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INTRODUCTION
This document was prepared by Eden I&R to comply with Title VI of the Civil Rights Act of

1964, including new provisions detailed in U.S. Department of Transportation’s FTA Circular
4702.1B, “Title VI Requirement and Guidelines for Federal Transit Administration Recipients.”
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Eden I&R Title VI Notice to the Public

Notifying the Public of Rights Under Title VI

Eden I&R

* Eden I&R operates its programs and services without regard to
race, color, and national origin in accordance with Title VI of the Civil
Rights Act. Any person who believes she or he has been aggrieved by

any unlawful discriminatory practice under Title VI may file a complaint
with Eden I&R.

* For more information on Eden I&R’s civil rights program, and the
procedures to file a complaint, contact (510) 537-2710, or visit our administrative office
at 570 B Street, Hayward, CA 94541. For more
information, visit http://edenir.org/.

* A complainant may file a complaint directly with the Federal Transit
Administration by filing a complaint with the Office of Civil Rights,
Attention: Title VI Program Coordinator, East Building, 5th Floor-TCR,
1200 New Jersey Ave., SE, Washington, DC 20590
« If information is needed in another language, contact (510) 537-2710.

Notificar al publico de los derechos bajo el titulo VI

Eden I&R

* Eden I&R opera sus programas y servicios sin importar
raza, color y origen nacional con arreglo al titulo VI de la Civil
Ley de derechos. Cualquier persona que cree que ¢l o ella ha sido agraviado por
cualquier practica discriminatoria ilegal bajo el titulo VI puede presentar una queja
con Eden I&R.
* Para obtener mas informacion sobre el programa derechos civiles y los
procedimientos para presentar una queja, llame al (510) 537-2710, o visite nuestra
oficina administrativa en 570 B Street, Hayward, CA 94541. Para mas informacion,
visite http://edenir.org/.

* Un demandante puede presentar una queja directamente con la Administracion
Federal de Transito para archivar una queja con La oficina de Derechos Civiles,
Atncion: Title VI Program Coordinator, East Building, 5th Floor-TCR,

1200 New Jersey Ave., SE, Washington, DC 20590
* Si se necesita informacion en otro idioma, contacte al (510) 537-2710.
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Eden I&R Thong bao Tiéu Pé VI Pén Cong Chiing

Thong bao Cong Ching vé cac Quyén theo Tiéu Dé IV

Eden I&R

* Eden I&R dléu hanh cac chuong trinh va dich vu cua ching t61 bat ké chung toc, mau

da, va nguon gbc qubc qua theo Tiéu dé IV cua Dén sy Pao luat Quyen Bat ky nguoi

nao tin rang ho da ting bi anh huong boi bat ’ky hanh vi phan biét d6i xtr bat hop phap
nao co thé ndp don khiéu nai v6i Eden I&R

« Dé biét thém thong tin vé& chuong trinh quyén cong dan ciia Eden I&R va cac thi tuc

ndp don khiéu nai, xin lién hé (510) 537-2710, hodc dén tham van phong hanh chinh cua
chung t6i tai 570 B Street, Hayward, CA 94541. Dé thém chi tiét, xin dén trang web
http://edenir.org/.
« Nguoi khiéu nai c6 thé ndp don truc tiép v6i Co Quan Quan Ly Van Tai Lién Bang
bang cach nop don cta minh dén Vian phong Quyén Dan S,
Attention: Title VI Program Coordinator, East Building, 5th Floor-TCR,
1200 New Jersey Ave., SE, Washington, DC 20590
« Néu can thong tin bang ngdn ngir khac, xin lién lac (510) 537-2710.

Eden I&R BB REZEEASEAM

(RIEZE S a5 N R A B RER
Eden I&R

« Eden I&R fE45 R 7 B RIRISIRE, ANS2AEfe. 1S (o F B R L
IREE RS H Ol sz IRk i, mT i Eden I&RIZ R,
« fiBEden I&RMYEHEGTE M ikt y, ik (510) 537-2710
B B MR f T B A%, Hblik: 570 B Street, Hayward, CA 94541
WEKIERCT % %531, o http://edenir.org/. gk,
o 2 AR AL T 1A B ) I SR S P, e RRE T T BGHE T AR R P 4 R
HB3k: Title VI Program Coordinator, East Building, 5th Floor—TCR,
1200 New Jersey Ave., SE, Washington DC 20590
s INTEEHAMRES A *Jr, s g (510) 537-2710.
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List of Locations Where Title VI Notice Is Posted

Eden 1&R’s notice to the public is currently posted at the following locations:

Location Name

Address

City

Eden I&R Office

570 B Street

Hayward, CA

The Title VI notice and program information is also provided on Eden I&R’s website

http://edenir.org.

Updated: 6/1/2021
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Title VI Complaint Procedures

As a recipient of federal dollars, Eden I&R is required to comply with Title VI of the
Civil Rights Act of 1964 and ensure that services and benefits are provided on a non-
discriminatory basis. Eden I&R has in place a Title VI Complaint Procedure, which outlines a
process for local disposition of Title VI complaints and is consistent with guidelines found in the
Federal Transit Administration Circular 4702.1B, dated October 1, 2012.

