information stations

Other

Total

50%
46%
37%
60%
17%
8%

Income
Low-
Income

48%
45%
34%
51%
21%
7%

High-
Income
51%
45%
39%
63%
16%
8%

Ethnicity
Whites Ar'::ir?::ns
50% 52%
44% 55%
41% 37%
63% 48%
14% 22%
9% 5%

Asians

56%
48%
32%
60%
21%

5%

Latinx

43%
40%
36%
56%
23%

3%

American
Indians

43%
51%
38%
54%
10%

9%

Hawaiians/Pacific
Islanders

44%
52%
34%
55%
15%
10%

Refused

41%
47%
33%
52%
14%
15%

Not Listed

46%
49%
42%
63%
12%
14%

All People
of Color

52%
47%
34%
58%
20%
6%
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Table 23B: Preferred Way of Receiving Information at Meeting by Age

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Watch a presentation (e.g., PowerPoint)
Read a handout

Listen to a project briefing

View graphics (maps, project renderings)
Visit Information stations

Other

Total

50%
46%
37%
60%
17%
8%

Age

Under 18 Years Old

52%
39%
27%
56%
10%
6%

18-29

48%
42%
30%
72%
11%
4%

30-39

51%
41%
34%
73%
19%
5%

40-49

52%
41%
36%
65%
20%
7%

50-64

52%
45%
39%
59%
18%
7%

65-74

50%
52%
41%
51%
16%
9%

75+

42%
53%
41%
46%
14%
13%

0-49

51%
41%
34%
70%
17%
5%

50+

50%
49%
40%
54%
17%
9%

65+

47%
52%
41%
49%
15%
11%
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Table 24B: Preferred Way of Sharing Feedback at Meeting by English Proficiency and Native Language

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Submit a written comment during the
meeting

Speak publicly during the meeting
Submit feedback through another person
or organization

Submit feedback after the meeting via
email

Muni’s website, project phone number,
311, social media, etc.

Other

Total

49%

28%

10%

56%

36%
5%

LEP
Status

35%

27%

22%

40%

33%
3%

Language
. Chinese -
Spanish Cantonese
40% 35%
30% 23%
18% 20%
41% 42%
36% 35%
1% 3%

Chinese-
Mandarin

32%

30%

22%

52%

32%
2%

Russian

47%

18%

28%

24%

19%
1%

Filipino

41%

27%

23%

54%

43%
1%

Vietnam
ese

36%
28%
21%

22%

31%
2%

Arabic

43%

43%

18%

50%

46%
4%

French

54%

16%

14%

44%

40%
12%

Korean

27%

31%

8%

50%

58%
8%

Thai

40%

30%

15%

25%

30%
10%

Japanese

31%
21%
13%

35%

23%
8%

English

52%

29%

8%

61%

37%
6%

Other

50%

28%

15%

59%

37%
12%
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Table 25B: Social Media Use by English Proficiency and Native Language

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Social Media Platform

Social Media

Facebook
Twitter

Instagram

TikTok
WecChat

Linkedin

| do not use social media/Other
I do not use social media
Other

Total

72%

40%
23%

34%
9%
8%
17%

32%
27%
5%

EP
Status

73%

41%
8%
17%

10%
33%

6%

29%
25%
4%

Language

Spanish

81%

52%
11%

34%
24%
0%
7%

21%
17%
4%

Chinese -
Cantonese

79%

33%
8%
14%
5%
54%
5%

24%
20%
4%

Chinese-
Mandarin

87%

36%

10%

19%

12%
70%

10%

15%
12%
3%

Russian

58%

44%
5%

20%
2%
0%
7%

44%
42%
3%

Filipino

79%

62%
18%

38%
14%
1%
12%

24%
22%
3%

Vietnam
ese

49%

42%
2%
4%
4%
11%
1%

53%
51%
2%

Arabic

93%

57%
18%

29%
18%
4%
32%

11%
0%
11%

French

82%

46%
32%

28%
4%
2%

44%

26%
20%
8%

Korean

62%

35%
15%

31%
4%
4%

23%

42%
38%
4%

Thai

75%

45%
10%

30%
35%
5%
20%

25%
25%
0%

Japanese

63%

38%
21%

27%
13%
2%
13%

40%
29%
10%

English

71%

40%
27%

37%
8%
2%

19%

33%
28%
6%

Other

70%

44%
26%

36%
9%
4%

21%

36%
29%
10%
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Table 26B: Social Media Use by Income and Ethnicity
Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of

Informatio Total Income Ethnicity

n

Low-Income High-Income Whites AfriFan Asians Latinx Ame.rican H.a.waiians/Pa Refused Not Listed Al 6]

Americans Indians cific Islanders Color

:,‘I’::’:'a 72% 73% 72% 71% 77% 76% 82% 63% 76% 57% 64% 76%

Facebook 40% 44% 40% 38% 52% 43% 50% 48% 49% 31% 37% 45%

Twitter 23% 15% 25% 26% 27% 18% 17% 33% 21% 23% 25% 20%

Instagram 34% 25% 36% 35% 35% 31% 43% 30% 39% 24% 29% 34%

TikTok 9% 12% 8% 7% 16% 8% 22% 11% 14% 6% 7% 12%

WecChat 8% 21% 4% 1% 2% 25% 0% 1% 3% 3% 2% 17%

Linkedin 17% 7% 20% 20% 17% 14% 11% 18% 18% 17% 17% 14%

1 do not

”ms: dsi:;';': 32% 31% 32% 33% 25% 27% 20% 40% 28% 46% 45% 27%

her

1 do not

use social 27% 25% 27% 28% 21% 22% 16% 36% 23% 41% 31% 22%

media

Other 5% 6% 6% 6% 4% 5% 4% 7% 6% 6% 16% 5%
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Table 27B: Social Media Use by Age

Source: SFMTA Public Participation and Community Language Access Survey, 2022.

Source of Information

Social Media

Facebook
Twitter
Instagram
TikTok
WeChat
LinkedIn

| do not use social media/Other
I do not use social media
Other

Total

72%

40%
23%
34%
9%
8%
17%

32%
27%
5%

Age
Under 18 Years Old
76%

13%
23%
50%
32%
6%
0%

24%
23%
2%

18-29
92%

30%
36%
63%
25%
5%
17%

13%
8%
5%

30-39
88%

40%
34%
54%
15%
10%
22%

14%
11%
4%

40-49
84%

47%
30%
42%
10%
11%
21%

19%
15%
4%

50-64
74%

47%
23%
31%
7%
8%
22%

29%
25%
5%

65-74
55%

39%
13%
15%
2%
6%
11%

50%
44%
7%

75+
39%

29%
6%
7%
1%
5%
6%

65%
57%
10%

0-49
87%

40%
33%
51%
16%
9%
20%

16%
12%
4%

50+
62%

42%
17%
22%
4%
7%
16%

42%
36%
6%

65+
50%

36%

11%
12%
2%
6%
9%

55%
48%
8%
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Appendix C: 2022 Community Conversations Summary

Appendix C Table 1 Clists the organizations that participated in the SFMTA Community Conversations and the communities they represent. The SFMTA met with
a total of eight organizations to inform the Public Participation Plan. There are two columns that are dedicated to specific feedback voiced by each organization,

including the key concerns of the communities they serve and recommended methods of outreach.

Organization
The Arc of San
Francisco

Communities Served
People with intellectual
and developmental
disabilities/
neurodivergent

Key Issues

- Interactive and educational tools for navigating
public transportation

- Safety

-Accessibility/disruptions to accessibility

- Notifications about renewing disability passes

- Circulating upcoming community meetings and
input opportunities to community members

- Inclusive and comprehensive SFMTA outreach to
diverse list of organizations

- Service, route, and intersection changes and
stoppages

-47 bus route restoration

-Updates on the Presidio Yard project

Recommended Methods of Outreach

- Email, phone call, and text blasts

- Posting signage in high traffic areas (e.g., bus stops, schools,
libraries, churches, laundromats), especially pertaining to upcoming
community meetings and input opportunities

- Direct engagement with the Arc of San Francisco and other
organizations

- Electronic surveys

- Social media and online platforms e.g., Facebook, Twitter, The Hub
(organization’s internal communication channel)

- Hybrid engagement e.g., in-person and digital

Excelsior Action
Group

Excelsior residents and
businesses

- Inclusive and comprehensive SFMTA outreach to
diverse list of organizations

- Multilingual outreach and materials

- Longer periods of engagement and opportunities
for input

- Circulating upcoming community meetings and
input opportunities to community members

- Updates on Mission Street and Geneva Projects

- Posting and distributing printed materials in high foot traffic areas
e.g., bus stops, schools, libraries, churches, laundromats

- Direct engagement with Excelsior Action Group and other
organizations e.g., attending standing meetings

- Posting SFMTA information and updates in highly circulated CBO
and neighborhood newsletters e.g., District 11 Council newsletter

- Advertisements in local newspapers and media outlets e.g., Sing
Tao

- Electronic and paper surveys; Helpful if surveys are mailed directly
to residents

- Hybrid engagement e.g., in-person and digital

- Multilingual outreach and materials
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LightHouse for
the Blind and
Visually Impaired

Disability or visually
impaired

- Service, route, and intersection changes and
stoppages

-Accessibility/disruptions to accessibility

- Mobility

- Connectivity of public transportation

- Circulating upcoming community meetings and
input opportunities to community members

- Providing materials and collateral for community
meetings in advance; PowerPoints are not helpful
- Notice of which in-person community events the
SFMTA is attending

- Clear communication of where bus stops located;
Signage is not helpful for the visually impaired
community

- Allowing for visually impaired riders to enter the
bus using the front door; Entering through the
front door was not permitted throughout COVID

- Inclusive and comprehensive SFMTA outreach to
diverse list of organizations

- Email and text blasts

- Distributing electronic, multiple-choice surveys - Direct
engagement with LightHouse and other smaller, grassroots
organizations

- Virtual community meetings

- Social media and online platforms e.g., Twitter (most accessible)
- Hybrid engagement e.g., in-person and digital

OMI Neighbors in
Action

Oceanview, Merced
Triangle, Ingleside, OMI
residents

- Circulating upcoming community meetings and
input opportunities to community members

- Multilingual outreach and materials

- Neighborhood zoning

- Accessible street parking

- Nighttime SFMTA services

- Updates on the M-line

- Cleanliness of buses and bus stops

- Accessible maps

- Targeted merchant outreach and engagement
- Inclusive and comprehensive SFMTA outreach to
diverse list of organizations

- Posting SFMTA information and updates in highly circulated CBO
and neighborhood newsletters

- Posting on social media and online neighborhood platforms e.g.,
Twitter, Instagram, Facebook, NextDoor

- Posting and distributing printed materials in high foot traffic areas
e.g., bus stops, schools, libraries, churches, laundromats

- Email and text blasts

- Distributing electronic surveys

- Advertisements in local newspapers and media outlets e.g.,
Ingleside Light, City College newspaper

- Direct engagement with the OMI Neighbors in Action and other
organizations

- Door-to-door outreach

- Multilingual outreach and materials

- Hybrid engagement e.g., in-person and digital

Samoan
Community

Samoan Community

- Workforce development and job opportunities
- Multilingual outreach and materials

- Multilingual outreach and materials
- Social media and online platforms e.g., Twitter, Instagram,
Facebook, TikTok
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Development
Center

- Targeted outreach and engagement to youth and
seniors

- Circulating upcoming community meetings and
input opportunities to community members

- Posting and distributing printed materials in high foot traffic areas
e.g., bus stops, schools, libraries, churches, laundromats

- Direct engagement with the Samoan Community Development
Center and other organizations

- Incentives for community participation and engagement e.g., food,
gift cards, Clipper Cards, stipends

- Hybrid engagement e.g., in-person and digital

SF LGBT Center

SFLGBTQ+ people

-Desire to increase evening bus service in
Oceanview, Lake View, and Potrero Hill
neighborhoods to address low-income riders’
safety, rideshare not affordable but might be the
only option after 9pm

-Accessibility/ADA concerns, like ramps/elevators
when not working, poor communication or interim
service when this happens

-Monolingual speakers (Asian/Russian/Slavic
languages) aren’t able to find signage or
announcements in their languages

-Unhoused folks with emotional support animals
that aren’t certified and can’t travel with them or
leave them unattended

-Sexual harassment on transit—SFMTA's response
and list of onboard resources/driver trainings on
how to deal with this unclear

-Heavily utilized by LGBT clients to get to jobs
-Change to only using Clipper cards has presented
barriers to those who can’t afford the card cost or
don’t have regular phone access

For more meeting participation:

-Offer food and incentives: Gift cards, pre-paid
transit cards, solar powered phone chargers, and
giveaways

-Explain how feedback will be used

-Onboard feedback boxes or ways for customers to
give feedback on transit in real time instead of
going to a meeting

-Collaborate with CBOs like food banks to survey
customers where they already are, give incentive

- Texts are hard due to lack of charging spaces

-Text sign-ups for ADA purposes would be great to reduce the
burden of customers needing to seek info about broken
elevators/targeted texts where customers sign up only one time for
the updates relevant to them

-Printed materials with some translated text beyond just
Spanish/Chinese, including in the (transit?) booths/ resource
stations

-Multiple channels (making customers feel like their emails are
clearly reviewed by actual staff, more humanizing, not just to
generic inbox, QR codes that can direct customers to the reporting
form, being able to speak in person to file harassment complaints)
-Make the file size smaller of downloadable files like timetables due
to more use of mobile by LGBT youth

-Make more direct links on websites/apps that reduce the number
of pages to click through to

-Schedule changes on social media to reach youth, like Instagram or
Facebook

-Building on working with Google Maps to keep reporting schedule
changes/disruptions in real time for all routes to help customers
avoid getting stranded or waiting a long time for rerouted lines,
etc., not require customers to need to download another app
-Provide ability to opt into email and/or text alerts re: re-routing/
disruption short notice events
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to CBOs to help with this effort with a longer on-
ramp to plan for the collaboration

SFMTA Small
Business Working
Group

Merchants and businesses

- Multilingual outreach and materials

- Ensuring SFMTA information is accessible to those
with or without the use of technology e.g., digital,
and in-person engagement

- Circulating upcoming community meetings and
input opportunities to community members

- Inclusive and comprehensive SFMTA outreach to
diverse list of organizations

- Targeted merchant outreach and engagement

- Email-blasts e.g., the SFMTA'’s listserv

- Social media and online platforms e.g., WeChat, Instagram,
Jotform

- Advertisements in local newspapers and media outlets e.g.,
Richmond Review, SF Standard, San Francisco Bayview, Potrero
View,

- Direct engagement with the Small Business Working Group and
other organizations

- Posting SFMTA information and updates in highly circulated CBO
and neighborhood newsletters

- Posting and distributing printed materials in high foot traffic areas
e.g., bus stops, schools, libraries, churches, laundromats

- Hybrid engagement e.g., in-person and digital

- Multilingual outreach and materials

Tenderloin Boys
and Girls Club
Tenderloin
Clubhouse

Underserved Youth

- All participants did not know that SFMTA has
community meetings/ workshops

- Better signage to indicate stops

- Electronic, social media, or notifications of other
transit alternatives when trains or buses break
down or change routes.

- Route and time changes

- More consistent timing related to school
schedules

- Social media e.g., Instagram

- Flyers at bus stops

- Through the school via announcements or in school bulletins or
school newspapers

- Gamification

- Automated text message alerts

- Small group discussions here at the clubhouse with their director
present

- Food being present was a little helpful

- Have meetings on weekends (noon/lunchtime with food)

- Online virtual (advertised through Instagram)

- Provide an option to provide feedback via a poll
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APPENDIX E: Public Participation Summary for Reporting Period 2019-2022

Below are examples of public participation activities that occurred during the reporting period of the 2022
Title VI Program Update (approximately fall 2019-fall 2022), noting that COVID-19-related efforts,
beginning in March 2020, were a primary focus.

The L Taraval Improvement Project

The L Taraval Improvement project is a multi-agency collaboration with the SFMTA, the San Francisco
Public Utilities Commission and the Department of Public Works, to upgrade aging rail infrastructure,
replace deteriorating water and sewer lines, and improve transit performance and safety along the L
Taraval Line. The project was split into two segments, A and B to lessen construction impacts to the
community. Segment A was completed in 2021, on time and on budget. Segment B started in January 2022
with completion expected in fall 2024.

Outreach started prior to implementation of the L Taraval Rapid Project. Community feedback has shaped
the project from design to active construction. Pre-construction and construction outreach notification for
Segment B began in October 2021. Outreach during construction continues and evolves with community
input and applied lessons learned.

Highlights of outreach for preconstruction and ongoing construction updates:

The start of construction and other project updates have been announced to impacted community
stakeholders via multiple platforms. All general printed notifications include translation into multiple
languages: English, Chinese, Filipino and Spanish. For in-person meetings, interpreters are available.
Outreach included:

e Project mailer and postcards sent to 14,000 addresses in project area
e Ads in local papers announcing start of construction
o SFNNA - Sunset Beacon - English
o Sing Tao - Chinese
0 SFNNA - El Tecolote — Spanish
o Wind - Chinese
e Open houses and community meetings
e Project briefs to SFMTA Board, Board of Supervisors (Districts 4 and 7), Mayor’s Office of
Neighborhood Services (MONS), Senior disability In Action (SDA), Multimodal Accessibility Advisory
Committee (MAAC), community organizations and merchant associations
e Social media, email and text project updates
e Project webpage updates and blogs
e One-on-one meetings with small groups and stakeholders by request
e Leafleting the neighborhoods door-to-door
e Office of Economic and Workforce Development (OEWD) outreach

Project modification due to community feedback

Extensive community engagement has influenced the L Taraval project from planning to active
construction of both Segments A and B.



Lessons learned from Segment A laid the foundation for how to best address community concerns and
proactively communicate construction activities, both planned and unplanned. Project updates for
Segment B are provided bi-weekly and unscheduled impacts are communicated through outreach at the
onset of the announcement. The community has expressed and prioritized concerns surrounding driveway
access, conflicts with Shared Space parklets, pedestrian accessibility and safety, parking for local
businesses, marketing for local businesses, street cleaning, and bus substitutions while L Taraval rail
service is temporarily paused.

L Taraval project construction has impacted the community in a variety of ways and includes merchants,
residents and surrounding public spaces. Community partnerships are vital to the successful completion of
the project. The needs and concerns of the community are heard and incorporated into the project’s
execution wherever possible. The community is regularly notified of construction activities to ensure that
those most impacted know what is going on in their community.

Community feedback has resulted in numerous project modifications and prompted the project team to
pivot in order to minimize construction impacts and better support our community partners. The following
are some examples:

Residential - Staging area 28" Ave between Quintara and Ortega streets

The contractor proposed a temporary staging location to receive, store and assemble new rails to be
installed, located in a residential area and adjacent to a community open space. SFMTA leafleted the area
to inform residents of the impending construction materials. The community response was negative, citing
impacts to the quality of life for the area. SFMTA did additional outreach with each phase of
announcements, met with the District Supervisor and met with the community in the field. Personal
engagement with the community to hear feedback and let the community know that SFMTA listened and
wanted to minimize impacts to the community. The final decision was made to identify an alternative
location. Primary impacts were to approximately 75 residential properties, indirect impacts to
approximately 125 residential properties. All communications were done in English and Chinese to reach
all members of the community.

Business - Construction during the holiday season

During the holiday moratorium, from November 24 — January 1, construction is allowed to continue in
areas that do not meet the definition of a commercial zone. The business at the corner of 15" Avenue and
Taraval Street is one block from the commercial corridor. The business has been in business for over 60
years and provides holiday meats to the community. To meet the demand, a refrigerated trailer is brought
in to store goods. The business owner shared that the construction would negatively impact them during
their busiest season and needed to have the space to park their trailer. SFMTA evaluated the construction
schedule and determined that the work in the area could be rescheduled to after the holidays. SFMTA also
worked with area construction projects, Department of Public Works (DPW), SFPUC and PG&E to alter
construction in the area to accommodate the trailer.

Geary Bus Rapid Transit Project:

The Geary Bus Rapid Transit Project is a major transit and safety project bringing improvements to the Geary corridor
between 34" Avenue and Downtown. The first phase, called the Geary Rapid Project, reached substantial
completion in Fall of 2021 on time and on budget. The second phase, called the Geary Boulevard
Improvement Project completed two rounds of design phase outreach in Fall 2021 and Spring 2022 and is



preparing for project approvals in late 2022 and early 2023.

Geary Rapid Project Construction Outreach Highlights
e Weekly construction forecasts sent via email, text, and, online
e Maintained updated project webpage at SFMTA.com/Geary to inform the public about project

e Dedicated 24/7 project hotline and email
e A newsletter with project updates and other information was sent on a quarterly basis to project
email subscribers and mailed to 18,000 project neighbors twice annually.

e Office of Economic and Workforce Development services to support small businesses
e Custom corridor signage for affected businesses during construction

e Marketing component for business districts affected (Japantown, Fillmore, Tenderloin, Union
Square) directed by merchant groups for services such as developing/printing business directories,
placing advertisements on Muni buses, and running social media campaigns.

e Ribbon-cutting ceremony held in partnership with community organizations

e Project updates shared at quarterly meeting of the Geary Community Advisory Committee

Geary Boulevard Improvement Project Design Phase Outreach Highlights

Two rounds of outreach were held in to seek feedback as a part of developing the detailed design for the
project. The goals of the two rounds of outreach are summary in the below table.

Design Phase Outreach Goals

Outreach | * Input on project priorities

Round1 |+ Feedback on bus stop changes, transit lanes, parking, loading and
(Fall safety issues

2021) * Level of support for change from center-running to side-running
transit lanes

Outreach | = Specific input on draft detailed block-by-block design

Round2 |+ Level of support for evening/Sunday metering and parallel-to-angled
(Spring parking conversion on some side-streets

2022) * Feedback used to update and finalize draft detailed project design

Outreach Round 1 Activities included an interactive website, stakeholder meetings, pop-up events at bus
stops, a mailer to corridor residents and businesses, and posters along the corridor. Feedback was
collected via a multi-lingual survey completed by 592 respondents that was available online via the
interactive website and in paper format at pop-up outreach events and in food packages for seniors. We
also collected feedback received via email, phone, and direct feedback at meetings with merchants and
other stakeholder groups.

Outreach Round 2 Activities. The SFMTA made block-by-block project drawings illustrating project
proposals available online and in large paper format at several events. All materials were available in
English, Chinese and Russian. The draft design and opportunity to share feedback were publicized via
posters at every intersection, emails to subscribers and local business and community organizations, geo-
targeted social media and newspaper advertisements, and mailers to all residents and businesses within
two blocks of the Geary corridor. Outreach events included pop-up outreach at the inbound Geary/20%"
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Avenue bus stop, virtual office hours, a corridor walk with District 1 Supervisor Connie Chan and SFMTA
Director Jeff Tumlin, a presentation to the SFCTA Board and SFMTA CAC, as well as door-to-door outreach
to merchants throughout the project limits. Feedback was collected via a survey that was available online
as well as a self-guided in-person open house hosted at the One Richmond community office. A total of
954 surveys were completed. The project team also met community stakeholders in person to listen to and
address their concerns by request and sought feedback at quarterly meetings of the Geary Community
Advisory Committee.

More information about key feedback heard was published in Round 1 and Round 2 Outreach Summary
documents posted online.

Central Subway Service Changes

The Central Subway Project, including the T Third Street Line Fourth/Stockton alignment and the four new
stations, has been in construction for several years. Throughout the Project, the SFMTA has employed an
extensive multilingual campaign to engage stakeholders and solicit feedback. Multiple elements of the
Project have been informed and influenced by community feedback as part of the environmental review
phase, as well as during the design and construction phases.

Community outreach and participation occurred as part of the Project’s public scoping, locally preferred
alternatives development, and environmental analysis. Volume | of the Central Subway Final Supplemental
Environmental Impact Statement / Supplemental Environmental Impact Report (Final Central Subway
SEIS/SEIR) includes a summary of public comments received during the 2005 Project scoping process, a list
of over 100 community outreach presentations and briefings that were held, and an overall summary of
the stakeholder engagement. Volume Il of this document contains all public comments received on the
Draft Supplemental Environmental Impact Statement/Supplemental Environmental Impact Report (Draft
SEIS/SEIR) prepared for the Project and the responses to those comments.

The following excerpt from Volume | of the Final Central Subway SEIS/SEIR describes the overall
community engagement process:

As noted in Section 4.2.5 and Chapter 11.0, an extensive community participation effort
was undertaken to provide information to the public and solicit input during the
development of the Project alternatives. This effort will continue through the Project
implementation phase. Not only have over 100 presentations been made to
neighborhood groups, community and business organizations, and individual
stakeholders, but printed materials have been made available in Chinese and Spanish as
well as English. The Central Subway telephone information line provides responses in
English, Chinese, and Spanish.

Community meetings have been held in each of the neighborhood areas surrounding
proposed stations and Project alternatives have been refined based on community input
to ensure that community concerns are addressed. The breadth and depth of community
outreach has ensured equal access to the process regardless of income level or ethnicity
to ensure the Project is consistent with Environmental Justice objectives.

Once the environmental review documents were completed and approved, public outreach focused on
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design, early construction, utility relocation, construction impacts, and important Project milestones.
Communications channels have included: multilingual public information materials, such as fliers,
postcards, signage, brochures and newsletters; blast emails; a dedicated bilingual public information
officer assigned to the Project; virtual and in-person community meetings with merchants and residents
with simultaneous interpretation; engagement with community-based organizations; and, as needed
bilingual street ambassadors deployed along the Project alignment to help disseminate critical Project
information. The SFMTA also utilized multilingual media, both print and broadcast, to keep the community
and other stakeholders informed of important Project milestones and construction impacts.

In addition, one of the key elements of the ongoing community engagement effort throughout the
implementation of the Project has been the consistent meetings with the Central Subway Community
Advisory Group (CAG). The SFMTA established a CAG for the Project early in the planning process to gather
input on the identification and selection of design options for the Third Street Light Rail Project and to help
select the options to carry forward for environmental review. The CAG consists of representatives from
neighborhoods along the entire Third Street Light Rail Project alignment: Visitation Valley,
Bayview/Hunters Point, Mission Bay/Potrero Hill, South of Market, Downtown, Union Square and
Chinatown. The diverse membership brings to the table citywide, neighborhood, environmental,
transportation, commuter, historical and planning interests. As the Project has progressed, the CAG has
continued to provide opportunities to engage with the local community, and to receive input and feedback
at key milestones.

COVID-19 Related Outreach
COVID-19 General Outreach

As a general overview, throughout the COVID-19 pandemic, beginning in March 2020, the SFMTA’s
customer outreach campaign included the following: the SFMTA coordinated with the city’s Joint
Information System and the agency’s Department Operation Center throughout the emergency, partnering
in issuing multilingual updates to the public; created and maintained a multi-lingual COVID-19 webpage to
assist customers with service and policy change updates; created comprehensive data dashboards;
launched multiple campaigns, including multilingual onboard signs, vehicle and subway announcements
and decals, which used icons in order to ensure accessibility regardless of primary language spoken;
deployed staff ambassadors, with bilingual skills where possible, to support COVID-19 required face
coverings based on the federal mask mandate, as well as social distancing; and published more than 100
blog posts on COVID-19 and pandemic-related initiatives and service changes.

COVID-19 Service Changes:

On February 25, 2020, Mayor London Breed issued a Proclamation Declaring the Existence of a Local
Emergency (COVID-19 State of Emergency), finding that the COVID-19 pandemic posed a threat to the
lives, property and welfare of the City and County and its residents.

On March 16, 2020, San Francisco’s Health Officer issued a Public Health Order in response to the COVID-
19 State of Emergency, requiring that residents shelter in place, with the only exception being for essential
needs and trips. Shortly thereafter, the SFMTA began implementing changes to its transit service.

The SFMTA has restructured Muni service to respond to the COVID-19 State of Emergency to account for
the following significant constraints on resources:



e Vehicle Capacity: Physical distancing requirements translate to Muni buses only carrying one-third
of the usual passenger load from pre-COVID-19 levels. This means that it now takes about three
buses to move the same number of people as one bus did prior to the pandemic.

e Vehicle Availability: The SFMTA’s practice during the pandemic has been to return vehicles at the
end of each operator’s shift for sanitization, which is more frequent than the industry standard of
cleaning vehicles at the end of the day and results in fewer vehicles begin available for service.

o Staff Availability: Due to a 15% vacancy rate pre-pandemic across the agency and very limited
hiring over the past year, the SFMTA has vacancies in many service critical positions from
mechanics to supervisors.

Considering these constraints, the SFMTA prioritized providing and restoring transit service along routes
that more often serve people of color, members of low-income households, and/or those who are
dependent upon transit service; routes where crowding data shows that higher frequencies would allow
for greater physical distancing; routes that provide service to critical services such as hospitals and grocery
stores; and routes that have enabled the agency to provide coverage to as much of San Francisco as
possible. When resources have allowed, the SFMTA has also worked to restore service along previously
suspended routes in response to feedback received from customers and transit operators.

With regard to outreach and public engagement, pursuant to Title VI of the Civil Rights Act of 1964 and its
implementing regulations, as well as state and local laws, the SFMTA takes responsible steps to ensure
meaningful access to the benefits, services, information, and other important portions of SFMTA’s
programs and activities for individuals regardless of race, color or national origin. Given the diversity of San
Francisco and of Muni’s ridership, the SFMTA is particularly committed to disseminating information that is
accessible to individuals who may have a limited ability to read, write or speak English.

While some service changes implemented during the pandemic had been envisioned prior to COVID-19
and included more in-depth customer engagement prior to the pandemic (22 Fillmore and 55 Dogpatch),
due to the nature of needing to respond to significant resource constraints in a short timeframe, some of
the service changes due to the COVID-19 State of Emergency, particularly at the beginning of the
pandemic, were implemented quickly. Given the rapidly changing environment, the SFMTA employed a
range of communication methods to provide accessible, updated customer information to the extent
possible. The outreach strategies included:

e Deploying on-site Ambassadors, including individuals with bilingual skills, at targeted locations on
an ongoing basis and throughout the system when service was being adjusted;

e Establishing a dedicated, multilingual information page at sfmta.com/covid-19, which centralized
the agency’s COVID-19 information, including up-to-date information on the routes in service;

e Posting multilingual signage at transit stops;

e Providing multilingual announcements on Muni vehicles;

e Distributing multilingual informational fliers and handouts at more than one hundred community-
based organizations, at pop-ups in parks and public gathering spaces in neighborhoods identified
by the Muni Service Equity Strategy across the city and via neighborhood canvassing efforts;

e Providing briefings to stakeholders, including attending community meetings;

e Issuing blog posts and social media posts; and,

e Engaging in traditional media outreach through press releases, newspaper ads and radio and
television public service announcements, including neighborhood papers and on radio in Spanish
and Chinese.

As resources allowed, transit service was restored by prioritizing providing and restoring service along
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routes that more often serve people of color, members of low-income households, and/or those who are
dependent upon transit service; where crowding data showed the higher frequencies would allow for
greater physical distancing; that provide service to critical services such as hospitals and grocery stores;
and that have enabled the agency to provide coverage to as much of San Francisco as possible; and
critical feedback received from customers, operators, and other important stakeholders.

Van Ness Bus Rapid Transit Project:

The Van Ness Improvement Project is a major civicimprovement project on two miles of Van Ness Avenue,
U.S. Route 101, from North Point to Mission Street that began construction in late 2016. The project
includes transportation upgrades, including San Francisco’s first Bus Rapid Transit system, a globally
proven solution to improve transit service and address traffic congestion; utility maintenance, including
street repaving, and sewer, water and emergency firefighting water system replacement; and civic
improvements, including streetlight replacement, new sidewalk lighting, landscaping and rain gardens. The
focus during the timeframe of the SFMTA’s 2022 Title VI Program Update (2019-2022) was on facilitating
the implementation of the project through pre-construction and construction activities. The Van Ness BRT
held its ribbon-cutting event and began fare service on April 1, 2022.

Van Ness Bus Rapid Transit Construction Outreach Highlights
e Weekly construction forecasts sent via email, text, and online.
e Maintained updated project webpage at SFMTA.com/VanNess to inform the public about project.

e Dedicated 24/7 project hotline and email.

e A newsletter with project updates and other information was sent on a quarterly basis to project
email subscribers and mailed to 38,000 project neighbors twice annually.

e Conducted informational walking tours for stakeholders and the public.

e Led educational sessions for local elementary school that was studying urban planning.

e Monitored and replaced multilingual (English, Spanish, Chinese and Filipino) temporary bus stop
signage so public knew where to board buses.

e Coordinated with the Office of Economic and Workforce Development services to support small
businesses

e Custom corridor signage for affected businesses during construction.

e Marketing component for businesses directed by merchant groups for services such as
developing/printing business directories, placing advertisements on Muni buses, and running social
media campaigns.

e Lighting ceremony held the night before the ribbon-cutting event the following day. The event was
livestreamed across several social media platforms. Social media utilized leading up to the event.

e Ribbon-cutting ceremony held in partnership with community organizations and partner agencies.
38,000 invitations to the event mailed out and social media was used to promote the event, as well
as provide live coverage of it.

e Multilingual (English, Chinese, Spanish and Filipino) signage directing the public to new boarding
platforms were created and hung along the corridor. Signage directed the public to view Story Map

that promoted the history of the project as well as the corridor itself. Several businesses were
highlighted as part of the campaign.

e Project updates shared at monthly meetings of the Geary Community Advisory Committee and
bimonthly meetings of the Van Ness BRT Business Advisory Committee.

e Participation in various public events, such as Sunday Streets, to promote Van Ness BRT and



ridership.

Outreach related to the San Francisco Municipal Transportation Agency Fiscal Year (FY) 2023 and
FY 2024 Operating Budget

Background: San Francisco City Charter Section 8A.106 provides that the SFMTA must submit a two-year
budget by May 1 of each even year to the Mayor and Board of Supervisors. In advance of the SFMTA Board
of Directors approving the San Francisco Municipal Transportation Agency Fiscal Year (FY) 2023 and FY 2024
Operating Budget in spring 2020, the SFMTA sought feedback on the proposed fare changes as part of the
budget process. In response to public feedback received, and to help promote transit use during pandemic
recovery, the SFMTA proposed to suspend the application of the Automatic Indexing Implementation Plan
(AlIP), adopted by the SFMTA Board in 2009 and modified in April 2018, for all annual fare increases. The
AlIP is a formula based on the combination of Bay Area Consumer Price Index for all urban consumers (CPI-
U) and SFMTA labor costs that serves as a policy for incremental fare increases. Under normal circumstances,
automatic indexing is critical to ensure that service levels are not compromised given the increase in
operating costs annually due to inflation and ensures that riders can expect and anticipate small incremental
fare increases over time rather than unknown larger increases sporadically. The SFMTA also proposed to
extend the Free Muni for all Youth Program under age 19 through Fiscal Year 23 and Fiscal Year 2024,
approved as a pilot program through August 2022.

The SFMTA launched a multilingual and multi-media public outreach campaign at the beginning of the
FY2023-FY2024 process in order to gather and consider public input on the budget, which impacted the final
proposals submitted to the SFMTA Board of Directors for its consideration and approval. Notices for public
comment opportunities were provided in multiple languages and included information on how to request
free language assistance at the meetings with at least 48 hours’ notice. As required by the City Charter,
advertisements publicizing the public hearing were placed in advance in San Francisco newspapers.
Multilingual ads were placed in prominent Chinese, Spanish and Russian newspapers in San Francisco.
Multilingual information has been available to the public through the SFMTA website throughout the budget
process. Additional methods for keeping the public informed and soliciting feedback were conducted
through blog posts, e-mail blasts to stakeholders and through SFMTA/Muni’s Twitter and Facebook
accounts. Feedback was compiled and forwarded to appropriate staff and to the MTAB for consideration in
the decision-making process.

Specific outreach activities included:
e Board Workshop with SFMTA Board of Directors

e Multilingual Survey of Priorities available online and by paper copy dropped off at community
centers

e Public Listening Sessions via telephone to address digital access concerns from the community, with
free language support offered for equity

e Direct Listening Sessions with every community group who requested one

e Digital Town Hall Additional channels employed to reach as many diverse stakeholders as possible
e Email to over 3,000 stakeholders

e Offers of listening sessions to over 150 community groups

e Ads in language newspapers (El Tecolote, Sing Tao, World Journal, Wind, Examiner)



e Social Media ads (WeChat, Twitter, FB, Instagram)
e Multilingual content on website with survey links and listening session dates

e  Multilingual Bus Cards advertising the Digital Town Hall and SFMTA Board of Directors’ Budget
Hearings

e Multilingual paper surveys, directed at LEP-communities, dropped off at community centers

Public Outreach Outcomes: As a result of the multilingual, multi-media outreach campaign, the SFMTA
collected over 1,900 instances of feedback, questions, comments, and concerns on its FY2023-2024 budget,
including over 1,200 survey responses and over 700 open-ended comments. The feedback was compiled
and sorted into topics/categories of concerns including: improving speed and reliability of Muni buses and
trains, improving transportation in neighborhoods with high percentages of households with low incomes
and people of color, improving personal safety for Muni riders, reducing congestion and eliminating
bottlenecks by improving public transit. Specific to transit fares, multiple comments were received
encouraging the SFMTA not to increase fares and to maintain and/or expand on existing discount fare
programs, including those for low-income riders, and the Free Muni for Youth program. Based on this
feedback, and to help promote transit use during pandemic recovery, the SFMTA proposed to suspend the
application of the Automatic Indexing Implementation Plan (AlIP), adopted by the SFMTA Board in 2009 and
modified in April 2018, for all annual fare increases. The SFMTA also proposed to extend the Free Muni for
all Youth Program under age 19 through Fiscal Year 23 and Fiscal Year 2024, which was approved as a pilot
program through August 2022. Both proposals were approved by the Board of Directors.
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The San Francisco Municipal Transportation Agency (SFMTA) 2022 Language Assistance Plan
(LAP) was created with the aim of ensuring meaningful access to the benefits, services,
information and other important components of its programs and activities for its customers

for whom English is not their primary language and who have a limited ability to read, speak,

write or understand English. The 2022 Language Assistance Plan serves as an update to the

Agency’s 2019 LAP.

Overview of the 2022 Language Assistance Plan

As a recipient of federal funds, the San Francisco Municipal Transportation Agency (SFMTA), which operates
the Municipal Railway (Muni), is required to take reasonable steps to ensure meaningful access to its services
and benefits for persons with limited-English proficiency (LEP). Federal regulations require that information
regarding federally funded programs must be accessible to individuals for whom English is not their primary
language and who have a limited ability to speak, read, write, or understand English, in order to avoid
discrimination on the basis of national origin, in violation of Title VI of the Civil Rights Act of 1964, as amended,
and its implementing regulations.

To update the SFMTA’s current Language Assistance Plan (LAP), as required, the SFMTA followed the Four-
Factor Analysis set forth in FTA Circular 4702.1B. In addition, the SFMTA also followed the U.S. Department
of Transportation’s (DOT) LEP Guidance, published on December 14, 2005, which states that FTA recipients
of grant funds document the steps undertaken to implement the U.S DOT LEP Guidance.

In accordance with the Title VI guidance provided by the U.S. Department of Transportation (DOT), the 2022
Language Assistance Plan includes an assessment of the following four factors:

1. The number or proportion of limited-English proficient persons eligible to be served or likely to be
encountered by the SFMTA’s program;

2. The frequency with which limited-English proficient persons come into contact with SFMTA's
program;

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

4. The resources available for limited-English proficient outreach, as well as the costs associated with
that outreach.




The major findings of the Four-Factor Analysis are outlined below. Pursuant to FTA Circular 4702.1B, after
completing the Four-Factor Analysis, recipients shall use the results of the analysis to help identify the
limited-English proficient individuals who require language assistance and determine which language
assistance services are appropriate. The degree to which language assistance is provided, and in what
languages, is an outcome of the analysis of the four factors and is captured in Section VIII, Language
Assistance Implementation Plan.

While recipients have “considerable flexibility” in developing a Language Assistance Plan, at a minimum it
must include: (1) the results of the Four-Factor Analysis, including a description of the LEP populations served;
(2) a description of how language assistance services are provided by language; (3) a description of how notice
is provided to LEP individuals about the availability of language assistance; (4) the methods by which the plan
is monitored, evaluated and updated; and, (5) how employees are trained to provide timely and reasonable
language assistance to LEP populations.

As part of its Language Assistance Plan update, the SFMTA employed practices recommended by the FTA in
its Handbook for Public Transportation Providers entitled “Implementing the Department of Transportation‘s
Policy Guidance Concerning Recipients’ Responsibilities to Limited-English Proficient (LEP) Persons.” As part
of these recommended practices, SFMTA assessed data from multiple sources including U.S Census and state
and local data, in-language focus groups, community conversations, a public engagement and community
language access survey, telephonic interpretation service data, information collected through interviews
with leaders of Community-Based Organizations (CBOs) that serve limited-English Proficient populations and
data from SFMTA staff who work with limited-English proficient customers on a regular basis. The SFMTA
also evaluated 2022 data, where applicable, in comparison to data gathered during the 2019 and 2016 LAP
updates in order to conduct trend analyses, which are noted throughout this report.

Factor 1: The number or proportion of LEP persons eligible to be served or
likely to be encountered by the SFMTA’s program

The USDOT requires transportation agencies to provide written translation of vital documents in languages
for which there are over one thousand limited-English proficient individuals within an agency’s service area.
Factor One data and analysis focuses on the number and proportion of LEP individuals in the SFMTA service
area. This information is primarily driven by data from the U.S. Census Bureau American Community
Survey, with secondary data from the California Department of Education Educational Demographic Office
to support those findings or otherwise provide clarification. Additional information was gathered from
interviews with leaders of community-based organizations who count LEP individuals among their clients;
feedback from frontline employees; requests for telephonic interpretation services and in-language
assistance at the Customer Service Center.

The Safe Harbor Provision outlines the circumstances that can provide transit agencies a safe harbor
regarding the translation of written materials for LEP populations. It stipulates that a grantee is in
compliance if each eligible LEP language group has written translation of vital documents. Eligible LEP
groups constitute 5% or 1,000 persons of the total population qualified to be served.




Following these guidelines and based on the most recently available Census data, the SFMTA has identified
eight “Safe Harbor” languages that meet the 5% or 1,000 person threshold:

e Chinese

e Spanish

e Filipino

e Vietnamese
e Russian

e Korean

e Japanese

e French

While Arabic and Thai no longer meet the official threshold of a safe harbor language, the SFMTA will
continue to support the needs of these important communities with both written and oral language
assistance, as needed.

English Proficiency in San Francisco
Total Population: 835,589

Figure I-1-1: San Francisco Total and LEP Population Estimates
Sources: 2016-2020 American Community Survey Dataset C16001: Language Spoken at Home for the
Population 5 Years and Over

According to the 2016-2020 American Community Survey 5-Year estimates, the total population of San
Francisco is 835.589 and the population of LEP persons—persons who identify as speaking English “less
than very well”—is 159,107, about one in five San Franciscans (19.04%). The LEP proportion of those who
use public transportation for their commute is also about one-fifth. Chinese (including primarily Cantonese
but also Mandarin) is the most widely spoken LEP language group in San Francisco, comprising just over half
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of LEP population; Spanish is the second-most widely spoken, comprising about a fifth. For the student
population, those proportions are essentially reversed; about one half of English Learners speak Spanish at
home and a quarter speak either Cantonese or Mandarin. Federal guidance provides that the greater the
number or proportion of LEP individuals from a language group, the more likely language services are
needed. In San Francisco, people who speak Cantonese and Spanish comprise about three-quarters of the
LEP population. The remaining quarter—for both the general population and students—includes the
following remaining safe harbor languages: Filipino, Russian, Vietnamese, Korean, Japanese and French.

Highlights from other data sources examined include:

e (CBO groups interviewed reported that over the last three years the size of their LEP clientele has
increased (groups serving LEPs whose primary language is Chinese, Filipino, Spanish or Arabic) with
a couple of groups reporting that their number of LEP clients have stayed the same (those speaking
Russian or Vietnamese).

e Based on the 2022 SFMTA public contact employee survey responses, in a typical week, SFMTA
staff interact with LEP customers multiple times. SFMTA staff engage with Chinese-speaking and
Spanish-speaking customers most frequently.

e The most frequent requests for telephonic interpretation services were for assistance in Spanish
and Cantonese.

e The 2022 SFMTA Public Participation and Community Language Access Survey found that 18% of
respondents identified as LEP.

Federal guidance provides that the greater the number or proportion of LEP individuals from a particular
language group served or encountered by a recipient’s program, the more likely language services are
needed. Based on analysis of data sources, the language groups most frequently encountered by SFMTA's
programs and services are Chinese (Cantonese) and Spanish-speaking individuals; this finding is also
supported by an analysis of the Census and English Learner data, as well as data gathered in other sections
of this report. Beyond these two languages, the most frequent groups encountered include Russian,
Vietnamese and Filipino (Tagalog)-speaking individuals, in different concentrations, based on data source.

It’s important to note that as a city department, the SFMTA must also comply with a local ordinance, the
Language Access Ordinance, which requires all city departments to provide language assistance in languages
spoken by 10,000 LEPs or more in order to ensure access to its programs, services and benefits. Spanish and
Chinese (Cantonese) meet the 10,000 LEP person threshold; Filipino (Tagalog) was certified as an additional
language based on previous ACS data indicating it met or exceeded the 10,000 persons threshold. As a result,
the majority of translated materials are produced, at a minimum, in these three languages.

In addition to the five languages noted above, the three remaining languages spoken by 1,000 or more
limited-English proficient individuals based on the most recently available Census data - Korean, Japanese
and French - will continue to serve as SFMTA’s “safe harbor” languages — the languages required for vital
document translation. Both written and oral language assistance is provided by the SFMTA in all eight
languages and in other languages, depending on circumstances and resources. The SFMTA will continue to
support the language needs of Arabic and Thai speakers within its service area with both written and oral
language assistance, as needed.




Factor 2: Determining the frequency with which Limited-English Proficient
individuals come into contact with the SFMTA’s program, activity or service

Based on DOT LEP guidance and the SFMTA’s desire to conduct a comprehensive review of the frequency
with which LEP individuals come into contact with the SFMTA, a multiplicity of data sources were examined.
According to U.S. Census Data, San Francisco’s approximately 159,107 LEP individuals regularly commute to
work on public transit. More still depend on Muni for other daily activities. LEP customers who participated
in the 2022 Survey use Muni frequently — nearly half of LEP survey respondents (46%) indicated they ride
Muni five times a week or more. Nearly nine out of ten LEP survey respondents (85 %) ride Muni at least once
per week. CBO leaders stated that their LEP communities depend heavily on Muni and that the LEP
populations served by these community-based organizations use Muni frequently to complete daily activities

Based on results from CBO leadership interviews for organizations serving LEP clients, LEP clients represent
a significant portion of their clientele and leaders stated that their LEP communities depend heavily on Muni
(specifically buses) to complete daily activities such as essential trips for groceries, medical care, to get to
work, school and access services. High levels of contact were also established through requests for language
assistance through the QMATIC system, which allows customers to request in-person assistance in the
SFMTA’s Customer Service Center in Cantonese, Spanish, and Filipino; reporting interactions between LEP
individuals and SFMTA’s public contact employees through an internal survey; and, tracking requests for
telephonic interpretation services, all of which indicated a high frequency of contact between LEP individuals
and SFMTA’s program and services. For example, thirty-two percent of SFMTA staff members surveyed in
2022 reported interacting with LEP customers “many times a day” and over half of staff (57%) say they
interact with LEP customers on a daily basis.

Factor 3: The nature and importance of SFMTA’s Program, Activity or Service
to People’s lives

The SFMTA used quantitative and qualitative research methods to identify how critical its primary program
— providing transit service —and related activities and services is to people’s lives, specifically to SFMTA’s LEP
customers, and to gather feedback on how current language assistance measures could be improved to
provide better access given that the more important the program, the more frequent the contact and the
likelihood that language services will be needed. Based on U.S. DOT guidance, seven in-language focus
groups for LEP persons were held to solicit feedback on needs and communication preferences with SFMTA
and interviews were conducted with leaders of community-based organizations (CBOs) who serve these
populations. SFMTA also developed and administered a survey for LEP customers to solicit direct user needs,
characteristics, and communication preferences with SFMTA.

Primary data, both quantitative and qualitative, provided by LEP individuals, CBO leaders, and SFMTA staff
demonstrate that San Francisco’s LEP population — regardless of their native language — frequently and
successfully use SFMTA’s services. Muni in particular was described by LEP individuals as an integral part of
accomplishing their daily activities. Survey data, CBO leader interviews, and focus group discussions all
indicate that the broad majority of LEP individuals, across language groups, use Muni frequently for daily
tasks such as essential shopping, to go to work, and to go to the hospital or for a medical visit. These have
historically been among the top reasons for using Muni.




The 2022 Survey found that the most common reasons LEP riders do not use Muni are because it does not
go where they need to go, because they have safety and security concerns, and because they prefer to walk.
However, the percentage who say they do not take Muni because the information in English was hard to
understand has declined drastically since 2019.

Safety and security were common themes in the 2022 research. Survey respondents ranked it as one of the
top reasons they don’t ride Muni at times; CBO leaders indicated an increase in safety and security concerns
particularly among older and Asian LEP populations; and LEP focus group participants said that when they do
not use public transportation provided by SFMTA, it is typically because they perceive SFMTA transit service
to be unsafe or unclean.

Factor 4: The resources available to the SFMTA for LEP outreach, as well as
the costs associated with that outreach.

Given the diversity of San Francisco’s population and Muni’s ridership, the SFMTA believes it is critical to
provide both oral and written language assistance to LEP customers in keeping with federal, state and local
requirements. The SFMTA employs various methods, detailed throughout this Plan, to ensure meaningful
access to its services for LEP customers and dedicates significant resources to providing language assistance
and outreach to its LEP customers.

While exact totals can vary year to year depending on the various public outreach campaigns, capital
programs and other agency activities that are being conducted, in general, on an annual basis, the SFMTA
spends approximately $880,000 - $1.1M to support language assistance, which includes document
translation and production costs (design, printing and mailing). Translated documents include car cards,
direct mailers, station kiosk signage, customer take-ones, meeting notices, brochures and other customer
outreach materials like construction-related notices and information pieces. Approximately 300-400 general
customer information documents are produced and distributed in languages other than English on an annual
basis. In addition, between 17,000-21,000 trilingual Customer Alerts are produced and posted, providing
information on transit and service changes. Also included in the S1.1M are costs associated with language
assistance, for example: costs provided in conjunction with our paratransit program; providing interpreters
at public meetings, hearings and focus groups; administering multilingual surveys; providing telephonic and
video interpretation assistance; utilizing bilingual community ambassadors for community outreach; running
advertisements and legal notices in non-English newspapers and premiums paid to employees who use their
bilingual or multilingual language skills in conducting their job duties.

Language Assistance Implementation Plan

After completing the Four-Factor Analysis, the SFMTA assesses the results of the analysis to help identify the
limited-English proficient individuals who require language assistance and determine which language
assistance services are appropriate to ensure access to its programs and services.

SFMTA employs a wide variety of verbal and written language assistance services to help ensure that
communications with LEP customers are accurate, timely, and appropriate. Many of these services were
reported as familiar and in use by LEP customers and were consistent with practices recommended by CBO
leaders. For these inquiries, similar results were received as compared to 2019 data results with a significant
increase in electronic/virtual options as a result of the pandemic.




The 2022 analysis indicates that the SFMTA should continue providing language assistance, pursuant to
SFMTA'’s policies and guidelines, in the languages spoken by the highest concentrations of limited-English
proficiency groups in San Francisco. The SFMTA follows federal and local guidelines for written translations
and pursuant to local law, provides interpretation assistance at public meetings and hearings with 48 hours’
notice. The results also indicated familiarity and usage of the top methods employed by the SFMTA to
communicate with its LEP customers. Many of these language assistance services are described in the U.S.
DOT guidance as “Promising Practices.” These include, but are not limited to:

e Language Support Offices: Many of the SFMTA's public points of contact are staffed by bilingual
and/or multilingual employees who provide direct language services or utilize other resources to
provide language assistance, such as live interpretation via a telephonic interpretation service. In
addition, at the SFMTA’s Customer Service Center, walk-in customers can request language
assistance in Spanish, Chinese or Filipino through an electronic queuing system.

o Telephone-based interpretation: The SFMTA administers a contract with a telephonic
interpretation service to offer real-time interpretation services in over 100 languages; staff whose
primary job function is to interact with the public have been trained on how to access this
important resource. This important service is advertised through multilingual “l speak” signage at
public contact offices.

e San Francisco’s Multilingual Telephone Customer Service Center: SFMTA promotes the availability
of free language assistance in the languages spoken by 1,000 or more limited-English proficient
communities (Chinese, Spanish, Filipino, Vietnamese, Russian, Korean, Japanese and French) by
directing customers to call 311, San Francisco’s multilingual Telephone Customer Service Center,
which is open 24 hours a day, seven days a week, 365 days per year. This notice is included on
numerous translated materials, signage, revenue maps, agency letterhead, and brochures and at
the bottom of every page at SFMTA.com.

e Use of Technology: The SFMTA website, SFMTA.com, provides extensive multilingual information,
including information on how to request free language assistance at hearings and public meetings,
as well as how to file complaints and commendations.

e Signage and Outreach Materials: Signage at stations and on Muni vehicles is routinely posted in
multiple languages and pictographs are used where feasible so that information is accessible to all
customers, regardless of English proficiency and literacy levels. The SFMTA also places in-language
notices and announcements in print and broadcast media serving San Francisco’s Limited-English
Population in Chinese, Spanish, Russian and Vietnamese, as circumstances dictate and resources
allow; and,

e Liaisons with Local Community and Cultural Organizations: As demonstrated in the primary
research data conducted for this report, SFMTA staff work closely with community and cultural
organizations throughout the city to better communicate with limited-English proficient individuals
and will continue expanding its connections to this critical network.




The “most important” services provided by SFMTA that were identified by 2022 research participants
included receiving in-language information regarding safety and security, schedules, routes, and service
changes and detours — all items that were also highly important to respondents in 2016 and 2019.

Continuing to produce, and potentially increase the availability of, multilingual information as well as
continuing to expand the SFMTA’s partnerships with CBOs serving LEP populations, also would increase
accessibility to SFMTA’s programs and services for LEP customers. While service and fare changes continue
to be a top priority for communication, safety and security information is also highly important to LEP riders.

Feedback received indicates that while the SFMTA could be even more effective in communicating important
information to its LEP customers, it has made great strides in the last few years. In 2022, 22% of survey
respondents indicated that language barriers on Muni are “very challenging”, compared to 41% in 2019 and
26% in 2016. Additionally, when survey respondents were asked why they didn’t take Muni, “information in
English hard to understand” decreased greatly, from 25% in 2019 and 18% in 2016 to only 5% in 2022.

SFMTA will continue to analyze these results outside of this report and identify areas where language
assistance can be further improved. Feedback was also received regarding familiarity with existing language
assistance services; while many of the outreach methods currently used by SFMTA were familiar to LEP
customers, continued promotion of these services is an important initiative.

Additional details on the SFMTA’s Language Assistance Implementation Plan can be found in Section VIII of
this Plan, along with information on how notice is provided to LEP individuals about the availability of
language assistance; how this plan will be reviewed and monitored; and language assistance training for
employees.




Section I: Introduction

Title VI of the Civil Rights Act of 1964, 42 U.S.C. 2000d et seq., and its implementing
regulations provide that no person in the United States shall, on the grounds of race, color,
or national origin, be excluded from participation in, be denied the benefits of, or otherwise
be subjected to, discrimination under any program or activity that receives Federal financial
assistance. The Supreme Court, in Lau v. Nichols, 414 U.S. 563 (1974), interpreted Title VI
regulations to hold that Title VI prohibits conduct that has a disproportionate effect on
Limited English Proficient (LEP) individuals because such conduct constitutes national origin

discrimination.

Overview

In compliance with Title VI regulations and related Executive Orders, the United States Department of
Transportation (DOT) published guidelines that direct recipients of its federal funds, like the SFMTA, to take
responsible steps to ensure meaningful access to the benefits, services, information, and other important
components of their programs and activities for Limited-English Proficient (LEP) customers and to have in
place a Language Assistance Plan to guide those efforts. LEP individuals are
Given the diversity of defined as those individuals who have a limited ability to read, speak, write
or understand English.
San Francisco’s
The 2022 Language Assistance Plan (LAP) is an update to the agency’s 2019
LAP and incorporates the U.S. Department of Transportation’s guidance
ridership, the San concerning the responsibilities of federal recipients to LEP individuals, as
required. It includes the recommended Four-Factor Framework, identifies
the primary LEP individuals who require language assistance, discusses
Transportation verbal and written language assistance measures, training of staff and the
methods by which notice of language assistance is provided to LEP
Agency (SFMTA) customers. It also includes how this plan will be monitored and updated,

believes it is critical to ~ as required.

population and Muni’s

Francisco Municipal

provide language The goal of the SFMTA’s Language Assistance Plan is to provide language
assistance to its assistance to LEP customers in an effective manner to help ensure that its

services are safe, reliable, convenient and accessible. The research
customers. conducted in the development of this plan reinforced a number of existing

LEP outreach methods that customers have identified as important and
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effective means of communication, as well as the types of information most important to receive in their
native language

Agency Overview

Established by voter proposition in 1999, the SFMTA, a department of the City and County of San Francisco,
operates the Municipal Railway (Muni), parking, traffic, bicycling, walking and taxis within the City and
County of San Francisco. Founded in 1912, Muni is one of the oldest transit systems in the world and across
five modes of transit, Muni is the largest transit system in the Bay Area. Prior to the pandemic, Muni
provided 78 routes throughout the City and County of San Francisco, which served over 700,000 weekday
daily rides and over 220 million rides per year. The Muni fleet is unique and includes historic streetcars,
renewable diesel and electric hybrid buses and electric trolley coaches, light rail vehicles, paratransit cabs
and vans, and the world-famous cable cars.

Research Methodology

Following U.S. DOT guidelines, the SFMTA explored multiple data sources to update its Language Assistance
Plan. Following the Four-Factor Framework, the goal of the research was to identify LEP populations in the
City and County of San Francisco and through various outreach methods, assess the effectiveness of SFMTA's
communication and engagement strategies for limited-English proficient customers.

For the 2022 LAP update, the SFMTA: conducted interviews with leaders of 27 Community-Based
Organizations (CBO) serving LEP populations throughout San Francisco; held seven in-language focus groups
in Spanish, Cantonese, Filipino, Vietnamese and Russian; developed and administered multilingual
customer outreach surveys in 10 languages and received over 9,300 responses, with 18% from individuals
who identified as LEP (1,467); and, gathered LEP customer data through an assessment of telephonic
interpretation data from both the SFMTA and the SFMTA’s ADA Complementary Paratransit service (SF
Paratransit). In addition, an internal survey was administered to SFMTA’s employees throughout the agency
whose primary job function is interacting with the public in order to assess frequency of contact with LEP
customers and related data.

The data collected through these methods not only informed the 2022 Language Assistance Plan and the
2022 Public Participation Plan, but this research also benefited the SFMTA in the following ways:

* Increased the understanding of how communities get information about the SFMTA to allow the
agency to adjust the allocation of communications resources and better focus outreach and
engagement methodologies

* Incorporate best practices in the methods used for data collection to elicit robust feedback,
particularly from hard-to-reach communities

* Help the agency better engage the public in a meaningful way to help further build trust

It's important to note that while there was a robust response, the COVID-19 pandemic did have an impact on
the data collection effort. For past reports, the SFMTA was able to partner with CBOs for in-person focus
groups, either during an existing event or by scheduling a separate session. Due to the pandemic, which




impacted in-person events and services at many organizations, many of which were just beginning to ramp
up services in the summer and fall of 2022, when data collection for the 2022 LAP Plan was conducted, in-
person focus group opportunities were limited. There also was an express preference by many to meet
virtually instead of in-person due to COVID-19 transmission concerns. As a result, focus group attendees were
recruited from across the city based on LEP status, native language, Muni ridership and other factors, and
the sessions were held virtually with in-language facilitators. In prior years, the SFMTA was also able to drop
off and collect surveys; given many CBOs were just beginning to resume operations and on-site clientele
numbers were just starting to recover, opportunities were limited for this type of direct outreach. However,
incorporating intercept survey opportunities at multiple locations resulted in strong numbers of survey
responses from traditionally hard-to-reach communities. Many CBOs also shared in-language survey links
and QR codes with their membership.

Below is a detailed description of each of the methods used to gather feedback regarding LEP populations in
order to inform the Four Factor analysis and the resulting language assistance measures.

LEP Community Based Organization (CBO) Leadership Interviews

The SFMTA designed and conducted telephonic and virtual interviews with CBO leaders serving LEP
populations across the city to solicit a summary of LEP user needs, including literacy and education levels and
communication preferences with the SFMTA based on constituent experience, including during the
pandemic. Leadership interviews were conducted with organizations that serve LEP populations in the
following languages: Chinese -- Cantonese and Mandarin, French, Japanese, Korean, Spanish, Russian,
Vietnamese, Filipino (Tagalog), Thai and Arabic. The CBOs engaged to participate in the 2022 outreach efforts
included all the groups approached during the 2019 data collection efforts for comparison purposes as well
as additional organizations that serve individuals with limited-English proficiency across various
neighborhoods in the city. Due to the COVID 19 pandemic, several of the CBOs that previously participated
had scaled back operations and were not able to participate during the project timeline. The additional
organizations that participated helped represent the language and demographic groups that characterize the
city. The resulting feedback from the 27 interviews was robust and was compared and assessed in the context
of data collected during CBO interviews conducted in 2019.

In-Language Focus Groups

For prior LAP updates, the SFMTA had partnered with CBOs to conduct in-person sessions at CBO locations
throughout San Francisco. Given the COVID-19 pandemic, CBOs in various stages of re-opening, and
preferences for virtual meetings, five of the sessions were held virtually. Recruitment criteria was developed
to identify eligible participants, who were then screened and confirmed. Participants were required to live in
San Francisco, ride on any of SFMTA's transit systems, identify as an individual with limited-English proficiency
and be a native speaker of either Spanish, Cantonese, Tagalog/Filipino, Russian, or Vietnamese. Qualified
participants were also screened by phone prior to being invited to participate in a focus group. Participants
were grouped by language into one of eight focus groups, with a goal of having 10-12 participants in each
group. Based on the frequency of language spoken by San Francisco transit riders, the project plan included
seven groups: two in Cantonese, two in Spanish, one in Russian, one in Vietnamese, and one in




Tagalog/Filipino. During the screening process, interested participants were asked if they preferred a virtual
or in-person focus group and the vast majority of Spanish-, Cantonese-, and Filipino-speaking participants
preferred a virtual focus group.

The Russian-language focus group was held in person at the Richmond Neighborhood Community Center
(RNCC) and the Vietnamese-language focus group was held in person at the Southeast Asian Community
Center (SEACC) in the Tenderloin. The Cantonese, Spanish, and Filipino/Tagalog-language focus groups
were conducted virtually on Zoom. Robust virtually recruitment efforts and in-person recruitment
intercepts, in juxtaposition with virtually held groups, allowed for greater geographical diversity of
participant demographics, representing a mix of the following demographic variables: gender, age,
household income, length of residence in San Francisco, and household composition. A total of 77 people
participated in the focus groups.

During the focus groups, moderators touched on several of the SFMTA's predetermined topics from
previous LAP studies in order to identify trends. After each focus group, participants were asked to
complete an SFMTA survey; once the survey was complete, participants received a $100 stipend. In
addition, the two organizations that hosted in-person focus groups served snacks and received a $500
stipend.

Public Participation and Community Language Access Survey

Based on U.S. DOT guidance, the SFMTA developed and, after a broad outreach effort, administered a
survey to solicit input on in-language communication preferences with the SFMTA and to assist in a
comparison of trends between data collected in 2016 and 2019. The survey was promoted via email blasts
and SMS Text subscribers to over 100,000 individuals and organizations located throughout San Francisco
representing an extensive range of communities and demographics, including community-based
organizations, neighborhood groups, merchant associations, faith-based networks, media, schools, and
service providers across San Francisco. The survey was prominently featured on the home page of the
SFMTA website and links to the survey in Spanish, Chinese, Russian, Vietnamese, Filipino, Korean, Japanese,
French, Thai and Arabic were included on the survey page, as well as in the blast emails, including survey
reminder emails. The SFMTA also distributed surveys through community partners, such as the San
Francisco Office of Civic Engagement and Immigrant Affairs and CBOs that distributed and collected surveys
on the SFMTA'’s behalf. In addition, efforts were supplemented by intercept survey events in locations
throughout San Francisco in order to engage with hard-to-reach communities. Through these efforts, over
9,300 survey responses were collected.

A summary of data collection outreach efforts can be found in Appendix E; 2022 LAP survey results can be
found in Appendix F and throughout this document.




SFMTA Staff Survey

The SFMTA also developed and administered a survey for SFMTA staff who engage regularly with the public
to solicit feedback on interactions with LEP customers and gather suggestions for improving communication.
The survey was completed by 244 SFMTA staff members ranging from 15 different groups across the agency.




Section Il: The Number or
Proportion of LEP Individuals
Eligible to be Served or Likely to
be Encountered by the SFMTA’s
Program (Factor One)

“The greater the number or proportion of LEP individuals from a particular language
group served or encountered...the more likely language services are needed...” (DOT LEP

Guidance Section V (1)).

Introduction

Based on the United States Department of Transportation (USDOT) Limited English Proficient (LEP)
guidance, Factor One data and analysis focuses on the number and proportion of LEP persons eligible to
be served or likely to be encountered by an agency’s program. This information is primarily driven by U.S.
Census data, with secondary sources to support those findings. Section Il presents Factor Two data and
analysis, which examines the frequency with which the SFMTA interacts with LEP individuals to further
establish the number and proportion of LEP customers that the SFMTA served or encountered.

The SFMTA knows from experience that it serves a significant and diverse LEP population. LEP individuals
interact with the SFMTA through a variety of programs, benefits and services, including contact with
transit operators, station agents, and transit fare inspectors when riding Muni and through customer
service agents and drivers when riding SF Paratransit. LEP individuals can also interact with the SFMTA by
speaking with customer service representatives over the phone or in person at the SFMTA Customer
Service Center, or at public meetings or information sessions hosted by the SFMTA. Staff and external
customer service ambassadors also interact with LEP individuals to communicate transportation changes
or administer in-person surveys. The SFMTA website, SFMTA.com, provides multilingual content for LEP
individuals.
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Data Sources

The SFMTA's service area comprises the City and County of San Francisco. In order to identify the number
and proportion of LEP persons in San Francisco for the 2022 Language Assistance Plan Update, and
following the guidance issued by DOT and recommended best practices, the SFMTA considered data from
the 2020 U.S. Decennial Census, the 2016-2020 American Community Survey, and English Learner Reports
from the California Department of Education (CDE). For the purposes of this analysis and based on federal
guidance, the SFMTA considers those individuals who self-identified as speaking English “less than very
well” and students classified as “English Learner” as LEP individuals. To further supplement the Factor One
analysis and assist in identifying LEP populations within the designated service area, data was also
analyzed from the 2022 SFMTA Staff Survey and the 2022 Community-Based Organization (CBO)
Leadership Interviews.

U.S. Decennial Census

For the purposes of the Language Assistance Plan, there is no relevant information on the 2020 decennial
census data for language information or for capturing data on transit use. This information was captured
previously in the long-form questionnaire, which the U.S. Census Bureau no longer collects on the
decennial census.

American Community Survey

The U.S. Census Bureau collects the more detailed socioeconomic information—once collected via the
long-form questionnaire—through the American Community Survey (ACS). The survey provides current
data about all communities every year, rather than once every ten years. Only a small percentage of the
population receives the survey on a rotating basis throughout the decade. The ACS provides estimates on
socioeconomic information. For the 2022 LAP update, the SFMTA examined the 2016-2020 ACS 5-Year
Estimates. (The 2012, 2016 and 2019 LAP updates examined the 2008-2010, 2010-2014 and 2013-2017
estimates, respectively.)

The 2016-2020 ACS 5-Year Estimates provide tract-level data, allowing for geographic analysis. For the
purposes of the LAP update, the SFMTA focuses on the LEP population at large, focusing on the Safe
Harbor languages for which there are at least 1,000 LEP persons who speak those languages. For the
purposes of understanding the geographic trends for language-specific outreach and interaction, this
report provides language maps for the Safe Harbor languages in Appendix B. Because these maps rely on
tract-level data—tracts having an average population of about 2,500 people—they show the proportion
of a tract and focus on the 5% threshold as defined by the USDOT.

Language Data Limitations

In 2016, the American Community Survey began combining some language data to create a category that
reflects a major language family or geographical area instead of an individual spoken language. When
queried as to the change, the following explanation was received: “Thank you for contacting the U.S.
Census Bureau. Geographical restrictions have been applied to Table B16001 - LANGUAGE SPOKEN AT




HOME BY ABILITY TO SPEAK ENGLISH FOR THE POPULATION 5 YEARS AND OVER for the 5-year data
estimates. These restrictions are in place to protect data privacy for the speakers of smaller languages.”

For example, “Other Asian and Pacific Island” languages data includes Japanese, Thai, Khmer and Laotian;
previously, Japanese and Thai data were reported as individual languages. Another example is that
Russian is now combined with data for Polish and other Slavic languages as a single data point. To address
these limitations, the SFMTA compared the combined language data with that of the 2016 LAP update,
which examined ACS data from before this change took place.

California Department of Education Educational Demographics Office

To confirm results from the ACS—and as advised by the USDOT Factor One guidance—the SFMTA
analyzed LEP data for students attending public schools within San Francisco, provided by the California
Department of Education (CDE) for the school year 2021-2022, the most current information available.

Public schools within the City and County of San Francisco serve a multicultural student body and track
student English proficiency levels for educational purposes. Students are evaluated and classified as either
“English Learner” or “Fluent English Proficient;” “English Learners” are considered LEP students. This
information gives insight on languages spoken within homes, providing insight into the nature of LEP
households in San Francisco.

Note that San Francisco has an unusually small percentage of children and families relative to its entire
population. This phenomenon is well-documented and studied by the San Francisco Department of Youth,
Children, and Their Families, which dubbed the shift “Family Flight.” This may explain any notable
differences between ACS and CDE datasets and supports the importance of ACS as the more useful dataset
for LEP persons in the SFMTA service area.

Muni Systemwide On-Board Study

Under regular circumstances, the SFMTA conducts an on-board survey of Muni customers every five years
and relevant data is included in this report. Due to the COVID-19 pandemic and its impact on ridership
levels, which are still recovering at the time of the report, the SFMTA was not able to conduct another on-
board survey and therefore will not be including data from the 2017 onboard survey, which may not be
reflective of current ridership.

LEP Community Based Organization Leadership Interviews

As part of the information gathered during the Community Based Organization Leadership Interviews,
leaders were asked about the characteristics of the communities they served, including the primary
languages spoken and literacy levels of their LEP client base as well as frequency of Muni ridership. Efforts
were made to include the same CBOs as prior years in order to compare responses and identify trends.
Due to the COVID 19 pandemic, several of the CBOs that previously participated had scaled back
operations and were not able to participate during the project timeline. There were several additional
groups that did participate and represented the language and demographic groups that cover the city.




The resulting feedback collected through the 27 interviews completed was robust and was compared and
assessed in the context of data collected during CBO interviews conducted in 2019.

SFMTA Staff Surveys

SFMTA also developed and administered a survey for SFMTA staff who interact with the publicon a
regular basis, to solicit feedback on interactions with LEP customers and gather suggestions for
improving communication. The survey was completed by 244 SFMTA staff members, ranging from 15
different groups across the agency. Surveys were completed by staff from the following areas: Transit
Operators, Transit Fare Inspectors, Revenue, MTAP/Security, Station Agents, Front desk staff, Transit
Training Department, Transit Operators, Transit Supervisors, Communications and Outreach, Muni
Customer Service, Citations and Permits, Parking Control Dispatch, MTAP (Muni Transit Assistance
Program), Hearing Division, Paratransit, Discount ID Office, and the Taxi, Access & Mobility Services
division.

Factor One Data Analyses

American Community Survey

Figures II-1 and 1I-2, on the following page, summarize the estimated total number and proportion of LEP
persons in San Francisco compared against the total population and the population of those who
commute by public transportation?. These figures provide a comparison to the 2012, 2016 and 2019 LAP
updates.

! There are public transportation options in San Francisco that are not managed or operated by the SFMTA—e.g.,
BART, Caltrain, AC Transit—whose ridership may be counted towards this data. The ACS data does not
differentiate between transit providers. Nevertheless, these estimates reflect transit commuters in the SFMTA
service area, reflecting those eligible to be served or likely to be encountered by the SFMTA, regardless of what
service they choose to ride.
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Figure 11-0-2. San Francisco Total and LEP Population Estimates over time.
Sources: 2016-2020 American Community Survey Dataset C16001: Language Spoken at Home for the
Population 5 Years and Over, ACS Data from 2019, 2016 and 2012 LAP Updates
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Figure 112. San Francisco Total and LEP Public Transportation Ridership Estimates over time.
Sources: 2016-2020 American Community Survey (ACS) Dataset B08113: Means of Transportation to
Work by Language Spoken at Home and Ability to Speak English for Workers 16 Years and Over, ACS
data from 2019, 2016 and 2012 LAP Updates
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The estimated population of people speaking English “less than very well” in San Francisco is 159,107,
about 19% of the total population. Figures II-1 and 1I-2 both show a slight decline in the proportion of
people who self-identify as LEP. Figure 1I-3 below depicts the most widely spoken language groups? among
San Francisco’s LEP population. More than half of the LEP population speaks Chinese (primarily
Cantonese); about one fifth speak Spanish; the remaining quarter includes a variety of Asian and Indo-
European languages.

LEP Language Groups in San Francisco

Tagalog (incl.
Filipino)

5%
Other Asian and
Pacific Island
4% Russian, Polish, or

3%
Vietnamese
4%
Other Indo-European
2%
" Korean
2%
French, Haitian or
Cajun
1%

Figure lI3.

LEP language @groups in San Francisco with an estimated population of more than one thousand
Source: 2016-2020 American Community Survey Dataset C16001: Language Spoken at Home for the
Population 5 Years and Over

2 The figure only shows data for Safe Harbor language groups, for which the USDOT requires agencies to provide
written translation of vital documents. Safe Harbor languages are LEP language groups that comprise at least five
percent of the total population or 1,000 persons. For the full data set, see Appendix A.
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Disaggregating Language Groups

Of the eight languages that meet the Safe Harbor threshold and for which the SFMTA provides written
translation of vital documents based on its vital document guidelines, data for Russian, Japanese, and Thai
were combined with other languages as part of a programmatic update from the American Community
Survey, as discussed above. Comparing LEP population data from before this change provides a better
understanding of the most recent ACS data for these languages.

Table II-1 provides the data comparison for the combined language groups that include Russian, Japanese
and Thai. Of the languages included in the “Russian, Polish, or other Slavic languages” group, Russian is
the largest group based on data analyzed in the 2016 LAP, with an estimated 6,540 LEP persons. Of the
‘Other Asian and Pacific Island languages’ group; Japanese and Thai are the largest individual languages,
with an estimated 2,971 and 1,340 LEP persons, respectively.

To estimate the LEP populations from the ACS combined languages groups, the American Community
Survey (ACS) data from the 2016 LAP update is combined and the proportion of each language is
extrapolated to the current 2016-2020 ACS data. For example, from the 2016 data, Russian comprises
86% of the LEP population who speaks Russian, Polish, Serbo-Croatian, or other Slavic languages; that
proportion of the 2016-2020 ACS data results in an estimated 4,654 LEP persons who speak Russian at
home. When applying this methodology to Japanese and Thai, there are an estimated 2,219 and 960 LEP
persons, respectively.

Table II-1:
Population estimates for LEP persons by language spoken at home or combined language groups

Languages 20& s dI;AtZ 2016-2020 ACS Data
Russian, Polish, or other Slavic languages, combined: 7,562* 5,381
Russian 6,540 4,654*
Polish 179 127*
Serbo-Croatian 434 309*
Other Slavic 409 291*
Other Asian and Pacific Island languages, combined: 8,687* 6,224
Japanese 2,971 2,219*
Mon-Khmer, Cambodian 387 277%*
Hmong 63 45%*
Thai 1,340 960*
Laotian 293 210*
Other Asian 2,332 1,671*
Other Pacific Island 1,301 932*

* Data points extrapolated from the source data.




Sources: ACS data from 2016 LAP Update and 2016-2020 American Community Survey Dataset
C16001: Language Spoken at Home for the Population 5 Years and Over

California Department of Education

Total enrollment for public schools in San Francisco for the 2021-2022 school year was 56,377, of which
14,744 (26.15%) students were enrolled as English Learners. As Figure IlI-4 shows, the proportion of
students enrolled as English Learners is consistent for each year since the 2014-15 school year, when the
LAP last examined this dataset.

San Francisco Public School
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Figure 114. San Francisco Total and English Learner enrollment over time.
Source: CDE Educational Demographics Office: Language Group Data — Countywide

Figure II-5 depicts the English Learner student population in San Francisco public schools, broken down by
language3. About half of English Learner students speak Spanish at home; about a quarter speak Chinese
(primarily Cantonese but also Mandarin or Toishanese); the remaining quarter includes a variety of Asian

3 For comparison purposes with the data in Fig. II-3, the languages shown in this chart generally reflect
the language groups from the American Community Survey. For the full CDE Language Group data, see
Appendix C.

24| Language Assistance Plan | SEFMTA




and Indo-European languages. Though the proportions of Spanish and Chinese speakers are essentially
flipped when compared to the ACS data, these two languages remain the largest proportion of the LEP
population.

There are two key differences between the observed trends in the CDE data and the ACS data: (1) the
two largest LEP/EL language groups are Chinese and Spanish, however Spanish is the larger group in the
CDE data; (2) whereas ACS data shows a gradual decline in proportion of LEP people, CDE data shows a
relatively steady proportion of EL enrollment. It is important to note that CDE is reflective of the K-12
student population who are actively learning English. Upon graduation, these students may not self-
identify as LEP by ACS standards.

Languages Spoken by English Learners

1.45%, Toishanese

3.98%, Mandarin (Putonghua)

Other Non-English languages

2.71%, Arabic

0.88%, Russian
0.63%, Japanese
0.42%, Korean
0.23%, French

57.21%, Spanish

Figure I15. San Francisco English Learner 2021-2022 enrollment by language spoken at home.
Source: CDE Educational Demographics Office: Language Group Data — Countywide
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LEP Customer Research

The number of people we serve has increased a lot during the pandemic,
especially when all community centers were closed. We did a lot of home
delivered meal services. The population we serve increased almost
double, including many new people.

-- CBO Leader, July 2022

To further supplement its Factor One
analysis and assist in identifying LEP
populations within its service area,
SFMTA collected data from the 2017
Muni Systemwide On-Board Study and
the 2022 SFMTA Staff Survey and CBO
Stakeholder Leader Interviews.

The results from all sources largely
reflected the findings of the Census and
other data sets detailed in the previous
section above with regard to the
primary languages spoken in San
Francisco. The number of LEP
individuals identified by the 2016-2020 | &

American Community Survey,

approximately 159,000 — or approximately 19% — San Francisco residents, resonates with the qualitative
data provided by CBO leaders in interviews and in-language focus groups held throughout the city. While
not a Factor One input, the 2022 Public Participation and Community Language Access Survey also aligns
with these metrics and found that 18% of riders self-identified as LEP.

Muni Systemwide On-Board Study

Under regular circumstances, the SFMTA conducts an on-board survey of Muni customers every five years
and relevant data is included in this report. Due to the COVID-19 pandemic and its impact on ridership
levels, which are still recovering at the time of the report, the SFMTA was not able to conduct another on-
board survey and therefore will not be including data from the 2017 onboard survey, which may not be
reflective of current ridership. Relevant data and analysis are included in the 2019 Language Assistance
Plan in the context of the most current Census data available at the time, the 2013-2017 American
Community Survey.

LEP Community Based Organization Leadership Interviews




The Community Based Organization leaders that were interviewed represented neighborhood centers,
senior Centers, youth and community service providers, and other non-profit groups in different parts of
the city and were engaged to understand how their constituents who have “Limited-English Proficiency”
engage with and experience SFMTA/Muni services. Several commonalities were identified across the
interviews that provide insight into several areas including places where there can be improvement in
connecting LEP groups with more information about the services available for them. As able to do so, the
same CBO leaders were interviewed as in prior years in order to track trends from report to report.
However, COVID impacted ability to interview, some were still closed or had just resumed operations. A
total of 27 CBO leaders contributed feedback to the 2022 report. Most CBOs reported that the size of
their LEP clientele has increased (Chinese, Filipino, Spanish, Arabic), with some reporting that it has stayed
the same (Russian, Vietnamese) over the last three years and a handful saying it has decreased, largely
due to COVID-19 factors.

SFMTA Staff Surveys

SFMTA staff who participated in the SFMTA Staff Survey reported interacting with LEP customers,
especially Spanish, Chinese, and Russian speakers, regularly. While COVID-19 impacted ridership levels
and service hours at some of the SFMTA’s customer service locations, staff interactions largely reflect
the proportions of LEP individuals that are represented in the Census numbers and other data:

e Thirty-two percent of staff members reported interacting with LEP transit customers “many
times a day”; slight decrease from 36% in 2019.

e Fifty-seven percent of staff say they interact with LEP customers on a daily basis, a slight
decrease from 59% in 2019.

e The staff positions most likely to interact with LEP customers on a daily basis are as follows:
Discount ID Office staff (100%), MTAP (79%), Transit Fare Inspectors (77%), Citations and Permits
(70%), Parking Control Dispatch (67%), and Paratransit (64%). 2022 data shows a general decrease
in staff interaction, with Transit Fare Inspectors down from 88%, Citations and Permits down from
75%, which may be attributable to COVID-19 impacts and reduced ridership levels.

Table 4: Frequency of Interactions with LEP Customers*
Source: SFMTA Staff Survey, 2022, 2019, 2016.

Frequency 2016 2019 2022
Rarely/ never 5% 3% 6%

Less than once a month 16% 8% 6%

A few times a month 38% 17% 18%
A few times a week** 14% 13% 13%
A few times a day 6% 23% 25%
Many times a day 21% 36% 32%

*Sample sizes were different between years, which could affect results. This table also contains
supplemental paratransit employee data for 2016.
**The 2019 and 2022 survey question states “Many times a week” instead of “A few times a week”




In all years, the languages most commonly used by LEP customers that staff interacted with were Chinese
and Spanish, followed by Russian and Filipino in 2022.

Table 5: LEP Languages Used in Staff Interactions, All Languages Encountered in LEP Interactions a
Typical Week*
Source: SFMTA Staff Survey, 2016, 2019, 2022.

Language 2016 2019 2022 |
Chinese 91% 90% 86%
Spanish 76% 83% 81%
Vietnamese 20% 26% 20%
Russian 28% 26% 28%
Filipino 20% 20% 23%
French 17% 18% 17%
Japanese 19% 17% 11%
Korean 12% 16% 9%
Arabic 9% 13% 12%
Thai 6% 6% 4%
Other 1% 4% 6%
None 6% 3% 5%

*This table contains supplemental paratransit employee data for 2016 only.

The frequency with which staff encounter LEP individuals will be discussed in more detail in Section Il
(Factor Two).

Factor One Conclusions

The U.S. Department of Transportation has adopted the U.S. Department of Justice’s “Safe Harbor
Provision,” which outlines circumstances that can provide a “safe harbor” for federal funds recipients like
the SFMTA regarding translation of written materials for LEP populations. The Safe Harbor Provision
stipulates that if a recipient provides written translation of vital documents for each eligible LEP language
group that constitutes five percent (5%) or 1,000 persons, whichever is less, of the total population of
persons eligible to be served or likely to be affected or encountered, then such action will be considered
strong evidence of compliance with the recipient’s written translation obligations. Since the 2019 LAP
Update, two languages have fallen below the defined thresholds: Arabic and Thai. The current list of
languages that meet the Safe Harbor threshold comprises:

e Chinese
e Spanish
e Filipino

e \ietnamese
e Russian
e Korean




e Japanese
e French

Based on data from the most recent US Census Bureau American Community Survey (ACS) and the
California Department of Education (CDE) Educational Demographic Office, the SFMTA will continue to
provide written translation of documents determined to be “vital” in these eight languages, pursuant to
its vital document policy. Translations for other written documents will be determined on a case-by-case
basis, depending on type of communication and audience. Appendix B includes maps of the City and
County of San Francisco where these eight languages are concentrated, based on the proportion of LEP
persons at the census tract level. This information is particularly useful as a reference for focused outreach
by SFMTA staff.

About one in five San Franciscans identifies as speaking English “less than very well.” Similarly, about one
in five public transit commuters is an LEP person. Chinese (including Mandarin and Cantonese) and
Spanish are the most widely spoken LEP language groups in San Francisco. Smaller, but significant,
proportions of LEP San Franciscans speak Filipino, Viethamese and Russian.* The table below provides a
comparison of the proportions from the ACS and CDE data.

Proportion of LEP Population

2019 LAP 2019 LAP 2022 LAP 2022 LAP
LEP Language Groups ACS Data CDE Data ACS Data CDE Data
Chinese 57.08% 26.26% 57.11% 28.94%
Spanish 20.59% 48.62% 20.24% 55.58%
Filipino 5.33% 2.01% 5.17% 2.08%
Vietnamese 3.58% 2.29% 4.19% 2.51%
Russian 3.91% 0.80% 3.38% 0.85%
Korean 1.75% 0.40% 1.65% 0.41%
French 0.62% 0.32% 0.66% 0.22%
Other Asian or Pacific 4.18% No data 3.91% --
Islander
Japanese No data 0.57% -- 0.61%
Other Indo-European 2.36% -- 2.12% --

Data from the CDE reflects the student population in San Francisco. Differences observed between CDE
and ACS data may indicate what the SFMTA can anticipate in future LAP updates as demographics shift,
but they generally agree on what languages for which the SFMTA is required to provide translation
services.

4 ACS data for LEP persons who speak Russian is extrapolated from the ‘Russian, Polish, or other Slavic’
language group. See ‘Disaggregating Language Groups’ on p. 20.




Section IlI: The Frequency with
Which LEP Individuals Come
into Contact with SFMTA’s
Program (Factor Two)

“Recipients should assess, as accurately as possible, the frequency with which they have
or should have contact with LEP individuals from different language groups seeking
assistance, as the more frequent the contact, the more likely enhanced language services

will be needed...” (DOT LEP Guidance Section V (2)).

Introduction

Based on DOT LEP guidance and the SFMTA’s desire to conduct a comprehensive review of the frequency
with which LEP individuals come into contact with the SFMTA, a multiplicity of data sources were
examined, as detailed below.

Census Data

According to the 2016-2020 American Community Survey on commuting preferences, 161,085 San
Franciscans rely on public transportation to get to work; 25,620 of that ridership (15.9%) is LEP. It is
important to note that these numbers only reflect trips to work; many other trips not related to work or
commuting are occurring on public transit and by other transportation means.
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English Proficiency on Public Transportation in San Francisco
Total Ridership: 161,085

Figure I-1-1: San Francisco Total and LEP Population Estimates
Sources: 2016-2020 American Community Survey Dataset B08113: Means of Transportation to Work
by Language Spoken at Home and Ability to Speak English for Workers 16 Years and Over

LEP Customer Research
In addition to Census data, to further assess the frequency with which LEP individuals come into contact
with the program, the SFMTA also examined its prior and ongoing contact with LEP customers through
the following points of contact and through access to its language assistance services:

e Telephonic language interpretation service data

e 2022 Public Participation and Community Language Access Survey

e SFMTA’s ADA Complementary Paratransit Service Customer Information

e SFMTA Public Contact Employee surveys

e Interviews with Community-Based Organization (CBO) Leaders
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Telephonic Interpretation Service Data

The SFMTA can track requests for language assistance through its telephonic language interpretation
service, which provides assistance in over 150 languages. Telephonic interpretations were provided as
captured in Table 5 below for the languages falling within the Safe Harbor threshold. Results show that
Spanish calls were most predominant (60% of total), followed by Cantonese (28% of total). This
demonstrates a slight drop in Spanish-assisted calls compared to Cantonese-assisted calls since 2016,
while overall call volumes increased significantly.

Table 5: SFMTA Telephonic Interpretation Service Data, Total Calls per Language,
2016, 2019 and 2022 (July 1% — June 30 of each year) Source: SFMTA

Total Calls Total Calls Total Calls
g Percentage of Percentage of Percentage of
anguage er er er
D) p Total Calls p Total Calls 2 Total Calls
Language Language Language
Spanish 1470 77.9% 5731 63.74% 2543 74.82%
Mandarin 0 0 590 6.56% 149 4.38%
Chinese 341 18.07% 2344 26.07%
(Cantonese) e R 606 17.83%
Vietnamese 28 1.48% 129 1.43% 20 0.59%
. 0,
Russian 17 0.9% 134 6.73% 44 1.29%
Filipino 7 0.37% 14 0.16% 3 0.09%
Thai 1 0.05% 12 0.13% 0 0
French 0 0 15 0.17% 1 0.03%
Korean 10 0.53% 6 0.07% 1 0.03%
Arabic 8 0.42% 8 0.09% 1 0.03%
Japanese 5 0.26% 8 0.09% 31 0.91%
Total 1,887 8991 3,399
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SFMTA’s ADA Complementary Paratransit Service (SF Paratransit) Data

Since 1990, the Americans with Disabilities Act (ADA) has required all public transit agencies to provide
paratransit services to persons with disabilities who are unable to independently use or access public
transit because of a disability or disabling health condition. In addition to its fixed route Muni services,
SFMTA has provided paratransit services for more than 30 years. SFMTA contracts with a third-party
contractor for paratransit brokerage services, including management of the overall SF Paratransit
program, and a portion of the demand-responsive transportation services. In its role as the paratransit
broker, the third-party contractor also subcontracts with van and taxi companies for the remaining
demand-responsive transportation services. SF Paratransit services are provided 24 hours a day, 7 days a
week, 365 days a year.

Below is a summary of telephonic language assistance provided in the primary languages spoken by the
highest concentrations of LEP individuals in the SFMTA service area by the SF Paratransit office for the
timeframe May 2016 to April 2019 and May 2019 through April 2022.

Table 11: Telephonic Interpretation Service Data for Paratransit Calls
Source: SF Paratransit

Language # of Total Calls % of Total Calls # of Total Calls % of Total Calls
Chinese — Cantonese 827 40.1% 727 39.7%
Russian 534 25.9% 258 14.10%
Spanish 393 19.0% 538 29.4%
Chinese — Mandarin 143 6.9% 192 10.49%
Vietnamese 37 1.8% 39 2.13%
Korean 31 1.5% 17 0.93%
Filipino 18 0.9% 7 0.38%
Arabic 10 0.5% 6 0.33%
Japanese 8 0.4% 5 0.27%
Thai 3 0.1% 3 0.16%
French 1 0.05% 0 0

As an additional indicator of language preferences and English proficiency among SF Paratransit
applications, close to one half of applicants self-identified on their paratransit eligibility application the
language they speak best if they did not select English as their best-spoken language. For this group in
both 2016 and 2019, Cantonese and Russian comprised the largest percentage of languages identified.




Table 12: Paratransit Applicants Language Self-Identification
Source: SF Paratransit Trapeze CERT system and MTC'’s Paratransit Eligibility Application where
applicants are allowed to self-identify the language (if other than English) they speak best.

2016 2019 2022
LAP Report LAP Report LAP Report
# Applicant #Appli
L 0 pp:.can ° Percent 5 PP |?a\ns Percent # Applicants Percent
anguage rtin .
guag eporting Total €porting Total Reporting Total
Language Language Language
English 5,986 55.8% 8,330 56.33% 7116 59.01%
Chinese 1311 12.2% 1,976 13.36% 1355 11.24%
(Cantonese) ’ e
Russian 1,221 11.4% 1,434 9.70% 1127 9.35%
Spanish 649 6.1% 925 6.26% 834 6.92%
Chinese 544 3.68% 631 5.23%
Not 423 3.9%
Specified
Not 314 . 474 3.21% 237 1.97%
Specified
Flllpan 262 2.4% 339 229% 216 179%
(Tagalog)
Chinese o o 290 1.96% 195 1.62%
(Mandarin) '
Japanese 102 1.0% 59 0.40% 72 0.32%
Korean 62 0.6% 95 0.64% 38 0.60%
Vietnamese 62 0.6% 125 0.85% 110 0.91%
French 8 0.1% 9 0.06% 7 0.06%
Italian 8 0.1% 11 0.07% 2 0.02%
Persian 8 0.1% 15 0.10% 10 0.08%
German 6 0.1% 3 0.02% 7 0.06%
Other 85 0.8% 146 0.99% 93 0.77%
Polish 0 0 3 0.02% 1 0.01%
TOTAL 10,727 14,775 12.058
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As an additional data point, a survey was conducted with paratransit riders in 2019. It was offered in five
languages (English, Russian, Spanish, Chinese, and Vietnamese) and resulted in 63 surveys in Russian
(11.7% of all surveys conducted), 23 in Chinese (4.3%), 22 in Spanish (4.1%), and 1 survey in Vietnamese
(0.2%). Among those who completed the survey in a language other than English (and are therefore
considered limited-English Proficient):

e 11% used paratransit services less than once a week,
e  63% used paratransit services between 1 — 4 times a week
e 18% used paratransit services more than five times a week

Frequency of SFMTA Interactions with LEP Customers

Data collected from the 2022 SFMTA Staff Survey showed that 70% of SFMTA staff reported interacting
with LEP customers regularly defined as many times a week or more, a modest decrease from 72% in
2019, which may or may not be attributable to reduced foot traffic and/or customers due to the COVID-
19 pandemic. Fifty-seven percent of SFMTA staff surveyed indicated that they interact with LEP riders on
a daily basis, slightly less than the 59% who said the same in 2019. The staff positions most likely to interact
with LEP customers on a daily basis are those who work as Discount ID Office (100%), MTAP (79%), Transit
Fare Inspectors (77%), Citations and Permits (70%), Parking Control Dispatch (67%), and Paratransit (64%).

Surveys were completed by staff from the following areas: Transit Operators, Transit Fare Inspectors,
Revenue, MTAP/Security, Station Agents, Front desk staff, Communications and Outreach, Muni
Customer Service, Citations and Permits, Parking Control Dispatch, MTAP (Muni Transit Assistance
Program), Hearing Division, Paratransit, Discount ID Office, Taxi, access & Mobility Services.

Staff Interactions with LEP Language Groups

In a typical week, SFMTA staff report interacting with Chinese-speaking and Spanish-speaking customers
most frequently (Table 13).

Table 13: LEP Languages Used in Staff Interactions, All Languages Encountered in LEP Interactions a
Typical Week* || Source: SFMTA Staff Survey, 2019, 2016.

Chinese 86%
Spanish 81%
Vietnamese 20%
Russian 28%
Filipino 23%
French 17%
Japanese 11%
Korean 9%

Arabic 12%
Thai 4%

Other 6%

None 5%




*This table contains supplemental paratransit employee data for 2016.

The most common languages staff encounter are Chinese and Spanish, though they also frequently
provide assistance to Russian, Vietnamese, and Filipino-speakers. The languages that staff overhear used
by customers, in general, occur at similar rates to the ones used by those asking for help. In turn, some of
the smaller language populations, like Japanese and French, require assistance at higher rates than they
are overheard, possibly suggesting that signage and information in these languages is less available.

Reported Frequency of Muni Use by LEP Customers

The LEP customers surveyed relied heavily on SFMTA’s transportation services. Nearly half of LEP survey
respondents (46%) ride Muni five times a week or more and 85% ride at least once per week. This is a
slight decrease from 2019 when 52% indicated they ride Muni five times a week or more and 88% rode
once per week. Ridership levels during the COVID-19 pandemic were XX as compared to pre-pandemic
ridership.

Frequency of Muni Use

How often do you use Muni?

Never %

o

Less than 3 times a month

1 or more days per week

3 to 4 days per week

5 days per week or more

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

As shown in the table below, majorities ride Muni at least once a week or more:
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Table 14: Weekly Ridership by Native Language®
Source: SFMTA LEP User Survey 2022

How often do you use Muni?

Native Language Percent Who Ride Once a Week or More

Spanish 95%
Viethamese 91%
Mandarin 89%
Filipino 88%
Russian 86%
Cantonese 84%
Japanese 74%
Korean 63%
French 60%

LEP users most commonly ride Muni during the AM Peak (6AM-9AM) (48%), Midday (9AM-2PM) (54%),
as well as during the PM peak (4PM-7PM) (39%). Ridership by the time of day by native language is
shown in Table 14. Spanish, Cantonese, Mandarin and Korean speakers all ride most often during the
AM Peak and midday. Russian speakers, native Filipino speakers, Vietnamese speakers, French speakers
and Japanese speakers, tend to most often ride during the midday hours.

Table 15: Time of Day by Native Language
Source: SFMTA LEP User Survey 2022

What time of day do you use Muni?

All

Spanish Cantonese \WELTET] Russian Filipino Vietnamese French Korean

AM Peak
(6:00 AM - 48% 53% 49% 55% 32% 39% 40% 50% 53% 35%
9:00 AM)
Midday
(9:00 AM - 54% 46% 49% 50% 76% 63% 62% 70% 47% 61%
2:00 PM)
School
(2:00 PM - 27% 36% 26% 29% 22% 32% 18% 20% 26% 32%
4:00 PM)
PM Peak
(4:00 PM - 39% 37% 39% 46% 15% 41% 28% 60% 42% 39%
7:00 PM)
Evening
(7:00 PM - 16% 21% 7% 11% 14% 39% 10% 40% 26% 19%
10:00 PM)
Night
(10:00 PM - 7% 12% 4% 4% 0% 20% 3% 20% 0% 13%
1:00 AM)

5 French, Korean, and Japanese are all small sample sizes of under 40 people. Only threshold languages
were included in the analysis.




Time of All Jap-

Spanish Cantonese Mandarin Russian Filipino Vietnamese French Korean
Day Resp. anese
Oowl (1:00
AM - 6:00 3% 3% 2% 0% 0% 7% 1% 0% 0% 6%
AM)

Insights from LEP Community-Based Organization (CBO) Leadership Interviews

The CBOs interviewed serve San Franciscans of all ages and from all of the highest LEP concentration
populations. (See Appendix E for further details on CBO Interviews) Most CBOs reported that the size of
their LEP population has increased with several reporting that it has stayed the same over the last three
years; a few who serve families or seniors say the population they serve has decreased because of
pandemic-related restrictions and CBO service interruptions.

Comments from CBO leaders interviewed as to the reasons why LEP riders use Muni reflect the survey
data described above: most use it for essential shopping, getting to community centers, appointments,
and for visiting friends. Parents and kids use Muni to get to school and working adults use it to get to work.
CBO leaders indicated that seniors tend to go to medical appointments on Muni and cultural events and
others to travel from work to school. Seniors tend to ride it for getting to CBOs, visiting family,
appointments, and groceries, whereas young parents and kids need it for traveling to school and work.

When asked whether there were COVID-19 related impacts to the use of transit service, specifically, for
the populations they serve, responses included mentions about using public transit due to the perceived
exposure to COVID-19 and safety and security concerns, particularly among older adults. Several groups
that serve Asian communities cited safety concerns and hesitation to use transit due to the Asian hate
crimes being reported in the media. CBO leaders also mentioned their clients experiencing suspended bus
routes due to the COVID-19 pandemic.

Insights from LEP Focus Groups

Findings from the 2022 LEP focus groups also indicate that Muni is a critical part of LEP San Franciscans’
daily lives. They rely on Muni to run essential errands, to go to the doctor, to see friends and family and
to get to work. The convenience, affordability, and speed of Muni all provide a significant advantage
over other forms of transportation. Some commented that at night Muni is safer than walking and that
for those who are unable to walk very far, it is essential to helping them get around San Francisco,
particularly in the hilly areas.

While Muni was central to participants’ daily lives, there were times that participants indicated they
avoid riding. Many of the reasons provided aligned with the feedback provided in the survey research
and by CBO leaders: LEP customers worried about COVID-19 infection, safety (specifically theft and
fights on board), a lack of cleanliness and overcrowding that makes it difficult to carry groceries or bring
their children on board.




“I love riding Muni because | meet so many people and make new friends. It feels very
nice because, in my country, | had never taken public transport, unlike now, | use it all
the time to go to different parts of San Francisco.”

— Spanish Language Focus Group Participant

“If Muni were to go away, if | needed to go somewhere far at night, it would be
difficult because the streets are so scary. It’s much safer to take Muni.”
- Filipino Language Focus Group Participant

Factor Two Conclusions

Both Census data and SFMTA research demonstrate that LEP individuals are frequent and consistent
users of SFMTA’s services and programs and that SFMTA serves a significant and diverse LEP customer
population. If SFMTA had been able to conduct another Muni Systemwide On-Board Study, this update
would have been able to provide an additional reference point and possible insight into the ACS and CDE
data. However, the 2022 Public Engagement and Community Language Access Survey does provide
insight into frequency of Muni use by LEP populations. These conclusions are particularly well illustrated
by the following:

e Based on 2020 U.S. Census data, approximately 16% of San Francisco’s approximately 159,000
LEP individuals regularly commute to work on public transit. More still depend on Muni for
other daily activities.

e LEP customers use Muni frequently — nearly half of LEP survey respondents (46%) indicated they
ride Muni five times a week or more. Nearly nine out of ten LEP survey respondents (85%) ride
Muni at least once per week.

e (Qualitative data collected through focus groups and CBO leader interviews found that Muni is a
key part of LEP San Franciscans’ daily lives and allows them to complete essential tasks such as
going to work, school and appointments, and getting groceries.

U.S. DOT guidance notes that “the more frequent the contact” with LEP individuals from different
language groups seeking assistance, “the more likely enhanced language services will be needed.” Data
collected from the 2022 SFMTA Staff Survey showed that 70% of SFMTA staff reported interacting with
LEP customers regularly defined as many times a week or more. SFMTA staff reported frequent
interactions with LEP customers, especially Spanish, Chinese, and Vietnamese speakers. Fifty-seven
percent of SFMTA staff surveyed indicated that they interact with LEP riders on a daily basis, slightly less
than the 59% who said the same in 2019. The staff positions most likely to interact with LEP customers
on a daily basis are those who work as Discount ID Office (100%), MTAP (79%), Transit Fare Inspectors
(77%), Citations and Permits (70%), Parking Control Dispatch (67%), and Paratransit (64%).




Section IV: The Nature and
Importance of SFMTA’s
Programs, Activities and
Services to People’s Lives
(Factor Three)

“The more important the activity, information, service, or program, or the greater the
possible consequences of the contact to the LEP individuals, the more likely language
services are needed (emphasis added). The obligations to communicate rights to an LEP
person who needs public transportation differ, for example, from those to provide
recreational programming. A recipient needs to determine whether denial or delay of
access to services or information could have serious or even life-threatening implications

for the LEP individual...” (DOT LEP Guidance Section V(4)).

Introduction

The SFMTA is well aware of the importance of providing safe, reliable, frequent and comprehensive
transit services to all of its customers, including LEP patrons. As stated in DOT LEP Guidance Section V (4)):
“...providing public transportation access to LEP persons is crucial. An LEP person’s inability to utilize
effectively public transportation may adversely affect his or her ability to obtain health care, education,
or access to employment.”

The analysis included in Factor Two supports this statement for LEP individuals: multiple data sources
confirm that a high percentage of LEP individuals reliant on public transportation as a means to get to
work as well as a variety of other day-to-day activities. Input received during the in-language focus groups
and from LEP respondents to the Public Participation and Community Language Access survey from LEP
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respondents provided additional information on the importance of SFMTA’s programs, activities and
services for LEP populations.

As discussed previously, Muni is a frequent, if not daily, part of LEP San Franciscans’ lives. It continues to
be used on a frequent basis for daily tasks. LEP riders place a great degree of value on Muni, particularly
its convenience and its affordability. While qualitative research participants indicated facing language
barriers, which impacted their satisfaction with Muni’s services, the percent who said the information
provided about Muni in English is hard to understand has declined dramatically as a factor limiting
ridership since 2019. However, the most common reasons LEP riders do not use Muni are consistent with
prior years: Muni may not go where riders need it to; they express safety and security concerns; and,
worry about long travel times.

Overall Satisfaction with SFMTA Services

CBO leaders expressed mixed satisfaction with SFMTA. They viewed Muni as integral to their
communities’ ability to get around and noted that their service populations appreciate when SFMTA
shares information about its services. CBO leaders feel that SFMTA does a good job of updating digital
platforms and translating materials. However, they noted that these materials do not always appear to
be reaching LEP communities.

More than one half of the CBO leaders interviewed said the SFMTA should share more information about
its services in-language, and a few made comments about the SFMTA’s working more closely with local
CBOs in communicating about service changes. Overall, CBO leaders appreciated the importance of
Muni’s role but felt there was room for growth in communicating with LEP populations.

Focus group participants views aligned directly with CBO leaders’ perspective. They expressed widespread
appreciation for the convenience Muni provides and its affordability. Participants expressed that without
Muni they would suffer financial impacts and others mentioned the sense of community and social
cohesion that Muni provides. However, they noted that they did not often encounter materials in their
language from Muni; those who did felt that the quality of translations needed to be improved for clarity.

“As someone who has just recently come to this country and City as a refugee, Muni is
critically important as it is the only way we can access critical services.”
— Russian Language Focus Group Participant

LEP Customer Ridership

As noted earlier in the report, the broad majority of LEP survey respondents indicated that they ride
Muni at least once a week and most commonly ride during the AM Peak, Midday and PM Peak. The
most common reasons for riding Muni are for essential shopping, like groceries, to go to work, and to go
to the hospital or for a medical visit.




These have historically been among the top reasons for using Muni; although visiting family and friends,
which was in the top three in 2012, 2016, and 2019, ranked lower on the list of reasons in 2022.

Table 16: Reason for Riding Muni
Source: SFMTA LEP User Survey 2022

When you use Muni, what do you use it for?

Reason for All i

anese

Riding Spanish Cantonese \WELTET] Russian Filipino Vietnamese French Korean
Muni .

Essential
shopping
Going to
work
Hospitals/
Medical 41% 57% 47% 55% 24% 73% 40% 50% 53% 42%
Visits
Recreation
al shopping
Visiting
friends and 30% 35% 40% 34% 34% 39% 66% 20% 11% 45%
family
Going to
school
Attending
recreationa
lor 17% 27% 7% 5% 25% 15% 12% 0% 21% 10%
sporting
events
Attending
religious/s
piritual
functions
Other 6% 3% 2% 5% 3% 12% 2% 20% 5% 0%

56% 47% 56% 58% 49% 59% 74% 40% 42% 48%

50% 36% 26% 30% 20% 34% 23% 30% 21% 39%

30% 20% 16% 28% 3% 22% 18% 10% 0% 16%

19% 35% 27% 26% 34% 34% 26% 30% 16% 35%

13% 19% 14% 14% 14% 15% 5% 20% 16% 29%

LEP 2022 survey respondents under age 50 used Muni most often to go to work (70%) and to do
essential shopping (52%). Those ages 50 and over used it the most to do essential shopping (60%)
followed by hospital and medical visits (47%). Under 50 Spanish and Chinese speakers were more likely
to use Muni for work/school. Cantonese and Mandarin speakers 50 + use Muni to do essential shopping
most often, while Spanish speakers 50+ use it to do essential shopping and get to work.

Feedback provided by CBO leaders and focus group participants as to where LEP customers travel via Muni
reflects data collected from LEP survey respondents. Participants in the qualitative research reported that
LEP individuals use Muni for shopping, getting to community centers, appointments, school, work and for
visiting friends. Much like the general Muni ridership, parents and school-age children use Muni to get to
school and working adults use it to commute to and from work.

“If the bus service were to stop, | wouldn’t be able to go to work, then | would become
unemployed. | couldn’t take the kids to school because they’re so far away. | couldn’t
go to Chinatown to see the doctor. It would have a huge impact in all of San Francisco.”
— Cantonese Language Focus Group Participant




“One of their biggest
challenges happens
when they miss their
stop. They can't
communicate with the

When Limited-English Proficient Individuals Decide Not
to Use SFMTA Services

The broad majority of LEP survey respondents ride Muni at least
once per week; only 1% say they “never” use Muni. Despite this
frequent ridership, there are times when LEP customers decide not

bus driver in to ride Muni.

Vietnamese and they
don't know how to get
back when they get to
the next bus.”

The most common individual reasons why LEP users do not ride
Muni are that it does not go where they need to go, safety and
security concerns, that it takes too much time, and that they prefer
to walk (Table 17). However, cumulatively, the preference for
another form of transportation is the most common reason LEP
users may not use Muni, as they instead prefer to drive
themselves, carpool, walk, or use a taxi or ride share service (53%).

-- CBO Leader
Interview. 2019

Table 18 shows the top reasons for not riding by native language and indicates a high degree of overlap
in the reasons for which individual language groups do not ride Muni at times.

Only five percent of LEP respondents say that they do not ride Muni because the “information in English
is hard to understand” and another 5% say it is because “information is not available in my language.”
This represents a very distinct shift since 2019, when 25% of respondents said they didn’t use Muni
because the information in English is hard to understand and in 2016 when 18% said the same. While
there are not very notable distinctions by language on this metric, those who say that language barriers
on Muni are “very challenging” for them are more than twice as likely to feel like the information is hard
to understand in English (11%) or unavailable in their language (11%).

Additionally, other signs of progress are shown in Table 17, showing a distinct decrease in the
perception that Muni does not go where they need to go, that they do not know how to get where they
need to go, and that they do not know how to buy a ticket.

The one percent of LEP User Survey respondents that said that they never use public transportation
provided by the SFMTA prefer to drive themselves (41%) and cite safety and security concerns (35%).

Table 17: LEP Respondents’ Reasons for Not Using Muni 2016 — 2022
Source: LEP User Survey 2016, 2019 and 2022

Reason
Does not go where | need to go 35% 52% 29% -23%
Safety and/or Security Concerns - 26%
Prefer to walk 38%  24% 25% +1%
Takes too much time 21% 18% 25% +7%
Prefer to drive myself 13% | 25% 18% -7%

Cleanliness - 17%




Not reliable (Timeliness, route changes, etc.)

Prefer to carpool

Use taxis or other ride share service (e.g., Uber, Lyft)
Costs too much

Do not know how to get where | need to go
Information in English is hard to understand
Information not available in my language

Other (please specify)

Do not know how to buy a ticket

Table 18: Reason for Not Using Muni by Native Language
Source: SFMTA LEP User Survey 2022

On any given day, if you do not use Muni, please tell us why.

14%
9%
13%
18%

5%

4%

13%
16%
25%

12%

Top 3 Reasons For Not Using Muni

15%
13%
11%
10%
8%
5%
5%
5%
3%

Native Language

Prefer to walk (28%)
Spanish Does not go where | need to go (19%)

Prefer to drive myself (17%)

Does not go where | need to go (31%)
Safety and security (24%)

Chinese — Cantonese

Takes too much time (23%)
Takes too much time (39%)

Chinese - Mandarin

Does not go where | need to go (30%)

Safety and security (27%)
Prefer to walk (40%)

Does not go where | need to go (33%)

Russian Safety and security (21%)

Cleanliness (21%)

Prefer to walk (41%)

Filipino Use taxis/rideshare service (34%)
Does not go where | need to go (27%)

Safety and security (35%)

Vietnamese Does not go where | need to go (31%)

Takes too much time (22%)
Prefer to walk (70%)
Takes too much time (70%)

AL Unreliable (40%)
Does not go where | need to go (40%)
Does not go where | need to go (50%)

Safety and security (33%)

Korean Cleanliness (28%)
Unreliable (28%)

Takes too much time (28%)

Japanese

Takes too much time (38%)

+7%
-3%
-8%
-20%

-9%




Native Language Top 3 Reasons For Not Using Muni

Safety and security (38%)
Unreliable (31%)

CBO leaders indicated that their service populations experienced difficulty in accessing Muni because of
overcrowded buses on popular lines and reduction in service as a result of the COVID-19 pandemic, in
addition to concerns about safety, particularly at night.

When asked whether there were COVID-19 related impacts to the use of transit service for the
populations they serve there were several mentions about using public transit due to the perceived
exposure to COVID-19 and safety and security concerns. Several groups that serve Asian communities
cited hesitation to use transit due to the Asian hate crimes being reported in the media.

Focus group participants’ feedback was consistent with the survey and CBO leader findings. COVID-19
concerns, safety and overcrowding were the main reasons they avoided riding Muni at times.

“Sometimes when there’s a lot of people, we have to push the little cart and because |
have children, it’s so crowded and you cannot get onto the bus.”
— Cantonese Language Focus Group Participant

Factor Three Conclusions

SFMTA'’s transit services are a key means by which LEP individuals in San Francisco accomplish a variety
of important and/or critical daily tasks, from getting to work and school, to travelling for shopping, doctor
visits, and visiting friends and family. Based on focus groups and CBO leader interviews, LEP customers
appear to be mostly satisfied with the overall service provided by Muni, pointing to transit’s importance
in their daily lives. When LEP individuals choose not to ride Muni, 29% of survey respondents cited that
Muni does not go where they need to go, 26% stated that they have safety and security concerns and 25%
said it takes too much time. A sharp decline in the percentage who do not ride Muni because they find
English hard to understand is an important sign of progress in reaching LEP populations in the last few
years.




The U.S. DOT “Policy Guidance Concerning Recipients’ Responsibilities to Limited English Proficient (LEP)
Persons” (USDOT 2005) advises that: “A recipient’s level of resources and the costs imposed may have an
impact on the nature of the steps it should take in providing meaningful access for LEP persons. (DOT LEP

Guidance Section V (4)).

Introduction

The last step in the Four-Factor Analysis is intended to assess the resources available to the SFMTA for
LEP outreach, as well as the costs associated with that outreach.

Given the diversity of San Francisco’s population and Muni’s ridership, the SFMTA believes it is critical to
provide both oral and written language assistance to LEP customers. In keeping with that belief, the
SFMTA employs various methods to ensure meaningful access to its benefits, services, information and
other important portions of its programs and activities for its LEP customers.

SFMTA’s Resources and Costs

The SFMTA dedicates significant resources in providing language assistance and outreach to its LEP
customers. While exact totals can vary year to year depending on the various public outreach campaigns,
capital programs and other agency activities that are being conducted, in general, on an annual basis, the
SFMTA’s spends approximately $880,000 - $1M to support language assistance, which includes document
translation, production (design, printing and mailing costs). Translated documents include car cards, direct
mailers, station kiosk signage, customer take-ones, meeting notices, brochures and other customer
outreach materials like construction-related notices and information pieces. Approximately 200-500
General Customer Information materials are translated and distributed per year. Topics include safety,
security, fare or service changes, agency highlights, project information and other types of general
customer information. In addition, 5,000-10,000 multilingual Customer Alerts are produced and posted
per year. Customer Alerts notify the public regarding impacts to service due to construction projects,
special events, repair/maintenance work, etc.). Translations can be handled by outside vendors or in-
house staff, and production of materials is coordinated through the SFMTA's Marketing group.




Also included in the $1M are costs associated with language assistance provided in conjunction with our
paratransit program; providing interpreters at public meetings, hearings and focus groups; administering
multilingual surveys; providing telephonic and video interpretation assistance, running advertisements
and legal notices in non-English newspapers and paying a premium to employees who use their bilingual
or multilingual language skills in conducting their job duties.

As noted above, all totals are approximate and should be used for reference only given the variance in
agency and project needs and resulting expenditures. For example, the SFMTA expended over $350,000
to support the Language Assistance Plan and Public Participation Plan update effort in order to gather as
much data as possible to inform these reports. With this exception, it is assumed, however, that these
costs could increase as SFMTA continues to meet the language assistance needs of its LEP customers,
based on the availability of resources. Based on feedback from the focus group participants and CBO
leadership interviews, LEP populations would like to see more translations in their native languages to the
extent possible, particularly in the areas of fare and schedule changes, and posted at locations such as bus
stops, housing complexes, and community centers. They also expressed strong interest in having high
quality multilingual information available on the SFMTA website and on online apps.

Cost-saving measures include utilizing in-house bilingual or multilingual staff. Employees who have been
certified as bilingual through the San Francisco Department of Human Resources certification process
receive a bilingual premium for performance of bilingual services such as providing language assistance in
person or over the phone and assisting with document and website translation. The SFMTA also looks to
other City departments for language assistance, such as the Office of Civic Engagement and Immigrant
Affairs (OCEIA), the office in charge of enforcing San Francisco’s Language Access Ordinance, which is
modeled to some degree on the federal guidelines.

For major public outreach campaigns that include numerous presentations to community and
neighborhood groups, senior centers, youth centers, merchant groups, etc., SFMTA staff coordinates with
these groups to provide interpretation assistance, as appropriate and as available. Language assistance
has been provided at community outreach events in Cantonese, Spanish, Vietnamese, Filipino and
Russian. For example, with the Central Subway project, a billion-dollar construction project, the SFMTA
relies heavily on the Chinatown Community Development Center (CCDC), a neighborhood community-
based organization that serves as a direct link to the members of the Chinatown community. CCDC serves
as a direct link to the community and provides oral and written translation assistance.

As resources and circumstances allow, the SFMTA would like to continue to expand its in-house language
capabilities, particularly in its Public Outreach and Engagement group — since 2019, additional Spanish-
speaking and Cantonese-speaking staff have been hired and positions have been approved for full-time
positions for interpreters/translators in Spanish and Chinese. Hiring staff who can write, speak and
provide translation services for the agency results in substantial savings and increased access for LEP
customers. Where applicable, new positions that become available have language skills listed as desirable
qualifications. Multilingual content continues to be available at SFMTA.com and will continue to be
expanded, including direct translations to the extent possible and as resources allow. Customer outreach
materials are monitored on a regular basis to evaluate which outreach items should be translated into
which languages and, when appropriate, it is the SFMTA’s practice to post these multilingual materials on




the appropriate language pages on the website so that the same information piece can be communicated
through multiple channels. The LEP population concentration maps in the languages spoken by the highest
concentration of LEPs in San Francisco, referenced in Factor One and located in Appendix B, enable staff
to better assess language needs within particular neighborhoods, which results in more focused
translations and outreach as circumstances require.

The SFMTA contracts with outside vendors to provide translation and interpretation services, including
equipment, in addition to an agency-wide contract for hiring community ambassadors to provide
additional assistance to staff in performing community outreach. Part of the ambassador contract
requirements include providing community ambassadors with language capabilities in the primary
languages spoken by LEP populations, who will be deployed out into the communities to assist LEP
individuals. In addition, three five-year contracts were established in April 2022 for as-needed public
outreach and engagement services with a not to exceed contract value for each vendor of $3,025,000.
The scope of services includes supporting SFMTA project teams with planning, crafting, and delivering
best practices, and culturally appropriate outreach and engagement with stakeholder communities and
the public at-large. The contract also allows the purchase of media buys in non-English outlets.




“Agencies would be well advised to ask LEP persons whether they are aware of the types
of language assistance the agency provides, which of these forms are most beneficial, and
what, if any, additional language assistance measures would be most beneficial.” (DOT

LEP Guidance Section V(4)).

Introduction

Based on the feedback received throughout the outreach and research effort conducted as part of the
2022 LAP update, LEP customers are able to get information about SFMTA services and programs in a
variety of ways. They are a very diverse population representing a wide range of languages and lived
experiences. The 2022 survey research identified many consistencies with data from 2016 and 2019, for
example the website and signage continue to be rated as the most commonly used sources of information
about Muni, as well as new ways of connecting with LEP users, such as online apps. LEP riders find it highly
important to receive information in their language in a wide number of ways as well, ranging from online
platforms (like the website, emails and online apps) to physical ones (such as maps and signs) and through
contact with SFMTA staff (like 311).

That said, the SFMTA's effort to evaluate and improve, where needed, current communications with LEP
customers involves delving further into the research gathered to discuss LEP customers’ awareness and
preferences for language assistance tools, differences across and between LEP communities in terms of
communications preferences, and any barriers to successful communications that were revealed. It
should be noted that portions of the data below also appear in the previous chapters outlining the Four-
Factor analysis.




Current Methods Used by Limited-English Proficient Individuals to Get
SFMTA Information

LEP customers who participated in the 2022 LEP User Survey report using a variety of information sources
to learn about the SFMTA and Muni services. As seen in Table 19 below, the most popular language
assistance resources currently used by LEP customers are the Muni website, signs in vehicles, stations and
bus shelters, friends and family, and maps in vehicles stations or bus shelters. Over the past few years,
the rank order of sources of information has changed: the Muni website has grown in importance while
other sources of information have decreased as resources.

Table 19: Sources of Information about SFMTA and Muni Services Used by LEP Populations
Source: SFMTA LEP User Survey, 2016,2019, and 2022.

Sources of Information 2019 2022 2022-
2016 .
2019Difference

Muni website (SFMTA.com, S S 5

Muniforward.com, etc.) +14%
Signs in vehicles, stations, or bus shelters = 50% 55% 31% -24%
Friends and family members 43% 37% 26% -11%
Maps in vehicles, stations, or bus shelters = 40% 43% 21% -22%
Online applications or Apps (Moovit,

Transit, MuniMobile, etc.) - - 20% -
San Ijrancnsco's 311 Telephone Customer 28% 22% 19%

Service Center -3%
Radio or television ads 23% 28% 16% -12%
Email communications 6% 5% 11% +6%
::vcilt::leredla posts e.g., Facebook or - o e 135
Community or faith-based organizations 24% 13% 9% -4%
Text message updates 6% 5% 8% +3%
Newspaper ads 21% 28% 7% -21%
\I\I/l::]nll\| .: :sustomer Service Center on South 18% 19% 2% .
Mailers - 11% 7% -4%
Brochures 9% 8% 5% -3%
Meeting notices - 5% 4% -1%
Muni meetings in my community 17% 9% 3% -6%
Ambassadors doing street-level outreach = 10% 9% 3% -6%
SFMTA Board of Directors Meetings 5% 2% 1% -1%

Some notable distinctions by the most commonly spoken language groups include:

e Native Spanish speakers relied most on the website (41%), followed by signage (27%).
e Native Cantonese speakers ranked the website highest as well (46%), followed by friends and
family (32%) and signage (27%).




e Those who speak Mandarin also rank the website as the top source of information (46%) but also
say signs are a source of information at similar rates (44%).

e Among native Russian speakers the most common source of information was the Muni website
(34%).

e Vietnamese speakers ranked community or faith-based organizations highest as their source of
information (32%).

e Filipino speakers placed a very high emphasis on the website with 61% saying it is their primary
source of information.

Interviews with CBO leaders confirmed that word of mouth is one of the most popular ways for LEP
customers to get information about SFMTA. These interviews also revealed that while the Internet and
social media are popular ways for LEP customers to learn about SFMTA, a number of LEP groups in San
Francisco do not currently use technology for this purpose. CBO leaders also mentioned their centers,
schools, and other cultural centers as valuable sources of information about SFMTA for their LEP
populations.

Community leaders interviewed suggested a number of ways for SFMTA to best communicate with the
LEP populations they serve, including: translated flyers at bus stops and on buses, at popular stores, senior
housing centers, CBOs, schools, and community events, postings in native language newspapers and social
media, and through ambassadors. CBOs leaders frequently expressed interest in receiving the flyers to
share with their clients, especially since many of their clients visit them daily or multiple times each week.

The information focus group participants provided on their sources of information differed from the
survey research. While the website was by far the most common source of information among LEP 2022
Survey respondents, focus group participants found it difficult to use and were unaware that it is available
in non-English languages. Those who were monolingual felt like lack of in-language content available on
mobile apps, such as Transit, Moovit, MuniMobile etc., made those difficult to use as well.

While signage and maps in vehicles, stations, and shelters were a very common source of information
among survey respondents, focus group participants’ experience using the information at transit stops
was mixed. As described in Table X, Spanish speakers specifically felt like the translations on vehicles and
at stations were hard to understand and Filipino and Vietnamese speakers said they were often
unavailable in their languages.

The information source that was easiest to use was word of mouth from family and friends and CBOs.
Focus group participants also found using their smartphone to access Google Translate and Google Maps
to be one of the easiest ways of getting information on how to use transit, although older adults tended
to be less tech savvy and face barriers to using apps.




Table 20: Sources of Information Among LEP Focus Group Participants
Source: LEP Focus Groups 2022

Source of Information

311

At transit stops

Friends, family, strangers on
the street, and community
organizations (CBOs,
schools, etc.)

From SFMTA staff/drivers

Mailers

Muni app

Print, radio, or TV

QR codes

Smartphone (including using
Google Maps/Translate)

Social media/emails

Text alerts
Website

Summary of Ease of Information Access Among All Participants

Few knew language services existed. Russian and Cantonese speakers were more likely to use
it, though the latter group said it was still difficult to access and required knowledge of cross
streets.

Somewhat easy to use for most groups, though Filipino and Vietnamese speakers mentioned
the material was often either translated poorly or not at all. Spanish speakers said it was
difficult to use.

Easy across the board. Children, grandchildren, friends, neighbors, and community
organizations were mentioned in all groups.

Moderate or difficult for most groups due to language barriers. It was only somewhat easy if
staff or drivers spoke the language.

Ease of access is mixed. The material sent to them was not always in their native language, if
they received it at all.

Very few, if any, used this method. Cantonese speakers said it was difficult because it was
entirely in English.

This was difficult for most groups due to lack of content in their languages. Cantonese and
Russian speakers said this was made somewhat easier through their respective language
stations.

Very rarely used. A few younger participants in the Filipino group reported using it.

Every group said this mode was easy. A few Vietnamese speakers reported some difficulty due
to lack of a smartphone.

Largely unused by most participants. The Cantonese group mentioned wanting information
access through WeChat.

Rarely used. Russian speakers found it difficult because all texts were in English

Moderate to difficult to use, as the site is only available in English

“Actually, it’s not that easy to get Chinese language service on [311]. You need to have
some basic information in English before you can pose the question. At least you have
to know what street you are on.”

— Cantonese Language Focus Group Participant

“My first time, my child wrote on a piece of paper the name of the station, and took
me to the bus station, and said, ‘Mom, get on the bus and give this paper to the
driver. The driver will stop for you to get off.””

— Vietnamese Language Focus Group Participant

“There isn’t information placed in Muni itself in language [Tagalog]. They need it so
monolingual Filipinos can better access it.”
— Filipino Language Focus Group Participant




Limited-English Proficient Customers’ Preference for Language Assistance
Tools

In general, LEP 2022 Survey respondents said that it was “most important” that they receive information
on the SFMTA/Muni website (51%), 311 Language line (50%), maps in vehicles, stations or bus shelters
(49%) and signs in vehicles, stations, or bus shelters (48%). As with their most used sources of information,
this indicates the continued importance of the website and a decrease in emphasis on other sources.

Table 19a: Preferred Language Assistance Tools*
Source: SFMTA LEP User Survey 2019 and 2022.

How important is it to receive information in your native language by the following methods? (Please rank each on
a scale of 1to 5, where 1 is Least Important and 5 is Most Important)

% Rating “5” — Most Important

Tools 2019 2022 2022°2019

Difference
Muni website (sfmta.com, Muni forward.com etc.) 56% 51% -5%
311/Language Line 59% 50% -9%
Maps in vehicles, stations, or bus shelters 63% 49% -14%
Sign in vehicles, stations, or bus shelters 62% 48% -14%
Muni's Customer Service Center on South Van Ness 56% 43% -13%
Text message updates 45% 42% -3%
Online applications/apps - 42% 42%
Email communications 42% 41% -1%
Friends and family members 52% 40% -12%
Mailers 47% 38% -9%
Radio or television ads 54% 37% -17%
Brochures 44% 36% -8%
Ambassadors doing street-level outreach 49% 35% -14%
Social media posts e.g., Twitter or Facebook 42% 35% -7%
Meeting notices 42% 34% -8%
Newspaper ads 57% 33% -24%
Community or faith-based organizations 48% 33% -15%
SFMTA Board of Directors Meetings 41% 33% -8%

Some notable distinctions by the most commonly spoken language groups include:

e 44% of native Spanish speakers say that maps in vehicles, bus stations, and shelters are the most
important language tools and 42% say the same about signage in those places, with 40% saying
the website is most important.

e Cantonese speakers rank the website (59%), 311 language line (58%), and maps and signs as most
important (53%).

e Mandarin-speaking respondents identified 311 as most important (63%) followed by the website
(60%) and signs in vehicles, stations and shelters (56%).




Russian-speakers differ slightly from others and say the customer service center is most important
(42%) and the 311-language line are most important (40%).

Filipino respondents ranked text messages highest (46%), closely followed by signage (45%(, the
website (44%), the customer service center (42%) and apps (42%).

Native Vietnamese speakers saw maps (54%), signs (52%), and the 311-language line (50%) as the
most important language tools.

Thirty percent of native French speakers said the website was most important and 22% identified
emails and mailers as most important.

Half of Korean speakers said maps in vehicles, signs and stations are the most important tools,
47% said online apps and 42% say the website is most important.

Native Japanese speakers identify the 311-language line (40%), the website (35%), and the
customer service center (33%).

It is worth highlighting that the 2022 research included the addition of online applications, or apps, as a
potential source of information and language tool. Twenty percent of respondents indicated that it is a

current

source of information for them and 42% said it is “most important.” More than two in five

Cantonese, Mandarin, Filipino, and Vietnamese speakers rated it among the most important tools.
Additionally, while they represent small samples of the survey, 71% of native Arabic speakers, 50% of
native Thai speakers and 47% of native Korean speakers rated it as “most important.”

While social media has declined in importance as a source of information, with 35% rating it among the
most important language tools compared to 42% in 2019, it remains a highly relevant communications
tool. As shown in Table 21, Facebook and WeChat are the most commonly used social media platforms.

As shown in Table 21, the use of social media platform by language varies greatly:

Native Spanish speaking respondents use Facebook far more than any other platform.
Cantonese and Mandarin speakers favor WeChat.
Russian speakers use Facebook the most, but a majority say that they do not use any social media

platform at all.
Vietnamese speaking respondents were divided, more than two in five said they use Facebook

while over half do not use social media at all.
Filipino speakers use Facebook at very high rates (68%).

Table 21: Social Media Platform Use by Most Commonly Spoken Non-English Languages

Source

: SFMTA LEP User Survey 2022

What social media platforms do you use most (Select all that apply?

Social

Media All Spanish Cantonese WELGEN] Russian Filipino Vietnamese French Korean Japanese
Platform
Facebook 41% 59% 29% 36% 37% 68% 43% 20% 37% 39%
WeChat 33% 1% 65% 76% 0% 2% 11% 0% 0% 3%
Instagram 17% 28% 9% 16% 19% 32% 3% 20% 21% 19%
TikTok 10% 26% 5% 12% 0% 17% 3% 10% 0% 3%
Twitter 8% 8% 4% 9% 3% 12% 1% 30% 5% 19%

LinkedIn 6% 3% 2% 6% 5% 10% 1% 20% 16% 10%




Do not use

social 25% 13% 19% 12% 51% 24% 51% 30% 42% 35%
media
Other 4% 5% 3% 2% 3% 2% 2% 10% 5% 10%

Two-thirds of LEP users use smartphones to access SFMTA/Muni information, including majorities of
respondents from every language group.

Interviews with CBO leaders indicate that TV and radio are still highly important in reaching seniors who
may have more limited tech abilities. CBO leaders also indicated that LEP customers find in-language TV
news shows and in-language newspapers helpful ways to get information about SFMTA.

Focus group participants’ top priority was an expansion of the number of bilingual drivers, ambassadors
and staff in their neighborhoods. Few were familiar with 311 as a resource and thought it would be very
helpful if more people were familiar with it and it were more broadly promoted. Another common and
related request was having announcements available in multiple languages while riding Muni, as several
have found themselves uncertain what to do if there are announcements about unexpected events, like
a detour or bus going out of service.

Other categories of outreach included bilingual mailers and leveraging ethnic media; this was particularly
important to Filipino and Spanish-speaking participants who suggested TV as a source of information.
Participants also requested improved and increased translations of signage and informational materials
to be distributed at transit stops and key locations in the community, like housing buildings and churches.

Participants were interested in text message updates as a way of receiving rapid translated information.
Filipino participants were specifically interested in an efficient way of submitting complaints, either on
Facebook or via text message (and as shown in Table X Facebook is the most commonly used social media
platform among the Filipino LEP population).

“l remember one day the bus was broken and all the passengers were supposed to get
off the bus. The announcement was made in English, Spanish, and Chinese but not in
Russian. It just so happened that there were a few Russian speaking residents on that
bus, and they did not understand the announcement, and when everybody left the
bus, they were still seated.”

— Russian Language Focus Group Participant

“Include Chinese in announcing the name of the street or stop. That will be most
helpful because a lot of people don’t know English.”
— Cantonese Language Focus Group Participant

SFMTA Information Most Critical for Limited-English Proficient Customers

LEP respondents ranked safety and security, schedules, service changes and detours, and route
information as the most important for them to receive in their native language (Table X). This is consistent
with many of the top priorities of 2019. However, as shown below, safety and security has moved up as




the most important piece of information to get from Muni. At the same time, the importance LEP users
place on all of the types of information has decreased.

Safety and security also ranked highly regardless of the time of day riders use Muni. Native Cantonese,
Mandarin, Vietnamese and Arabic speakers all ranked safety and security particularly high in importance.

Table 22: Importance of Receiving Information in Their Native Language
Source: SFMTA LEP User Survey 2022

How important is it to you to get the following SFMTA/Muni information in your native language? (Please rank each
on a scale of 1 to 5, where 1 is Least Important and 5 is Most Important)

% Rating “5” — Most Important

! 2022-2019
Type of Information 2019 2022 Difference
Safety and security information 69% 60% -9%
Schedules 74% 57% -17%
Routes 72% 56% -16%
Service changes/detours 68% 56% -12%
Bus Conditions (broken equipment, 62% 52% -10%

cleanliness, etc.)
Fare changes 66% 51% -15%
Notice of available language assistance

(o) 0, - 0,
(verbal, written) 62% >0% 12%
f:;;:?nf::matlon and/or ticket vending 62% 46% -16%
How to file a complaint/commendations 61% 46% -15%
Ridership Information/Guide 64% 45% -19%
ADA/Accessibility for the disabled 64% 42% -22%
Meeting notices 51% 38% -13%

The types of information ranked “most important” most often by the most frequently spoken languages
is as follows:

e Spanish speakers rate how to file a complaint (44%), fare changes (43%), safety and security (43%)
and service changes and detours (43%) highest.

e Cantonese speakers rank safety and security (66%), service changes and detours (63%), and
schedules (61%) as most important most often.

e Mandarin speakers rate safety and security (72%), schedules (66%), service changes and detours
(65%), and routes (64%) most important.




e Russian speakers prioritize routes (49%) and safety and security information (47%).

e Filipino speakers rate safety and security highest at 58% and schedules (56%) highly, as well.

e For Vietnamese speakers schedules (75%), safety and security (70%), routes (68%) and language
assistance (68%) were most important.

e Native French speakers rate safety and security information (30%), language assistance (22%) and
meeting notices (22%) highest.

o Korean-speakers rate routes (44%), service changes and detours (41%) and dare changes (39%)
and safety and security (39%) highest.

e Among native Japanese-speakers service changes and detours (52%), routes (50%), and schedules
(45%) as most important.

The feedback provided in the focus groups on the most vital information, aligned with the survey. Focus
group participants felt the most important information to receive was on routes, schedule changes, fare
changes and safety, as well as delays and how to submit feedback about an operator. Comments from
focus group participants in 2016 aligned with those from 2022, as they too expressed a desire for
information on SFMTA schedules, routes, service changes, security, and filing complaints.

CBO leaders said LEP individuals ask them most often about routes and service, particularly if they are
going somewhere new or there has been a service interruption, as well as fares and discounted Clipper
Cards. CBO leaders interviewed in 2016 said the most common questions asked of them by their service
populations included special programs and discounted passes, transit information, accessing Muni, and
routes. CBO leaders in 2019 also mentioned helping with paratransit applications.

As an additional data point, Table 23 below demonstrates the category of questions most frequently asked
by LEP customers to public contact staff who participated in the 2022 internal survey. SFMTA staff
members surveyed reported that LEP customers they are in contact with are typically seeking information
about routes, schedules and fares, which is consistent with the information customers report as the most
critical for them in using Muni.

Table 23: Questions Most Frequently Asked by LEP Customers*
Source: SFMTA Internal Staff Survey, 2022.

Question 2012 2016 2019 2022
Routes 24% 74% 22% 58%
Schedules 17% 41% 13% 39%
Complaints/commendations 5% 21% 9% 27%
Fares/fare media 26% 39% 18% 55%
Citations/Parking Permits 3% 15% 8% 30%
ADA 3% 12% 6% 18%
Bus Conditions 3% 8% 3% 9%
Accidents 2% - - -

Discrimination 1% - = =

Crime/security - 8% 4% 13%




Service changes/detours = 23% 8% 23%

Public information - 13% 5% 11%
Other - - 5% 13%

Limited-English Proficient Customers’ Communication Challenges and
Barriers

While there is always progress to be made in reducing language barriers and ensuring LEP populations can
comfortably access public transportation, one notable improvement is the decrease in the percentage of
survey respondents who said they found language barriers to be “very challenging” when using Muni. In
2016 36% said the barriers were “very challenging” and in 2019 41% said the same; however, in 2022 only
22% indicated that language barriers were “very challenging for them overall.” Another 28% said that
language barriers were “somewhat challenging” for them.

Question 17 by Language, filtered by LEP

Language

Language

Barriers ot Spanish Cantonese Mandarin Russian Filipino n:ri::se French Korean Japanese
Total 9

o 50%  43% 58% 8% | 15w so%  71% @ 10%  42%  68%
Challenging

Total Not 42%

ota’ Nor 50%  57% 42% ° 8%  41%  23%  90%  58%  32%
Challenging

Vietnamese speakers were, by far, the most likely to report language barriers to be very challenging for
them, with 58% selecting that option in the survey. Additionally, those who do not use a smartphone were
more likely than others to find language barriers very challenging (51%).

As mentioned previously in the report, 5% of respondents said information being hard to understand in
English was a reason they don’t ride Muni and another 5% said it was because of a lack of information in
their language.

Consistent with the survey, the biggest challenge that could be addressed through communication that
CBO leaders reported for their service populations was learning about service, route, or schedule changes.
As discussed earlier in the report, safety was also a commonly mentioned issue among CBO leaders. As
with prior years, CBO leaders said a lack of information on this can have negative consequences like
confusion about where they are traveling. CBO leaders in 2019 said they educated LEP individuals on using
Clipper cards, paratransit, and information about fare increases; in 2022 CBO leaders provided similar
feedback and some said they often helped LEP individuals learn how to get to their destination.

LEP focus group participants experienced consistent language barriers when riding Muni which affected
their experience and willingness to ride Muni. Some of the challenges experienced included not being able
to read signs with information about routes, schedules, and important updates and confusion about the
meaning of inbound and outbound routes. While some, particularly in the Cantonese-speaking group, felt




like language barriers were a struggle that did not deter them from riding; others, particularly recent
immigrants like Ukrainian refugees, were more fearful of using transit because of difficulties with the
language. Those who experienced language barriers relied on friends and family and word of mouth to
understand how to use Muni. The lack of verbal announcements in some languages, like Russian or
Vietnamese, pose a challenge for those LEP populations when they are onboard Muni and, as previously
discussed, there was a widespread desire for increasing the number of languages in which announcements
are made.

SFMTA Staff Communications with Limited-English Proficient Customers

Fifty-seven percent of SFMTA staff surveyed indicated that they interact with LEP riders on a daily basis.
The staff positions most likely to interact with LEP customers on a daily basis are those who work as
Discount ID Office (100%), MTAP (79%), Transit Fare Inspectors (77%), Citations and Permits (70%),
Parking Control Dispatch (67%), and Paratransit (64%). When attempting to communicate with LEP
customers, SFMTA staff who are located out in the field (and do not have access to telephone
interpretation services, including 311) reported seeking the help of other employees or other customers
who speak the same language for assistance, trying to find a way to get around the language barrier or
referring the rider to 311, all methods recommended in the DOT Policy Guidance. Only 17% of transit
operators reported referring customers to 311 — lower than other field staff positions — highlighting an
opportunity to continue educating transit operators regarding this important language assistance tool.

Perception of SFMTA Services and Communications
CBO Leadership Interview Results/Observations

e Most of the CBOs that serve Chinese, Vietnamese and Spanish, Russian and Arabic speaking clients
reported that LEP individuals frequently get their information about Muni from word of mouth,
signs at the stop (such as transit shelter) or through their CBO.

e All groups suggested that the best way for Muni to communicate with the individuals served that
are LEP was to provide more information in their languages that is easy to understand and have
more staff that speak the language available to assist, such as drivers and customer service staff
and ambassadors and increased signage aboard vehicles and at transit stops.

e For languages such as Chinese and Spanish, increased use of traditional news channels to
disseminate information is still very useful for seniors who watch the news and listen to radio
(Examples KTSF and Chinese News Radio, Univision and Telemundo news).

e A CBO that serves Spanish-speaking constituents, many of whom are monolingual, suggested that
the SFMTA use a lot of visuals with very basic level Spanish as this can produce a higher
understanding across more of the population. They provided an example that especially during
COVID a lot of the informational materials being produced by public agencies were very academic
and this made messaging difficult.

e Visuals make information more accessible across varying levels of literacy.




e (CBOs across the city representing all ten languages suggested that translated materials be written
at about a sixth-grade level.

e Some of the difficulties expressed in accessing Muni was overcrowded buses on popular lines and
reduction in service as a result of COVID as well as concerns about safety, particularly at night.

e When asked whether there were COVID-19 related impacts to the use of transit service for the
populations they serve there were several mentions about using public transit due to the
perceived exposure to covid and safety and security concerns. Several groups that serve Asian
communities cited safety concerns and hesitation to use transit due to the Asian hate crimes being
reported in the media.

e Most of the CBOs that serve Chinese, Viethamese and Spanish, Russian and Arabic speaking clients
reported that LEP individuals frequently get their information about Muni from word of mouth,
signs at the stop (such as transit shelter) or through their CBO.

o All groups suggested that the best way for Muni to communicate with the individuals served that
are LEP to better serve them was to provide more information in their languages that is easy to
understand and have more staff that speak the language available to assist such as drivers and
customer service staff and ambassadors and increased signage aboard vehicles and at transit
stops. For languages such as Chinese and Spanish increased use of traditional news channels to
disseminate information is still very useful for seniors who watch the news and listen to radio
(Examples KTSF and Chinese News Radio, Univision and Telemundo news).

e  While focus group participants place a high degree of value on Muni, their experiences aligned
with the CBO leaders’ feedback. LEP focus group participants say that they do not routinely come
across materials in their language when riding Muni and had little familiarity with 311 as a
resource. Additionally, they noted that informational materials are at times translated unclearly
so they instead rely more on community organizations and family and friends to learn to navigate
Muni.

Conclusions

Research conducted to for the 2022 Language Assistance Plan shows that there have been notable
improvements in addressing language barriers that prevent LEP customers from using SFMTA's transit
service.

The quantitative and qualitative research indicated that routes, schedules, and service changes continue
to be among the most important types of information for LEP populations to receive. Both the qualitative
and quantitative data indicate a relative rise in safety and security concerns.

Despite the notable progress made in addressing language barriers, there is still an opportunity to improve
communication of important information. This can be accomplished by increasing efforts to enhance
awareness about existing language assistance tools and resources provided by the SFMTA among LEP
customers. These efforts can be supplemented by providing additional in-language materials and signage,
particularly about service and route changes, and continuing to work with CBOs to identify areas for
improvement for specific LEP populations.




Other notable conclusions:

e Information collected from the CBO leader interviews since 2016 through the present data
collection effort suggest that CBOs continue to be a consistent and cost-effective way for the
SFMTA to relay information to LEP customers, as many of the individuals they serve ask
guestions about transit. This reinforces and validates SFMTA’s current practice of partnering
with them and plans to continue expanding the network to include an even more diverse set of
organizations in terms of both language, populations served and geographical spread.

e Data collected from the 2022 LEP User Survey suggests that the SFMTA should prioritize
translating safety and security, schedule, route and service change information.

e The survey research indicates that the top language tools where this information should be
shared are on the SFMTA website and the 311-language line, as well as on signs and maps in
vehicles, stations, and bus shelters. While digital tools are rising in importance and are among
the most important tools available, both the quantitative and qualitative research underscore
the importance of signage in providing information in an inclusive and accessible manner.

e Despite the improving survey metrics, focus group participants still feel like accessing information
in their language is a challenge and few encounter it routinely. They expressed a desire for
announcements in their language, well-translated materials widely available in the community,
and, in some cases, for operators who speak their language.

Based on the outcome of the Four Factor analysis and the research conclusions detailed above, SFMTA
will continue to employ a wide variety of verbal and written language assistance services, primarily in
the languages spoken by the limited-English proficient individuals most frequently encountered
(primarily Cantonese and Spanish) and other languages as well, such as Russian and Vietnamese based
on LEP concentrations, and Filipino (pursuant to San Francisco’s Language Access Ordinance) to
ensure that communications with LEP customers are accurate, timely and result in meaningful access
to SFMTA'’s services and programs. Many of the current language assistance services offered by the
SFMTA and being used by LEP customers are described in the U.S. DOT guidance as “Promising
Practices,” including bilingual or multilingual SFMTA staff; telephonic interpretation services,
including the San Francisco Telephone Customer Service Center (“311”), the multilingual website,
extensive multilingual signage and the SFMTA’s close partnerships with community-based and
cultural organizations. These services are described in further detail in the Language Assistance
Implementation Plan (Section VIII of this document).




After completing the Four-Factor Framework, the DOT LEP Guidance recommends that agencies use the
results of the analysis to determine which language assistance services are most appropriate to address
the needs of the LEP populations they serve. The DOT LEP Guidance notes that effective implementation
plans typically include the following five elements: 1) identifying LEP customers who need language
assistance; 2) providing language assistance measures; 3) training staff; 4) providing notice to LEP
customers; and 5) monitoring and updating the plan.

Element 1: Identifying LEP Individuals Who Need Language Assistance
What the DOT Guidance Says:

“There should be an assessment of the number or proportion of LEP individuals
eligible to be served or encountered and the frequency of encounters pursuant to
the first two factors in the four-factor analysis...” (DOT LEP Guidance Section VII

(1)

The 2016-2020 Five-Year U.S. Census American Community Survey (ACS) data revealed there are 159,107
LEP individuals residing in the City and County of San Francisco. This is 19% of the total population of the
City. According to the ACS, 15.9% of the population who report using public transit as their primary means
of transportation to work are LEP individuals. Noting that these numbers are only an account of work trips
and that there are public transportation trips being taken for other reasons, it can be assumed that even
more trips are being taken by LEP individuals.

Based on the detailed analyses provided in Factor One and Factor Two above, there is substantial evidence
to indicate that there is a significant LEP population within the SFMTA service area and that it accounts
for a large number of SFMTA customers. These analyses are based on Census, school and other data
sources and frequency of contact data provided through Language Line access, website access, employee
surveys, focus group results and surveys completed by LEP customers and CBO leaders.

The analysis also identifies the “Safe Harbor” languages that fall within the “Safe Harbor Provision,” as
established by the Department of Justice and as adopted by Department of Transportation, which
provides for written translation of vital documents for each eligible LEP group that constitutes five percent
or 1,000 persons, whichever is less, of the total population of persons eligible to be served or likely to be
affected or encountered. For the SFMTA, those languages comprise: Chinese, Spanish, Filipino,
Vietnamese, Russian, Korean, Japanese and French.




Chinese (including Mandarin and Cantonese) and Spanish are the most widely spoken LEP language
groups in San Francisco. Smaller but significant proportions of LEP San Franciscans speak Filipino,
Vietnamese and Russian.® Below is a comparison of the proportions from the ACS and CDE data.

Proportion of LEP Population

LEP Language Groups ACS Data (20162020) CDE Data (2021-2022
School Year)

Chinese 57.11% 28.94%
Spanish 20.24% 55.58%
Filipino 5.17% 2.08%
Viethamese 4.19% 2.51%
Russian 3.38% 0.85%
Korean 1.65% 0.41%
French 0.66% 0.22%
Other Asian or Pacific Islander 3.91% --
Japanese -- 0.61%
Other Indo-European 2.12% -

Element 2: Language Assistance Measures

What the DOT Guidance Says:

“An effective LEP plan would likely include information about the ways in which
language assistance will be provided.” (DOT LEP Guidance Section VII (2)).

The SFMTA is committed to ensuring meaningful access to the benefits, services, information and other
important aspects of its programs and activities for its LEP customers. As detailed above in Factor Three,
transit is an important, if not critical service to the LEP population, in particular to youth and senior riders.
And similar to conclusions drawn from the prior research effort, the most vital information needs,
regardless of LEP group, are information on routes, fares and schedule changes, with safety and security
information also being highlighted by 2022 Survey respondents. The SFMTA employs several oral and
written language assistance services to ensure reasonable and meaningful access to its program and
services. Many of these services were mentioned by LEP participants throughout the research process as
services they were familiar with and accessed in order to engage with SFMTA’s programs and services. To
ensure that SFMTA staff is aware of the types of language services available, Title VI and Language
Assistance training is provided to employees throughout the agency.

For context, approximately 200-500 General Customer Information materials are translated and
distributed per year. Topics include safety, security, fare or service changes, agency highlights, project
information and other types of general customer information. In addition, 5,000-10,000 multilingual
Customer Alerts are produced and posted per year. Customer Alerts notify the public regarding impacts

6 ACS data for LEP persons who speak Russian is extrapolated from the ‘Russian, Polish, or other Slavic’
language group. See ‘Disaggregating Language Groups’ on p. 20.




to service due to construction projects, special events, repair/maintenance work, etc. Translations are
handled through outside vendors or in-house staff and production of materials is coordinated through the
SFMTA’s Marketing group.

Oral and written language assistance services include:

e Distribution and posting of multilingual meeting and information notices, Customer Alerts, Take
Ones, brochures, flyers and postcards; postings in transit, transit stations, bus shelters, station
kiosks and on the SFMTA website; direct mail to affected customers, residents and business
owners; and email blasts to Community-Based Organizations (CBOs), stakeholders, advocacy
groups, neighborhood groups, places of worship, schools and other interested individuals.
Languages for translation are determined based on content, pursuant to the SFMTA’s vital
document policy, and in some circumstances, after consulting the LEP population maps to
determine LEP concentrations in particular areas.

e SFMTA's Public Outreach and Engagement staff, who have bilingual capabilities in Spanish, Chinese
(Cantonese and Mandarin) and Filipino, are in regular contact with numerous community organizations and
stakeholders. They also perform some in-house translations for public outreach materials and web postings
and review externally translated materials for accuracy. Members of this team also staff public outreach
events and coordinate with external vendors to ensure language access for LEP customers, including
providing guidelines and “Frequently Used Terms" translation fact sheets in Spanish, Filipino and Chinese to
improve the consistency of translations.

e Hosting bi-lingual or multilingual community meetings with interpretation assistance as needed
through bilingual SFMTA staff, vendors or by members of community-based organizations
(CBOs), either in person or virtually, as circumstances dictate.

e Dedicated language staff: Since 2019, the Communications group added an additional
Cantonese and Mandarin speaker to further assist with internal translations and staffing
community events, thereby helping to increase the SFMTA’s presence in LEP communities. Full
time dedicated positions to assist in interpretation and translation assistance in Spanish and
Cantonese, respectively, has been approved in the agency’s 2023-2024 budget.

e Continued coordination with, and outreach to, community-based organizations, advocacy
groups, local businesses, other transit agencies, schools, youth centers, senior centers, faith-
based organizations, the Mayor’s Office of Neighborhood Services, Board of Supervisors,
advocacy groups, Chambers of Commerce, small business merchant groups and neighborhood
organizations, as appropriate, in order to enhance language assistance to Limited-English
Proficient individuals.

e Translated content at sfmta.com in Chinese, Spanish, Filipino, Vietnamese, Russian, Korean,
Japanese, French, Thai and Arabic, including information on SFMTA’s Title VI policies and
procedures and how to file a Title VI complaint; translated content is also available on SF
Paratransit’s website, sfparatransit.com. It is a requirements for every project that impacts the
public to have a webpage or link posted on the SFMTA website, and all public meetings must be
listed on the agency’s online calendar in addition to other forms of notification, with
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multilingual instructions on how to request free language assistance with 48 hours’ notice.

Continued promotion of San Francisco's multilingual 311 Telephone Customer Service Center
and providing notice to customers of free language assistance and general information through
distribution of multilingual (“Safe Harbor” languages plus English) Customer Cards that advertise
the availability of information on topics such as Muni routes, schedules, fares, accessibility,
safety, security and other SFMTA programs and services by calling 311, as well as the availability
of free language assistance in over 100 languages.

Placement of “311 Free Language Assistance” tagline in Chinese, Spanish, Filipino, Russian,
Vietnamese, Korean, Japanese, French on customer outreach and other materials, including
employee business cards and agency letterhead. This notice is also in use by SF Paratransit.

Title VI and Language Assistance training for employees, as appropriate and relevant, including
protocols on interacting with LEP customers and information and examples of available
language assistance tools. SF Paratransit is also required to conduct Title VI and Language
Assistance training for required staff.

Agency-wide access to a telephonic interpretation service and distribution of training materials,
including a Quick Reference Guide with instructions on how to access the service, FAQs, and tips
on how to interact with LEP customers. SF Paratransit also contracts with a telephonic
interpretation service.

Use of safety and security-related pictograms on Muni vehicles so that critical information is
available to all customers regardless of English proficiency and native language literacy levels.

Pre-recorded multilingual announcements addressing service changes and safety tips on Muni
vehicles in Cantonese, Spanish and Filipino; multilingual station announcements.

Bilingual or multilingual public contact employees throughout the agency whose primary job
duties involve interacting with customers and some in-house translations; language-certified
bilingual employees receive pay premiums for using their language skills.

Providing “Frequently Used Terms” translation glossaries in Spanish, Chinese, Filipino, Russian
and Vietnamese to improve the consistency of verbal and written language assistance

As resources permit, bilingual staff in attendance at public events staffing a table or booth to
provide information about relevant agency projects and answer questions. Examples include
health fairs, street fairs, Sunday Streets and “National Night Out” events in specific
neighborhoods.

Deployment of bilingual ambassadors for major construction projects, events and service
changes, with language skills matched to the community to the extent available, as resources
and circumstances dictate.




e Providing the ADA Complementary Paratransit application in “safe harbor” languages.

e Providing multilingual notice of availability of free language assistance with 48 hours’ notice at
meetings and hearings, including SFMTA Board meetings, Citizen Advisory Committee (CAC)
meetings and Muni Accessibility Advisory Committee (MAAC) meetings, and at community
outreach and informational meetings and hearings. SF Paratransit also provides free language
assistance through interpreters as requested.

e Holding press events for in-language media for select projects where there are high
concentrations of Chinese speaking populations with bilingual staff and elected officials present
to assist and respond to Q&A. (Examples: Central Subway in Chinatown, L Taraval Project Media
Event in Outer Sunset).

e Asresources allow and circumstances warrant, conducting virtual or in-person outreach or
information gathering sessions via small focus groups, led by a facilitator, either in language or
with the assistance of an interpreter.

Additional/Updated Outreach Methods employed during the COVID-19 pandemic:

e Given the inability to meet in-person due to COVID-19, the SFMTA employed digital meeting
virtualization to conduct Zoom meetings with live interpretation with 24-hour notice. Virtual
meetings in the form of webinars were also held in Microsoft Teams.

e Staff used hotlines to conduct in-language surveys; staff would use the Language Line to gather
information, interpret the survey, with the benefit of using SFMTA staff to help answer questions
live, with the assistance of an interpreter.

e Using StoryMaps (web map that has been thoughtfully created on the ArcGIS platform, given
context, and provided with supporting information so it becomes a stand-alone resource) during
the pandemic to host online virtual open houses where the public can access the information on
their own time, in language and provide comments.

e Produced non-verbal, informational videos of how service was changing, without the need for
translation.

e Introduced transit platform announcements in four languages (English, Chinese, Spanish, Filipino).

e In-language media outreach has been expanded, especially w/ Chinese media, as well as
purchasing ads for non-English social media.

e Increased the number of in-language pop up community events with language skills matched to
meet the needs of a particular community.

e Produced short videos with subtitles in Spanish, Chinese and Filipino and promoted through in-
language media buys

e Held virtual listening sessions in language and had bilingual staff monitoring in-language
questions in a virtual queue so that they could be addressed during the live session.

Language Assistance Measures to be Considered Based on Research Findings

Moving forward, SFMTA staff will take into account the critical feedback received during the LAP update
process and incorporate into improving and modifying its language assistance measures. Based on
feedback received, the SFMTA will continue to prioritize translating route, fare and service change
materials, in addition to safety and security information into the primary languages, and will work to




share multilingual materials to the extent possible with operators and transit field staff. The SFMTA also
plans to create and deploy an education campaign to increase awareness among LEP customers of the
language assistance services available to them, including 311 and SFMTA.com

Vital Documents and Translation Policy

An effective Language Assistance Plan for the SFMTA includes the translation of vital and other documents
into the languages of frequently encountered LEP customers, based on content and circumstances. Based
on the analyses for Factors One and Two in this plan, the most frequently encountered languages continue
to be Chinese (Cantonese) and Spanish. The SFMTA will continue its long-standing policy to translate all
customer outreach materials, at a minimum, into Spanish and Chinese.

In addition to Spanish and Chinese, SFMTA also includes the following additional “Safe Harbor” languages
for vital document translation, even though the frequency of contact is less: Filipino, Vietnamese, Russian
Korean, Japanese and French. These are the languages that at least 1,000 or more Limited-English
Proficient individuals reported speaking, according to 2016-202 American Community Service census
data, and based on federal guidance, need to be considered when providing language services.

As informed by the DOT guidance, the SFMTA's definition of “vital” written documents can include
complaint forms, written notices of important legal rights, documents that are critical for obtaining
services and benefits, decreases in benefits or services and notices advising LEP individuals of free
language assistance. Vital documents can either be word-for-word translations or summaries of key
content; they can also be translated into primary and secondary languages, summarized in the remaining
languages or contain information on how to obtain free language assistance and further information.
Further, the LEP concentration maps based on Census tracts that were updated based on ACS 2016-2020
data for the languages spoken by the highest concentrations of LEP individuals in San Francisco will
continue to be consulted in determining the languages for document translation, especially when
conducting outreach in specific neighborhoods.

Specific examples of vital documents for the SFMTA are listed in the table below and include: Title VI
notices, policies, procedures and complaint forms; notices advising LEP customers of free language
assistance; paratransit applications; safety and security information; and, depending on circumstances,
information on fare and major service changes. These categories can be expanded depending on
circumstances, as well as the vital nature of the information that needs to be communicated. Surveying
and categorizing documents as “vital” will be included in the periodic monitoring of SFMTA’s LAP and on
an ongoing basis as new documents are being developed and produced.

It should also be noted that as a department of the City and County of San Francisco, the SFMTA is required
to comply with San Francisco’s Language Access Ordinance (LAO), which dictates similar requirements to
the federal guidelines regarding identifying, assisting and tracking LEP customers. The LAO requires
translation of vital documents into shared languages other than English that are spoken by 10,000 or more
city residents. Based on the census data and the composition of LEP residents in San Francisco, it was
determined that all city departments are required to translate vital departmental information into
Chinese, Spanish and Filipino (Tagalog).

The table below lists essential services and information that are of importance to LEP individuals. The
SFMTA may provide a written or oral summary of a vital document and/or notice of free language




assistance in the “Safe Harbor” languages, rather than a word-for-word translation. The SFMTA also
reserves the right to translate documents into more languages as circumstances dictate and resources
allow. For example, service-related Rider Alert notices are translated into Chinese, Filipino and Spanish,
and expanded to other languages depending on the area and particular concentrations of LEP individuals,
as depicted in the LEP concentration maps included in Appendix B, which is a current practice. Due to the
critical nature of safety and security information, the SFMTA will rely on pictographs to the extent
possible, so that information is accessible to all customers, regardless of language spoken and native

language literacy levels.

Services and Information

Title VI Notice

Title VI Complaint Form and
Procedures

Notice of Free Language
Assistance and General
Information at 311 Customer
Card: directs customers to 311 for
information on fares, routes,
schedules, safety, security,
accessibility and other services
and programs

Safety and Security Information

ADA Complementary Paratransit
Service (SF Paratransit): Eligibility
Forms and Program Information)

Fare & Major Service Change
Information

Customer Information at
SFMTA.com

Language(s)

Safe Harbor Languages: Chinese, Spanish, Filipino,
Vietnamese, Russian, Korean, Japanese, and French
Safe Harbor Languages: Chinese, Spanish, Filipino,
Vietnamese, Russian, Korean, Japanese, and French
Safe Harbor Languages: Chinese, Spanish, Filipino,
Vietnamese, Russian, Korean, Japanese, and French

To the extent possible, SFMTA employs icons and
symbols in order to reach as many LEP customers as
possible, regardless of language spoken and literacy
levels. Translation is dependent on content;
summarized key information may be provided in
additional languages instead of word-for-word
translation; multilingual notice of free language
assistance will be included.

Paratransit applications available in Safe Harbor
Languages: Chinese, Spanish, Filipino, Vietnamese,
Russian, Korean, Japanese, and French; telephonic
interpretation services available through SF
Paratransit and live interpretation assistance provided
upon request.

Depending on content, proposed and approved fare
and major service change information may be
translated into the Safe Harbor languages, depending

on content and circumstances, including concentration

of LEP populations in targeted outreach area, where
appropriate; depending on content, summarized key
information may be provided and notice of free
language assistance instead of word-for-word
translation.

SFMTA’s website, www.sfmta.com, has multilingual
information in up to eight languages, noting that
quantity of content can vary based on topic/language.
Global translation is provided in the “Safe Harbor”

Vital Document?

Yes
Yes

Yes

Yes, depending on
content.

Yes

Yes, depending on
content.
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Services and Information Language(s) Vital Document?

languages, with hand translations provided as
circumstances and resources allow.
Customer Take Ones, Car Cards Chinese, Spanish and Filipino, as appropriate. SFMTA No
and other outreach materials may translate into additional languages based on
content and LEP concentrations in targeted outreach
area. Documents include the “311 Free Language
Assistance” tagline in all Safe Harbor languages.
Construction Notices Chinese, Spanish and Filipino, as appropriate. SFMTA No
may summarize and/or translate into additional
languages based on content and LEP concentrations in
outreach area. Documents can include the “311 Free
Language Assistance” tagline in “Safe Harbor’
languages.
Customer Alerts Chinese, Spanish and Filipino, as appropriate. SFMTA No
may translate into additional languages based on
content and LEP concentrations in outreach area.
Documents include the multilingual “311 Free
Language Assistance” tagline.

Language Assistance Protocols

Each division of the SFMTA that interacts with customers in person, in writing or over the phone, makes
every effort to communicate with LEP customers, utilizing the best language assistance tools available. If
a customer requires language assistance, staff can access language assistance through a live telephonic
interpretation service, via computer, through a bilingual co-worker or, if appropriate, by asking another
customer who may speak the same language, if appropriate. In the Customer Service Center, Spanish,
Filipino and Cantonese-speaking LEP customers can self-select to enter the queue system for assistance
in these languages, the primary languages spoken by the highest concentrations of the LEP population.
LEP customers who speak other languages can indicate language preference on “Interpretation Service
Available” signs or through a telephonic or video interpreter. Written communications are primarily
handled by bilingual staff on the Community Outreach team but can be handled by bilingual staff in other
divisions; if circumstances allow, outside vendors will be used as well.

Sample protocols from the Title VI and Language Assistance training materials are provided below:




The procedures below should be used when interacting with customers who require language
assistance:

Be patient.
e Attempt to communicate with the customer in a calm, even-toned speaking voice.
e  Consider effective and respectful non-verbal ways to communicate.

e If you have access to a computer or a phone, contact 311, San Francisco’s multilingual
Telephone Customer Service Center or the telephonic interpreter service for live interpretation
assistance via computer or phone.

e If unable to communicate directly, look for assistance from another SFMTA employee or, if
appropriate, another Muni customer after confirming the customer is comfortable lending
assistance.

e  Provide customer with a Language Assistance Customer Card, which includes the following
information in English and 10 other languages: “For information on Muni routes, schedules,
fares, accessibility, safety, security and other SFMTA programs and services, call the San
Francisco 311 Customer Service Center for free language assistance in over 100 languages by
dialing 311 within San Francisco or 415.701.2311 when calling outside of San Francisco or visit
SFMTA.com.”

e [If Language Line is not available and no other language assistance is available, look for the “311
Free Language Assistance” tagline that should be located on signage in vehicles, in bus shelters
or in transit stations.

Translation Policies

The SFMTA ensures the competency of interpreters and translation services through the following
measures:

o SFMT staff briefs interpreters via presentation and in-person, as circumstances allow, in advance
so interpreters can study and prepare. SFMTA staff will also advise the interpreter or translator
regarding specialized terms and concepts associated with the agency’s policies and activities, as
appropriate and as available and will provide the “SFMTA Frequently Used Terms Translation
Fact Sheet” in Spanish, Filipino and Chinese to translators and interpreters prior to the event
requiring the language assistance.

e SFMTA staff hires reputable firms and relies on feedback from the public at meetings for quality
checks.
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o |f SFMTA staff is present and has language capabilities in the language in which assistance is
being provided, staff will confer with the interpreter prior to the start of the meeting.

o SFMTA staff will ask the interpreter to demonstrate that he or she can communicate
information accurately in both English and the language that is needed.

e The SFMTA will instruct the interpreter that he or she should not deviate into a role as
counselor, legal advisor, or any other role aside from interpreting.

e The SFMTA will ask the interpreter to attest that he or she does not have a conflict of interest on
the issues for which interpretation services are being provided.

e For outsourced written translations, the SFMTA utilizes in-house staff to ensure accuracy and
will also consult local resources such as the Office of Civic Engagement and Immigrant Affairs
and CBO partners, as necessary.

Element 3: Training Staff

What the DOT Guidance Says:

“Staff members should know their obligations to provide meaningful
access to information and services for LEP individuals, and all employees in
public contact positions should be properly trained. An effective LEP plan
would likely include training to ensure that:

e Staff knows about LEP policies and procedures.

e Staff having contact with the public...are trained to work effectively
with in-person and telephone interpreters.” (DOT LEP Guidance
Section VI (3)).

To ensure that SFMTA staff is aware of the types of language services available, Title VI and Language
Assistance training is provided to employees throughout the agency, as appropriate and relevant,
including new operators, Communications and customer service staff, Transit Fare Inspectors and MTAP
staff. Contractors of the SFMTA, for example, the vendor who provides SFMTA’s ADA Complementary
Paratransit service, is required to be in compliance with SFMTA’s Language Assistance Plan, including
providing Title VI and language assistance training for designated staff. Training is conducted either by
SFMTA staff or internal staff who has been appropriately trained.

Training materials include an overview of the SFMTA’s responsibilities under Title VI and its implementing
regulations, including pertinent definitions, as well as the agency’s responsibilities under the Department
of Transportation’s (DOT) Policy Guidance for LEP individuals. A brief overview of the Language Assistance
Plan is provided, including a discussion of the findings from the Four-Factor Framework, a snapshot of the
recent Census data and identification of the “Safe Harbor” languages. Participants are provided with a list




of current Language Assistance Tools and given instructions on how to access live interpreter assistance
through a computer or telephone, where such option is available.

They are also made aware of tools such as the multilingual “311 Free Language Assistance and Customer
Information” Take One card that can be given to customers to direct them to 311 for free assistance in
over 100 languages, as well as the multilingual customer information available at SFMTA.com. A
component of the training also includes recommended language protocols on how to interact with LEP
customers and an opportunity is provided for open discussion to share best practices, challenges and to
answer questions. Trainings are conducted by SFMTA staff. Training components also focus around the
“train the trainer” concept so that LEP training can be incorporated into existing staff training
opportunities to the extent possible.

Training for transit operators is offered as part of their New Operator training, through regularly
distributed Operator Bulletins or other notices and, for transit operators who have had Title VI-related
customer incidents, reinstruction on policies and procedures can be provided as part of the disciplinary
process, as appropriate and as needed.

Element 4: Providing Notice to LEP Customers

What the DOT Guidance Says:

“Once an agency has decided, based on the four factors, that it will provide
language services, it is important that the recipient notify LEP persons of
provide this notice in languages LEP persons would understand.” (DOT LEP
Guidance Section VII (4)).

The SFMTA’s methods for notifying LEP customers of free language assistance services include the
following:

e “311 Free language assistance” notice: Included in the “Safe Harbor” languages in public
outreach documents, signage, marketing materials, press releases, agendas for SFMTAB, CAC
and MAAC, which advises customers that free language assistance is available at San Francisco’s
multilingual 311 Telephone Customer Service Center, which is open 24 hours a day/7 days a
week/365 days a year. Notice is also included at the bottom of every web page on SFMTA.com.
The notice is also included on agency letterhead and on the back of business cards.

e 311 Free Language Assistance Customer Card, translated into safe harbor languages and
includes information on routes, schedules, fares, accessibility, safety, security and other SFMTA
programs and services and advertises the availability of free language assistance.

o Working with community-based organizations and other stakeholders to inform LEP customers
of the availability of translated information, both written and oral, at the SFMTA Customer
Service Center, via 311 and on the SFMTA’s website, SFMTA.com.

e Displaying “Interpretation Service Available” notices in public customer service areas that offer
telephonic interpretation assistance. Each notice states, in multiple languages, that
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interpretation services are available free of charge. A customer can point to a particular
language on the poster and live interpretation services in that language will be provided via
telephone or computer. In addition to the notices, the SFMTA’s Customer Service Center
informs arriving customers of the QMATIC system, which allows customers to enter the queue
for language assistance in Chinese, Spanish or Filipino or Spanish.

Element 5: Monitoring and Updating the Language Assistance Plan
What the DOT Guidance Says:

“Recipients should, where appropriate, have a process for determining, on
an ongoing basis, whether new documents, programs, services, and
activities need to be made accessible for LEP individuals, and they may
want to provide notice of any changes in services to the LEP public and to
employees.” (DOT LEP Guidance Section VII (5)).

Staff will continue to monitor, on an ongoing basis, which new programs, services, activities and customer
information materials need to be made accessible for LEP individuals. Monitoring methods to assess the
effectiveness of the SFMTA’s LAP include:

e New customer information documents will be assessed prior to production to determine the
level of translation needed.

e  Where appropriate, existing customer information documents are reviewed to determine
whether or not the document should be considered “vital” and the level of translation needed.

e Analyzing updated data from the U.S. Census Bureau, the San Francisco Unified School District
and the California Department of Education to determine changes in the LEP populations in the
service area, as the information becomes available.

e Analyzing data from ridership and other surveys, as available.

e Gathering feedback from the LEP customer community, including from community-based
organizations, to help determine the effectiveness of current language assistance tools, the
nature and importance of the SFMTA’s programs and services and the frequency of contact with
those programs and services.

e As an additional monitoring measure, the SFMTA is required to submit to the San Francisco’s
Office of Civic Engagement and Immigrant Affairs (OCEIA) an annual compliance plan that tracks
the SFMTA's compliance with the San Francisco “Language Access Ordinance, “ which is based
to some degree on federal guidelines.




Appendix A:
American Community Survey Dataset C16001

C16001: LANGUAGE SPOKEN AT HOME FOR THE POPULATION 5 YEARS AND OVER - Universe: Population
5 years and over

2016-2020 American Community Survey 5-Year Estimates

San Francisco County, California

Estimate

Total: 835,589
Speak only English 479,645
Spanish: 88,425
Speak English "very well" 56,229
Speak English less than "very well" 32,196
French, Haitian, or Cajun: 9,326
Speak English "very well" 8,270
Speak English less than "very well" 1,056
German or other West Germanic languages: 4,769
Speak English "very well" 4,418
Speak English less than "very well" 351
Russian, Polish, or other Slavic languages: 14,526
Speak English "very well" 9,145
Speak English less than "very well" 5,381
Other Indo-European languages: 21,704
Speak English "very well" 18,338
Speak English less than "very well" 3,366
Korean: 6,691
Speak English "very well" 4,065
Speak English less than "very well" 2,626
Chinese (incl. Mandarin, Cantonese): 150,440
Speak English "very well" 59,568
Speak English less than "very well" 90,872
Viethamese: 11,456
Speak English "very well" 4,794
Speak English less than "very well" 6,662
Tagalog (incl. Filipino): 22,334
Speak English "very well" 14,112
Speak English less than "very well" 8,222
Other Asian and Pacific Island languages: 17,299

Speak English "very well" 11,075




Speak English less than "very well" 6,224

Arabic: 3,911
Speak English "very well" 2,946
Speak English less than "very well" 965

Other and unspecified languages: 5,063
Speak English "very well" 3,877
Speak English less than "very well" 1,186

Supporting documentation on code lists, subject definitions, data accuracy, and statistical testing can be
found on the American Community Survey website in the Technical Documentation section.

Sample size and data quality measures (including coverage rates, allocation rates, and response rates)
can be found on the American Community Survey website in the Methodology section.

Although the American Community Survey (ACS) produces population, demographic and housing unit

estimates, it is the Census Bureau's Population Estimates Program that produces and disseminates the
official estimates of the population for the nation, states, counties, cities, and towns and estimates of

housing units for states and counties.

Data are based on a sample and are subject to sampling variability. The degree of uncertainty for an
estimate arising from sampling variability is represented through the use of a margin of error. The value
shown here is the 90 percent margin of error. The margin of error can be interpreted roughly as
providing a 90 percent probability that the interval defined by the estimate minus the margin of error
and the estimate plus the margin of error (the lower and upper confidence bounds) contains the true
value. In addition to sampling variability, the ACS estimates are subject to nonsampling error (for a
discussion of nonsampling variability, see Accuracy of the Data). The effect of nonsampling error is not
represented in these tables.

In 2016, changes were made to the languages and language categories presented in tables B16001,
C16001, and B16002. For more information, see: https://www.census.gov/programs-
surveys/acs/technical-documentation/user-notes/2017-02.html.

The 2016-2020 American Community Survey (ACS) data generally reflect the September 2018 Office of
Management and Budget (OMB) delineations of metropolitan and micropolitan statistical areas. In
certain instances, the names, codes, and boundaries of the principal cities shown in ACS tables may
differ from the OMB delineation lists due to differences in the effective dates of the geographic entities.

Estimates of urban and rural populations, housing units, and characteristics reflect boundaries of urban
areas defined based on Census 2010 data. As a result, data for urban and rural areas from the ACS do

not necessarily reflect the results of ongoing urbanization.

Source: U.S. Census Bureau, 2016-2020 American Community Survey 5-Year Estimates



https://www.census.gov/programs-surveys/acs/technical-documentation/user-notes/2017-02.html
https://www.census.gov/programs-surveys/acs/technical-documentation/user-notes/2017-02.html
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Appendix B:
Maps of LEP Population Concentrations
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Limited English Proficiency

All Limited English Proficient Persons
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well."

Percentage
100%

5%
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/"~ Muni Lines and Routes
Scale 1:50,000

Date Saved: 10/18/2022
For reference contact; TellMuni@sfmta.com

By downloading this map, you are agreeing to the following disclaimer: “The City and County of San Francisco (“City")
provides the following data as a public record and na rights of any kind are granted to any persen by the City's provision of
this data. The City and County of San Francisco ("City”) makes no representation regarding and does not guarantes or
atherwise warrant the accuracy or completeness of this data, Anyone who uses this data for any purpose whatsoever does
so entirely at their own risk. The City shall not be liable or otherwise respansible for any loss, harm, daim or action of any
kind from any persan arising from the use of this data, By accessing this data, the person accessing It acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this disclaimer.”
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Limited English Proficiency
Filipino
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Tagalog (including Filipino) at home.

Percentage
100%

5%
Less than 5%
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/\/ Muni Lines and Routes
Scale 1:50,000

Date Saved: 10/18/2022
For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing to the following disclaimer: “The City and County of San Francisco ("City™)
provides the following data as a public recard and na rights of any kind are granted to any person by the City's provision of
this data. The City and County of San Francisce ("City”) makes no representation regarding and does not guarantes or
atherwise warrant the accuracy or completeness of this data. Anyone whao uses this data for any purpose whatsoever does
s0 entirely at their cwn risk. The City shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind from any person arising from the use of this data, By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this disdaimer.”
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Limited English Proficiency

Chinese
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency's vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Chinese (including Mandarin and Cantonese) at home.

Percentage
100%

5%
Less than 5%

() mmmm—... o

/\\/ Muni Lines and Routes
Scale 1:50,000

Date Saved: 10/18/2022
For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing to the following disclaimer: “The City and County of San Hrancisco {"City™)
provides the following data as a public record and no rights of any kind are granted to any person by the C1y's provisien of
this data. The City and County of San Francisco ("City™) makes no representation regarding and does not guarantee or
athenyise warrant the accuracy or completeness of this data, Anyone who uses this data for any purpose whatsoever does
s0 enlirely al their own risk. The Cily shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind from any persan arising from the use of this data. By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and tarms of this disclaimer.”
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Limited English Proficiency
Spanish
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Spanish at home.

Percentage
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Scale 1:50,000

Date Saved: 10/18/2022
For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing to the following discdaimer: “The City and County of San brancisco (“City™)
provides the following data as a public recard and no rights of any kind are granted ta any person by the City's provision ot
this data. The City and County of San Francisco ("City”) makes no representalion regarding and does not guarantee or
atherwise warrant the accuracy or completeness of this data, Anyone who uses this data far any purpose whatsoever does
so0 entirely at their own risk. The City shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind fram any person arising from the use of this data, By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this disdaimer.”
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Limited English Proficiency

Vietnamese
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Vietnamese at home.

Percentage
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Scale 1:50,000
Date Saved: 10/18/2022
For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing to the folowing disclaimer: “The City and County of San brancisco (“City™)
provides the following data as a public record and no rights of any kind are granted to any person by the City's provision of
this data. The City and County of San Francisco ("City”) makes na representation regarding and does not guarantee or
atherwise warrant the accuracy ar completeness of this data. Anyone who uses this data for any purpose whatsoever does
so entirely 2t their cwn risk. The City shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind fram any person arising from the use of this data, By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agress to the contents and terms of this disclaimer.”
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Limited English Proficiency

French, Haitian or Cajun
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency's vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
French, Haitian, or Cajun at home.

Note: While there are over 1,000 LEP

Percentage persons in San Francisco who speak
100% French, Haitian, or Cajun at home, there is
no single census tract that surpasses the
5% threshold.
5%

Less than 5%

() .. e

7™~/ Muni Lines and Routes
Scale 1:50,000

Date Saved: 10/18/2022
For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing toe the following disclaimer: “The City and County of San Francisco ("City™)
provides the following data as a public record and no rights of any kind are granted ta any person by the City's provision of
this data. The City and County of San brancisco ("City”} makes no representation regarding and does not guarantes or
atherwise warrant the accuracy or completeness of this data, Anyone wha uses this data far any purpose whatsoever does
50 entirely at their own risk. The Gty shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind from any persan anising from the use of this data, By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this disdaimer.”
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Limited English Proficiency

Other Asian Languages
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Asian languages other than Chinese, Filipino, Korean, or
Viethamese at home.

Percentage Note: The American Community Survey

100% combines several Asian languages into
one data point: Other Asian Languages.
The analysis in the 2022 Language
Assistance Program update shows that
citywide there are over 1,000 LEP persons
who speak Japanese at home.

Because Other Asian Languages is a
combined data point, this map is not able
to show those areas where at least 5% of
population are LEP persons who speak
Japanese at home.
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For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing to the following disclaimer: “The City and County of San Francisco [“City™)
provides the following data as a public record and no rights of any kind are granted to any person by the City's provision of
this data. The City and County of San Frandsco ("City") makes no representalion regarding and does not guarantee or
atherwise warrant the accuracy or completeness of this data, Anyone wha uses this data for any purpose whatsoever does
so entirely at their cwn risk. The City shall not be liable or otherwise respansible for any loss, harm, daim or action of any
kind fram any person arising from the use of tnis data, By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terrms of this disclaimer"
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Limited English Proficiency

Russian
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency'’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Russian, Polish or other Slavic languages at home.

Percentage Based on the analysis presented in the

100% 2022 update to the Language Assistance
Program, it is reasonable to assume that
most of the LEP persons represented in
this map speak Russian.
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By downloading this map, you are agreeing to the following disclaimer: “The City and County of San Francisco ("City™)
provides the following data as a public record and no rights of any kind are granted to any persen by the Ciy's provision of
this data. The City and County of San trancisce ("City™) makes no representation regarding and does not guarantes or
atherwise warrant the accuracy ar completeness of this data, Anyone whe uses this data for ary purpose whatsoever does
sa entirely at their cwn risk. The City shall not be liable or otherwise respansible for any loss, harm, claim or action of any
kind fram any person arising from the use of this data. By accessing this data, the person accessing it acknawledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this discaimer.”
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Limited English Proficiency

Korean
October 2022

The U.S. Department of Transportation requires local
transportation agencies to provide written translations of vital
documents according to the agency’s vital document policy
for Limited English Proficient (LEP) persons, which ever is less.

This map provides LEP proportion estimates at the census tract
level, highlighting areas where at least five percent of the tract
identifies as speaking English less than "very well" and speak
Korean at home.

Percentage
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For reference contact: TellMuni@sfmta.com

By downloading this map, you are agreeing to the following disclaimer: “The City and County of San Francisco {“City")
provides the tollowing data as a public recard and no rights of any kind are granted to any person by the City’s provision of
this data. The City and Courty of San Francisce ("City”) makes no representation regarding and does not guarantes or
atherwise Warrant the accuracy or completeness of this data, Anyone who uses this data for ary purpose whatsoever does
50 entirely at their own risk. The City shall not be liable or otherwise responsible for any loss, harm, claim or action of any
kind fram any persan arising from the use of this data. By accessing this data, the person accessing it acknowledges that she
or he has read and does so under the condition that she or he agrees to the contents and terms of this disdaimer”
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Appendix C:
American Community Survey Dataset B08113

B08113: MEANS OF TRANSPORTATION TO WORK BY LANGUAGE SPOKEN AT HOME AND ABILITY TO SPEAK ENGLISH - Universe: Workers 16 years
and over

2016-2020 American Community Survey 5-Year Estimates

San Francisco County, California

Estimate
Total: 509,743
Speak only English 311,603
Speak Spanish: 51,395
Speak English "very well" 32,772
Speak English less than "very well" 18,623
Speak other languages: 146,745
Speak English "very well" 89,825
Speak English less than "very well" 56,920
Car, truck, or van - drove alone: 155,297
Speak only English 90,228
Speak Spanish: 16,142
Speak English "very well" 10,841
Speak English less than "very well" 5,301
Speak other languages: 48,927
Speak English "very well" 27,136
Speak English less than "very well" 21,791
Car, truck, or van - carpooled: 34,437
Speak only English 17,991
Speak Spanish: 4,304
Speak English "very well" 2,482
Speak English less than "very well" 1,822

Speak other languages: 12,142



Speak English "very well"
Speak English less than "very well"
Public transportation (excluding taxicab):
Speak only English
Speak Spanish:
Speak English "very well"
Speak English less than "very well"
Speak other languages:
Speak English "very well"
Speak English less than "very well"
Walked:
Speak only English
Speak Spanish:
Speak English "very well"
Speak English less than "very well"
Speak other languages:
Speak English "very well"
Speak English less than "very well"

Taxicab, motorcycle, bicycle, or other means:

Speak only English
Speak Spanish:

Speak English "very well"

Speak English less than "very well"
Speak other languages:

Speak English "very well"

Speak English less than "very well"

Worked at home:

Speak only English
Speak Spanish:

Speak English "very well"

Speak English less than "very well"
Speak other languages:

Speak English "very well"

6,053
6,089
161,085
96,556
17,763
10,103
7,660
46,766
28,806
17,960
59,807
36,281
5,583
3,549
2,034
17,943
11,415
6,528
39,101
28,466
3,555
2,653
902
7,080
5,680
1,400
60,016
42,081
4,048
3,144
904
13,887
10,735



Speak English less than "very well" 3,152

Supporting documentation on code lists, subject definitions, data accuracy, and statistical testing can be found on the American Community
Survey website in the Technical Documentation section.

Sample size and data quality measures (including coverage rates, allocation rates, and response rates) can be found on the American Community
Survey website in the Methodology section.

Data are based on a sample and are subject to sampling variability. The degree of uncertainty for an estimate arising from sampling variability is
represented through the use of a margin of error. The value shown here is the 90 percent margin of error. The margin of error can be
interpreted roughly as providing a 90 percent probability that the interval defined by the estimate minus the margin of error and the estimate
plus the margin of error (the lower and upper confidence bounds) contains the true value. In addition to sampling variability, the ACS estimates
are subject to non-sampling error (for a discussion of non-sampling variability, see Accuracy of the Data). The effect of non-sampling error is not
represented in these tables.

2019 ACS data products include updates to several categories of the existing means of transportation question. For more information, see:
https://www.census.gov/programs-surveys/acs/technical-documentation/user-notes/2020-03.html

Workers include members of the Armed Forces and civilians who were at work last week.
The 2016-2020 American Community Survey (ACS) data generally reflect the September 2018 Office of Management and Budget (OMB)
delineations of metropolitan and micropolitan statistical areas. In certain instances, the names, codes, and boundaries of the principal cities

shown in ACS tables may differ from the OMB delineation lists due to differences in the effective dates of the geographic entities.

Estimates of urban and rural populations, housing units, and characteristics reflect boundaries of urban areas defined based on Census 2010
data. As a result, data for urban and rural areas from the ACS do not necessarily reflect the results of ongoing urbanization.

Source: U.S. Census Bureau, 2016-2020 American Community Survey 5-Year Estimates


https://www.census.gov/programs-surveys/acs/technical-documentation/user-notes/2020-03.html

Appendix D:
California Department of Education, Educational Demographics Office

San Francisco County Language Group Data — Countywide for 2021 — 22

Percent of
English FIuent_E.ninsh EL and FEP Uil
Language Learners (EL) Proficient Students Enrc_:llment
(FEP) Students that is EL and
FEP
Spanish 8,195 4,808 13,003 23.06%
Cantonese 3,546 6,182 9,728 17.26%
Mandarin (Putonghua) 570 719 1,289 2.29%
Other non-English languages 433 545 978 1.73%
Vietnamese 370 540 910 1.61%
Filipino (Pilipino or Tagalog) 307 406 713 1.26%
Arabic 388 217 605 1.07%
Toishanese 207 298 505 0.90%
Japanese 90 246 336 0.60%
Russian 126 203 329 0.58%
Korean 60 170 230 0.41%
French 33 101 34 0.24%
Hindi 40 66 106 0.19%
Thai 31 64 95 0.17%
Portuguese 38 56 94 0.17%
Burmese 31 59 90 0.16%
Samoan 46 34 80 0.14%
German 11 63 74 0.13%
Urdu 28 33 61 0.11%
Italian 12 48 60 0.11%
Khmer (Cambodian) 16 37 53 0.09%
Tigrinya 31 21 52 0.09%
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Indonesian

Hebrew

Dutch

Farsi (Persian)
Bengali

Greek

Gujarati

Punjabi

Pashto
Serbo-Croatian
(Bosnian, Croatian, Serbian)
llocano

Turkish

Armenian

Ukrainian

Cebuano (Visayan)
Rumanian

Chaozhou (Chiuchow)
Polish

Ambharic

Lao

Hungarian
Taiwanese

Telugu

Somali

Hmong

Mien (Yao)

Tongan

Kannada

Swedish

Albanian

Chamorro (Guamanian)
Marathi 2
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0.08%
0.07%
0.06%
0.05%
0.04%
0.04%
0.04%
0.03%
0.03%

0.03%
0.03%
0.02%
0.02%
0.02%
0.02%
0.02%
0.02%
0.02%
0.02%
0.01%
0.01%
0.01%
0.01%
0.01%
0.01%
0.01%
0.01%
0.01%
0.00%
0.00%
0.00%
0.00%



Khmu 2 2 0.00%
Tamil 1 1 0.00%
Lahu 1 1 0.00%
Assyrian 11 0.00%
Kurdish

(Kurdi,

Kurmanyji) 1 1 0.00%
Mixteco 1 1 0.00%
Marshallese 0.00%
Zapoteco 0.00%

[ San FranciscoCountyTotal PR LRI TR R

Source: https://dg.cde.ca.gov/dataquest/Ic/CountyLC.aspx?Level=County&TheCounty=38+SAN%255EFRANCISCO&cYear=2021-22
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Appendix E: 2022 Data Collection Outreach to Organizations

Table 1A: List of Organizations Contacted for 2022 LAP and PPP Data Collection

Source: SFMTA, 2022.

Organization

Al Sabeel Masjid Noor Al-Islam

Alliance Francaise of San Francisco

American Indian Cultural Center

Arab Cultural and Community Center; Bay Area
Arab Grocers Group

Arab resourcing and organizing center

Arc of San Francisco

Asian Family Support Center

Asian Pacific American Community Center

Bayanihan Equity Center

Bayview Hunters Point Mobilization for Adolescent
Growth in Our Communities (BMAGIC)

Bayview Hunters Point Citizens Advisory
Committee

Bayview Neighborhood Association

Bayview Hunters Point YMCA

Bayview Senior Services

Bernal Heights Neighborhood Center — Excelsior
Senior Center

Buchanan YMCA/Urban Services

CARECEN

Causa Justa

Chinatown Library

Chinese Community Development Corporation

Non-English Languages Served
Arabic
French

Arabic
Arabic
Arabic

Multiple

Cantonese, Viethamese, Thai,
Laotian

Filipino

Spanish, Chinese, Tagalog

Spanish
Spanish
Chinese (Cantonese, Mandarin)
Chinese (Cantonese, Mandarin)

Neighborhood(s) Served

Citywide
Citywide

Citywide
Citywide

Visitacion Valley

Tenderloin, Downtown Mission
Bayview/Hunters Point

Bayview/Hunters Point

Bayview
Bayview/Hunters Point
Bayview
Bernal Heights; Seniors

Fillmore/Western Addition

Mission, Bayview, Excelsior

Mission, Excelsior, Tenderloin, Bayview

Chinatown

Chinatown, North Beach, Russian Hill, Tenderloin, Japantown,
Mission Bay, Mission District, SOMA, Richmond, Octavia area,
Haight area, Stanyan, Visitacion Valley (San Bruno Ave.)



Chinese Culture Resource Center

Chinese for Affirmative Action
Chinese Newcomers Service Center
Community Youth Center (Chinatown)

Community Youth Center (Richmond)

Excelsior Action Group

Family Connection Center

Filipino Community Center

Interfaith Council

Japanese Cultural Center

Japantown Merchants Association/JapantownTask Force
Kimochi

Korean American Community Foundation
Korean Center Inc.

La Raza Community Resource Center
Lighthouse for the Blind and Visually Impaired
Lycee Francais

Mission Economic Development Center

Mission Beacon Center at Everett Middle School
Mission Neighborhood Centers

MUA- Mujeres Unidas y Activas

OMI Neighbors in Action

OMI/Excelsior Beacon Center at James Denman Middle
School

Poder

Richmond Neighborhood Center (RNCC)
Richmond Senior Center

Russian American Community Services

Samoan Community Development Center

San Francisco Bay Accueil

Self-Help for the Elderly

Senior and Disability Action

SF LGBT Center

Chinese (Cantonese, Mandarin,
Taishanese)

Chinese (Cantonese, Mandarin)
Chinese (Cantonese, Mandarin)

Cantonese, Mandarin, Tagalog,

Viethamese, Cambodian, Laotian, Thai,

and Spanish
Cantonese

Chinese, Spanish, Vietnamese
Filipino, Tagalog

Japanese

Japanese, Korean
Korean
Korean
Spanish

French
Spanish
Spanish
Spanish
Spanish

Chinese, Spanish

Spanish
Chinese, Russian, Spanish
Russian, Chinese
Russian, Chinese

French
Chinese (Cantonese & Mandarin)

Chinatown

Citywide; esp. Chinatown, Visitacion Valley, Sunset, Richmond
Chinatown
Tenderloin, Bayview, Richmond, and Chinatown. Some school
locations are citywide.

Citywide
Excelsior
Portola & Excelsior, Southeast SF

Citywide
Citywide
Western Addition
Western Addition, Richmond, Sunset

Citywide
Citywide

Mission
Mission, Fillmore, Bayview and 3rd St., Potrero Hill
Mission
Tenderloin
Oceanview, Merced Heights, Ingleside
Excelsior, Mission Bay, Mission, Mission Terrace, Stonestown,
Excelsior, Oceanview, Merced Heights, Ingleside
Mission, Excelsior
Richmond
Richmond, Sunset
Richmond, Sunset
Visitation Valley, Hunters Point, Potrero Hill, Alice Griffith,
Citywide
Citywide
Citywide
Citywide



SFMTA Small Business Working Group

South of Market Community Action Network (SOMCAM)
Southeast Asian Community Center

Sunset Neighborhood Community Center

Talking Book and Braille Center @ SF Library

Tenderloin Boy & Girls Club

Thai Unity Community

Vietnamese Youth Development Center (SE Asian
Development Center)

Wu-Yee Children's Services

Filipino, Tagalog, lllonggo
Vietnamese, Chinese, Laotian
Chinese, Vietnamese

Thai
Vietnamese

Cantonese, Mandarin, Spanish

Citywide
SOMA, Tenderloin, Excelsior
Tenderloin & Citywide
Sunset, Parkside
Citywide
Tenderloin
Citywide

Oceanview, Merced Heights, Ingleside, Chinatown



Table 2A. List of Organizations Who Participated in 2022 LAP and PPP Data Collection
Source: SFMTA, 2022.

Organization Primary Language(s) Neighborhoods, Groups Served = Community Based Organization

Leadership Interviews

LEP Focus
Groups

Community
Conversations

Arab Cultural and Community Center Bay Arabic Citywide X
Area
Arab resourcing and organizing center Arabic Citywide X
Arc San Francisco Citywide; People with

intellectual and developmental

disabilities
Bayanihan Equity Center Filipino Tenderloin, Downtown, Mission X
Bernal Heights Neighborhood Center — Spanish, Chinese, Bernal Heights; Seniors X
Excelsior Senior Center Tagalog
CARECEN Spanish Mission, Bayview, Excelsior
Chinatown Library Chinese (Cantonese, Chinatown

Mandarin)

Chinese Community Development Chinese (Cantonese, Chinatown, North Beach, X
Corporation Mandarin) Russian Hill, Tenderloin,

Japantown, Mission Bay,
Mission District, SOMA,
Richmond, Octavia area, Haight
area, Stanyan, Visitacion Valley
(San Bruno Ave.)

Chinese Culture Resource Center Chinese (Cantonese, Chinatown X
Mandarin, Taishanese)
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Chinese for Affirmative Action

Chinese Newcomers Service Center

Community Youth Center (Chinatown)

Community Youth Center (Richmond)

Excelsior Action Group

Family Connection Center

Japanese Cultural Center
Korean Center Inc.

Lighthouse for the Blind and Visually
Impaired

Mission Beacon Center at Everett Middle
School

OMI Neighbors in Action

OMI/Excelsior Beacon Center at James
Denman Middle School

Poder

Chinese (Cantonese,
Mandarin)

Chinese (Cantonese,
Mandarin)

Cantonese, Mandarin,
Tagalog, Vietnamese,
Cambodian, Laotian,
Thai, and Spanish

Cantonese

Chinese, Spanish,
Viethamese

Japanese

Korean

Spanish

Chinese, Spanish

Spanish

Citywide; esp. Chinatown,
Visitacion Valley, Sunset,
Richmond

Chinatown

Tenderloin, Bayview, Richmond,
and Chinatown. Some school
locations are citywide.

Citywide

Excelsior

Portola & Excelsior, Southeast
SF

Citywide

Citywide

Citywide

Mission, Fillmore, Bayview, 3rd
St., Potrero Hill

Oceanview, Merced Heights,
Ingleside

Excelsior, Mission Bay, Mission,
Mission Terrace, Stonestown,
Excelsior, Oceanview, Merced
Heights, Ingleside

Mission, Excelsior



Richmond Neighborhood Center (RNCC)

Richmond Senior Center

Russian American Community Services

Samoan Community Development Center

San Francisco Bay Accueil

Self-Help for the Elderly

SF LGBT Center

SFMTA Small Business Working Group

South of Market Community Action

Network

(SOMCAM)

Southeast Asian Community Center

Tenderloin Boys and Girls Club Tenderloin

Clubhouse

Thai Unity Community

Wu-Yee Children's Services

Chinese, Russian,
Spanish

Russian, Chinese

Russian, Chinese

French

Chinese (Cantonese &
Mandarin)

Filipino, Tagalog,
Illonggo

Vietnamese, Chinese,
Laotian

Thai

Cantonese, Mandarin,
Spanish

Richmond

Richmond, Sunset

Richmond, Sunset

Visitation Valley, Hunters Point,
Potrero Hill, Alice Griffith

Citywide

Citywide, including Richmond,
Sunset, Chinatown, South of
Market, Visitacion Valley,
Excelsior

Citywide
Citywide

SOMA, Tenderloin, Excelsior

Tenderloin & Citywide

Tenderloin

Citywide

Oceanview, Merced Heights,
Ingleside, Chinatown
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Appendix G: SFMTA Board Of Directors Resolution For Title VI Program
Approval
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Appendix H: SFMTA Board Of Directors Resolution Accepting Major Service
Changes, Disproportionate Burden, And Disparate Impact Policies




SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No. 13-192

WHEREAS, Title VI of the Civil Rights Act of 1964 addresses discrimination in almost all
aspects of public services and programs administered or funded by the federal government in the
United States, such as SFMTA’s public transit service; and

WHEREAS, The SFMTA receives federal funds through the Federal Transit Administration
(FTA) and is required to have in place a Title VI program that ensures that the level and quality of
public transportation service is provided in a nondiscriminatory manner, promotes full and fair
participation in public transportation decision-making without regard to race, color, or national
origin, and ensures meaningful access to transit-related programs and activities by persons with
limited English proficiency; and

WHEREAS, The FTA’s updated Title VI Circular (FTA C 4702.1B), issued on October 1,
2012, requires that the governing board of a transit agency approve a Major Service Change
Definition and Disparate Impact and Disproportionate Burden policies; and

WHEREAS, As part of FTA’s Title VI Program requirements, SFMTA must perform a service
equity analysis when a major service change is proposed or any fare change that will exceed six
months to determine if the change will adversely affect minority and low-income populations; and

WHEREAS, Based on data from the 2010 U.S. Census, 58 percent of San Francisco residents
are minority and 31 percent of San Francisco households are at or below 200 percent of the federal
poverty level; and

WHEREAS, If the service or fare equity analysis identifies a potential disparate impact on
minority populations or customers, SFMTA is required to consider alternative proposals to avoid,
minimize, or mitigate the disparate impact and the service or fare changes can only be implemented
if (1) a substantial legitimate justification for the service or fare change exists, (2) there are no
comparably effective alternative practices that would result in a less disparate impact on minority
populations, and (3) the justification for the service change is not a pretext for discrimination; and

WHEREAS, If a disproportionate burden is found, the service or fare change may only be
carried out if further mitigation measures or alternatives that would reduce the disproportionately
high and adverse effects on low-income populations are not practicable; and

WHEREAS, SFMTA has performed multilingual community and peer outreach during the
development of these policies; and



WHEREAS, After reviewing demographic data, characteristics of system ridership and
conducting peer reviews/comparisons, a threshold of eight percent was determined to be the
appropriate proposed threshold for both the Disparate Impact Policy and Disproportionate Burden
Policy; and

WHEREAS, SFMTA staff recommend the following Major Service Change Definition be
adopted by the SFMTA Board of Directors:

Major Service Change - A change in transit service that would be in effect for more than a
12-month period and that would consist of any of the following criteria:

e A schedule change (or series of changes) resulting in a system-wide change in annual
revenue hours of five percent or more implemented at one time or over a rolling 24
month period,;

e A schedule change on a route with 25 or more one-way trips per day resulting in:
o Adding or eliminating a route;
o A change in annual revenue hours on the route of 25 percent or more;
o A change in the daily span of service on the route of three hours or more; or
©)

A change in route-miles of 25 percent or more, where the route moves more than a
quarter mile.

Corridors served by multiple routes will be evaluated based on combined revenue hours,
daily span of service, and/or route-miles.

e The implementation of a New Start, Small Start, or other new fixed guideway capital
project, regardless of whether the proposed changes to existing service meet any of the
criteria for a service change described above; and

WHEREAS, SFMTA staff recommends that the following Disparate Impact Policy be
adopted by the SFMTA Board of Directors:

Disparate Impact Policy - a fare change, or package of changes, or major service change, or
package of changes, will be deemed to have a disparate impact on minority populations if the
difference between the percentage of the minority population impacted by the changes and
the percentage of the minority population system-wide is eight percentage points or more.
Packages of major service changes across multiple routes will be evaluated cumulatively and
packages of fare increases across multiple fare instruments will be evaluated cumulatively;
and

WHEREAS, SFMTA staff recommends that the following Disproportionate Burden Policy
be adopted by the SFMTA Board of Directors:

Disproportionate Burden Policy - A fare change, or package of changes, or major service
change, or package of changes, will be deemed to have a disproportionate burden on low-
income populations if the difference between the percentage of the low-income population
impacted by the changes and the percentage of low-income population system-wide is eight
percentage points or more. Packages of major service changes across multiple routes will be

evaluated cumulatively and packages of fare increases across multiple fare instruments will
be evaluated cumulatively; now, therefore, be it;



RESOLVED, That the SFMTA Board of Directors approves the Major Service Change
Definition and Disparate Impact and Disproportionate Burden policies that are required to be
adopted pursuant to the FTA’s updated Circular 4702.1B issued on October 1, 2012.

| certify that the foregoing resolution was adopted by the San Francisco Municipal Transportation
Agency Board of Directors at its meeting of August 20, 2013.

Secretary to the Board of Directors
San Francisco Municipal Transportation Agency
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Appendix I: Fare And Major Service Change Equity Analyses




THIS PRINT COVERS CALENDAR ITEM NO.: 13

SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY

DIVISION: Transit
BRIEF DESCRIPTION:

Approving the SFMTA’s Title VI Service Equity Analysis for the temporary Municipal Railway
service and route changes made during the ongoing COVID-19 State of Emergency which
compares transit service in effect in March 2020 to transit service in effect in March 2021 and
concludes that the temporary service changes do not result in a disparate impact on communities of
color or a disproportionate burden on low-income communities under Title VI.

SUMMARY::

e On March 16, 2020, San Francisco’s Health Officer issued a Public Health Order in
response to the COVID-19 State of Emergency, requiring that residents shelter in place,
with the only exception being for essential needs and trips. Shortly thereafter, the SFMTA
implemented changes to Municipal Railway service in response to changing travel patterns
and significantly reduced staffing levels.

e On April 8, 2020, the SFMTA implemented the initial 17-route COVID-19 Core Service
Plan. Given constraints on resources, the SFMTA prioritized service based on which routes
more often serve people of color, members of low-income households, and/or those who are
dependent upon transit service; crowding data; providing access to critical services; and
providing coverage to as much of San Francisco as possible. When resources have allowed,
the SFMTA has worked to restore service along previously suspended routes in response to
feedback received from customers and staff.

e Although the SFMTA considers these service changes to be temporary, Federal Transit
Administration (FTA) Circular 4702.1B requires a Title VI service equity analysis for major
service changes in effect for longer than 12 months.

e The Title VI service equity analysis compares transit service in effect in March 2020 (before
the Public Health Order went into in effect) to transit service in effect in March 2021.

e The Title VI analysis of the temporary transit service and route changes that qualify as
major service changes found that they do not result in a disparate impact on communities of
color or a disproportionate burden on low-income communities.

ENCLOSURES:

1. SFMTA Board Resolution
2. Title VI Service Equity Analysis of the COVID-19 Temporary Service Changes

APPROVALS: DATE

DIRECTOR %%% May 10, 2021
SECRETARY WM\ May 10, 2021

ASSIGNED SFMTAB CALENDAR DATE: May 18, 2021




PAGE 2

PURPOSE

Approving the SFMTA’s Title VI Service Equity Analysis for the temporary Municipal Railway
service and route changes made during the ongoing COVID-19 State of Emergency which
compares transit service in effect in March 2020 to transit service in effect in March 2021 and
concludes that the temporary service changes do not result in a disparate impact on communities of
color or a disproportionate burden on low-income communities under Title VI.

STRATEGIC PLAN GOALS AND TRANSIT FIRST POLICY PRINCIPLES
This action supports the following SFMTA Strategic Plan Goal and Objectives:

Goal 2: Make transit and other sustainable modes of transportation the most attractive and
preferred means of travel.
Obijective 2.1: Improve transit service.
Objective 2.2: Enhance and expand use of the city’s sustainable modes of transportation.

Goal 3: Improve the quality of life and environment in San Francisco and the region.
Objective 3.1: Use Agency programs and policies to advance San Francisco’s
commitment to equity.
Objective 3.5: Achieve financial stability for the agency.

This item addresses the following Transit First Policy Principles:

1. To ensure quality of life and economic health in San Francisco, the primary objective of the
transportation system must be the safe and efficient movement of people and goods.

2. Public transit, including taxis and vanpools, is an economically and environmentally sound
alternative to transportation by individual automobiles. Within San Francisco, travel by
public transit, by bicycle and on foot must be an attractive alternative to travel by private
automobile.

9. The ability of the City and County to reduce traffic congestion depends on the adequacy of
regional public transportation. The City and County shall promote the use of regional mass
transit and the continued development of an integrated, reliable, regional public
transportation system.

DESCRIPTION
Background:

On February 25, 2020, Mayor London Breed issued a Proclamation Declaring the Existence of a
Local Emergency (COVID-19 State of Emergency) finding that the COVID-19 pandemic posed a
threat to the lives, property and welfare of the City and County and its residents.

On March 16, 2020, San Francisco’s Health Officer issued a Public Health Order in response to the
COVID-19 State of Emergency requiring that residents shelter in place with the only exception
being for essential needs and trips. Shortly thereafter, the SFMTA began implementing changes to
its transit service in response to changing travel patterns and significantly reduced staffing levels.
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The SFMTA restructured Muni service to respond to the COVID-19 State of Emergency to account
for the following significant constraints on resources:

Vehicle Capacity: Physical distancing requirements translated to Muni buses only carrying
one-third of the usual passenger load from pre-COVID-19 levels. This meant that it took
about three buses to move the same number of people as one bus did prior to the pandemic.
Vehicle Availability: The SFMTA’s practice during the pandemic was to return vehicles at
the end of each operator’s shift for sanitization, which was more frequent than the industry
standard of cleaning vehicles at the end of the day, and resulted in fewer vehicles begin
available for service.

Staff Availability: Due to a 15% vacancy rate pre-pandemic across the agency and very
limited hiring over the past year, the SFMTA has vacancies in many service critical
positions, from mechanics to supervisors.

Considering these constraints, the SFMTA prioritized providing and restoring transit service along
routes that more often serve people of color, members of low-income households, and/or those who
are dependent upon transit service; routes where crowding data shows that higher frequencies
would allow for greater physical distancing; routes that provide service to critical services such as
hospitals and grocery stores; and routes that have enabled the agency to provide coverage to as
much of San Francisco as possible. When resources have allowed, the SFMTA restored service
along previously suspended routes in response to feedback received from customers and staff.

Below is an overview of the COVID-19-related Municipal Railway service changes that have been
implemented:

March 17, 2020: In response to a steep drop in ridership and staff availability due to the
COVID-19 State of Emergency, most express routes, as well as the 41 Union, 88 BART
Shuttle and E Embarcadero Streetcar routes, were temporarily suspended. Additionally, in
order to reduce risk to operators, Cable Car and F Market service transitioned to using buses
which are equipped with operator security partitions.

March 30, 2020: The SFMTA implemented further transit service changes in response to a
continued decline in ridership and staff availability. These service adjustments focused on
routes where redundant service provided more capacity than what was needed. All Rapid
routes, except for the 14R Mission Rapid, were temporarily suspended. All Muni Metro and
light rail routes were replaced by buses using stops from the early morning Metro bus
service. Closing the Muni Metro underground system allowed the SFMTA to redirect
custodial resources to staff facilities and minimize risk to our station agents.

April 8, 2020: Transit service was reduced to the agency’s initial temporary COVID-19
Core Service Network comprising Muni’s 17 most-used daytime lines. This network
provided service on our busiest lines with the highest demand during the pandemic and
ensured service was within one mile of all San Franciscans.

o The 17 daytime routes included: 1 California, 8 Bayshore, 9 San Bruno, 14 Mission,
14R Mission Rapid, 19 Polk, 22 Fillmore, 24 Divisadero, 25 Treasure Island, 29
Sunset, 38 Geary, 38R Geary Rapid, 44 O’Shaughnessy, 49 Van Ness/Mission, L
Taraval Bus, N Judah Bus, and T Third Bus.

April 25, 2020: With additional staff resources, the COVID-19 Core Service Network was
updated by adding back modified routes and increasing bus frequency on others. Service
additions increased coverage across the City and improved connections to additional
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essential services. Restored routes included the: 5 Fulton, 12 Pacific (on a temporarily
modified route), 28 19th Avenue (on a temporarily modified route), and 54 Felton (on a
temporarily modified route).

e May 4, 2020: The M Bus returned as a partial “Community Shuttle” between Balboa Park
and West Portal station.

e May 16, 2020: The SFMTA increased frequency on multiple lines in Muni’s existing
COVID-19 Core Service Network and reinstated the 9R San Bruno Rapid.

e June 13, 2020: To support the City’s economic recovery, and with additional staff
availability, the SFMTA increased Muni service and frequency by adding select routes back
into service, extending current routes, and improving frequency on routes with crowding.
Restored routes included the: 7 Noriega, 30 Stockton (on a temporarily modified route), and
43 Masonic (on a temporarily modified route).

e August 22, 2020: To provide more vehicle capacity for essential travel and physical
distancing, the SFMTA reopened the subway system and restored Muni Metro train service
with temporary new route configurations for the J Church, K Ingleside, L Taraval, and a
subway-only shuttle. In addition to adding back modified rail service, bus service resumed
on the 37 Corbett (on a temporarily modified route), 44 O’Shaughnessy (the previously
temporarily modified route was extended to the full route), 45 Union-Stockton, 48 Quintata-
24" St (on a temporarily modified route), 54 Felton (the previously temporarily modified
route was extended to the full route), and 67 Bernal Heights. August 25, 2020: The subway
was closed again for critical repairs and Muni Metro reverted back to bus service.

e December 19, 2020: The SFMTA began phasing Muni Metro rail back into service by
restoring the J Church surface route to free up buses for additional service changes to be
implemented in January 2021.

e January 23, 2021: With nearly a year of COVID-19 transit planning experience, and after
working closely with key Muni Service Equity communities and the consideration of public
feedback, the SFMTA was able to prioritize vehicle and operator resources to restore service
and improve frequencies on multiple routes, including the: 15 Bayview-Hunters Point
Express (new route), 22 Fillmore (on a partially new alignment), 27 Bryant, 33 Ashbury, 37
Corbett (the previously temporarily modified route was extended to the full route), 55
Dogpatch (on a partially new alignment) and the T Third Muni Metro rail line (on a
temporarily modified route).

The table below provides a summary of Municipal Railway (Muni) service changes between March
2020 and March 2021.
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Route

Net Service Changes between March 2020 & March 2021

Not in
Service

New
Service

Re-Route

Frequency
Change

Service Span
Change

14R
14X
15

18

19

21

22

22

23

24

24

25

25

27

28
28R
29

30
30X
31
31AX
31BX
33

35

36

37

38

38
38AX
38BX

California
California Express
California Express
Sutter/Clement
Jackson

Fulton

Fulton Owl
Fulton Rapid
Parnassus
Haight-Noriega
Noriega Express
Bayshore
Bayshore Express
Bayshore Express
San Bruno

San Bruno Rapid
Townsend
Folsom-Pacific
Mission

Mission Owl
Mission Rapid
Mission Express
Hunters Pt Express
46th Ave

Polk

Hayes

Fillmore

Fillmore Owl
Monterey
Divisadero
Divisadero Owl
Treasure Island
Treasure Island Owl
Bryant

19th Ave

19th Ave Rapid
Sunset

Stockton

Marina Express
Balboa

Balboa Express
Balboa Express
Ashbury-18th St
Eureka

Teresita

Corbett

Geary

Geary Owl

Geary Express
Geary Express

X X X X

X X X

X X X X X

X X

X

X X

X X

X X X X

X

X X

X X

X X X X

X X X X X X X X

X X

X X X
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Net Service Changes between March 2020 & March 2021

Route Not in New Re-Route Frequency Service Span
Service Service Change Change

38R Geary Rapid X X
39  Coit X
41 Union X
43 ' Masonic X X
44 O'Shaughnessy X
44 | O'Shaughnessy Owl
45 Union-Stockton X
47 Van Ness X
48 Quintara-24th St X X
48 Quintara Owl X
49 Van Ness-Mission X X
52 Excelsior X
54 | Felton X
55 | 16th St (55 Dogpatch) X X
56 Rutland
57 | Parkmerced
66 Quintara
67 Bernal Heights X X
76X Marin Headlands Express
81X Caltrain Express
82X Levi's Plaza Express
83X Mid-Market Express
88 BART Shuttle
90 San Bruno Owl X
91 3rd St/19th Ave X
61  California Street Cable Car
60 Powell-Hyde Cable Car
59 ' Powell-Mason Cable Car
Embarcadero
Market & Wharves
Church X
Ingleside/Third St* !
Taraval
Taraval Owl
Oceanview X X
Judah X
Judah Owl
NX ' Judah Express X

XX X X XXXX

X X X

X X X X X

X X X X X

zzZz<rr4amm
X X X
X XX X X X X

Notes: * In March 2021, the KT Ingleside/Third St is being covered by the K Ingleside Bus and T Third
train, but for the purposes of this analysis these routes are considered to be serving the KT
Ingleside/Third St route.

TITLE VI ANALYSIS

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color or
national origin in programs and activities receiving Federal financial assistance. A Title VI service
equity analysis is required for service changes that meet the criteria in the SFMTA’s Major Service
Change Policy.
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The SFMTA’s Major Service Change Policy includes the following systemwide criteria:

A schedule change (or series of changes) resulting in a system-wide change in annual
revenue hours of five percent or more implemented at one time or over a rolling 24-month
period;

The temporary route suspensions, route additions, frequency changes, and service span changes that
were in place in March 2021 have resulted in Muni service providing 30% fewer revenue service
hours than what was provided in March 2020 and meets the systemwide major service change
criteria. In addition, transit service changes were also broken down and analyzed at the route-level.
The SFMTA’s Major Service Change Policy includes the following route-level criteria:

A schedule change on a route with 25 or more one-way trips per day resulting in:

Adding or eliminating a route;

A change in annual revenue hours on the route of 25 percent or more;

A change in the daily span of service on the route of three hours or more; or

A change in route-miles of 25 percent or more, where the route moves more than a
quarter mile.

Corridors served by multiple routes will be evaluated based on combined revenue hours,
daily span of service, and/or route-miles.

To comply with Federal Transit Administration’s (FTA’s) Title VI service equity analysis
requirement in FTA Circular 4702.1B (Title V1) that service changes that are in effect for longer
than twelve months and fall within the Agency’s definition of a “major service change” identified in
SFMTA’s Title VI Program are subject to a Title VI service equity analysis. The agency has
prepared an analysis that compares pre-pandemic Muni service in effect in March 2020 to the Muni
service in effect in March 2021. Changes that met the route-level major service change criteria were
grouped by major service change category and analyzed to determine if each category of changes
cumulatively resulted in a disparate impact on communities of color or a disproportionate burden on
low-income populations.

Under the SFMTA’s Disparate Impact Policy, service changes are considered to have a disparate
impact on communities of color if the changes meet the Agency’s major service change criteria and
the proportion of people of color in the population impacted by the service changes is eight or more
percentage points higher for service decreases (and lower for service increases) than the respective
proportions in the citywide population.

Under the SFMTA’s Disproportionate Burden Policy, service changes are considered to have a
disproportionate burden on individuals living in low-income households if the changes meet the
Agency’s major service change criteria and the proportion of individuals living in low-income
households in the population impacted by the service changes is eight or more percentage points
higher for service decreases (and lower for service increases) than the respective proportions in the
citywide population.
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Based on the route-level major service change criteria and considering routes can meet multiple
major service change criteria, the service equity analysis of the COVID-19 Temporary Service Plan
in place in March 2021 showed that:

e 47 routes meet the SFMTA’s route-level major service change criteria for routes miles
(including 12 express or other peak commute hour routes that other in service daytime
routes are serving)

¢ Nine routes meet the SFMTA’s route-level major service change criteria for revenue service
hours

e 14 routes meet the SFMTA’s route-level major service change criteria for service span

For the major service change categories that resulted in service decreases, the proportion of people
of color and the proportion of individuals living in low-income households in the impacted
population were not eight or more percentage points higher than the respective proportions of the
citywide population.

For the major service change categories that resulted in service increases, the proportion of people
of color and the proportion of individuals living in low-income households in the impacted
population were not eight or more percentage points lower than the respective proportions of the
citywide population.

These results of this service equity analysis indicate that no disparate impact on communities of
color or disproportionate burden on low-income communities was found. These findings are
summarized in the table below.

. No. of Routes Service Decreases Service Increases
Major
. that meet
Service Maior Servi : : : : : :
Change | HOF SEIVICE) No. of | Disparate | Disproportionate | No. of | Disparate | Disproportionate
Type Change | Routes | Impact? Burden? Routes | Impact? Burden?
Criteria
Route
Miles 47 42 No No 5 No No
Rli"e”“e 9 4 No No 5 No No
ours
Service
Span 14 10 No No 4 No No

STAKEHOLDER ENGAGEMENT

Pursuant to Title VI of the Civil Rights Act of 1964 and its implementing regulations, as well as
state and local laws, the SFMTA takes responsible steps to ensure meaningful access to the benefits,
services, information, and other important portions of SFMTA’s programs and activities for
individuals regardless of race, color or national origin. Given the diversity of San Francisco and of
Muni’s ridership, the SFMTA is particularly committed to disseminating information that is
accessible to individuals who may have a limited ability to read, write or speak English.

Given the rapidly changing environment and the need to implement changes quickly, the SFMTA
employed a range of communication methods to provide accessible, updated customer information
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to the extent possible. Outreach strategies included:

Deploying on-site Ambassadors, including individuals with bilingual skills, at targeted
locations on an ongoing basis and throughout the system when service was being adjusted;
Establishing a dedicated, multilingual information page at sfmta.com/covid-19, which
centralized the agency’s COVID-19 information, including up-to-date information on the
routes in service;

Posting multilingual signage at transit stops;

Providing multilingual announcements on Muni vehicles;

Distributing multilingual informational fliers and handouts at more than one hundred
community-based organizations, at pop-ups in parks and public gathering spaces in
neighborhoods identified by the Muni Service Equity Strategy across the city and via
neighborhood canvassing efforts;

Providing briefings to stakeholders, including attending virtual community meetings;
Issuing blog posts and social media posts; and,

Engaging in traditional media outreach through press releases, newspaper ads and radio and
television public service announcements, including neighborhood papers and on radio in
Spanish and Chinese.

As resources allowed, restoring transit service was based on prioritizing providing service along
routes that more often serve people of color, members of low-income households, and/or those who
are dependent upon transit service; where crowding data showed the higher frequencies would
allow for greater physical distancing; that provide service to critical services such as hospitals and
grocery stores; and that have enabled the agency to provide coverage to as much of San Francisco
as possible. Another primary source of information was the critical feedback received from
customers, operators, and other important stakeholders. The following routes have been restored in
some form since the initial temporary COVID-19 Core Service Network went into effect:

5 Fulton

7 Haight-Noriega

8AX Bayshore Express

9R Bayshore

12 Folsom/Pacific (on a temporarily modified route)

15 Bayview-Hunters Point Express (new route)

27 Bryant (on a temporarily modified route)

28 19" Avenue (on a temporarily modified route)

30 Stockton (on a temporarily modified route)

33 Ashbury

37 Corbett

43 Masonic (on a temporarily modified route)

45 Union-Stockton

48 Quintara-24th Street (on a temporarily modified route)
54 Felton

55 Dogpatch (55 16" Street route was renamed and modified in conjunction with changes to
the 22 Fillmore)

67 Bernal Heights

J Church (on a temporarily modified route)


https://www.sfmta.com/projects/covid-19-developments-response
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e M Ocean View (on a temporarily modified route)

The agency will continue to incorporate stakeholder feedback to the extent possible as the agency
works to restore service, when resources allow, in order to provide San Franciscans with as much
service as possible considering the constraints on the agency’s resources.

ALTERNATIVES CONSIDERED

The SFMTA implemented transit service changes to respond to the COVID-19 State of Emergency.
The SFMTA considered not modifying transit service, but given significantly reduced staffing
levels, this approach would have resulted in significant amounts of missed service throughout the
system and consequently significant amounts of pass-ups in communities making the most frequent
essential trips.

In terms of which routes initially remained in service and which routes have been restored since, the
SFMTA prioritized its finite resources to provide service along routes that more often serve people
of color, members of low-income households, and/or those who are dependent upon transit service;
where crowding data showed the higher frequencies would allow for greater physical distancing;
that provide service to critical services such as hospitals and grocery stores; and that enabled the
agency to provide coverage to as much of San Francisco as possible. Another primary source of
information was the critical feedback received from customers, operators, and other important
stakeholders.

FUNDING IMPACT

Before the pandemic, the SFMTA saw declining revenues from parking fees and transit fares. As
travel decreased due to the public health emergency, transit fare revenue further decreased and tax
revenue also declined. One-time federal funding has saved the SFMTA from devastating cuts and
layoffs, but this one-time funding runs out in 2023 and doesn’t solve the agency’s longer-term
funding challenges. Restoring Muni transit service back to 100% of pre-pandemic service levels
will require more sustained funding beyond the one-time federal funding that has been secured to
date.

ENVIRONMENTAL REVIEW

On April 28, 2021, the SFMTA, under authority delegated by the Planning Department, determined
that adoption of the Title VI Service Equity Analysis for the current COVID-19 Temporary Service
Plan is not a “project” under the California Environmental Quality Act (CEQA) pursuant to Title 14
of the California Code of Regulations Sections 15060(c) and 15378(b).

A copy of the CEQA determination is on file with the Secretary to the SFMTA Board of Directors
and is incorporated herein by reference.

OTHER APPROVALS

The City Attorney’s Office has reviewed this calendar item.
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RECOMMENDATION

That the SFMTA Board approve the SFMTA’s Title VI Service Equity Analysis for the temporary
Municipal Railway service and route changes made during the ongoing COVID-19 State of
Emergency which compares transit service in effect in March 2020 to transit service in effect in
March 2021 and concludes that the temporary service changes do not result in a disparate impact on
communities of color or a disproportionate burden on low-income communities under Title VI.



SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No.

WHEREAS, On March 16, 2020, San Francisco’s Health Officer issued a Public Health
Order in response to the COVID-19 State of Emergency requiring that residents shelter in place,
with the only exception being for essential needs; and

WHEREAS, In response to the shelter in place ordinance, San Francisco Municipal
Transportation Agency (SFMTA) reduced transit service, including closing the Muni Metro rail
service to minimize risk to customer facing staff and the community and redirect custodial
resources to other facilities, and further reductions service on April 8, 2020 to Muni’s 17 most-used
lines; and,

WHEREAS, The constraints on vehicle capacity due to physical distancing limitations,
vehicle availability due to increased sanitization, and staff availability due to pre-pandemic
vacancies and very limited hiring during the pandemic all continue to significantly limit the level of
transit service Muni can provide; and,

WHEREAS, In response to these constraints, the SFMTA has prioritized providing and
restoring service along routes that more often serve people of color, members of low-income
households, and/or those who are dependent upon transit service; routes where crowding data
shows that higher frequencies would allow for greater physical distancing; routes that provide
service to critical services such as hospitals and grocery stores; and routes that have enabled the
agency to provide coverage to as much of San Francisco as possible; and,

WHEREAS, The San Francisco Municipal Transportation Agency is committed to making
San Francisco a Transit-First City; and,

WHEREAS, Given the rapidly changing environment, and the need to implement changes
quickly, the SFMTA employed a range of communication methods to provide accessible, updated
customer information to the extent possible; and,

WHEREAS, Where resources have allowed, the SFMTA has worked to restore service
along previously suspended routes in response to feedback received from customers, staff and other
important stakeholders; and,

WHEREAS, Pursuant to the requirements contained in the Federal Transit Administration’s
(FTA) Circular 4702.1B, "Title VI Requirements and Guidelines for Federal Transit Administration
Recipients," Muni service adjustments that meet the SFMTA’s definition of a major service
change and exceed 12 months in duration require a transit service equity analysis, which was
conducted by comparing Muni service in effect in March 2020 (before the Public Health Order
went into in effect) to Muni service in effect in March 2021; and,



WHEREAS, Pursuant to the requirements contained in FTA Circular 4702.1B, the SFMTA
analyzed the impacts of the service changes on communities of color and customers from low-
income households and determined that the service changes do not result in a disparate impact on
communities or color or a disproportionate burden on low-income communities under Title VI; and,

WHEREAS, On April 28, 2021, the SFMTA, under authority delegated by the Planning
Department, determined that the adoption of the Title VI Service Equity Analysis for the current
COVID-19 Temporary Service Plan is not a “project” under the California Environmental Quality
Act (CEQA) pursuant Title 14 of the California Code of Regulations Sections 15060(c) and
15378(b); and,

WHEREAS, A copy of the CEQA determination is on file with the Secretary to the SFMTA
Board of Directors, and is incorporated herein by reference; therefore, be it

RESOLVED, That the SFMTA Board of Directors approves the Title VI Service Equity
Analysis for the temporary Municipal Railway service and route changes made during the ongoing
COVID-19 State of Emergency which compares transit service in effect in March 2020 to transit
service in effect in March 2021 and concludes that the temporary service changes do not result in a
disparate impact on communities of color or a disproportionate burden on low-income communities
under Title VI.

| certify that the foregoing resolution was adopted by the San Francisco Municipal
Transportation Agency Board of Directors at its meeting of May 18, 2021.

Secretary to the Board of Directors
San Francisco Municipal Transportation Agency
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I. Background

A. Title VI

Title V1 of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color or
national origin in programs and activities receiving Federal financial assistance. Specifically, Title
VI provides that "no person in the United States shall, on the grounds of race, color, or national
origin, be excluded from participation in, be denied the benefits of, or be subjected to
discrimination under any program or activity receiving Federal financial assistance.” (42 U.S.C.
Section 2000d).

The Federal Transit Administration’s (FTA) Circular 4702.1B, "Title VI Requirements and
Guidelines for Federal Transit Administration Recipients,” provides guidance to transit agencies
serving large urbanized areas and requires that these agencies “shall...evaluate, prior to
implementation, any and all service changes that exceed the transit provider’s major service change
threshold, as well as all fare changes, to determine whether those changes will have a
discriminatory impact based on race, color, or national origin” (Circular 4702.1B, Chapter IV-11).
Regarding temporary service changes, FTA Circular 4702.1B states that if ““a temporary service
addition or change lasts longer than twelve months, then FTA considers the service addition or
change permanent and the transit provider must conduct a service equity analysis if the service
otherwise qualifies as a major service change” (Circular 4702.1B, Chapter IV-13).

B. SFMTA and its Response to COVID-19 Pandemic

The San Francisco Municipal Transportation Agency (SFMTA), a department of the City and
County of San Francisco, was established by voter proposition in 1999. One of the SFMTA’s
primary responsibilities is operating the San Francisco Municipal Railway, known universally as
“Muni.” Muni is the largest transit system in the Bay Area with over 700,000 passenger boardings
per day and serving over 220 million customers a year. The Muni fleet includes historic streetcars,
renewable biodiesel and electric hybrid buses and electric trolley coaches, light rail vehicles,
paratransit cabs and vans and the world-famous cable cars. Muni provides one of the highest levels
of service per capita with 63 bus routes, seven light rail lines, two historic streetcar lines, and three
cable car lines and provides regional connections to other Bay Area public transit systems such as
BART, AC Transit, Golden Gate Transit and Ferries, SamTrans, and Caltrain.

On February 25, 2020, Mayor London Breed issued a Proclamation Declaring the Existence of a
Local Emergency (COVID-19 Local Emergency Proclamation) finding that the COVID-19
pandemic posed a threat to the lives, property and welfare of the City and County and its residents.

On March 16, 2020, San Francisco’s Health Officer issued a Public Health Order in response to the
COVID-19 State of Emergency requiring that residents shelter in place, with the only exception
being for essential needs and trips. Shortly thereafter, the SFMTA implemented changes to
Municipal Railway service in response to changing travel patterns and significantly reduced staffing
levels. On April 8, 2020, the SFMTA implemented the initial 17-route COVID-19 Core Service
Plan. Since April 8, 2020, the agency has brought back service when resources have allowed. Since
temporary transit service changes are still in effect twelve months after service reductions were
introduced in March 2020, the SFMTA conducted a service equity analysis of its current COVID-
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19 Temporary Service Plan as of March 2021 to be responsive to the FTA’s requirement that
changes in effect longer than twelve months be subject to such an analysis. This analysis is included
herein.

SFMTA is required to submit the final service equity analysis to the SFMTA Board of Directors for
its consideration, awareness and approval and will provide a copy of the Board resolution to the
FTA as documentation. This analysis will be forwarded to the SFMTA Board of Directors for
review and public comment on May 18, 2021, responding to the reporting requirements contained
in FTA Circular 4702.1B.

This Title VI Analysis includes:

e SFMTA’s Board-approved Title VI-related policies and definitions, including the Agency’s
Major Service Change, Disparate Impact and Disproportionate Burden Policies.

e The methodology used for this service equity analysis.

e A description of the SFMTA’s current COVID-19 Temporary Service Plan and background
on what factors were and continue to be considered as the SFMTA works to provide as
much service as possible considering the constraints on its resources imposed by the
pandemic.

e A summary of the service equity analysis of the COVID-19 Temporary Service Plan based
on 2015-2019 American Community Survey (ACS) 5-year estimates data from the US
Census Bureau.

e A summary of public outreach and engagement efforts to seek public comment.

II. SFMTA’s Title VI-related Policies, Definitions, and Service
Equity Analysis Methodology

On October 1, 2012, FTA issued updated Circular 4702.1B, which requires a transit agency’s
governing board to adopt the following policies related to fare and service changes:

e Major Service Change Definition — establishes a definition for a major service change, which
provides the basis for determining when a service equity analysis needs to be conducted.

e Disparate Impact and Disproportionate Burden Policies — establishes thresholds to determine
when proposed major service changes or fare changes would adversely affect communities of
color and/or low-income populations and when alternatives need to be considered or impacts
mitigated.

In response to FTA Circular 4702.1B, the SFMTA developed Major Service Change, Disparate
Impact and Disproportionate Burden Policies, which were approved by the SFMTA Board of
Directors on August 20, 2013, after an extensive multilingual public outreach process. Outreach
included two public workshops, five presentations to the SFMTA Board and committees, and
outreach to approximately 30 community-based organizations and transportation advocates with
broad perspective among communities of color and low-income communities.

The following definitions and policies were used to conduct this Title VI service equity analysis:
People and Communities of Color/Minority Populations, Low-income Populations, Major Service
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Change Policy, Disparate Impact Policy, Disproportionate Burden Policy, and Adverse Effect.

A. People and Communities of Color / Minority Populations

FTA’s Circular 4702.1B includes the following race and ethnicity identities in its definition for
those who are considered “minority persons” and members of “minority populations”: American
Indian and Alaska Native, Asian, Black or African American, Hispanic or Latino, or Native
Hawaiian or other Pacific Islander. For the purpose of this Title VI analysis, the SFMTA considers
individuals to be a person of color if they self-identify as any race/ethnicity other than White, Not
Hispanic or Latino. Individuals who self-identify as Multi-Racial including White, are also
considered to be a person of color.

B. Low-income Populations

SFMTA defines low-income individuals as those whose total household income is below 200% of
the federal poverty level per household size. The table below shows the 2019 household incomes
that meet the 200% Federal poverty level threshold for different household sizes. This definition of
low-income households matches SFMTA’s criteria for Lifeline Muni passes for low-income
households in San Francisco.

Table 1: 2019 Poverty Designations by Household Size

Household Size Poverty Guideline 200% of Poverty
Guideline

1 $12,490 $24,980

2 $16,910 $33,820

3 $21,330 $42,660

4 $25,750 $51,500

5 $30,170 $60,340

6 $34,590 $69,180

7+ add for each additional | +$4,420 +$8,840
household member

C. Major Service Change Policy

SFMTA has developed a policy that defines a Major Service Change as a change in transit service
that would be in effect for more than a 12-month period, and that would consist of any of the
following criteria (per SFMTA’s 2019 Title VI Program Update):

e A schedule change (or series of changes) resulting in a system-wide change in annual
revenue hours of five percent or more implemented at one time or over a rolling 24-month
period;

e A schedule change on a route with 25 or more one-way trips per day resulting in:

o Adding or eliminating a route;

o A change in annual revenue hours on the route of 25 percent or more;

o A change in the daily span of service on the route of three hours or more; or

o A change in route-miles of 25 percent or more, where the route moves more than a
quarter mile.
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Corridors served by multiple routes will be evaluated based on combined revenue hours,
daily span of service, and/or route-miles.
e The implementation of a New Start, Small Start, or other new fixed guideway capital
project, regardless of whether the proposed changes to existing service meet any of the
criteria for a service change described above.

D. Disparate Impact Policy

Disparate Impact Policy determines the point (“threshold”) when adverse effects of fare or
service changes are borne disparately by minority populations. Under this policy, a fare
change, or package of changes, or major service change, or package of changes, will be
deemed to have a disparate impact on minority populations if the difference between the
percentage of the minority population impacted by the changes and the percentage of the
minority population system-wide is eight percentage points or more. Packages of major service
changes across multiple routes will be evaluated cumulatively and packages of fare increases
across multiple fare instruments will be evaluated cumulatively.

E. Disproportionate Burden Policy

Disproportionate Burden Policy determines the point when adverse effects of fare or service
changes are borne disproportionately by low-income populations. Under this policy, a fare
change, or package of changes, or major service change, or package of changes, will be
deemed to have a disproportionate burden on low-income populations if the difference between
the percentage of the low-income population impacted by the changes and the percentage of the
low-income population system-wide is eight percentage points or more. Packages of major
service changes across multiple routes will be evaluated cumulatively and packages of fare
increases across multiple fare instruments will be evaluated cumulatively.

Title V1 also requires that positive changes, such as fare reductions and major service
improvements, be evaluated for their effect on communities of color and low-income communities.
SFMTA evaluates positive impact proposals together and negative impact proposals together.

F. Adverse Effect

In addition to defining policies relating to Major Service Changes, Disparate Impact, and
Disproportionate Burden, SFMTA also must define when an adverse effect may be found.
According to the FTA’s Circular 4702.1B (Title V1), “an adverse effect is measured by the change
between the existing and proposed service levels that would be deemed significant.” For this Title
VI analysis, an adverse effect may be deemed significant if it is in accordance with SFMTA’s
Major Service Change definition (per the SFMTA’s 2019 Title VI Program Update) and it
negatively impacts communities of color and/or low-income populations.

An adverse effect may be found if any one of the following occur:

e A system-wide change (or series of changes) in annual revenue hours of five percent or
more proposed at one time or over a rolling 24-month period;

e Arroute is added or eliminated;

¢ Annual revenue hours on a route are changed by 25 percent or more;
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e The daily span of service on the route is changed three hours or more; or
e Route-miles are changed 25 percent or more, where the route moves more than a quarter
mile.

And

e The proposed changes negatively impact minority and low-income populations.

Corridors served by multiple routes will be evaluated based on combined revenue hours, daily
span of service, and/or route-miles.

G. Analysis Methodology

To respond to the requirement stated in FTA Circular 4702.1B (Title V1) that service changes in
effect longer than twelve months are subject to a service equity analysis, the analysis included
herein compares Muni service at the following two time points:

e March 2020 - Service in effect before the initial COVID-19 service reductions began, which
reflects the most recent pre-pandemic service adjustments which went into effect on
February 22, 2020.

e March 2021 — Service in effect twelve months from initial COVID-19 service reductions,
which reflects the latest service adjustments that went into effect on January 23, 2021.

The analysis involves first determining which, if any, of the service changes that have been
implemented meet the criteria in the SFMTA’s Major Service Change Policy described above. Then
each route that meets criteria in the Major Service Change policy is grouped by the categories of the
major service change criteria that are met — route-miles, annual revenue service hours, and/or daily
service span — and by whether the service change results in a service decrease or a service increase.
A route is included in multiple categories of major service changes if the changes along the route
meet multiple criteria of the Major Service Change Policy. (Note that full route suspensions and full
route additions are considered to only meet the route-miles major service change.) Once the service
changes are grouped by category, the population that is impacted by each category of major service
changes is then determined.

The SFMTA typically relies on customer on-board survey data for service change analyses by using
the route’s ridership demographics. However, since the COVID-19 Temporary Service Plan
includes the introduction of new service alignments with no existing ridership data for comparison,
U.S. Census data, specifically, the 2015-2019 American Community Survey 5-Year Estimates
(2019 ACS) data, are used to determine the population that is impacted by each major service
change. The population impacted by each change to a Muni route or route segment is considered the
population who lives within the service area of the route (or route segment). The service area for
each route is defined to be the areas within a quarter mile of all of the stops along the route.

Race/ethnicity and household income data from the 2019 ACS and at the Census block group level
are used in conjunction with the quarter-mile buffer from each of the route’s stops. For every block
group that is at least partly within the quarter-mile buffer, the percentage of the block group that is
within the quarter-mile buffer is applied to the population and demographic data for the entire block
group. The result is considered the number of individuals within the block group who are served by
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the route and thus comprise the impacted population for the major service change occurring along
that route.

The population and demographic data for each route is then combined with the corresponding data
for all of the routes in the major service change category to determine the proportion of those in the
impacted population who identified as a person of color or a person living in a low-income
household. The identified proportions for the impacted population are then compared to the
corresponding proportions for the overall population of San Francisco. This comparison is used to
determine if the service changes in each major service change category are found to result in a
disparate impact on San Francisco’s communities of color or a disproportionate burden on San
Francisco’s low-income population.

Per 2019 ACS, 59% of San Francisco residents self-identified as a person of color and 21% of
residents reported that they live in a low-income household (a household living at less than 200% of
the Federal poverty level).

Based on the SFMTA’s Disparate Impact Policy and Disproportionate Burden Policy, the
comparisons of the proportions for the impacted population to San Francisco’s overall population of
San Francisco are then used to determine if each category of major service changes is found to have
an impact.

A disparate impact is found for:
e Service decreases - if people of color comprise a proportion of the impacted population that
is eight or more percentage points higher than the proportion of the citywide population
e Service increases - if people of color comprise a proportion of the impacted population that
is eight or more percentage points lower than the proportion of the citywide population

A disproportionate burden is found for:

e Service decreases - if those in a low-income household comprise a proportion of the
impacted population that is eight or more percentage points higher than the proportion of the
citywide population

e Service_increases - if those in a low-income household comprise a proportion of the
impacted population that is eight or more percentage points lower than the proportion of the
citywide population

[11. COVID-19 Temporary Service Plan

The SFMTA restructured Muni service to respond to the COVID-19 State of Emergency to account
for the following significant constraints on resources:

e Vehicle Capacity: Physical distancing requirements translated to Muni buses only carrying
one-third of the usual passenger load from pre-COVID-19 levels. This meant that it took
about three buses to move the same number of people as one bus did prior to the pandemic.

e Vehicle Availability: The SFMTA’s practice during the pandemic was to return vehicles at
the end of each operator’s shift for sanitization, which was more frequent than the industry
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standard of cleaning vehicles at the end of the day, and resulted in fewer vehicles begin
available for service.

Staff Availability: Due to a 15% vacancy rate pre-pandemic across the agency and very
limited hiring over the past year, the SFMTA has vacancies in many service critical
positions from mechanics to supervisors.

Considering these constraints, the SFMTA prioritized providing and restoring transit service along
routes that more often serve people of color, members of low-income households, and/or those who
are dependent upon transit service; routes where crowding data shows that higher frequencies
would allow for greater physical distancing; routes that provide service to critical services such as
hospitals and grocery stores; and routes that have enabled the agency to provide coverage to as
much of San Francisco as possible. When resources have allowed, the SFMTA restored service
along previously suspended routes in response to feedback received from customers and staff.

Below is an overview of the COVID-19-related Municipal Railway service changes that have been
implemented:

March 17, 2020: In response to a steep drop in ridership and staff availability due to the
COVID-19 State of Emergency, most express routes, as well as the 41 Union, 88 BART
Shuttle and E Embarcadero Streetcar routes, were temporarily suspended. Additionally, in
order to reduce risk to operators, Cable Car and F Market service transitioned to using buses
which are equipped with operator security partitions.

March 30, 2020: The SFMTA implemented further transit service changes in response to a
continued decline in ridership and staff availability. These service adjustments focused on
routes where redundant service provided more capacity than what was needed. All Rapid
routes, except for the 14R Mission Rapid, were temporarily suspended. All Muni Metro and
light rail routes were replaced by buses using stops from the early morning Metro bus
service. Closing the Muni Metro underground system allowed the SFMTA to redirect
custodial resources to staff facilities and minimize risk to our station agents.

April 8, 2020: Transit service was reduced to the agency’s initial temporary COVID-19
Core Service Network comprising Muni’s 17 most-used daytime lines. This network
provided service on our busiest lines with the highest demand during the pandemic and
ensured service was within one mile of all San Franciscans.

o The 17 daytime routes included: 1 California, 8 Bayshore, 9 San Bruno, 14 Mission,
14R Mission Rapid, 19 Polk, 22 Fillmore, 24 Divisadero, 25 Treasure Island, 29
Sunset, 38 Geary, 38R Geary Rapid, 44 O’Shaughnessy, 49 Van Ness/Mission, L
Taraval Bus, N Judah Bus, and T Third Bus.

April 25, 2020: With additional staff resources, the COVID-19 Core Service Network was
updated by adding back modified routes and increasing bus frequency on others. Service
additions increased coverage across the City and improved connections to additional
essential services. Restored routes included the: 5 Fulton, 12 Pacific (on a temporarily
modified route), 28 19th Avenue (on a temporarily modified route), and 54 Felton (on a
temporarily modified route).

May 4, 2020: The M Bus returned as a partial “Community Shuttle” between Balboa Park
and West Portal station.

May 16, 2020: The SFMTA increased frequency on multiple lines in Muni’s existing
COVID-19 Core Service Network and reinstated the 9R San Bruno Rapid.

June 13, 2020: To support the City’s economic recovery, and with additional staff
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availability, the SFMTA increased Muni service and frequency by adding select routes back
into service, extending current routes, and improving frequency on routes with crowding.
Restored routes included the: 7 Noriega, 30 Stockton (on a temporarily modified route), and
43 Masonic (on a temporarily modified route).
August 22, 2020: To provide more vehicle capacity for essential travel and physical
distancing, the SFMTA reopened the subway system and restored Muni Metro train service
with temporary new route configurations for the J Church, K Ingleside, L Taraval, and a
subway-only shuttle. In addition to adding back modified rail service, bus service was
resumed on the 37 Corbett (on a temporarily modified route), 44 O’Shaughnessy (the
previously temporarily modified route was extended to the full route), 45 Union-Stockton,
48 Quintata-24™ St (on a temporarily modified route), 54 Felton (the previously temporarily
modified route was extended to the full route), and 67 Bernal Heights.

o On August 25, the subway was closed again for critical repairs and Muni Metro

reverted back to bus service.

December 19, 2020: The SFMTA began phasing Muni Metro rail back into service by
restoring the J Church surface route to free up buses for additional service changes to be
implemented in January 2021.
January 23, 2021: With nearly a year of COVID-19 transit planning experience, and after
working closely with key Muni Service Equity communities and the consideration of public
feedback, the SFMTA was able to prioritize vehicle and operator resources to restore service
and improve frequencies on multiple routes, including the: 15 Bayview-Hunters Point
Express (new route), 22 Fillmore (on a partially new alignment), 27 Bryant, 33 Ashbury, 37
Corbett (the previously temporarily modified route was extended to the full route), 55
Dogpatch (on a partially new alignment) and the T Third Muni Metro rail line (on a
temporarily modified route).

Major Service Change & Impacted Population Analysis

The temporary route suspensions, route additions, frequency changes, and service span changes that
were in place in March 2021, the current COVID-19 Temporary Service Plan, have resulted in
Muni service providing 70% of the revenue service hours that were offered in March 2020. This
systemwide reduction of 30% is considered a major service change as it exceeds the 5% threshold
in the Major Service Change Policy for a systemwide service change. These changes are broken
down and analyzed at the route-level for the following major service change categories with all
service adjustments within each category being analyzed cumulatively to determine if the package
of changes have a disparate impact on communities of color or a disproportionate burden on low-
income populations:

mmoOw>

Full Route and Route Segment Temporary Suspensions (Service Decreases)
Full Route and Route Segment Temporary Additions (Service Increases)
Revenue Service Hour Decreases

Revenue Service Hour Increases

Daily Service Span Decreases

Daily Service Span Increases
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Table 2 includes a summary of the service changes between March 2020 and March 2021 and the
determinations whether the changes met the major service change criteria is included. The changes
that are considered a major service change are analyzed further in the following sections.

Table 2: Summary of Net Service Changes Between March 2020 & March 2021 and

Determinations if Changes Meet Major Service Change Criteria

Net Service Change between Meets Major Service Change Criteria with
March 2020 & March 2021 Service Decrease “(-)” or Increase “(+)”
AU Not in New Re- | Frequency Sg;\gse Route-Miles R:(\)/S?;e Service Span
Service | Service | Route | Change Change 0 [ @ O 1 ® a1 @
1  California X X X
1AX  California Express X X
1BX California Express X X
2 | Sutter/Clement X X
3  Jackson X X
5 | Fulton X X X X
5 | Fulton Owl b G
5R | Fulton Rapid X X
6 Parnassus X X
7 | Haight-Noriega X X
7X | Noriega Express X X
8  Bayshore X X
8AX | Bayshore Express X X X X
8BX ' Bayshore Express X X
9 San Bruno X X X X
9R | San Bruno Rapid X X
10 Townsend X X
12 | Folsom-Pacific X X X X X X
14  Mission X X X X
14 ' Mission Owl X X X
14R  Mission Rapid X X X X
14X | Mission Express X X
15 | Hunters Pt Express X X
18 ' 46th Ave X X
19 Polk X X
21 Hayes X X
22 | Fillmore X X X
22  Fillmore Owl X2
23 | Monterey X X
24 | Divisadero X X
24  Divisadero Owl X2
25 | Treasure Island X X
25  Treasure Island X2
Oowl
27 | Bryant X X X
28 19th Ave X X X X X
28R | 19th Ave Rapid X X
29 Sunset X X
30 | Stockton X X X X
30X  Marina Express X X
31 Balboa X X
31AX | Balboa Express X X
31BX | Balboa Express X X
33  Ashbury-18th St X X
35  Eureka X X
36  Teresita X X
37 | Corbett X X X
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Route

Net Service Change between
March 2020 & March 2021

Meets Major Service Change Criteria with
Service Decrease “(-)” or Increase “(+)”

Not in
Service

New
Service

Re-
Route

Frequency
Change

Service
Span
Change

Route-Miles

Revenue
Hours!

Service Span

0 [ ®

PO

38

38
38AX
38BX
38R
39

41

43

44

44

45
47
48
48
49
52
54
55

56
57
66
67
76X

81X
82X

83X

88
90
91
61

60
59
E
E

J
KT
L
L
N

N
NX

Geary

Geary Owl
Geary Express
Geary Express
Geary Rapid
Coit

Union

Masonic
O'Shaughnessy
O'Shaughnessy
Oowl
Union-Stockton
Van Ness
Quintara-24th St
Quintara Owl
Van Ness-Mission
Excelsior

Felton

16th St (55
Dogpatch)
Rutland
Parkmerced
Quintara

Bernal Heights
Marin Headlands
Express

Caltrain Express
Levi's Plaza
Express
Mid-Market
Express®

BART Shuttle
San Bruno Owl
3rd St/19th Ave
California Street
Cable Car
Powell-Hyde Cable
Car
Powell-Mason
Cable Car
Embarcadero
Market & Wharves
Church
Ingleside/Third St*
Taraval

Taraval Owl
Oceanview
Judah

Judah Owl

Judah Express

XZ

X XX

XZ

XZ
xZ

x3

XZ

X

o

X

X X X

X
x2

X2
XZ

X X X X X X X

X X X

X X X

X XX X

X

X

X XX X

X

Q1 ®
X

X XX

Notes: * Owl routes with corresponding daytime routes are considered to be distinct from the daytime
routes for the route-miles and service span major service change categories, but combined for
the revenue service hour major service change category.

2 This route had fewer than the 25 one-way trips in March 2020. One of the SFMTA’s Major
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Service Change criteria is that routes have 25 or more one-way trips.

¢ The suspension of the 83X is not included in this analysis as its elimination was approved
through MTA Board Resolution No. 200407-036 on April 7, 2020.

4 In March 2021, the KT Ingleside/Third St is being covered by the K Ingleside Bus and T Third
train, but for the purposes of this analysis these routes are considered to be serving the KT
Ingleside/Third St route.

A. Full Route and Route Segment Temporary Suspensions (Service Decreases)

The COVID-19 Temporary Service Plan as of March 2021 includes 42 temporary suspensions,
compared to the service that was in place in March 2020 prior to the initial COVID-19 service
reductions, that meet the SFMTA’s major service change criteria. These changes include 35 routes
that are temporarily not in service and 7 routes that are in service, but where a segment of the route
has been suspended. Twelve of the 35 routes (34%) that are not in service are express or other
routes that serve pre-pandemic peak commute hours along corridors/alignments where the primary
daytime route is in service. The temporary route and route segment suspensions and the populations
determined to be impacted by these changes are summarized in Table 3 and are shown in the maps
in Figure 1 and Figure 2. Figure 1 also shows the Census Block groups where people of color make
up a larger proportion than in the city’s overall population. Figure 2 also shows the Census Block
groups where people living in low-income households make up a larger proportion than in the city’s
overall population.

People of color make up 59% of the impacted population. Since this proportion is not eight or more
percentage points higher than the proportion people of color make up of the citywide population,
which is also 59%, the temporary route and route segment suspensions are found to not result in a
disparate impact.

People living in low-income households make up 24% of the impacted population. Since this
proportion is not eight or more percentage points higher than the proportion living in low-income
households comprising the citywide population (21%), the temporary route and route segment
suspensions are found to not result in a disproportionate burden.

Table 3: Temporary Route Suspensions — Major Service Changes in Effect March 2021

Route- Impacted
Route Miles % Population % People of % Low-
e : (Within 0.25 Color! income!
9 Miles of a Stop)
Route Segments
12 Folsom-Pacific Removed -69% 61,496 62% 28%
Segment
28 19th Ave Removed Segment -40% 22,320 21% 9%
43 Masonic Removed Segment -27% 22,144 23% 9%
48 Quintara-24" Removed Segment -38% 38,144 56% 12%
55 16th St Removed Segment 2 6,034 58% 14%
J Church Removed Segment -40% 28,765 68% 28%
M Oceanview Removed Segment 57% 48,376 58% 27%

Full Routes
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Route- Impacted
Route Miles % Population % People of % Low-
e : (Within 0.25 Color? income?
9 Miles of a Stop)
1AX |California Express -100% 28,402 54% 20%
1BX California Express -100% 30,267 43% 15%
2 Sutter / Clement -100% 87,971 53% 24%
3 Jackson -100% 68,367 52% 25%
5R Fulton Rapid -100% 81,473 59% 28%
6 Parnassus -100% 88,030 51% 22%
X Noriega Express -100% 81,433 65% 27%
8BX Bayshore Express -100% 92,737 7% 34%
10 Townsend -100% 89,429 55% 25%
14X Mission Express -100% 74,199 82% 27%
18 46th Ave -100% 48,454 64% 18%
21 Hayes -100% 70,078 56% 27%
23 Monterey -100% 60,946 67% 19%
28R 19th Ave Rapid -100% 47,094 66% 17%
30X Marina Express -100% 36,356 45% 22%
31 Balboa -100% 112,762 62% 28%
31AX |Balboa Express -100% 34,867 62% 19%
31BX |Balboa Express -100% 34,258 56% 19%
35 Eureka -100% 32,336 36% 11%
36 Teresita -100% 51,102 49% 15%
38AX |Geary Express -100% 24,184 62% 23%
38BX |Geary Express -100% 39,573 57% 19%
39 Coit -100% 19,639 60% 36%
41 Union -100% 56,276 48% 24%
47 Van Ness -100% 74,094 52% 27%
52 Excelsior -100% 37,777 66% 18%
56 Rutland -100% 22,248 93% 30%
57 Parkmerced -100% 32,690 68% 24%
66 Quintara -100% 33,100 64% 14%
61 C California Street Cable Car -100% 38,359 57% 26%
60 PH Powell-Hyde Cable Car -100% 52,386 59% 31%
59 PM Powell-Mason Cable Car -100% 43,980 65% 37%
E Embarcadero -100% 23,588 54% 19%
F Market & Wharves -100% 62,063 57% 29%
NX Judah Express -100% 28,514 63% 17%
Total Impacted Population (within 0.25 Miles)* 3 2,066,311 59% 24%
Citywide Population! 59% 21%
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Route- I mpact_ed
Route Miles % Population % People of % Low-
Change (Within 0.25 Color? income?
Miles of a Stop)
Difference in Percentage Points 0 3

Disparate Impact?
(Difference of 8 or more percentage points higher for service decreases?)

Disproportionate Burden?
(Difference of 8 or more percentage points higher for service decreases?)
Notes: ' Data Source: U.S. Census Bureau 2015-2019 American Community Survey 5-year estimates
2 For this route there is a segment addition in addition to a segment suspension. The cumulative
percent change in route-miles is positive (noting a service increase) and is thus shown with the
route segment additions. See Table 4 for the cumulative percent change.
 Residents are counted in the total impacted population as many times as the number of routes
for which they are considered to be in the service area.
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Figure 1: Temporary Route Suspensions — Major Service Changes in Effect March 2021 &
Analysis of Impact on People of Color

Temporary Route Suspensions (Full Routes & Route Segments) that meet Major Service Change Criteria

. People of Color & Impacted Block Group [_:l People of Color & Not Impacted Block Group

- Non-People of Color & Impacted Block Group D Non-People of Color & Not Impacted Blockgroup

Notes: e People of Color Block Group: Census Block Group where people of color make up an equal or
greater proportion than in the city’s overall population (59%)
e Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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Figure 2: Temporary Route Suspensions — Major Service Changes in Effect March 2021 &
Analysis of Impact on Low-income Population

Temporary Route Suspensions (Full Routes & Route Segments) that meet Major Service Change Criteria

. Low-Income & Impacted Block Group . Low-Income & Not Impacted Block Group

. Non-Low-Income & Impacted Block Group I:l Non-Low-Income & Not Impacted Block Group

Notes: e Low-Income Block Group: Census Block Group where those living in low-income households
make up an equal or greater proportion than in the city’s overall population (21%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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B. Full Route and Route Segment Temporary Additions (Service Increases)

The COVID-19 Temporary Service Plan as of March 2021 includes five temporary additions,
compared to the service that was in place in March 2020 prior to the initial COVID-19 service
reductions, that meet the SFMTA’s major service change criteria. These changes include one new
route and four routes that were in service prior to the pandemic, but where a segment has been
added to the route. It should be noted that every route that had a segment added also had a segment
that was suspended. The suspended segments were analyzed in the Temporary Suspensions section
above.

The temporary route and route segment additions and the populations determined to be impacted by
these changes are summarized in Table 4 and are shown in the maps in Figure 3 and Figure 4.
Figure 3 also shows the Census Block groups where people of color make up a larger proportion
than in the city’s overall population. Figure 4 also shows the Census Block groups where people
living in low-income households make up a larger proportion than in the city’s overall population.

People of color make up 62% of the impacted population. Since this proportion is not eight or more
percentage points lower than the proportion people of color make up of the citywide population
(59%), the temporary route and route segment additions are found to not result in a disparate

impact.

People living in low-income households make up 25% of the impacted population. Since this
proportion is not eight or more percentage points lower than the proportion living in low-income
households make up of the citywide population (21%), the temporary route and route segment
additions are found to not result in a disproportionate burden.

Table 4: Temporary Route Additions — Major Service Changes in Effect March 2021

Impacted
Route- )
. Population  |% People of| % Low-
[0)
ol 'g;]lgz {: (Within 0.25 Color! income!
g Miles of a Stop)
Route Segments
12 Folsom-Pacific Added Segment 2 3,109 71% 32%
28 19th Ave Added Segment 2 9,394 46% 15%
48 Quintara-24" St Added Segment 2 5,944 32% 8%
55 Dogpatch Added Segment +28% 7,795 46% 13%
15 Bayview Hunters Pt Express 100% 23,184 81% 37%
Total Impacted Population (within 0.25 Miles)* 3 49,426 62% 25%
Citywide Population* 59% 21%
Difference in Percentage Points +3 +4

Disparate Impact?
(Difference of 8 or more percentage points lower for service increases?)

Disproportionate Burden?
(Difference of 8 or more percentage points lower for service increases?)
Notes: * Data Source: U.S. Census Bureau 2015-2019 American Community Survey 5-year estimates
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2 For this route there is a segment suspension in addition to a segment addition. The cumulative
percent change in route-miles is negative (noting a service decrease) and is thus shown with the
route segment suspensions. See Table 3 for the cumulative percent change.

3 Residents are counted in the total impacted population as many times as the number of routes
for which they are considered to be in the service area.

Figure 3: Temporary Route Additions — Major Service Changes in Effect March 2021 &
Analysis of Impact on People of Color

—@— Temporary Additions (Full Routes & Route Segments) that meet Major Service Change Criteria

. People of Color & Impacted Block Group D People of Color & Not Impacted Block Group

. Non-People of Color & Impacted Block Group D Non-People of Color & Not Impacted Blockgroup

Notes: e People of Color Block Group: Census Block Group where people of color make up an equal or
greater proportion than in the city’s overall population (59%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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Figure 4: Temporary Route Additions — Major Service Changes in Effect March 2021 &
Analysis of Impact on Low-income Population

—@— Temporary Additions (Full Routes & Route Segments) that meet Major Service Change Criteria

. Low-Income & Impacted Block Group . Low-Income & Not Impacted Block Group

. Non-Low-Income & Impacted Block Group D Non-Low-Income & Not Impacted Block Group

Notes: e Low-Income Block Group: Census Block Group where those living in low-income households
make up an equal or greater proportion than in the city’s overall population (21%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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C. Route-Level Revenue Service Hour Decreases

The COVID-19 Temporary Service Plan as of March 2021 includes 4 temporary route-level
revenue service hour decreases, compared to the service that was in place in March 2020 prior to
the initial COVID-19 service reductions, that meet the SFMTA’s major service change criteria.
These route-level revenue service hour decreases and the populations determined to be impacted by
these changes are summarized in Table 5 and are shown in the maps in Figure 5 and Figure 6.
Figure 5 also shows the Census Block groups where people of color make up a larger proportion
than in the city’s overall population. Figure 6 also shows the Census Block groups where people
living in low-income households make up a larger proportion than in the city’s overall population.

People of color make up 58% of the impacted population. Since this proportion is not eight or more
percentage points higher than the proportion people of color comprising the citywide population
(59%), the temporary revenue service hour decreases are found to not result in a disparate impact.

People living in low-income households make up 21% of the impacted population. Since this
proportion is not eight or more percentage points higher than the proportion living in low-income
households make up of the citywide population (21%), the revenue service hour decreases are found
to not result in a disproportionate burden.

Table 5: Temporary Revenue Service Hour Decreases — Major Service Changes in Effect March
2021

Revenue Impacted
Route Service Population | % People of | % Low-
Hour % (Within 0.25 Colort income!
Change | Miles of a Stop)
12 Folsom-Pacific -60% 42,408 59% 32%
43 Masonic -38% 87,227 55% 16%
J Church -38% 52,687 48% 15%
M Oceanview -57% 35,274 80% 25%
Total Impacted Population (within 0.25 Miles)'2 217,596 58% 21%
Citywide Population* 59% 21%
Difference in Percentage Points -1 0

Disparate Impact?
(Difference of 8 or more percentage points higher for service decreases?)

Disproportionate Burden?
(Difference of 8 or more percentage points higher for service decreases?)
Notes: ! Data Source: U.S. Census Bureau 2015-2019 American Community Survey 5-year estimates
2 Residents are counted in the total impacted population as many times as the number of routes
for which they are considered to be in the service area.
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Figure 5: Temporary Revenue Service Hour Decreases — Major Service Changes in Effect
March 2021 & Analysis of Impact on People of Color

—@— Routes with Temporary Revenue Service Hour Decreases that meet Major Service Change Criteria

. People of Color & Impacted Block Group D People of Color & Not Impacted Block Group

. Non-People of Color & Impacted Block Group D Non-People of Color & Not Impacted Blockgroup

Notes: e People of Color Block Group: Census Block Group where people of color make up an equal or
greater proportion than in the city’s overall population (59%)
e Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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Figure 6: Temporary Revenue Service Hour Decreases — Major Service Changes in Effect
March 2021 & Analysis of Impact on Low-income Population

—@— Routes with Temporary Revenue Service Hour Decreases that meet Major Service Change Criteria

. Low-Income & Impacted Block Group . Low-Income & Not Impacted Block Group

. Non-Low-Income & Impacted Block Group D Non-Low-Income & Not Impacted Block Group

Notes: e Low-Income Block Group: Census Block Group where those living in low-income households
make up an equal or greater proportion than in the city’s overall population (21%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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D. Route-Level Revenue Service Hour Increases

The COVID-19 Temporary Service Plan as of March 2021 includes five temporary revenue service
hour increases, compared to the service that was in place in March 2020 prior to the initial COVID-
19 service reductions, that meet the SFMTA’s major service change criteria. These temporary
revenue service hour increases and the populations determined to be impacted by these changes are
summarized in Table 6 and are shown in the maps in Figure 7 and Figure 8. Figure 7 also shows the
Census Block groups where people of color make up a larger proportion than in the city’s overall
population. Figure 8 also shows the Census Block groups where people living in low-income
households make up a larger proportion than in the city’s overall population.

People of color make up 70% of the impacted population. Since this proportion is not eight or more
percentage points lower than the proportion people of color make up of the citywide population
(59%), the temporary revenue service hour increases are found to not result in a disparate impact.

People living in low-income households make up 27% of the impacted population. Since this
proportion is not eight or more percentage points lower than the proportion living in low-income
households make up of the citywide population (21%), the temporary revenue service hour
increases are found to not result in a disproportionate burden.

Table 6: Temporary Revenue Service Hour Increases — Major Service Changes in Effect March
2021

Revenue Impacted
Route Service Population % People | % Low-
Hour % (Within 0.25 | of Color! | income!
Change | Miles of a Stop)
5 Fulton 78% 88,042 59% 28%
9 San Bruno 37% 85,935 7% 30%
14 Mission 33% 121,421 71% 26%
14R  |Mission Rapid 101% 102,560 2% 26%
55 Dogpatch (formerly 55 16th St) 39% 11,847 60% 27%
Total Impacted Population (within 0.25 Miles)* 2 409,803 70% 27%
Citywide Population* 59% 21%
Difference in Percentage Points +11 +6

Disparate Impact?
(Difference of 8 or more percentage points lower for service increases?)

Disproportionate Burden?
(Difference of 8 or more percentage points lower for service increases?)
Notes: ! Data Source: U.S. Census Bureau 2015-2019 American Community Survey 5-year estimates
2 Residents are counted in the total impacted population as many times as the number of routes
for which they are considered to be in the service area.
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Figure 7: Temporary Revenue Service Hour Increases — Major Service Changes in Effect March
2021 & Analysis of Impact on People of Color

—@— Routes with Temporary Revenue Service Hour Increases that meet Major Service Change Criteria

. People of Color & Impacted Block Group D People of Color & Not Impacted Block Group

. Non-People of Color & Impacted Block Group D Non-People of Color & Not Impacted Blockgroup

Notes: e People of Color Block Group: Census Block Group where people of color make up an equal or
greater proportion than in the city’s overall population (59%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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Figure 8: Temporary Revenue Service Hour Increases — Major Service Changes in Effect March
2021 & Analysis of Impact on Low-income Population

—@— Routes with Temporary Revenue Service Hour Increases that meet Major Service Change Criteria

. Low-Income & Impacted Block Group . Low-Income & Not Impacted Block Group

. Non-Low-Income & Impacted Block Group D Non-Low-Income & Not Impacted Block Group

Notes: e Low-Income Block Group: Census Block Group where those living in low-income households
make up an equal or greater proportion than in the city’s overall population (21%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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E. Route-Level Daily Service Span Decreases

The COVID-19 Temporary Service Plan as of March 2021 includes 13 temporary route-level daily
service span decreases (on a total of ten routes), compared to the service that was in place in March
2020 prior to the initial COVID-19 service reductions, that meet the SFMTA’s major service
change criteria. These route-level daily service span decreases and the populations determined to be
impacted by these changes are summarized in Table 7 and are shown in the maps in Figure 9 and
Figure 10. Figure 9 also shows the Census Block groups where people of color make up a larger
proportion than in the city’s overall population. Figure 10 also shows the Census Block groups
where people living in low-income households make up a larger proportion than in the city’s overall
population.

People of color make up 57% of the impacted population. Since this proportion is not eight or more
percentage points higher than the proportion people of color make up of the citywide population
(59%), the temporary daily service span decreases are found to not result in a disparate impact.

People living in low-income households make up 23% of the impacted population. Since this
proportion is not eight or more percentage points higher than the proportion living in low-income
households make up of the citywide population (21%), the daily service span decreases are found to
not result in a disproportionate burden.

Table 7: Temporary Daily Service Span Decreases — Major Service Changes in Effect March
2021

. Impacted
Route? Dgitl])?gge?\;ince PopFl)J_Iation % Peoplf of % Low;
Span (Hours) (Wlthln 0.25 Color income
Miles of a Stop)

Weekday?

5 Fulton -3.17 88,042 59% 28%
14 Mission -3.63 121,421 71% 26%
30 Stockton -3.00 72,691 52% 28%
38 Geary -3.25 114,942 59% 26%
J Church -4.50 52,687 48% 15%
KT Ingleside-Third St -5.25 129,031 63% 23%
L Taraval -3.75 90,751 58% 23%
N Judah -4.00 110,746 57% 22%
Weekend?

1 California -3.50 94,708 50% 21%
37 Corbett -3.50 49,568 32% 13%
38 Geary -3.05 2 2 2

J Church -3.25 2 2 2
KT Ingleside-Third St -4.25 2 2 2
Total Impacted Population (within 0.25 Miles)'2 924,587 57% 23%
Citywide Population! 59% 21%
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Change in Imp?Ct.Ed o le of 0
Route? Daily Service POPULELIE Yo People o %0 Low-
Span (Hours) (Within 0.25 Color? income!
B Miles of a Stop)

Difference in Percentage Points -2 +2

Disparate Impact?
(Difference of 8 or more percentage points higher for service decreases?)

Disproportionate Burden?
(Difference of 8 or more percentage points higher for service decreases?)
Notes: ' Data Source: U.S. Census Bureau 2015-2019 American Community Survey 5-year estimates
2 Residents are counted in the total impacted population as many times as the number of routes
for which they are considered to be in the service area. For routes where the service span
change met the major service change criteria for both the weekday and the weekend, the
population impacted by the change was counted once since the changes are occurring on the
same route.
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Figure 9: Temporary Daily Service Span Decreases — Major Service Changes in Effect March
2021 & Analysis of Impact on People of Color

—@— Routes with Temporary Daily Service Span Decreases that meet Major Service Change Criteria

. People of Color & Impacted Block Group [:] People of Color & Not Impacted Block Group

. Non-People of Color & Impacted Block Group D Non-People of Color & Not Impacted Blockgroup

Notes: e People of Color Block Group: Census Block Group where people of color make up an equal or
greater proportion than in the city’s overall population (59%)
o Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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Figure 10: Temporary Daily Service Span Decreases — Major Service Changes in Effect March
2021 & Analysis of Impact on Low-income Population

—@— Routes with Temporary Daily Service Span Decreases that meet Major Service Change Criteria

. Low-Income & Impacted Block Group . Low-Income & Not Impacted Block Group

. Non-Low-Income & Impacted Block Group D Non-Low-Income & Not Impacted Block Group

Notes: e Low-Income Block Group: Census Block Group where those living in low-income households
make up an equal or greater proportion than in the city’s overall population (21%)
¢ Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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F. Route-Level Daily Service Span Increases

The COVID-19 Temporary Service Plan as of March 2021 includes six temporary route-level daily
service span increases (on a total of four routes), compared to the service that was in place in March
2020 prior to the initial COVID-19 service reductions, that meet the SFMTA’s major service
change criteria. These temporary daily service span increases and the populations determined to be
impacted by these changes are summarized in Table 8 and are shown in the maps in Figure 11 and
Figure 12. Figure 11 also shows the Census Block groups where people of color make up a larger
proportion than in the city’s overall population. Figure 12 also shows the Census Block groups
where people living in low-income households make up a larger proportion than in the city’s overall
population.

People of color make up 69% of the impacted population. Since this proportion is not eight or more
percentage points lower than the proportion people of color make up of the citywide population
(59%), the temporary daily service span increases are found to not result in a disparate impact.

People living in low-income households make up 28% of the impacted population. Since this
proportion is not eight or more percentage points lower than the proportion living in low-income
households make up of the citywide population (21%), the temporary daily service span increases
are found to not result in a disproportionate burden.

Table 8: Temporary Daily Service Span Increases — Major Service Changes in Effect March
2021

Chggﬁ)e, in Impactgd
Route® Sgr‘grfe (I\D/\c/)gct)rliI ilr? o ” gg?g :f o (.Ti’ct%vll
ngrs Miles of a Stop)

Weekday?

8AX  |Bayshore Express 9.50 62,609 7% 37%
14 Mission Owl 3.32 121,421 71% 26%
14R Mission Rapid 4.00 102,560 2% 26%
Weekend?

14 Mission Owl 3.13 2 2 2
14R Mission Rapid 5.25 2 2 2
38R Geary Rapid 6.25 101,667 60% 27%
Total Impacted Population (within 0.25 Miles)'2 388,257 69% 28%
Citywide Population* 59% 21%
Difference in Percentage Points +10 +7

Disparate Impact?
(Difference of 8 or more percentage points lower for service increases?)

Disproportionate Burden?
(Difference of 8 or more percentage points lower for service increases?)
Notes: ! Data Source: U.S. Census Bureau 2015-2019 American Community Survey 5-year estimates
2 Residents are counted in the total impacted population as many times as the number of routes
for which they are considered to be in the service area. For routes where the service span
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change met the major service change criteria for both the weekday and the weekend, the
population impacted by the change was counted once since the changes are occurring on the
same route.

Figure 11: Temporary Daily Service Span Increases — Major Service Changes in Effect March
2021 & Analysis of Impact on People of Color

Routes with Temporary Daily Service Span Increases that meet Major Service Change Criteria

. People of Color & Impacted Block Group |:| People of Color & Not Impacted Block Group

. Non-People of Color & Impacted Block Group D Non-People of Color & Not Impacted Blockgroup

Notes: e People of Color Block Group: Census Block Group where people of color make up an equal or
greater proportion than in the city’s overall population (59%)
o Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change
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Figure 12: Temporary Daily Service Span Increases — Major Service Changes in Effect March
2021 & Analysis of Impact on Low-income Population

Routes with Temporary Daily Service Span Increases that meet Major Service Change Criteria

. Low-Income & Impacted Block Group . Low-Income & Not Impacted Block Group

. Non-Low-Income & Impacted Block Group D Non-Low-Income & Not Impacted Block Group

Notes: e Low-Income Block Group: Census Block Group where those living in low-income households
make up an equal or greater proportion than in the city’s overall population (21%)
o Impacted Block Group: Census Block Group where at least some residents live within the
service area (0.25 miles) of a transit stop of a route with the major service change

G. Summary Analysis and Findings

The temporary route suspensions, route additions, frequency changes, and service span changes that
were in place in March 2021 have resulted in Muni service providing 30% fewer revenue service
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hours than what was provided in March 2020 prior to the pandemic, meeting the systemwide major
service change criteria. The system changes were then broken down and analyzed at the route-level.
Changes that met the route-level major service change criteria were grouped by major service
change category and analyzed to determine if each category of changes cumulatively indicated a
disparate impact on communities of color or a disproportionate burden on low-income populations.

For major service change categories that resulted in service decreases, the proportion of people of
color and the proportion of individuals living in low-income households in the impacted population
were not eight or more percentage points higher than the respective proportions of the citywide
population.

For major service change categories that resulted in service increases, the proportion of people of
color and the proportion of individuals living in low-income households in the impacted population
were not 8 or more percentage points lower than the respective proportions of the citywide
population.

These results indicate that no disparate impact or disproportionate burden is found. These findings
are summarized in Table 9.

Table 9: Summary of Findings for Service Equity Analysis

Mai No. of Routes Service Decreases Service Increases

ajor

. that meet

Service Maior Servi _ _ : : : _

Change | " HOF SETVICEl No. of | Disparate | Disproportionate | No. of | Disparate | Disproportionate
Type Change | Routes | Impact? Burden? Routes | Impact? Burden?

Criteria

Route

Miles 47 42 No No 5 No No

Rli"e””e 9 4 No No 5 No No
ours

Service

Span 14 10 No No 4 No No

V. Outreach Summary

Pursuant to Title VI of the Civil Rights Act of 1964 and its implementing regulations, as well as
state and local laws, the SFMTA takes responsible steps to ensure meaningful access to the benefits,
services, information, and other important portions of SFMTA’s programs and activities for
individuals regardless of race, color or national origin. Given the diversity of San Francisco and of
Muni’s ridership, the SFMTA is particularly committed to disseminating information that is
accessible to individuals who may have a limited ability to read, write or speak English.

Given the rapidly changing environment and the need to implement changes quickly, the SFMTA
employed a range of communication methods to provide accessible, updated customer information
to the extent possible. Outreach strategies included:
e Deploying on-site Ambassadors, including individuals with bilingual skills, at targeted
locations on an ongoing basis and throughout the system when service was being adjusted;
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e Establishing a dedicated, multilingual information page at sfmta.com/covid-19, which
centralized the agency’s COVID-19 information, including up-to-date information on the
routes in service;

e Posting multilingual signage at transit stops;

e Providing multilingual announcements on Muni vehicles;

e Distributing multilingual informational fliers and handouts at more than one hundred
community-based organizations, at pop-ups in parks and public gathering spaces in
neighborhoods identified by the Muni Service Equity Strategy across the city and via
neighborhood canvassing efforts;

e Providing briefings to stakeholders, including attending virtual community meetings;

e Issuing blog posts and social media posts; and,

e Engaging in traditional media outreach through press releases, newspaper ads and radio and
television public service announcements, including neighborhood papers and on radio in
Spanish and Chinese.

A. Stakeholder Feedback

Throughout the pandemic, the SFMTA received extensive feedback through various channels from
various stakeholders regarding the COVID-19 service adjustments. For example, the SFMTA
received Customer Service Reports through 311 requesting service changes for specific routes to
expand access and address crowding and pass-ups. Customers also posted comments on the
agency’s blog posts and on the SFMTA’s Twitter account inquiring about service changes.

Staff also engaged front-line staff including transit operators and held numerous meetings with
various advocacy groups, District Supervisors’ offices, and members of business, merchant and
neighborhood groups. Among the groups included were Senior and Disability Action, the SFMTA’s
Multimodal Accessibility Advisory Committee, the SFMTA’s Transportation Working Group,
Walk San Francisco, the San Francisco Bicycle Coalition, the West Portal Merchants, the Greater
West Portal Neighborhood Association and the San Francisco Transit Riders. Starting in August
2020, agency staff participated in biweekly Tenderloin Community Benefit District, Tenderloin
People’s Congress and Tenderloin Traffic Safety Task Force meetings.

SFMTA staff tracked the feedback received to help inform the decision-making process regarding
which routes to restore when resources allowed.

B. Service Restoration Methodology

As resources allowed, restoring transit service was based on prioritizing providing service along
routes that more often serve people of color, members of low-income households, and/or those who
are dependent upon transit service; where crowding data showed the higher frequencies would
allow for greater physical distancing; that provide service to critical services such as hospitals and
grocery stores; and that have enabled the agency to provide coverage to as much of San Francisco
as possible. Another primary source of information was the critical feedback received from
customers, operators, and other important stakeholders. The following routes have been restored in
some form since the initial temporary COVID-19 Core Service Network went into effect:

e 5 Fulton

e 7 Haight-Noriega


https://www.sfmta.com/projects/covid-19-developments-response
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8AX Bayshore Express

9R Bayshore

12 Folsom/Pacific (on a temporarily modified route)

15 Bayview-Hunters Point Express (new route)

27 Bryant (on a temporarily modified route)

28 19" Avenue (on a temporarily modified route)

30 Stockton (on a temporarily modified route)

33 Ashbury

37 Corbett

43 Masonic (on a temporarily modified route)

45 Union-Stockton

48 Quintara-24th Street (on a temporarily modified route)
54 Felton

55 Dogpatch (55 16 Street route was renamed and modified in conjunction with changes to
the 22 Fillmore)

67 Bernal Heights

J Church (on a temporarily modified route)

M Ocean View (on a temporarily modified route)

The agency will continue to incorporate stakeholder feedback to the extent possible as the agency
works to restore service, when resources allow, in order to provide San Franciscans with as much
service as possible considering the constraints on the agency’s resources.

VI.

Summary

Based on the Title VI Service Equity Analysis conducted, the transit service changes that comprise
the current COVID-19 Temporary Service Plan that was in place in March 2021 are not found to
disparately impact communities of color or disproportionately burden low-income populations
when compared to transit service in effect in March 2020.



SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No. 210518-071

WHEREAS, On March 16, 2020, San Francisco’s Health Officer issued a Public Health
Order in response to the COVID-19 State of Emergency requiring that residents shelter in place,
with the only exception being for essential needs; and

WHEREAS, In response to the shelter in place ordinance, San Francisco Municipal
Transportation Agency (SFMTA) reduced transit service, including closing the Muni Metro rail
service to minimize risk to customer facing staff and the community and redirect custodial
resources to other facilities, and further reductions service on April 8, 2020 to Muni’s 17 most-used
lines; and,

WHEREAS, The constraints on vehicle capacity due to physical distancing limitations,
vehicle availability due to increased sanitization, and staff availability due to pre-pandemic
vacancies and very limited hiring during the pandemic all continue to significantly limit the level of
transit service Muni can provide; and,

WHEREAS, In response to these constraints, the SFMTA has prioritized providing and
restoring service along routes that more often serve people of color, members of low-income
households, and/or those who are dependent upon transit service; routes where crowding data
shows that higher frequencies would allow for greater physical distancing; routes that provide
service to critical services such as hospitals and grocery stores; and routes that have enabled the
agency to provide coverage to as much of San Francisco as possible; and,

WHEREAS, The San Francisco Municipal Transportation Agency is committed to making
San Francisco a Transit-First City; and,

WHEREAS, Given the rapidly changing environment, and the need to implement changes
quickly, the SFMTA employed a range of communication methods to provide accessible, updated
customer information to the extent possible; and,

WHEREAS, Where resources have allowed, the SFMTA has worked to restore service
along previously suspended routes in response to feedback received from customers, staff and other
important stakeholders; and,

WHEREAS, Pursuant to the requirements contained in the Federal Transit Administration’s
(FTA) Circular 4702.1B, "Title VI Requirements and Guidelines for Federal Transit Administration
Recipients," Muni service adjustments that meet the SFMTA’s definition of a major service
change and exceed 12 months in duration require a transit service equity analysis, which was
conducted by comparing Muni service in effect in March 2020 (before the Public Health Order
went into in effect) to Muni service in effect in March 2021; and,



WHEREAS, Pursuant to the requirements contained in FTA Circular 4702.1B, the SFMTA
analyzed the impacts of the service changes on communities of color and customers from low-
income households and determined that the service changes do not result in a disparate impact on
communities or color or a disproportionate burden on low-income communities under Title VI; and,

WHEREAS, On April 28, 2021, the SFMTA, under authority delegated by the Planning
Department, determined that the adoption of the Title VI Service Equity Analysis for the current
COVID-19 Temporary Service Plan is not a “project” under the California Environmental Quality
Act (CEQA) pursuant Title 14 of the California Code of Regulations Sections 15060(c) and
15378(b); and,

WHEREAS, A copy of the CEQA determination is on file with the Secretary to the SFMTA
Board of Directors, and is incorporated herein by reference; therefore, be it

RESOLVED, That the SFMTA Board of Directors approves the Title VI Service Equity
Analysis for the temporary Municipal Railway service and route changes made during the ongoing
COVID-19 State of Emergency which compares transit service in effect in March 2020 to transit
service in effect in March 2021 and concludes that the temporary service changes do not result in a
disparate impact on communities of color or a disproportionate burden on low-income communities
under Title VI.

| certify that the foregoing resolution was adopted by the San Francisco Municipal
Transportation Agency Board of Directors at its meeting of May 18, 2021.
Secretary to the Board of Directors
San Francisco Municipal Transportation Agency
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SAN FRANCISCO
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DIVISION: Finance and Information Technology
BRIEF DESCRIPTION:

Approving retroactively a twelve-month pilot program beginning August 15, 2021 through
August 14, 2022, waiving Muni fares for regular service for customers 18 years of age and
younger and students enrolled in the San Francisco Unified School District’s English Learner
and Special Education Services programs through the age of 22, and cable car fares for San
Francisco youth.

SUMMARY::

e On April 21, 2020, as part of SFMTA’s FY 2021 and 2022 Operating Budget, the
SFMTA Board approved a fare change to expand the Free Muni program for All Youth
18 years and under.

e On June 30, 2020, in response to the Covid-19 health crisis, the SFMTA Board approved
a replacement FY 2021 and 2022 Operating Budget in which all fare changes approved in
April, 2020 were subsequently rolled back including the expansion of the Free Muni for
All Youth 18 years and under.

e Two million dollars has been allocated as part of the City’s budget for FY 2022 to fund a
twelve-month pilot program to implement a Free Muni for all Youth program.

e Given the prior approval of this fare change by the SFMTA Board in April, 2020, and
anticipating an appropriation by the full Board of Supervisors, this program was
implemented as a short-term experimental fare change under the authority granted to the
Director of Transportation beginning on August 15, 2021 to correspond with the
beginning of the 2021-2022 school year.

e Pursuant to the SFMTA Board’s Rules of Order and Charter Section 16.112,
advertisements were placed in the City’s official newspaper to provide notice of the
September 7, 2021 meeting.

ENCLOSURES:

1. SFMTAB Resolution
2. Title VI Equity Analysis

APPROVALS: DATE

b —

DIRECTOR v August 31, 2021

SECRETARY WM"\ August 31, 2021

ASSIGNED SFMTAB CALENDAR DATE: September 7, 2021
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PURPOSE

Approving retroactively a twelve-month pilot program beginning August 15, 2021 through
August 14, 2022 waiving Muni fares for regular service for customers 18 years of age and
younger and students enrolled in the San Francisco Unified School District’s English Learner
and Special Education Services programs through the age of 22, and cable car fares for San
Francisco youth.

STRATEGIC PLAN GOALS AND TRANSIT FIRST POLICY PRINCIPLES
This action supports the following SFMTA Strategic Plan Goals and Objectives:

Goal 1: Create a safer transportation experience for everyone.
Obijective 1.2: Improve the safety of the transit system.

Goal 3: Improve the quality of life and environment in San Francisco and the region.
Objective 3.1: Use Agency programs and policies to advance San Francisco’s
commitment to equity.

This action supports the following Transit First Policy Principle:

1. To ensure quality of life and economic health in San Francisco, the primary objective of
the transportation system must be the safe and efficient movement of people and goods.

DESCRIPTION

Numerous studies have established a link between exposure to transit at an early age and
continued use in adult years, along with a decrease in auto-ownership. In support of this goal, the
San Francisco Municipal Transportation Agency (SFMTA) implemented the “Free Muni for
Youth” pilot program in 2013 providing free transit service to all low and moderate-income
youth in San Francisco aged 5 through 17 years old. Several months later this was expanded to
include students enrolled in Special Education and English Learner programs through age 22. In
January 2015 the program was made permanent and extended to include seniors and people with
disabilities. In January 2017, the Free Muni for Youth Program was expanded to include 18 year
olds.

There are 39,350 active users of the Free Muni for Youth program, representing approximately
72% of those who are eligible. In order to participate in the program, parents submit an
application to the SFMTA, and a Clipper card loaded with a Free Muni pass is mailed to their
residence. Feedback from numerous stakeholder groups indicates that this application process
and requirement to carry a pass creates a barrier for youth to access this program.

On April 21, 2020, as part of SEMTA’s FY 2021 and 2022 Operating Budget, the SFMTA Board
of Directors approved a fare change to expand the Free Muni program for All Youth 18 years
and under; however, on June 30, 2020, in response to the Covid-19 health crisis, the SFMTA
Board of Directors approved a replacement FY 2021 and 2022 Operating Budget in which all
fare changes approved in April 2020 were subsequently rolled back including the expansion of
the Free Muni for All Youth. As part of the City’s Fiscal Year 2022 budget proposed by Mayor
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London Breed, two million dollars has been allocated to fund a twelve-month pilot program to
expand the Free Muni for Youth program to all youth, which will eliminate the need for parents
and guardians to submit applications or for youth to carry a Clipper card or other proof of
payment.

Given the prior approval of this fare change by the SFMTA Board in April 2020, and
anticipating an appropriation by the full Board of Supervisors to fund this expansion, this
program was implemented as a short-term experimental fare change under the authority granted
to the Director of Transportation beginning on August 15, 2021 to correspond with the beginning
of the 2021-2022 school year.

A Free Muni pass will continue to be issued by the SFMTA provided to students enrolled in the
San Francisco Unified School District’s English Learner and Special Educations Services
through the age of 22, and San Francisco youth who utilize cable car service to continue to use
their existing pass for cable car service.

PUBLISHED NOTICE

Pursuant to Charter Section 16.112 and the SFMTA Board of Directors Rules of Order,
advertisements were placed in the City’s official newspaper regarding this public hearing. The
advertisements ran in the San Francisco Examiner, the City’s official newspaper, on August 22,
August 25 — 27, 2021, and August 29, 2021, to provide notice that the SFMTA Board of
Directors will hold a public hearing on September 7, 2021, to consider this program.

TITLE VI

Before the SFMTA Board can approve the Agency’s fare policy and pricing or a service change,
a Title VI analysis must be approved by the SFMTA Board in accordance with the Federal
Transit Administration’s (FTA) Circular 4702.1B.

In order to make an appropriate assessment of disparate impact on minority riders or
disproportionate burden on low-income riders with regard to the proposed fare changes, the
analysis compares available customer survey data and shows the number and percent of minority
riders and low-income riders using a particular fare media in order to establish whether minority
and/or low-income riders are disproportionately more likely to use the mode of service, payment
type or payment media that would be subject to the fare change.

A Title VI Analysis addressing the potential fare change is included as Enclosure 2. It includes
an analysis of the proposed fare change based on available customer survey data for changes to
current fare types. The analysis concludes that there are no disparate impacts on customers who
self-identify as minority or disproportionate burdens on customers from low-income households
based on the fact that this fare change will overwhelmingly benefit low-income and minority
youth by eliminating the application process, which has been viewed as a barrier to full
participation in the program and providing free Muni for all youth, regardless of race/ethnicity
and/or household income.
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STAKEHOLDER ENGAGEMENT

Extensive outreach was conducted in early 2020 for all proposed fare changes for the SFMTA’s
FY 2021 and 2022 Operating Budget, including extending the Free Muni for Youth program to
include all youth 18 years and under. Public feedback during this time was overwhelmingly
positive. Additional outreach was conducted in conjunction with this proposed fare change,
including e-mail notifications to SFMTA stakeholder groups, social media posts and blogs, and
direct mail to the 40,000 existing Free Muni for Youth program participants. Further details are
included in the attached Title VI Fare Equity Analysis and in the April 21, 2020 FY21 and FY22
Operating Budget calendar item, which also details feedback received on the Free Muni for All
Youth proposal.

ALTERNATIVES CONSIDERED

None. The SFMTA Board of Directors has previously taken a position of support for this
program.

FUNDING IMPACT

There is no fiscal impact associated with this proposal. The anticipated two-million dollar
appropriation through the City’s FY 2022 budget will cover the estimated costs for this fare
change. Should the SFMTA decided to continue this program, additional funding will need to be
identified in the SFMTA’s Operating Budget beginning in FY 2023 going forward.

ENVIRONMENTAL REVIEW

On August 9, 2021, the SFMTA, under authority delegated by the Planning Department,
determined that the Free Muni for all Youth program expansion is not a “project” under the
California Environmental Quality Act (CEQA) pursuant to Title 14 of the California Code of
Regulations Sections 15060(c) and 15378(b).

A copy of the CEQA determination is on file with the Secretary to the SFMTA Board of
Directors and is incorporated herein by reference.

OTHER APPROVALS RECEIVED OR STILL REQUIRED

Pursuant to Charter Sections 8A.108, a budget amendment will be submitted to Board of
Supervisors following approval by the SFMTA Board of Directors.

The City Attorney’s Office has reviewed this calendar item.
RECOMMENDATION

Staff recommends that the SFMTA Board of Directors retroactively approve a twelve-month
pilot program beginning August 15, 2021 through August 14, 2022 waiving Muni fares for
regular service for customers 18 years of age and younger and students enrolled in the San
Francisco Unified School District’s English Learner and Special Education Services programs
through the age of 22, and cable car fares for San Francisco youth.



SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No.

WHEREAS, Numerous studies have established a link between exposure to transit at an
early age and continued use in adult years, along with a decrease in auto-ownership; and

WHEREAS, In support of this goal, the SFMTA implemented the Free Muni for Youth
pilot program in 2013 providing free transit service to all low and moderate-income youth in San
Francisco aged 5 through 17 years old; and

WHEREAS, Several months later this was expanded to include students enrolled in
Special Education and English Learner programs through age 22; and

WHEREAS, In January 2017, the Free Muni for Youth Program was expanded to include
18 year olds; and

WHEREAS, There are 39,350 active users of the Free Muni for Youth program,
representing approximately 72% of those who are eligible; and

WHEREAS, In order to participate in the program, parents submit an application to the
SFMTA, and a Clipper card loaded with a Free Muni pass is mailed to their residence; and

WHEREAS, This application process and requirement to carry a pass to utilize the free
program has been identified as a barrier to access; and

WHEREAS, On April 21, 2020, as part of SFMTA’s FY 2021 and 2022 Operating
Budget, the SFMTA Board of Directors approved a fare change to expand the Free Muni
program to All Youth 18 years and under; however, on June 30, 2020, in response to the Covid-
19 health crisis, the SFMTA Board of Directors approved a replacement FY 2021 and 2022
Operating Budget in which all fare changes approved in April, 2020 were subsequently rolled
back including the expansion of the Free Muni for All Youth; and

WHEREAS, As part of the City’s Fiscal Year 2022 budget proposed by Mayor London
Breed, two million dollars has been allocated to fund a twelve-month pilot program to expand
the Free Muni for Youth program to all youth; and

WHEREAS, The expansion of this program to all youth would eliminate the application
and proof of payment requirement, removing barriers to the program; and

WHEREAS, Given the prior approval of this fare change by the SFMTA Board in April
2020, and anticipating an appropriation by the full Board of Supervisors to fund this expansion,
this program was implemented as a short-term experimental fare change under the authority



granted to the Director of Transportation beginning on August 15, 2021 to correspond with the
beginning of the 2021-2022 school year; and

WHEREAS, A Free Muni pass will continue to be issued by the SFMTA to students
enrolled in the San Francisco Unified School District’s English Learner and Special Education
Services programs through the age of 22, and San Francisco youth who utilize cable car service
to continue to use their existing pass for cable car service; and

WHEREAS, Pursuant to Charter Section 16.112 and the SFMTA Board of Directors
Rules of Order, advertisements were placed in the City’s official newspaper regarding the public
hearing which ran in the San Francisco Examiner, the City’s official newspaper, on August 22,
August 25 — 27, 2021, and August 29, 2021, to provide notice that the SFMTA Board of
Directors will hold a public hearing on September 7, 2021, to consider this program; and

WHEREAS, On August 9, 2021, the SFMTA, under authority delegated by the
Planning Department, determined that the Free Muni for all Youth program expansion is not a
“project” under the California Environmental Quality Act (CEQA) pursuant Title 14 of the
California Code of Regulations Sections 15060(c) and 15378(b); and

WHEREAS, A copy of the CEQA determination is on file with the Secretary to the
SFMTA Board of Directors, and is incorporated herein by reference; and

WHEREAS, Title VI of the Civil Rights Act of 1964 applies to programs and services
receiving federal funding and prohibits discrimination based on race, color, or national origin
from federally funded programs such as transit and in order to remain compliant with Title VI
requirements and ensure continued federal funding, the SFMTA must analyze the impacts of fare
changes on minority and low-income populations in compliance with the FTA’s updated
Circular 4702.1B; and

WHEREAS, The SFMTA prepared a Title VI analysis of the impact of the proposed
fare changes on low-income and minority communities in San Francisco and has determined
that there is no disparate impact to minority populations or disproportionate burden to low-
income populations; now, therefore be it

RESOLVED, That the SFMTA Board approves the Title VI analysis of the impact of the
proposed fare changes on low-income and minority communities in San Francisco, which
determined that there is no disparate impact to minority populations or disproportionate burden
to low-income populations; and be it further



RESOLVED, That the San Francisco Municipal Transportation Agency Board of
Directors approves retroactively a twelve-month pilot program beginning August 15, 2021
through August 14, 2022 waiving Muni fares for regular service for customers 18 years of age
and younger and students enrolled in the San Francisco Unified School District’s English
Learner and Special Education Services programs through the age of 22, and cable car fares for
San Francisco youth.

| certify that the foregoing resolution was adopted by the San Francisco Municipal
Transportation Agency Board of Directors at its meeting of September 7, 2021.

Secretary to the Board of Directors
San Francisco Municipal Transportation Agency



M SsFMTA

Title VI Fare Equity Analysis
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l. Background

On April 21, 2020, as part of SFMTA's FY 2021 and 2022 Operating Budget, the SFMTA Board of
Directors approved a fare change to expand the Free Muni program for All Youth 18 years and
under; however, on June 30, 2020, in response to the Covid-19 health crisis, the SFMTA Board of
Directors approved a replacement FY 2021 and 2022 Operating Budget in which all fare changes
approved in April, 2020 were subsequently rolled back including the expansion of the Free Muni
for All Youth. As part of the City’s Fiscal Year 2022 budget proposed by Mayor London Breed, two
million dollars has been allocated to fund a twelve-month pilot program to expand the Free Muni
for Youth program to all youth, which will eliminate the need for parents and guardians to submit
applications or for youth to carry a Clipper card or other proof of payment, which has been
identified as a barrier to the existing program. This program also encourages transit use at a
young age, which studies have shown leads to a higher likelihood of transit use in adult
years and decreased auto ownership.

Given the prior approval of this fare change by the SFMTA Board in April 2020, and anticipating an
appropriation by the full Board of Supervisors to fund this expansion, this program was
implemented as a short-term experimental fare change under the authority granted to the Director
of Transportation beginning on August 15, 2021 to correspond with the beginning of the 2021-
2022 school year.

A Free Muni passes will continue to be issued by the SFMTA to students enrolled in the San
Francisco Unified School District's English Learner and Special Education Services programs
through the age of 22, and San Francisco youth who utilize cable car service to continue to use
their existing pass for cable car service.

Fare Equity Analysis Requirement:

As a federally funded transit agency, the SEMTA must comply with Title VI of the Civil
Rights Act of 1964, which prohibits discrimination on the basis of race, color or national
origin in programs and activities receiving Federal financial assistance. Specifically, Title VI
provides that "no person in the United States shall, on the grounds of race, color, or
national origin, be excluded from participation in, be denied the benefits of, or be
subjected to discrimination under any program or activity receiving Federal financial
assistance." (42 U.S.C. Section 2000d)

The fare equity analysis below, to be forwarded to the SFMTA’s Board of Directors for
review and approval on September 7, 2021, responds to the reporting requirements
contained in the Federal Transit Administration’s (FTA) Circular 4702.1B, "Title VI and Title
VI-Dependent Guidelines," which provides guidance to transit agencies serving large



urbanized areas and requires that these agencies "shall evaluate significant system-wide
service and fare changes and proposed improvements at the planning and programming
stages to determine whether these changes have a discriminatory impact.” (Circular
4702.1B, Chapter IV-10) The FTA requires that transit providers evaluate the impacts of
service and fare changes on minority and/or low-income populations. FTA's Circular
4702.1B includes the following race and ethnicity identities in its definition for those who
are considered “minority persons” and members of “minority populations”: American
Indian and Alaska Native, Asian, Black or African American, Hispanic or Latino, or Native
Hawaiian or other Pacific Islander. For the purposes of this Title VI analysis, the SFMTA
considers individuals to be a person of color if they self-identify as any race/ethnicity other
than White, Not Hispanic or Latino. Individuals who self-identify as Multi-Racial including
White, are also considered to be persons of color. The SFMTA defines low-income
individuals as those whose total household income is below 200% of the federal poverty
level per household size.

This Title VI analysis includes:

e SFMTA's Board-approved disparate impact and disproportionate burden policies;

e A description of the proposed fare changes and background on why the changes
are being proposed;

e A data analysis based on available customer survey data to determine the
percentage of users of each fare media proposed for increase or decrease,
including a profile of fare usage based on race/ethnicity and income status, and
comparison to systemwide representation;

e An analysis of potential impacts on communities of color and low-income
populations;

e Any required analysis of alternative transit modes, fare payment types or fare media
availability for customers who may be impacted by the proposed fare changes; and,

e A summary of public outreach and engagement efforts to seek public comment.

Il. SFMTA's Title VI-Related Policies

On October 1, 2012, FTA issued Circular 4702.1B, which requires a transit agency's
governing board to adopt the following policies related to fare and service changes:

e Major Service Change Definition — establishes a definition for a major service
change, which provides the basis for determining when a service equity analysis
needs to be conducted. Disparate Impact and Disproportionate Burden Policies —
establishes thresholds to determine when proposed major service changes or fare
changes would adversely affect minority populations and/or low-income
populations and when alternatives need to be considered or impacts mitigated.



In response to Circular 4702.1B, the SFMTA developed the following Disparate Impact and
Disproportionate Burden Policies, which were approved by the SFMTA Board of Directors
on August 20, 2013:

e Disparate Impact Policy determines the point (“threshold”) when adverse effects of fare
or service changes are borne disparately by minority populations. Under this policy, a
fare change, or package of changes, or major service change, or package of changes,
will be deemed to have a disparate impact on minority populations if the difference
between the percentage of the minority population impacted by the changes and the
percentage of the minority population system-wide is eight percentage points or more.
Packages of major service changes across multiple routes will be evaluated
cumulatively and packages of fare increases across multiple fare instruments will be
evaluated cumulatively.

e Disproportionate Burden Policy determines the point when adverse effects of fare or
service changes are borne disproportionately by low-income populations. Under this
policy, a fare change, or package of changes, or major service change, or package of
changes, will be deemed to have a disproportionate burden on low-income
populations if the difference between the percentage of the low-income population
impacted by the changes and the percentage of the low-income population system-
wide is eight percentage points or more. Packages of major service changes across
multiple routes will be evaluated cumulatively and packages of fare increases across
multiple fare instruments will be evaluated cumulatively.

As part of the SFMTA's process to develop the disparate impact and disproportionate
burden policies, SFMTA conducted an extensive multilingual public outreach campaign to
receive input on the proposed policies and engage the public in the decision-making
process for adoption of these policies by the SFMTA Board. This effort included
presentations to the SFMTA Citizens Advisory Council (CAC) and Muni Accessible Advisory
Committee (MAACQ), as well as two public workshops. The workshops were promoted
through email, telephone calls to community groups and in 10 languages on the SFMTA
website. Outreach also targeted approximately 30 Community Based Organizations and
transportation advocates with broad representation among low-income and minority
communities. In addition, staff presented the Title VI recommendations at the SFMTA
Board of Directors meeting on Tuesday, July 16, 2013. The policies were approved at the
Board of Directors meeting on August 20, 2013.

Il Assessing Impacts of the Proposed Fare Changes on Minority Populations and Low-
Income Populations



As detailed in FTA Circular 4702.1B, transit providers shall evaluate the impacts of their
proposed fare changes (either increases or decreases) on minority populations and low-
income populations separately, and within the context of their Disparate Impact and
Disproportionate Burden policies, to determine whether riders are bearing a
disproportionate impact of the change between the existing cost and the proposed cost
based on race/ethnicity and/or income status. The impact may be defined as a statistical
percentage. The disparate impact and disproportionate burden thresholds must be applied
uniformly, regardless of fare media.

Disparate Impact on Minority Populations: If after analyzing the proposed fare changes,
the SFMTA determines that customers will bear a disproportionate impact of the change
between the existing cost and the proposed cost based on their race/ethnicity and
chooses not to alter the proposed fare changes despite the disparate impact on minority
ridership, or if it finds, even after modifications are made, that minority riders will continue
to bear a disproportionate share of the proposed fare change, the fare change may only
be implemented if:

(i) There is a substantial legitimate justification for the proposed fare change, and

(ii) SFMTA can show that there are no alternatives that would have a less disparate
impact on minority riders but would still accomplish its legitimate program
goals.

In order to make this showing, any alternatives must be considered and analyzed to
determine whether those alternatives would have less of a disparate impact on the basis of
race, color, or national origin, and then only the least discriminatory alternative can be
implemented.

Low-Income Disproportionate Burden: If, at the conclusion of the analysis, the SFMTA finds
that low-income populations will bear a disproportionate burden of the proposed fare
change, steps must be taken to avoid, minimize or mitigate impacts where practicable and
descriptions of alternatives available to low-income populations affected by the fare
changes must be provided.

V. Data Analysis and Methodology

In order to make an appropriate assessment of disparate impact or disproportionate
burden in regard to fare changes, the transit provider must compare available customer
survey data and show the number and percentage of minority riders and low-income
riders using a particular fare media, or aggregated categories if applicable, in order to
establish whether minority and/or low-income riders are disproportionately more likely to



use the mode of service, payment type or payment media that would be subject to the
fare change. (Circular 4702.1B, Chapter IV-19). For the purposes of this Title VI analysis,
demographic data for ridership by fare type was used from the comprehensive 2017
System-wide On-Board Survey, conducted in Fall 2016 through Summer 2017.

The survey asked demographic questions for race/ethnicity, English proficiency, gender,
income bracket and travel information such as payment type, trip purpose, origin and
destination and mode to transit access. Consultants collected over 41,000 survey
responses, of which over 39,000 were weekday responses, providing a statistically
significant snapshot of ridership patterns. The results of these responses were extrapolated
to create an estimate of the total ridership across all fare categories, in addition to low-
income and minority ridership. This provides the basis for determining the potential
impacts of fare changes on our customers. A copy of the survey is available upon request.

As noted above, the SFMTA Board approved a methodology for analyzing Title VI impacts.
In the case of fare changes, both increases and decreases of any amount, this
methodology relies on comparing the percentage of protected customers using particular
fare products or instruments, as a package of changes, to their representation system-
wide.

When Title VI-protected customers’ usage of said fare products or instruments, as a
package of changes, exceeds their system-wide average by eight percent or more, and the
cost of those products or instruments in the package is being increased, then a finding of
disparate impact (communities of color/minority populations) and/or disproportionate
burden (low-income populations) is indicated.

Conversely, Title VI also requires that fare decreases be evaluated to determine whether
they disproportionately benefit populations that are not protected by Title VI, thereby
diverting the allocation of transit resources away from Title VI-protected groups. As a
result, when Title VI-protected customers’ usage of fare products or instruments, as a
package of changes, falls below their system-wide average by eight percent or more, and
the cost of those products or instruments in the package is being reduced, then a finding
of disparate impact (impact on minority populations) and/or disproportionate burden
(impact based on low-income status) is indicated.

Respondents who declined to answer questions about income or ethnicity are excluded
from the analysis when calculating minority or low-income percentages. The overall
system-wide averages were determined from National Transit Database and Automatic
Passenger Counter (APC) data weighted by the weekly ridership share by line. The system-



wide average for minority customers was determined to be 57%, and the system-wide
average for low-income customers was determined to be 38%.

In order to protect privacy, survey respondents were asked to report their income bracket
as opposed to their specific income. As a result, the analysis made assumptions about
whether the combination of a particular respondent’s household size and income bracket
fell into a "low-income” category based on the Agency'’s definition of low-income
described above. Generally, the analysis erred on the side of caution and placed possibly
low-income respondents into the low-income category.

V. Description of Proposed Fare Change and Summary of Impacts

The SEMTA is proposing to expand the Free Muni for Low- and Moderate-Income Youth
to all youth 18 years and under, regardless of family or household income level. This
change will eliminate the requirement for families or households to submit an application
with proof of age and self-certification of income, a process that has been identified as a
barrier for participation to those who qualify for the existing program. The requirement for
youth to carry proof of payment in the form of a Clipper card loaded with the Free Muni
pass will also be eliminated, with the exception of a pass issued for Special Education
Services and English Learner students, as well as San Francisco Youth who utilize cable car
service. Providing free Muni service to all youth will encourage the use of transit at an
early age, which may lead to increased transit use in adulthood and reduced vehicle
ownership.

Tables 1 below provides the disparate impact analysis and Table 2 provides the
disproportionate burden analysis for the proposed fare change, as well as the
demographic characteristics of the customers who use the fare type. They also include a
comparison of the cumulative usage of all these fare types by minority and low-income
populations to their representation systemwide. Consistent with SFMTA's disparate impact
and disproportionate burden policies, a disparate impact and/or disproportionate burden
finding is indicated if the total fare usage by communities of color and low-income
populations, respectively, deviates from the system-wide averages by eight percent or
more. Conversely, Title VI also requires that fare decreases be evaluated to determine
whether they disproportionately benefit populations that are not protected by Title VI,
thereby diverting the allocation of transit resources away from Title VI-protected groups.
As a result, when Title VI-protected customers’ usage of fare products or instruments, as a
package of changes, falls below their system-wide average by eight percent or more, and
the cost of those products or instruments in the package is being reduced, then a finding
of disparate impact (impact on minority populations) and/or disproportionate burden
(impact based on low-income status) is indicated.



Table 1: Disparate Impact Analysis — Free Muni for all Youth

Riders
Who
Reported
Current | Proposed | Percentage Race/ Minority | Percent
Fare Type | Fares Fares | Change Riders 1 | Ethnicity 2 | Riders s | Minority 4
Free Muni N/A $0.00 N/A 27,693 27,581 | 20,742 75%
for All
Youth 5
663,236 659,292 | 376,000 57%
All Fare
Media 6

1. Riders includes all survey responses for Youth and for all categories of riders, respectively.
2. Riders Who Reported Race/Ethnicity includes responses by youth who chose to report

race/ethnicity.

3. Minority Riders includes responses who chose to report race/ethnicity and are minority by

definition.

4. Percent Minority is a percentage calculation of Minority Riders out of Riders Who Reported

Race/Ethnicity.

5. Figures are based on all riders Age 18 and under from 2017 Systemwide On-Board Survey as
this entire population will benefit from a free muni ride.

Table 2: Disproportionate Burden Analysis — Free Muni for all Youth

Riders

Percent
Who Low- Low
Current | Proposed | Percentage Reported income | |ncome
Fare Type Fares Fares | Change Riders 1 Income 2 Riders 3 4
Free Muni N/A $0.00 N/A 27,693 19,747 | 12,747 | 65%
for All Youth s
663,236 570,959 | 220,699 | 38%
All Fare Media
6

1. Riders includes all survey responses for Youth and for all categories of riders, respectively.
2. Riders Who Reported Income includes responses by youth who chose to report income

bracket.

3. Low-income Riders includes responses by riders who chose to report income bracket and are
low income by definition.
4. Percent Low Income is a percentage calculation of Low-Income Riders out of Riders Who

Reported Income.




5. Figures are based on all riders Age 18 and under from 2017 Systemwide On-Board Survey as
this entire population will benefit from a free muni ride.

Table 3: Summary of Disparate Impact and Disproportionate Burden Analysis

Minority
Population | Disparate Low Disproportionate
ltem S Impact? Income Burden?
Fare Free Youth 75% 65%
All Fare Media 57% 38% -
Difference in
Percentage Points +18 No +e7 No

A disparate impact or disproportionate burden is found if the total usage by minority
populations and/or low-income populations deviates from their system-wide averages by
eight percent or more. Conversely, Title VI also requires that fare decreases be evaluated
to determine whether they disproportionately benefit populations that are not protected
by Title VI, thereby diverting the allocation of transit resources away from Title VI-
protected groups. As a result, when Title VI-protected customers’ usage of fare products
or instruments, as a package of changes, falls below their system-wide average by eight
percent or more, and the cost of those products or instruments in the package is being
reduced, then a finding of disparate impact (impact on minority populations) and/or
disproportionate burden (impact based on low-income status) is indicated.

Shown in Table 3, the Free Muni for all Youth program will impact 75% of minority riders
and 65% of low-income riders. Although these results deviate more than eight percent of
the system-wide average of 57% minority and 38% low-income riders based on fare usage,
this fare change provides a benefit to minority and low-income populations by removing
barriers to access and expanding free Muni to all youth, regardless of household income,
so no disparate impact or disproportionate burden is found.

X. Public Comment and Outreach

Pursuant to Title VI of the Civil Rights Act of 1964 and its implementing regulations, as well
as state and local laws, the SFMTA takes responsible steps to ensure meaningful access to
the benefits, services, information, and other important portions of SFMTA's programs and
activities for low-income, minority, and limited-English proficient (LEP) individuals, and
regardless of race, color or national origin. Given the diversity of San Francisco and of
Muni’s ridership, the SFMTA is strongly committed to disseminating information on both
fare and service changes that is accessible to LEP individuals.



In April 2020, the SFMTA Board of Directors approved the expansion of free Muni fares to
all youth 18 years and under as part of the Fiscal Years 2021 and 2022 budget. Prior to this
action, the SFMTA launched a public outreach campaign at the beginning of the FY2021-
FY2022 process in order to gather and consider public input on the budget and the
proposed fare changes, which impacted the final proposals submitted to the SFMTA Board
of Directors for its consideration and approval.

As part of this process, notices for public comment opportunities were provided in multiple
languages and included information on how to request free language assistance at the
meetings with at least 48 hours’ notice. As required by the City Charter, advertisements
publicizing the public hearing were placed in advance in San Francisco newspapers.
Multilingual ads were placed in prominent Chinese, Spanish and Russian newspapers in
San Francisco. Multilingual information has been available to the public through the
SFMTA website throughout the budget process. Additional methods for keeping the public
informed were conducted through blog posts, e-mail blasts to stakeholders and through
SFMTA/Muni’s Twitter and Facebook accounts. Feedback was compiled and forwarded to
appropriate staff and to the MTAB for consideration in the decision-making process.

Specific outreach activities included:

e Collateral on Muni vehicles publicizing budget feedback opportunities, including
proposed service changes and notice of free language assistance:

e Newspaper Ads in 13 newspapers, including ethnic media, publicizing budget feedback
opportunities

e Social Media: Facebook ads publicizing budget feedback opportunities that reached
more than 23,000 people

e Email updates to more than 20 community organizations publicizing budget feedback
opportunities

e Email updates to more than 800 recipients

e Public meetings: multiple opportunities to provide public comment and feedback,
including at two SFMTA Board of Directors meetings and an Online Budget
Conversation with Jeff Tumlin.

Approval of the expansion of free Muni fares to all youth was subsequently rescinded in
June 2020 as part of the suspension of all fare changes due to the Covid-19 pandemic. In
conjunction with the current proposal to reinstate the fare change, the SFMTA conducted
the following additional outreach, beginning in July 2021:

e Public Hearing Notice, as required by the City Charter, placed in the official City
newspaper
e Multilingual information posted on the SFMTA website



e Announcements made through blog posts, e-mail to stakeholders and through
SFMTA/Muni’s Twitter and Facebook accounts
e Email updates to community organizations and stakeholder groups

Xl. Conclusion

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color or
national origin in programs and activities receiving Federal financial assistance. In
compliance with this law, the SFMTA has conducted a Title VI analysis on this proposed
fare change. This analysis found there are no disparate impacts or disproportionate
burdens for this proposal as this change benefits all youth 18 years old and under and
eliminates a significant barrier to access by removing the requirement to submit an
application for the program and receive a Free Muni transit pass.

The analysis will be forwarded to the Board of Directors of the San Francisco Municipal
Transportation Agency (SFMTAB) for review and approval and a copy of the Board
resolution will be provided to the FTA as documentation.



SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No. 210907-104

WHEREAS, Numerous studies have established a link between exposure to transit at an
early age and continued use in adult years, along with a decrease in auto-ownership; and

WHEREAS, In support of this goal, the SFMTA implemented the Free Muni for Youth
pilot program in 2013 providing free transit service to all low and moderate-income youth in San
Francisco aged 5 through 17 years old; and

WHEREAS, Several months later this was expanded to include students enrolled in
Special Education and English Learner programs through age 22; and

WHEREAS, In January 2017, the Free Muni for Youth Program was expanded to include
18 year olds; and

WHEREAS, There are 39,350 active users of the Free Muni for Youth program,
representing approximately 72% of those who are eligible; and

WHEREAS, In order to participate in the program, parents submit an application to the
SFMTA, and a Clipper card loaded with a Free Muni pass is mailed to their residence; and

WHEREAS, This application process and requirement to carry a pass to utilize the free
program has been identified as a barrier to access; and

WHEREAS, On April 21, 2020, as part of SFMTA’s FY 2021 and 2022 Operating
Budget, the SFMTA Board of Directors approved a fare change to expand the Free Muni
program to All Youth 18 years and under; however, on June 30, 2020, in response to the Covid-
19 health crisis, the SFMTA Board of Directors approved a replacement FY 2021 and 2022
Operating Budget in which all fare changes approved in April, 2020 were subsequently rolled
back including the expansion of the Free Muni for All Youth; and

WHEREAS, As part of the City’s Fiscal Year 2022 budget proposed by Mayor London
Breed, two million dollars has been allocated to fund a twelve-month pilot program to expand
the Free Muni for Youth program to all youth; and

WHEREAS, The expansion of this program to all youth would eliminate the application
and proof of payment requirement, removing barriers to the program; and

WHEREAS, Given the prior approval of this fare change by the SFMTA Board in April
2020, and anticipating an appropriation by the full Board of Supervisors to fund this expansion,
this program was implemented as a short-term experimental fare change under the authority



granted to the Director of Transportation beginning on August 15, 2021 to correspond with the
beginning of the 2021-2022 school year; and

WHEREAS, A Free Muni pass will continue to be issued by the SFMTA to students
enrolled in the San Francisco Unified School District’s English Learner and Special Education
Services programs through the age of 22, and San Francisco youth who utilize cable car service
to continue to use their existing pass for cable car service; and

WHEREAS, Pursuant to Charter Section 16.112 and the SFMTA Board of Directors
Rules of Order, advertisements were placed in the City’s official newspaper regarding the public
hearing which ran in the San Francisco Examiner, the City’s official newspaper, on August 22,
August 25 — 27, 2021, and August 29, 2021, to provide notice that the SFMTA Board of
Directors will hold a public hearing on September 7, 2021, to consider this program; and

WHEREAS, On August 9, 2021, the SFMTA, under authority delegated by the
Planning Department, determined that the Free Muni for all Youth program expansion is not a
“project” under the California Environmental Quality Act (CEQA) pursuant Title 14 of the
California Code of Regulations Sections 15060(c) and 15378(b); and

WHEREAS, A copy of the CEQA determination is on file with the Secretary to the
SFMTA Board of Directors, and is incorporated herein by reference; and

WHEREAS, Title VI of the Civil Rights Act of 1964 applies to programs and services
receiving federal funding and prohibits discrimination based on race, color, or national origin
from federally funded programs such as transit and in order to remain compliant with Title VI
requirements and ensure continued federal funding, the SFMTA must analyze the impacts of fare
changes on minority and low-income populations in compliance with the FTA’s updated
Circular 4702.1B; and

WHEREAS, The SFMTA prepared a Title VI analysis of the impact of the proposed
fare changes on low-income and minority communities in San Francisco and has determined
that there is no disparate impact to minority populations or disproportionate burden to low-
income populations; now, therefore be it

RESOLVED, That the SFMTA Board approves the Title VI analysis of the impact of the
proposed fare changes on low-income and minority communities in San Francisco, which
determined that there is no disparate impact to minority populations or disproportionate burden
to low-income populations; and be it further



RESOLVED, That the San Francisco Municipal Transportation Agency Board of
Directors approves retroactively a twelve-month pilot program beginning August 15, 2021
through August 14, 2022 waiving Muni fares for regular service for customers 18 years of age
and younger and students enrolled in the San Francisco Unified School District’s English
Learner and Special Education Services programs through the age of 22, and cable car fares for
San Francisco youth.

| certify that the foregoing resolution was adopted by the San Francisco Municipal
Transportation Agency Board of Directors at its meeting of September 7, 2021.
Secretary to the Board of Directors
San Francisco Municipal Transportation Agency
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BRIEF DESCRIPTION:

Approving retroactively an extension of the six-month promotional program waiving Muni and
Paratransit Fares for customers traveling to and from COVID-19 vaccination and vaccination
booster appointments from September 17, 2021 through September 16, 2022, and expansion of
the program to include a parent/guardian when accompanying a minor.

SUMMARY:

e The COVID-19 health crisis has had devastating effects on the people and economy of
San Francisco and throughout the world.

e The City and County of San Francisco is committed to removing any barriers for
residents to access this critical health service in order to end the pandemic.

e On March 16, 2021, the Board of Directors approved Resolution No. 10316-036 to create
a six-month promotional program waiving Muni and Paratransit Fares for customers
traveling to and from locations to receive Covid-19 vaccinations through September 16,
2021.

e There is continued need to support these efforts, particularly in light of the expected
expansion of vaccine approval for children under 12 years old, as well as the availability
of booster shots for vulnerable populations.

e Pursuant to the SFMTA Board’s Rules of Order and Charter Section 16.112,
advertisements were placed in the city’s official newspaper to provide notice of the Oct.
19, 2021 meeting.

ENCLOSURES:

1. SFMTAB Resolution
2. Title VI Equity Analysis
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PURPOSE

Approving retroactively an extension of the six-month promotional program waiving Muni and
Paratransit Fares for customers traveling to and from COVID-19 vaccination and vaccination
booster appointments from September 17, 2021 through September 16, 2022, and expansion of
the program to include a parent/guardian when accompanying a minor.

STRATEGIC PLAN GOALS AND TRANSIT FIRST POLICY PRINCIPLES
This action supports the following SFMTA Strategic Plan Goal and Objective.

Goal 1: Create a safer transportation experience for everyone.
Objective 1.2: Improve the safety of the transit system.

Goal 3: Improve the quality of life and environment in San Francisco and the region.
Objective 3.1: Use Agency programs and policies to advance San Francisco’s
commitment to equity.

This action supports the following Transit First Policy Principle:

1. To ensure quality of life and economic health in San Francisco, the primary objective of
the transportation system must be the safe and efficient movement of people and goods.

DESCRIPTION

The COVID-19 health crisis has had devastating effects on the people and economy of San
Francisco and throughout the world. The City and County of San Francisco is committed to
removing any barriers for residents to access this critical health service in order to end the
pandemic. In order to support the City-wide vaccination program, beginning on February 23,
2021, the Director of Transportation used his authority under SFMTA Board of Directors’
Resolution No. 200630-061 to implement a six-month promotional program waiving Muni and
Paratransit Fares for customers traveling to and from locations to receive COVID-19
vaccinations as a short-term experimental fare change. On March 16, 2021, the Board of
Directors approved Resolution No. 10316-036 to create a six-month promotional program
waiving Muni and Paratransit Fares for customers traveling to and from locations to receive
Covid-19 vaccinations through September 16, 2021. There is continued need to support these
efforts particularly in light of the expected expansion of vaccine approval for children under 12
years old, as well as the availability of booster shots for vulnerable populations. As a result,
SFMTA staff proposes an extension of the six-month promotional program waiving Muni and
Paratransit Fares for customers traveling to and from COVID-19 vaccination and vaccination
booster appointments from September 17, 2021 through September 16, 2022, and expanding the
program to include a parent/guardian when accompanying a minor.

STAKEHOLDER ENGAGEMENT

In order to promote the program, SFMTA staff conducted initial outreach to the Multimodal
Accessibility Advisory Committee (MAAC) and the Mayor’s Office of Disability, and a press
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release was issued by the Office of the Mayor. In addition, a blog detailing the program was
posted at https://www.sfmta.com/, highlighted on the home page and distributed across email
and text subscribers, as well as through our social media channels, Facebook and Twitter.
Multilingual information is available at https://www.sfmta.com/ and on the City’s vaccination
information page at https://sf.gov/get-vaccinated-against-covid-19. If this calendar item is
approved, this webpage will be updated to reflect an extension of the program from September
17,2021 through September 16, 2022, and expansion of the program to include a
parent/guardian when accompanying a minor. For paratransit customers, language was included
in the customer script for reservation agents to ask riders if the trip being scheduled was to get to
or from a vaccine appointment and to let them know that the trip would be free.

PUBLIC OUTREACH

Pursuant to Charter Section 16.112, advertisements were placed in the City’s official newspaper
regarding this public hearing. The advertisements ran in the San Francisco Examiner on October
10, 13-15, and 17, 2021, to provide notice that the SFMTA Board of Directors will hold a public
hearing on October 19, 2021, to consider the continuation and expansion of this program. Since
the public hearing is not less than five days after the last publication of notice, the SFMTA Board
is asked to waive Article 4, Section 10 of the SFMTA Board Rules of Order.

TITLE VI

Title VI of the Civil Rights Act of 1964 applies to programs and services receiving federal funding
and prohibits discrimination based on race, color, or national origin from federally funded programs
such as transit. In order to remain compliant with Title VI requirements and ensure continued
federal funding, the SFMTA must analyze the impacts of proposed fare changes on minority and
low-income populations in compliance with the FTA’s updated Circular 4702.1B. This required
fare equity analysis must be approved by the SFMTA Board as part of the fare approval process. The
SFMTA prepared a Title VI analysis of the impact of the proposed fare change on low-income
and minority communities in San Francisco and has determined that there is no disparate impact
to minority populations or disproportionate burden to low-income populations

In order to make an appropriate assessment of disparate impact on minority riders or
disproportionate burden on low-income riders with regard to a proposed fare change, the analysis
must compare any available customer survey data that shows the number and percent of minority
riders and low-income riders using a particular fare media in order to establish whether minority
and/or low-income riders are disproportionately more likely to use the mode of service, payment
type or payment media that would be subject to the fare change.

For this particular fare change, free rides have been available on Muni and Paratransit, beginning
on February 23, 2021, for those traveling to and from appointments to get vaccinated for
COVID-19 at City-sponsored vaccination sites, hospitals or anywhere else that offered
vaccinations. Getting San Franciscans vaccinated is a high priority for the City and the program
is designed to eliminate transportation and cost barriers to receiving a vaccination. The only
documentation required to participate in the program is a vaccine appointment confirmation or
instructions, in case SFMTA staff request proof of payment.
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Due to healthcare privacy concerns, ridership data for those who have utilized the program since
its inception is not available. However, given that the free ride benefit on Muni for the purpose
of receiving a vaccination was available to riders of all demographics, the attached fare equity
analysis concluded that there are no disparate impacts on customers who self-identify as minority
or disproportionate burdens on customers from low-income households. While it is difficult to
assess the current demographic make-up of Muni’s ridership due to the impact of the COVID-19
pandemic, based on the comprehensive 2017 System-wide On-Board Survey, the system-wide
average for minority customers was determined to be 57%, and the system-wide average for low-
income customers was determined to be 38%. It is assumed that Muni’s existing customers are
the primary beneficiaries of this program.

ALTERNATIVES CONSIDERED
None.
FUNDING IMPACT

It is estimated that the fiscal impact to the operating budget is negligible. Given that these are
trips that may not have otherwise been taken, the SFMTA has not assumed additional revenue
for this purpose in its budget projections.

ENVIRONMENTAL REVIEW

On October 1, 2021, the SFMTA, under authority delegated by the Planning Department,
determined that the COVID-19 vaccination fare waiver is not a “project” under the California
Environmental Quality Act (CEQA) pursuant to Title 14 of the California Code of Regulations
Sections 15060(c) and 15378(b). A copy of the CEQA determination is on file with the Secretary
to the SFMTA Board of Directors and is incorporated herein by reference.

OTHER APPROVALS RECEIVED OR STILL REQUIRED

Pursuant to Charter Sections 8A.108, a budget amendment will be submitted to Board of
Supervisors following approval by the SFMTA Board of Directors.

The City Attorney’s Office has reviewed this calendar item.
RECOMMENDATION

Staff recommends that the SFMTA Board of Directors approve retroactively an extension of the
six-month promotional program waiving Muni and Paratransit Fares for customers traveling to
and from COVID-19 vaccination and vaccination booster appointments from September 17,
2021 through September 16, 2022, and expansion of the program to include a parent/guardian
when accompanying a minor.



SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No.

WHEREAS, The COVID-19 health crisis has had devastating effects on the people and
economy of San Francisco and throughout the world; and

WHEREAS, The City and County of San Francisco is committed to removing any
barriers for residents to access this critical health service in order to end the pandemic; and

WHEREAS, In order to support the City-wide vaccination program, beginning on
February 23, 2021, the Director of Transportation used his authority under SFMTA Board of
Directors’ Resolution No. 200630-061 to implement a six-month promotional program waiving
Muni and Paratransit Fares for customers traveling to and from locations to receive Covid-19
vaccinations as a short-term experimental fare change; and

WHEREAS, On March 16, 2021, the Board of Directors approved Resolution No. 10316-
036 to create a six-month promotional program waiving Muni and Paratransit Fares for
customers traveling to and from locations to receive COVID-19 vaccinations through September
16, 2021; and

WHEREAS, There is continued need to support these efforts particularly in light of the
expected expansion of vaccine approval for children under 12 years old, as well as the
availability of booster shots for vulnerable populations; and

WHEREAS, Pursuant to Charter Section 16.112, advertisements were placed in the
City’s official newspaper, the San Francisco Examiner, regarding this public hearing which ran
on October 10, October 13-15, and October 17, 2021, to provide notice that the SFMTA Board
of Directors will hold a public hearing on October 19, 2021, to consider the continuation and
expansion of this program; and

WHEREAS, Since the public hearing is not less than five days after the last publication
of notice, the SFMTA Board is asked to waive Article 4, Section 10 of the SFMTA Board Rules
of Order; and

WHEREAS, On October 1, 2021, the SFMTA, under authority delegated by the Planning
Department, determined that the COVID-19 vaccination fare waiver is not a “project” under the
California Environmental Quality Act (CEQA) pursuant Title 14 of the California Code of
Regulations Sections 15060(c) and 15378(b); and

WHEREAS, A copy of the CEQA determination is on file with the Secretary to the
SFMTA Board of Directors, and is incorporated herein by reference; and



WHEREAS, Title VI of the Civil Rights Act of 1964 applies to programs and services
receiving federal funding and prohibits discrimination based on race, color, or national origin
from federally funded programs such as transit and in order to remain compliant with Title VI
requirements and ensure continued federal funding, the SFMTA must analyze the impacts of fare

changes on minority and low-income populations in compliance with the FTA’s updated
Circular 4702.1B; and

WHEREAS, The SFMTA prepared a Title VI analysis of the impact of the proposed
fare change on low-income and minority communities in San Francisco and has determined
that there is no disparate impact to minority populations or disproportionate burden to low-
income populations; now, therefore be it

RESOLVED, That the SFMTA Board waives Article 4, Section 10 of the SFMTA
Board Rules of Order since the scheduled public hearing is not less than five days after the
last publication of notice; and be it further

RESOLVED, That the SFMTA Board approves the Title VI analysis of the impact of the
proposed fare change on low-income and minority communities in San Francisco, which
determined that there is no disparate impact to minority populations or disproportionate burden
to low-income populations; and be it further

RESOLVED, That the San Francisco Municipal Transportation Agency Board of
Directors approves retroactively an extension of the six-month promotional program waiving
Muni and Paratransit Fares for customers traveling to and from COVID-19 vaccination and
vaccination booster appointments from September 17, 2021 through September 16, 2022, and
expansion of the program to include a parent/guardian when accompanying a minor.

I certify that the foregoing resolution was adopted by the San Francisco Municipal
Transportation Agency Board of Directors at its meeting of October 19, 2021.

Secretary to the Board of Directors
San Francisco Municipal Transportation Agency
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Title VI Fare Equity Analysis
Free Muni Fare for Vaccination Appointments

October 19, 2021



l. Background

The COVID-19 health crisis has had devastating effects on the people and economy of San
Francisco and throughout the world. The City and County of San Francisco is committed to
removing any barriers for residents to access this critical health service in order to end the
pandemic. In order to support the city-wide vaccination program, beginning on February.
23, 2021, the Director of Transportation used his authority under SFMTA Board of
Directors’ Resolution No. 200630-061 to provide free Muni and Paratransit fares to and
from vaccination appointments, as a short-term experimental fare change. On March 16,
2021, the Board of Directors approved Resolution No. 10316-036 to formalize this program
through September 16, 2021. There is continued need to support these efforts specifically
for the expected expansion of vaccine approval for children under 12 years old, as well as
the availability of booster shots for vulnerable populations. Children under the age of 19
ride are eligible for free fares, however, this program is being extended to include free
fares for a parent or guardian accompanying the minor to and from vaccination
appointments.

The SFMTA has proposed to retroactively extend the six-month promotional program
waiving Muni and Paratransit Fares for customers traveling to and from COVID-19
vaccination and vaccination booster appointments from September 17, 2021 through
September 16, 2022, and expand the program to include a parent/guardian when
accompanying a minor 2.

Fare Equity Analysis Requirement:

As a federally funded transit agency, the SFEMTA must comply with Title VI of the Civil
Rights Act of 1964, which prohibits discrimination on the basis of race, color or

national origin in programs and activities receiving Federal financial assistance. Specifically,
Title VI provides that "no person in the United States shall, on the grounds of race, color,
or national origin, be excluded from participation in, be denied the benefits of, or be
subjected to discrimination under any program or activity receiving Federal financial
assistance." (42 U.S.C. Section 2000d)

The fare equity analysis below, forwarded to the SFMTA's Board of Directors for review and
approval on October 19, 2021, responds to the reporting requirements contained in the
Federal Transit Administration’s (FTA) Circular 4702.1B, "Title VI and Title VI-Dependent
Guidelines," which provides guidance to transit agencies serving large urbanized areas and
requires that these agencies "shall evaluate significant system-wide service and fare
changes and proposed improvements at the planning and programming stages to



determine whether these changes have a discriminatory impact.” (Circular 4702.1B, Chapter
IV-10) The FTA requires that transit providers evaluate the impacts of fare changes on
minority and/or low-income populations that exceed a six-month timeframe. FTA’s Circular
4702.1B includes the following race and ethnicity identities in its definition for those who
are considered “minority persons” and members of “minority populations”: American
Indian and Alaska Native, Asian, Black or African American, Hispanic or Latino, or Native
Hawaiian or other Pacific Islander. For the purposes of this Title VI analysis, the SFMTA
considers individuals to be a person of color if they self-identify as any race/ethnicity other
than White, Not Hispanic or Latino. Individuals who self-identify as Multi-Racial including
White, are also considered to be persons of color. The SFMTA defines low-income
individuals as those whose total household income is below 200% of the federal poverty
level per household size.

This Title VI analysis includes:

e The SFMTA's Board-approved disparate impact and disproportionate burden
policies;

e A description of the proposed fare change and background on why the change is
being proposed;

e A data analysis based on available data to determine the percentage of users of the
proposed fare media, to the extent available, including a profile of fare usage based
on race/ethnicity and income status, and comparison to systemwide representation;

e An analysis of potential impacts on communities of color and low-income
populations;

e Any required analysis of alternative transit modes, fare payment types or fare media
availability for customers who may be impacted by the proposed fare changes; and,

e A summary of public outreach and engagement efforts to seek public comment.

Il. SFMTA's Title VI-Related Policies

On Oct. 1, 2012, FTA issued Circular 4702.1B, which requires a transit agency’'s governing
board to adopt the following policies related to fare and service changes:

e Major Service Change Definition — establishes a definition for a major service
change, which provides the basis for determining when a service equity analysis
needs to be conducted. Disparate Impact and Disproportionate Burden Policies —
establishes thresholds to determine when proposed major service changes or fare
changes would adversely affect minority populations and/or low-income
populations and when alternatives need to be considered or impacts mitigated.



In response to Circular 4702.1B, the SFMTA developed the following Disparate Impact and
Disproportionate Burden Policies, which were approved by the SFMTA Board of Directors
on Aug. 20, 2013:

e Disparate Impact Policy determines the point (“threshold”) when adverse effects of fare
or service changes are borne disparately by minority populations. Under this policy, a
fare change, or package of changes, or major service change, or package of changes,
will be deemed to have a disparate impact on minority populations if the difference
between the percentage of the minority population impacted by the changes and the
percentage of the minority population system-wide is eight percentage points or more.
Packages of major service changes across multiple routes will be evaluated
cumulatively and packages of fare increases across multiple fare instruments will be
evaluated cumulatively.

e Disproportionate Burden Policy determines the point when adverse effects of fare or
service changes are borne disproportionately by low-income populations. Under this
policy, a fare change, or package of changes, or major service change, or package of
changes, will be deemed to have a disproportionate burden on low-income
populations if the difference between the percentage of the low-income population
impacted by the changes and the percentage of the low-income population system-
wide is eight percentage points or more. Packages of major service changes across
multiple routes will be evaluated cumulatively and packages of fare increases across
multiple fare instruments will be evaluated cumulatively.

As part of the SFMTA's process to develop the disparate impact and disproportionate
burden policies, the SFMTA conducted an extensive multilingual public outreach campaign
to receive input on the proposed policies and engage the public in the decision-making
process for adoption of these policies by the SFMTA Board. This effort included
presentations to the SFMTA Citizens Advisory Council (CAC) and Muni Accessible Advisory
Committee (MAAC), as well as two public workshops. The workshops were promoted
through email, telephone calls to community groups and in 10 languages on the SEMTA
website. Outreach also targeted approximately 30 Community Based Organizations and
transportation advocates with broad representation among low-income and minority
communities. In addition, staff presented the Title VI recommendations at the SFMTA
Board of Directors meeting on Tuesday, July 16, 2013. The policies were approved at the
Board of Directors meeting on August 20, 2013.

II. Assessing Impacts of the Proposed Fare Changes on Minority Populations and Low-
Income Populations



As detailed in FTA Circular 4702.1B, transit providers shall evaluate the impacts of their
proposed fare changes (either increases or decreases) on minority populations and low-
income populations separately, and within the context of their Disparate Impact and
Disproportionate Burden policies, to determine whether riders are bearing a
disproportionate impact of the change between the existing cost and the proposed cost
based on race/ethnicity and/or income status. The impact may be defined as a statistical
percentage. The disparate impact and disproportionate burden thresholds must be applied
uniformly, regardless of fare media.

Disparate Impact on Minority Populations: If after analyzing the proposed fare changes,
the SFMTA determines that customers will bear a disproportionate impact of the change
between the existing cost and the proposed cost based on their race/ethnicity and
chooses not to alter the proposed fare changes despite the disparate impact on minority
ridership, or if it finds, even after modifications are made, that minority riders will continue
to bear a disproportionate share of the proposed fare change, the fare change may only
be implemented if:

(i) There is a substantial legitimate justification for the proposed fare change, and

(ii) SEMTA can show that there are no alternatives that would have a less disparate
impact on minority riders but would still accomplish its legitimate program
goals.

In order to make this showing, any alternatives must be considered and analyzed to
determine whether those alternatives would have less of a disparate impact on the basis of
race, color, or national origin, and then only the least discriminatory alternative can be
implemented.

Low-Income Disproportionate Burden: If, at the conclusion of the analysis, the SFMTA finds
that low-income populations will bear a disproportionate burden of the proposed fare
change, steps must be taken to avoid, minimize or mitigate impacts where practicable and
descriptions of alternatives available to low-income populations affected by the fare
changes must be provided.

V. Data Analysis and Methodology

In order to make an appropriate assessment of disparate impact or disproportionate
burden in regard to fare changes, the transit provider must compare available customer
survey data and show the number and percentage of minority riders and low-income
riders using a particular fare media, or aggregated categories if applicable, in order to
establish whether minority and/or low-income riders are disproportionately more likely to



use the mode of service, payment type or payment media that would be subject to the
fare change. (Circular 4702.1B, Chapter 1V-19).

For the purposes of this Title VI analysis, demographic data was used from the
comprehensive 2017 System-wide On-Board Survey, conducted in fall 2016 through
summer 2017. The survey asked demographic questions for race/ethnicity, English
proficiency, gender, income bracket and travel information such as payment type, trip
purpose, origin and destination and mode to transit access. Consultants collected over
41,000 survey responses, of which over 39,000 were weekday responses, providing a
statistically significant snapshot of ridership patterns. The results of these responses were
extrapolated to create an estimate of the total ridership across all fare categories, in
addition to low-income and minority ridership. This provides the basis for determining the
potential impacts of fare changes on our customers. A copy of the survey is available upon
request.

As noted above, the SFMTA Board approved a methodology for analyzing Title VI impacts.
In the case of fare changes, both increases and decreases of any amount, this
methodology relies on comparing the percentage of protected customers using particular
fare products or instruments, as a package of changes, to their representation system-
wide.

Respondents who declined to answer questions about income or ethnicity are excluded
from the analysis when calculating minority or low-income percentages. The overall
system-wide averages were determined from National Transit Database and Automatic
Passenger Counter (APC) data weighted by the weekly ridership share by line. The system-
wide average for minority customers was determined to be 57%, and the system-wide
average for low-income customers was determined to be 38%.

In order to protect privacy, survey respondents were asked to report their income bracket
as opposed to their specific income. As a result, the analysis made assumptions about
whether the combination of a particular respondent’s household size and income bracket
fell into a “low-income” category based on the Agency's definition of low-income
described above. Generally, the analysis erred on the side of caution and placed possibly
low-income respondents into the low-income category.

V. Description of Proposed Fare Change and Summary of Impacts

The SEMTA is proposing to approve retroactively an extension of the six-month
promotional program waiving Muni and Paratransit Fares for customers traveling to and



from Covid-19 vaccination and vaccination booster appointments from September 17, 2021
through September 16, 2022, and expand the program to include a parent/guardian when
accompanying a minor. The promotional program was approved initially as an
experimental fare and it is in the public interest to expand this program beyond the initial
six-month timeframe in order to eliminate barriers to help the city of San Francisco achieve
its citywide vaccination goal.

For this particular fare change, free rides have been available on Muni and Paratransit,
beginning on February 23, 2021, for all customers traveling to and from appointments to
get vaccinated for COVID-19 at City-sponsored vaccination sites, hospitals or anywhere
else that offered vaccinations, regardless of race or ethnicity, household income level,s or
other demographic factors. Getting San Franciscans vaccinated is a high priority for the
City and the program is designed to eliminate transportation and cost barriers to receiving
a vaccination. The only documentation required for customers to participate in the
program is a vaccine appointment confirmation or instructions, in case SFMTA staff
request proof of payment.

Due to healthcare privacy concerns, no demographic data was collected or tracking
performed of Muni riders who utilized this benefit. Because there is no specific user data
on who utilized the free transit rides for vaccinations, including the demographics, we are
unable to compare the user population to our overall ridership and therefore are unable to
numerically calculate whether there has been a disparate impact based on race or ethnicity
or disproportionate burden based on income status. However, given that the free ride
benefit on Muni for the purposes of receiving a vaccination was accessible and equitably
applied to all Muni riders who traveled for this purpose, regardless of demographic profile,
it is determined that there are no disparate impacts on customers who self-identify as
minority or disproportionate burdens on customers from low-income households.

While it is difficult to assess the current demographic make-up of Muni’s ridership due to
COVID-19, based on the comprehensive 2017 System-wide On Board Survey discussed in
detail above, the system-wide average for minority customers was determined to be 57%,
and the system-wide average for low-income customers was determined to be 38%. Itis
assumed that Muni's existing customers are the primary beneficiaries of this program.

The tables below are for informational purposes only and reflect data sourced on
September 26, 2021 from https://sf.gov/resource/2021/covid-19-data-and-reports. Data
are for the population of San Francisco as a whole.



Vaccine Administration  oatathrougn os26/2021

Number Number | % of Population
Population Population Size Received 1* | % of Population | Vaccination Vaccination
dose Received 1** dose| Completed Completed
SF Residents all ages 874,787 698,213 80% 648,645 74%
SF Residents 12+ 791,131 698,213 88% 648,645 82%
SF Residents 65+ 135,027 128,924 > 90% 120,190 89%
SF Residents 75+ 60,907 52,996 87% 49,177 81%

Vaccinations by Race/Ethnicity oaa trouenosrzs20m

Estimated percent of residents that received at least one dose of
vaccine, by race/ethnicity

American Indian or Alaska Native

Asian

Black or African American

Hispanic or Latino/a, all races

Native Hawaiian or Other Pacific Islander

White

Source: https://sf.gov/resource/2021/covid-19-data-and-reports

X. Public Comment and Outreach

Pursuant to Title VI of the Civil Rights Act of 1964 and its implementing regulations, as well
as state and local laws, the SFMTA takes responsible steps to ensure meaningful access to
the benefits, services, information, and other important portions of SFMTA's programs and
activities for low-income, minority, and limited-English proficient (LEP) individuals, and
regardless of race, color or national origin. Given the diversity of San Francisco and of
Muni’s ridership, the SFMTA is strongly committed to disseminating information on both



fare and service changes that is accessible to LEP individuals.

In order to promote the program, SFMTA staff conducted initial outreach to the
Multimodal Accessibility Advisory Committee (MAAC) and the Mayor's Office of Disability
and a press release was issued by the Office of the Mayor. In addition, a blog detailing the
program was posted at sfmta.com, highlighted on the home page and distributed across
email and text subscribers, as well as through our social media channels, Facebook and
Twitter. Multilingual information is available at www.sfmta.com and on the City’s
vaccination information page at https://sf.gov/get-vaccinated-against-covid-19. If this item
is approved, this webpage will be updated to reflect the extension of the program from
September 17, 2021 through September 16, 2022, and expansion of the program to include
a parent/guardian when accompanying a minor. For paratransit customers, language was
included in the customer script for reservation agents to ask riders if the trip being
scheduled was to get to or from a vaccine appointment and to let them know that the trip
would be free.

Pursuant to Charter Section 16.112, advertisements were placed in the City’'s official
newspaper regarding this public hearing. The advertisements ran in the San Francisco
Examiner on October 10, 13-15, and 17, 2021, to provide notice that the SFMTA Board of
Directors will hold a public hearing on October 19, 2021, to consider the continuation and
expansion of this program. Since the public hearing is not less than five days after the last
publication of notice, the SFMTA Board is asked to waive Article 4, Section 10 of the SFMTA
Board Rules of Order.

If the SFMTA Board approves retroactively an extension of the six-month promotional
program and an expansion of the program to include a parent or guardian when
accompanying a minor, this program will be communicated through similar channels, with
a particular focus on reaching communities of need including minority and low-income
riders.

Xl. Conclusion

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color or
national origin in programs and activities receiving Federal financial assistance. In
compliance with this law, the SFMTA conducted a Title VI analysis on this proposed fare
change. This analysis found there are no disparate impacts or disproportionate burdens for
this fare change since it benefits all Muni riders, regardless or race/ethnicity and income
status, who use Muni to travel to and/or from COVID-19 vaccination and vaccination
booster appointments, as well as for parents or guardians accompanying minor children to
appointments.



This analysis will be forwarded to the Board of Directors of the San Francisco Municipal
Transportation Agency (SFMTAB) for review and approval and a copy of the Board
resolution will be provided to the FTA as documentation.



SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY
BOARD OF DIRECTORS

RESOLUTION No. 211019-121

WHEREAS, The COVID-19 health crisis has had devastating effects on the people and
economy of San Francisco and throughout the world; and

WHEREAS, The City and County of San Francisco is committed to removing any
barriers for residents to access this critical health service in order to end the pandemic; and

WHEREAS, In order to support the City-wide vaccination program, beginning on
February 23, 2021, the Director of Transportation used his authority under SFMTA Board of
Directors’ Resolution No. 200630-061 to implement a six-month promotional program waiving
Muni and Paratransit Fares for customers traveling to and from locations to receive Covid-19
vaccinations as a short-term experimental fare change; and

WHEREAS, On March 16, 2021, the Board of Directors approved Resolution No.
210316-036 to create a six-month promotional program waiving Muni and Paratransit Fares for
customers traveling to and from locations to receive COVID-19 vaccinations through September
16,2021; and

WHEREAS, There is continued need to support these efforts particularly in light of the
expected expansion of vaccine approval for children under 12 years old, as well as the
availability of booster shots for vulnerable populations; and

WHEREAS, Pursuant to Charter Section 16.112, advertisements were placed in the
City’s official newspaper, the San Francisco Examiner, regarding this public hearing which ran
on October 10, October 13-15, and October 17, 2021, to provide notice that the SFMTA Board
of Directors will hold a public hearing on October 19, 2021, to consider the continuation and
expansion of this program; and

WHEREAS, Since the public hearing is not less than five days after the last publication
of notice, the SFMTA Board is asked to waive Article 4, Section 10 of the SFMTA Board Rules
of Order; and

WHEREAS, On October 1, 2021, the SFMTA, under authority delegated by the Planning
Department, determined that the COVID-19 vaccination fare waiver is not a “project” under the
California Environmental Quality Act (CEQA) pursuant Title 14 of the California Code of
Regulations Sections 15060(c) and 15378(b); and

WHEREAS, A copy of the CEQA determination is on file with the Secretary to the
SFMTA Board of Directors, and is incorporated herein by reference; and



WHEREAS, Title VI of the Civil Rights Act of 1964 applies to programs and services
receiving federal funding and prohibits discrimination based on race, color, or national origin
from federally funded programs such as transit and in order to remain compliant with Title VI
requirements and ensure continued federal funding, the SFMTA must analyze the impacts of fare

changes on minority and low-income populations in compliance with the FTA’s updated
Circular 4702.1B; and

WHEREAS, The SFMTA prepared a Title VI analysis of the impact of the proposed
fare change on low-income and minority communities in San Francisco and has determined
that there is no disparate impact to minority populations or disproportionate burden to low-
income populations; now, therefore be it

RESOLVED, That the SFMTA Board waives Article 4, Section 10 of the SFMTA
Board Rules of Order since the scheduled public hearing is not less than five days after the
last publication of notice; and be it further

RESOLVED, That the SFMTA Board approves the Title VI analysis of the impact of the
proposed fare change on low-income and minority communities in San Francisco, which
determined that there is no disparate impact to minority populations or disproportionate burden
to low-income populations; and be it further

RESOLVED, That the San Francisco Municipal Transportation Agency Board of
Directors approves retroactively an extension of the six-month promotional program waiving
Muni and Paratransit Fares for customers traveling to and from COVID-19 vaccination and
vaccination booster appointments from September 17, 2021 through September 16, 2022, and
expansion of the program to include a parent/guardian when accompanying a minor.

I certify that the foregoing resolution was adopted by the San Francisco Municipal
Transportation Agency Board of Directors at its meeting of October 19, 2021.

éecretary to the Board of Directors
San Francisco Municipal Transportation Agency




THIS PRINT COVERS CALENDAR ITEM NO.: 12

SAN FRANCISCO
MUNICIPAL TRANSPORTATION AGENCY

DIVISION: Transit

BRIEF DESCRIPTION

Discussion of proposed route and service changes for Winter 2022, approving associated parking and
traffic modifications, and approving the Title VI Service Equity Analysis comparing service in effect
in March 2020 to the proposed Winter 2022 Muni Service Changes, and parking and traffic
modifications to make permanent transfer improvements for the J Church on Church Street between
15™ Street and Duboce Avenue including permanently closing a southbound lane of Church Street
between Market and 15" Streets pursuant to the California Vehicle Code.

SUMMARY

e The SFMTA conducted an extensive outreach campaign to solicit feedback on potential
Winter 2022 Muni service changes and modified proposed changes based on that feedback.

o The Title VI analysis of the proposed changes found that they do not result in a disparate
impact on communities of color or a disproportionate burden on low-income communities.

e The SFMTA proposes to make permanent the parking and traffic modifications on Church
Street between 15™ Street and Duboce Avenue.

e The Planning Department has determined that the proposed changes are categorically exempt
from the California Environmental Quality Act (CEQA).

e The proposed action is the Approval Action as defined by the S.F. Administrative Code
Chapter 31.

e Certain items listed with a “#” are final SFMTA decisions, as defined by Ordinance 127-18,
that can be reviewed by the Board of Supervisors. Information about the review process can
be found at https://stbos.org/sites/default/files/SFMTA_Action_Review_Info_Sheet.pdf.
SFMTA staff have determined that items B, C, G, I, J, K, R, T, U, V, and W are such final

SFMTA decisions.
ENCLOSURES:
1. SFMTAB Resolution

2. Neighborhood Maps
3. Title VI Service Equity Analysis
4. Memorandum from Planning Department

APPROVALS: DATE:

DIRECTOR \\Mm* December 1, 2021

SECRETARY /&M\ December 1, 2021

ASSIGNED SFMTAB CALENDAR DATE: December 7, 2021
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PURPOSE

Discussion of proposed route and service changes for Winter 2022, approving associated parking and
traffic modifications, and approving the Title VI Service Equity Analysis comparing service in effect
in March 2020 to the proposed Winter 2022 Muni Service Changes, and parking and traffic
modifications to make permanent transfer improvements for the J Church on Church Street between
15" Street and Duboce Avenue including permanently closing a southbound lane of Church Street
between Market and 15" Streets pursuant to the California Vehicle Code.

STRATEGIC PLAN GOALS AND TRANSIT FIRST POLICY PRINCIPLES
The proposed project will support the following goals of the SFMTA Strategic Plan Goals:

Goal 5: Deliver reliable and equitable transportation services.

Goal 6: Eliminate pollution and greenhouse gas emissions by increasing use of transit, walking,
and bicycling.

Goal 7: Build stronger relationships with stakeholders.

Goal 10: Position the agency for financial success.

This item will support the following Transit-First Policy Principles:

1. To ensure quality of life and economic health in San Francisco, the primary objective of the
transportation system must be the safe and efficient movement of people and goods.

2. Public transit, including taxis and vanpools, is an economically and environmentally sound
alternative to transportation by individual automobiles. Within San Francisco, travel by public
transit, by bicycle and on foot must be an attractive alternative to travel by private automobile.

3. Decisions regarding the use of limited public street and sidewalk space shall encourage the
use of public rights of way by pedestrians, bicyclists and public transit, and shall strive to
reduce traffic and improve public health and safety.

4. Transit-priority improvements, such as designated transit lanes and streets and improved
signalization, shall be made to expedite the movement of public transit vehicles (including
taxis and vanpools) and to improve pedestrian safety.

5. Pedestrian areas shall be enhanced wherever possible to improve the safety and comfort of
pedestrians and to encourage travel by foot.

9. The ability of the city and county to reduce traffic congestion depends on the adequacy of
regional public transportation. The city and county shall promote the use of regional mass transit
and the continued development of an integrated, reliable, regional public transportation system.
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DESCRIPTION
Proposed Winter 2022 Muni Service Changes

In April 2020, shortly after the COVID-19 pandemic began and the City’s Shelter in Place Health
Order was issued, the SFMTA implemented the COVID-19 Muni Core Service Network. This
reduced the number of routes in the Muni system from 79 to 17. Since then, the agency has restored
service on an incremental basis, and added some new service. Currently, Muni is operating at
approximately 75% of its pre-pandemic service level hours.

The agency’s next planned service change is in early 2022. Based on funding and operator
availability, staff project that service can be increased to approximately 85% of the pre-pandemic
levels.

Over the course of the pandemic, travel patterns have changed. Demand for traditional peak-period or
“rush hour” commuter travel to and from downtown has been greatly reduced. At the same time,
demand for transit in historically busy corridors, including crosstown corridors connecting
neighborhoods outside the core, has had a stronger recovery.

To respond to these changing conditions and provide the public with different options for how to
restore and expand Muni service, staff developed three options on how to utilize resources from the
seven routes that operated all day on weekdays pre-pandemic that have not yet been restored to
service: the Familiar Alternative, the Frequent Alternative, and the Hybrid Alternative.

e The Familiar Alternative would restore all routes that previously operated all day on
weekdays at their prior mid-day frequencies.

e The Frequent Alternative would not restore service on five Muni routes, and would instead
increase service on other routes, including parallel routes.

e The Hybrid Alternative would not restore service on two Muni routes, and would instead
make more limited improvements on other routes.

The three alternatives were designed to facilitate discussion about “trade-offs” between competing
priorities, including distances to stops and frequency and capacity in busy corridors. The outreach
process used to develop the proposed Winter 2022 Muni Service Changes is described under
“Stakeholder Engagement.”

The proposed Winter 2022 Muni Service Changes combines elements from the three alternatives with
new recommendations that reflect public priorities identified through that public outreach process and
emerging ridership trends, including:

e Restoring key pre-pandemic connections
e Preserve or restore Muni access in hilly areas,
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Focus on access for seniors and people with disabilities
Increase frequency in crowded corridors

Based on this feedback, the current recommendations for Winter 2022 Muni Service Changes
include:

Two all-day bus routes, the 3 Jackson and 47 Van Ness, would not be restored at this time.
Both routes are largely redundant with other routes and the resources required to operate them
would be reallocated to providing other transit service on the same transit corridors.

Of the remaining five previously operating all-day routes or route segments, all would be
restored between key connections:

O

The 2 Clement would connect Japantown and the Sutter corridor with the Jewish
Community Center at Presidio Avenue and California Street, but would no longer
provide service on Clement Street in the Richmond District. The 2 Clement would
operate more frequently all day on weekdays than it did mid-day prior to the
pandemic, every 15 rather than every 20 minutes.

The 6 Haight/Parnassus would be fully restored and operate less frequently than it did
pre-pandemic - every 20 rather than every 12 minutes. The 52 Excelsior and 66
Quintara, which were extended during the pandemic to serve areas previously served
by the 6 Haight/Parnassus, would return to their prior routes.

The 10 Townsend would terminate at Sansome and Montgomery streets in the
Financial District. In Potrero Hill, 10 Townsend service would also be re-routed to
operate on 16" Street rather than 17" Street, to take advantage of the new transit-only
lanes there and improve conditions for cyclists on 17" Street.

The 21 Hayes would be restored at a 15-minute frequency (not every 12 minutes as it
was pre-pandemic) to connect Hayes Valley to Market Street and St. Mary’s Hosptial,
and would terminate at Grove and Hayes streets, by Civic Center Station and the Main
Library.

The 31 Balboa would be extended from its COVID terminal at Market Street. Rather
than going downtown, as it did pre-COVID, it would be re-routed to 5™ Street,
Townsend Street, 3™ Street and Harrison Street, with a terminal at the 4™ and King
Caltrain Station. The line would operate every 20 minutes, as it does currently.

28R 19™ Avenue Rapid service would be fully restored. The 43 Masonic service north of
Presidio and California to the Presidio, the Marina and Fort Mason would be fully restored.

Along with these service changes, improvements would be made to a number of Muni service
routes currently in operation:
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The 38R Geary Rapid, one to two blocks south of much of the 2 Clement, would
operate more often, every six rather than every eight minutes. (Note that this would
increase passenger capacity by 33%.)

The 5 Fulton, two to three blocks to the north of the 21 Hayes, would operate every
eight rather than every 10 minutes, providing more frequent direct connections to
downtown and increasing passenger capacity by 25%. The SR Fulton Rapid is also
planned to return to 60-foot articulated buses in January.

The 12 Folsom/Pacific would be extended to Jackson and Fillmore streets. The 12
Folsom/Pacific short line would be extended from Main and Howard streets to the 16"
Street Mission BART Station via the existing 12 Folsom/Pacific route. The 12
Folsom/Pacific long line would be extended to Jackson and Fillmore streets. Both
routes would operate every 15 minutes, for a combined frequency of every 7.5 minutes
in the overlapping segment through Chinatown and South of Market. The route
extension would cover a portion of the 3 Jackson and the frequent SoMa service
would offset the 47 Van Ness.

The 28 19" Avenue would be extended from Van Ness Avenue and North Point Street
to Powell and Beach streets in Fisherman’s Wharf, offering a one-seat ride for tourists
traveling from Fisherman’s Wharf to the Golden Gate Bridge. The 49 would return to
its pre-COVID terminal at Van Ness and North Point and would continue to operate
every six minutes, rather than returning to its pre-pandemic frequency of every eight
to nine minutes.

Finally, the 30 Stockton short line to Van Ness and North Point would be restored to
its pre-pandemic frequency, every six rather than every 12 minutes, for a combined 15
buses per hour on the overlapping segment of the 30 long and short lines.

e Changes could also be made to some routes that were temporarily changed during the
pandemic:

o The proposal includes three options for the J Church:

= [t could remain as it currently is, an all-surface route terminating at Church
Street and Duboce Avenue. This change allows us to limit the number of trains
in the subway, reduce congestion and improve reliability for the entire Muni
Metro system; or

= [t could be returned to the Market Street Subway at a lower frequency; or

= [t could be returned to the subway evenings only, when there is less congestion
in the tunnel, and bus service could be added between Noe Valley and a
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location near Embarcadero Station, operating every 30 minutes. This option is
recommended by staff, as it would address some of the community concerns
regarding both transfers and safety in the evening.

o As part of the COVID service plan, the 48 Quintara/24™ Street was rerouted to save
travel time. The 35 Eureka was also modified to cover portions of Noe Valley’s
hilliest areas that the 48 route formerly served. The proposal includes three options for
the 35 Eurcka and 48 Quintara/24" Street:

* They could return to their original alignments; or
= They could remain on their current alignments; or

» The westbound 48 Quintara/24™ Street could be rerouted from Castro Street to
Douglass Street between 24™ and Clipper streets. This would require
reconstruction of the intersection at 25" and Douglass streets and could not
occur for some time. This option is recommended by staff as the 48 is saving
approximately six minutes in travel time, and this alternative addresses some
of the community concerns without degrading the operational improvements,
although it would require some capital investment and thus could not be
implemented immediately.

o The 23 Monterey, 57 Parkmerced and 58 Lake Merced would be realigned as follows:

= The 23 Monterey would be restored to its previous alignment, on Sloat
Boulevard to the San Francisco Zoo, rather than serving West Portal Station.

= The 57 Parkmerced would be extended from Eucalyptus Drive and Junipero
Serra Boulevard to West Portal Station.

= The 58 Lake Merced would be rerouted, operating on Winston Drive and Lake
Merced Boulevard rather than Sloat Avenue and on Brotherhood Way and
Alemany Boulevard rather than Lake Merced Boulevard and John Daly
Boulevard west of the Daly City BART Station. The route would thus no
longer serve the Westlake Shopping Center in Daly City and its frequency
would be reduced from every 20 to every 30 minutes.

e Several routes that were added or changed during the pandemic would not be changed,
including:

o The new 15 Bayview/Hunter’s Point Express, which operates between
Bayview/Hunters Point and Downtown, making few stops between.
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o The 22 Fillmore, which now operates to Mission Bay rather than Dogpatch, and the
new 55 Dogpatch.

o The 27 Bryant, which now operates on 7" and 8" streets South of Market rather than
5™ Street.

e Finally, regarding express routes:

o Based on specific requests by community members during the outreach process,
Routes 8 AX Bayshore “A” Express and 8BX Bayshore “B” Express would be restored
to service, replacing Route 8 Bayshore during peak periods in the peak direction.
Frequencies on Route 8AX would be eight minutes, and on Route 8BX it would be
eight minutes, for a combined average of approximately four minutes where they
overlap Downtown and in Chinatown. Customers in the outer neighborhoods would
have less frequent service than what we are currently operating. However, 8BX
customers would benefit from a quicker trip and 8 AX customers would benefit from
boarding a less crowded vehicle. In the mid-day, Route 8 Bayshore would operate
every seven rather than every five minutes (as it currently does in the overlapping
segments of its long and short lines).

o With the exception of the 8AX and 8BX, express routes will remain temporarily
suspended pending further resources and demand.

The proposed changes are summarized in the table below. Given SFMTA staff’s recommendations,
the SFMTA Board is asked to decide on which option should be selected for the J Church, 35 Eureka,
and 48 Quintara/24th Street lines.

2021 Day 2022 Day
Frequency | Frequency

Route Alignment (Minutes) (Minutes)

J

Option 1

J | Surface operation from Duboce/Church to Balboa Park | 10 | 10

Option 2

J | Extend to Embarcadero ‘ 10 ‘ 15

Option 3

J Extend to Embarcadero evenings only 10 12

J Bus 30"/Church to Downtown -- 30

2/3/38R

Truncate from Clement/Park Presidio to

2 Presidio/California -- 15

3 Not restored -- --

38R No change from current operations 8 6
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2021 Day 2022 Day
Frequency | Frequency

Route Alignment (Minutes) (Minutes)
521
5 No change from current operations 10 8
21 Truncate from Steuart/Market to Grove/Hyde -- 15
6/52/66
6 Restore previous -- 20
52 Restore previous 20 20
66 Restore previous 20 20
8/84AX/8BX

Replace with 8AX & 8BX during peak periods in peak
8 direction 5 7
8AX Restore previous -- --
8BX Restore previous -- --
10/12

Truncate from Jackson/Van Ness to
10 Sansome/Washington (and relocate from 17" to 16" sts) | -- 15
12 long | Extend from Jackson/Van Ness to Jackson/Fillmore 20 15

Jackson/Van Ness-16" St/Mission (Folsom to Mission
12 short | via 16" St) 20 15
15
15 | No change from current operation 10 ‘ 10
22/55
22 No change from current operation 6 6
55 No change from current operation 15 15
23/57/58
23 Restore previous 20 20
57 Extend from Junipero Serra/Ocean to West Portal 20 20

Via Brotherhood Way and Lake Merced Blvd rather than
58 John Daly Blvd and Sloat Blvd 20 30
27
27 | No change from current operation 15 \ 15
28/47/49
28 Extend from Van Ness/North Point to Powell/Beach 12 12
47 Not restored -- --
49 Truncate from Powell/Beach to Van Ness/North Point 6 6
28R
28R | Restore previous -- ‘ 10
30 short
30 short | No change from current operations ‘ 12 ‘ 6
31
31 | Reroute to Caltrain via 5" St, Townsend, 3" St, and | 20 | 20
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2021 Day 2022 Day
Frequency | Frequency
Route Alignment (Minutes) (Minutes)
Harrison
35/48
Option 1
35 Restore previous 30 30
48 Restore previous 15 15
Option 2
35 No change from current operations 30 30
48 No change from current operations 15 15
Option 3
35 No change from current operations 30 30
WB on Douglass rather than Castro (need to modify
48 25th/Douglass intersection) 15 15
43
43 | Restore previous ‘ 12 ‘ 12

* Route does not operate during mid-day.
Neighborhood maps showing the proposed changes can be found in Enclosure 2.

Subway Improvements and J Church Route Change

Prior to the pandemic, subway congestion and unreliability was the largest issue facing the Muni
Metro system. Customers routinely experienced long waits and were frequently stuck between
stations during peak hours. This delay was primarily due to scheduling more trains than the subway
can reliably accommodate.

During the pandemic, the SFMTA implemented a number of changes that enhanced reliability and
travel time in the subway. The most significant change was reducing the number of trains entering the
subway and prioritizing longer trains. This was achieved by keeping both the J Church and L Taraval
out of the subway. There have also been benefits from replacing older trains with new ones that
experience fewer breakdowns, as well as repairing “slow zones” in the subway. However, reducing
the number of trains entering the subway was the largest cause of improvement.

The benefits of these changes during the pandemic to all Muni Metro riders are summarized below:

e Subway delays were reduced by 75% overall

e Median subway travel times improved by 7 minutes

e End-to-end median travel times improved on the K-Ingleside/T-Third by 7 minutes (16%), on
the M Ocean View by 9 minutes (18%), and on the N Judah by 14 minutes (21%)

e Travel time variability in the subway has significantly improved (~55%)
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For J line riders, service is 15% more reliable than pre-pandemic, but customers traveling downtown
must now make a transfer at Church Station or Church and Duboce. Overall, median travel times to
downtown on the J Church are about the same as pre-pandemic, even when accounting for transfer
times. Currently, 73% of J Church customers transferring at Church Station are waiting less than 5
minutes. We are working to ensure that nearly all transfer wait times would be less than 5 minutes as
we gradually ramp up rail frequencies as downtown recovers.

J Church ridership has recovered at a strong rate compared to other Muni lines, returning to 53% of
2019 levels (excluding J Church trips that were entirely within the subway pre-pandemic). This
compares to 51% on the N Judah, 53% for the Muni Metro system as a whole (including lines with
bus substitution), and 49% for the entire Muni system.

Moreover, nearly two-thirds of pre-pandemic J Church trips would not have been affected by the new
transfer: 33% of trips were entirely aboveground and 32% could be directly substituted by a trip on
another Muni Metro line. All of these riders would now benefit from the improved reliability of the J
Church without adding a transfer to their ride.

Compared to the Muni system as a whole, J Church riders were less likely to be people of color or
reside in low-income households. In the most recent Muni rider survey, conducted in 2017, 51% of J
Church riders identified as non-white, versus 57% for the Muni system. Among J Church riders, 28%
were from low-income households, versus 38% for the Muni system. J Church riders were slightly
less likely to be over 55 years of age (14%) than riders on the Muni system as a whole (16%). They
were also slightly less likely to report having a disability (3%) than among all Muni riders (4%).

Parking and Traffic Modifications

In association with the proposed service changes, several parking and traffic modifications are
proposed in order to make these transit service changes functional. These include creation of flag
stops, removal of two parking spaces for a bus zone extension, removal of three parking spaces and a
bike corral for a new bus terminal, and shifting a bus zone on Market Street to the other side of an
intersection.

In August 2020, modified bus service was restored on two bus lines (37 Corbett and 48 Quintara/24"
Street), which required minor parking and traffic modifications. In January 2021, modified bus
service was restored on two bus lines (27 Bryant and 55 Dogpatch), which required minor parking
and traffic modifications. In addition, to further support social distancing, reduce the spread of
COVID, and support essential trips, the SFMTA created a temporary 15 Bayview/Hunters Point
Express (BHPX) bus route that connects the southeast neighborhoods of San Francisco to the
downtown area near Market and 3rd streets. This also required minor parking and traffic
modifications. These modifications were temporarily approved by SFMTA Board Resolutions
201201-104 and 210105-003, but are being asked to be made permanent by the SFMTA Board at this
time.
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Several changes were thus implemented in Summer 2020 and Winter 2021 for the current COVID-19
bus service plan and several additional parking and traffic modifications are being proposed for new
Winter 2022 Muni Service Changes. Specifically, SFMTA staff proposes that the SFMTA Board
approve the following parking and traffic modifications associated with the Summer 2020 and Winter
2022 Muni service network along routes 12 Folsom/Pacific, 15 Bayview/Hunters Point Express, 21
Hayes, 27 Bryant, 31 Balboa, 37 Corbett, 48 Quintara/24" Street, 55 Dogpatch:

A. RESCIND - BIKE CORRAL - 16th Street, south side, from 106 feet to 126 feet east of Mission
Street

B. EXTEND - BUS ZONE - 16th Street, south side, from 106 feet to 186 feet east of Mission Street
(extends existing bus zone by 80 feet and removes meters #2931, #2933 and #2935 and bike
corral) #

C. EXTEND — BUS ZONE - Harrison Street, north side, from 79 feet to 117 feet west of 3rd Street
(extends existing bus zone by 38 feet and removes meters #710 and #712) #

D. RESCIND — BUS ZONE - Market Street, south side, from 10 feet to 95 feet west of Mason Street

E. ESTABLISH — BUS ZONE - Market Street, south side, from Mason Street to 100 feet easterly;
Market Street, north side, from 45 feet to 145 feet west of Cyril Magnin Street

F. ESTABLISH - FLAG STOP - Grove Street, south side, at Hyde Street; 5th Street, west side, 120
feet south of Harrison Street; 5th Street, east side, 20 feet south of Clara Street

G. ESTABLISH — BUS ZONE — Parkridge Drive, west side, 40 feet to 100 feet north of Burnett
Avenue (removes three unmetered parking spaces)# #

H. ESTABLISH — RIGHT TURN ONLY EXCEPT MUNI —11th Street, northbound, at Market
Street.

I. ESTABLISH — RED ZONE — Diamond Street, east side, from Clipper Street to 10 feet northerly
(removes one non-metered parking space)#; Diamond Street, west side, from Clipper Street to 5
feet northerly#; Clipper Street, north side, from Diamond Street to 20 feet westerly (extend
existing red zone by 10’ to the west; removes one non-metered parking space)#; Clipper Street,
south side, from Diamond Street to 10 feet westerly (removes one non-metered parking space)#;
24th Street, south side, from Diamond Street to 17 feet easterly (removes one non-metered
parking space)#. #

J. ESTABLISH — BUS ZONE —Northridge Road, south side, from Ingalls Street to 130 feet
easterly#; Palou Avenue, south side, from 3rd Street to 115 feet westerly#; Jones Street, west
side, from Ellis Street to 80 feet southerly#; Jones Street, west side, from Turk Street to 80 feet
southerly#; Jackson Street, north side, from Van Ness Avenue to 80 feet westerly#; Pacific
Avenue, south side, from 15 feet to 60 feet west of Van Ness Avenue# #

K. ESTABLISH — RED ZONE —-Tennessee Street, west side, from 9 feet to 29 feet south of 20th
Street#; Pennsylvania Avenue, east side, from 22nd Street to 25 feet northerly#; 22nd Street,
north side, from 12 feet to 32 feet west of Tennessee Street; 20th Street, south side, from
Connecticut Street to 20 feet easterly#; Connecticut Street, west side, from 12 feet to 30 feet north
of 20th Street#; Connecticut Street, east side, from 20th Street to 16 feet northerly#; Northridge
Road, north side, from Ingalls Street to 20 feet easterly#; Kirkwood Avenue, north side, from
Donahue Street to 20 feet westerly#; Kirkwood Avenue, south side, from Donahue Street to 20
feet westerly#; Donahue Street, west side, from Jerrold Avenue to 10 feet southerly#; Ingalls
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Street, east side, from Palou Avenue to 20 feet northerly#; Palou Avenue, north side, from Ingalls
Street to 5 feet westerly#; Noe Street, west side, from 18th Street to 20 feet southerly#; 19th
Street, both sides, from Noe Street to 20 feet westerly#; Diamond Street, both sides, from 19th
Street to 20 feet northerly#; Diamond Street, east side, from 18th Street to 40 feet southerly#; #

Church Street Transit Accessibility Improvements

In 2020, the SFMTA implemented temporary traffic and parking changes on Church Street near
Market Street to enable improved transit stop accessibility and pedestrian safety (officially called the
J Church Transfer Improvements). The improvements were initially developed to facilitate the J
Church operating as a surface-only line during the pandemic, but they provide significant benefit
even if the J Church returns to the subway. SFMTA staff now seek to make these transit stop
improvements permanent regardless of what service option is chosen for the J Church. If the project
is approved, the SFMTA would pursue more permanent upgrades to further enhance the quality of
the pedestrian and transit experience at this location.

Church and Market has been an important transfer point in the Muni system for decades, as it is
served by the J Church, 22 Fillmore, F Market/Wharves streetcar, 37 Corbett and Muni Metro
subway service, with the N Judah one block away at Duboce Avenue. Before the pandemic, these
lines served over 14,000 daily riders at stops at Church and Duboce and Church and Market, while an
additional 9,000 daily riders got on or off at Church Station. Improving transit stop accessibility on
Church Street will enhance the Muni system for thousands of people every day.

The SFMTA implemented the following temporary parking and traffic changes on Church Street in
2020 (shown in the diagram below) that are now proposed to be made permanent.
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e Street closure to allow new Duboce A4 /?7'*
transit stop: A new temporary ]
outbound transit stop with a /ﬂ Safeway

wheelchair-accessible ramp was
created on Church south of

@ [ 18/08 First/Last Stop

| | |
Market. To make room for this . ADA First/Last Stop

Temporary Wheelchair-Accessible
stop, southbound Church between Stop Added to Island

Market and 15" streets was closed
to vehicles except for Muni,

<
e
. . .. | Stop relocated 5
paratransit, taxis, emergency 2| south of Market street =
vehicles, bicycles, and 2 v
gommer01al vehicles. chal traffic i
is still able to access this block, =
including residents, business P
raffic only
owners, and customers. )| crurch from
Market to 15th
southbound | u
e Parking changes: To create room PT— @ |
. . ew top i
for this new transit stop and Sidewalk Level @ E I H
associated improvements, nine Soarding Area P 1
parking spaces were removed on New OB ADA Stop
Temporary Wheelchair- | =]
Church Street between Market Accessible Stop Opento
I through traffic
and Duboce Avenue. il | church from
| 15th to Market
northbound
e Curb management ©)
improvements: To facilitate 15th St
commercial access to this block of

Church, the SFMTA made several Figure 1. Configuration of temporary transfer

parking and loading changes improvements proposed to be made permanent
along between 15th Street and

Duboce Avenue. In total, 10 general metered parking spaces and two non-metered spaces
were converted to commercial loading or short-term parking.

The temporary transfer improvements were approved by the SFMTA Board as described in the
calendar item on December 1, 2020.

Evaluation of Temporary Improvements

The SFMTA evaluated these temporary parking and traffic changes based on several technical
criteria, including transfer distance, accessibility, safety, traffic and parking impacts, and impacts to
the 22 Fillmore. The evaluation results indicate that the changes have improved transit access without
significantly increasing traffic diversion or automobile delay.

o Transfer Point and Access: The new southbound transit stop eliminates the need to cross two
streets when walking to Church Station and provides a new wheelchair-accessible connection.
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e Safety: In initial data, Muni-involved collisions declined from an annual rate of 2.6 to 1.3,
while all mode collisions declined from an annual rate of 6.2 to 4.4.

o Traffic Impacts: Traffic speeds o