Any person who believes she or he has been discriminated against on the basis of race,
color, or national origin by Eden I&R may file a Title VI complaint by completing and
submitting the agency’s Title VI Complaint Form. Eden I&R investigates complaints received no
more than 180 days after the alleged incident. Eden I&R will only process complaints that are
complete.

Within 10 business days of receiving the complaint, Eden I&R will review it to determine
if our office has jurisdiction. The complainant will receive an acknowledgement letter informing
her/him whether the complaint will be investigated by our office. Eden I&R has 30 days to
investigate the complaint. The complainant will be notified in writing of the cause to any planned
extension to the 30-day rule.

If more information is needed to resolve the case, Eden I1&R may contact the
complainant. The complainant has 10 business days from the date of the letter to send requested
information to the investigator assigned to the case. If the investigator is not contacted by the
complainant or does not receive the additional information within 10 business days Eden I&R
can administratively close the case.

A case can be administratively closed also if the complainant no longer wishes to pursue
their case. After the investigator reviews the complaint, she/he will issue one of two letters to the
complainant: a closure letter or a letter of finding (LOF). A closure letter summarizes the
allegations and states that there was not a Title VI violation and that the case will be closed. An
LOF summarizes the allegations and the interviews regarding the alleged incident, and explains
whether any disciplinary action, additional training of the staff member, or other action will
occur. If the complainant wishes to appeal the decision, she/he has 10 business days after the
date of the letter or the LOF to do so.

A person may also file a complaint directly with the Federal Transit Administration, at
FTA Office of Civil Rights, 1200 New Jersey Avenue SE, Washington, DC 20590.

Updated: 6/1/2021
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Eden I&R Title VI Complaint Form
COMPLAINT FORM

Section I: Please write legibly

1. Name:

2. Address:

3. Telephone: 3.a. Secondary Phone (Optional):

4. Email Address:

5. Accessible Format [ ] Large Print [ ] Audio Tape
Requirements? [ ] TDD [ ] Other

Section II:

6. Are your filing this complaint on your own behalf? YES* NO

*If you answered “yes” to #6, go to Section III.

7. If you answered “no” to #6, what is the name of the person for whom you are filing this complaint? Name:

8. What is your relationship with this individual:

9. Please explain why you have filed for a third party:

10. Please confirm that you have obtained permission of the

aggrieved party to file on their behalf. YES NO

Section III:

11. I believe the discrimination I experienced was based on (check all that apply):

[ ] Race [ ] Color [ | National Origin

12. Date of alleged discrimination: (mm/dd/yyyy)

13. Explain as clearly as possible what happened and why you believe you were discriminated against.
Describe all persons who were involved. Include the name and contact information of the person(s) who
discriminated against you (if known), as well as names and contact information of any witnesses. If more
space is needed, please attach additional sheets of paper.

Updated: 6/1/2021
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Eden I&R Title VI Complaint Form, Page 2

COMPLAINT FORM

Section I'V:

14. Have you previously filed a Title VI complaint with

Eden I&R? YES NO

Section V:

15. Have you filed this complaint with any other Federal, State, or local agency, or with any Federal
or State court?

[1YES*[]NO

If yes, check all that apply:

[ ] Federal Agency [ ] State Agency
[ ] Federal Court [ ] Local Agency
[ T State Court

16. If you answered “yes” to #15, provide information about a contact person at the agency/court
where the complaint was filed.

Name:

Title:

Agency:

Address:

Telephone: Email:

Section VI:

Name of Transit Agency complaint is against:

Contact Person:

Telephone:

You may attach any written materials or other information that you think is relevant to your
complaint.

Signature and date are required below to complete form:

Signature Date

Please submit this form in person or mail this form to the address below:
Eden I&R, Title VI Coordinator

570 B Street

Hayward, CA 94541

Updated: 6/1/2021
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Titulo VI Procedimiento de Queja

Como un receptor de dolares federales, Eden I&R tiene que cumplir con lo dispuesto en el Titulo
VI de la ley de los derechos civiles de 1964 y asegurese de que los servicios y los beneficios se
proporcionen sobre una base no discriminatoria. Eden I&R ha puesto en marcha un
procedimiento de queja Titulo VI, que describe un proceso de disposicion local de quejas del
Titulo VIy es consistente con las pautas de Administracion Federal de Transito Circular
4702.1B, de Octubre 1, 2012.

Cualquier persona que cree que ha sido objeto de discriminacion por motives de raza, color, u
origen nacional por Eden I&R puede presentar al Titulo VI su denuncia. Eden I&R investiga las
quejas no mas de 180 dias después del incidente. Eden I&R solo tramitara las quejas que estan
completas.

En un periodo de 10 dias de haber recibido la demanda, Eden I&R la revisara para determinar si
nuestra oficina tiene la jurisdiccion. El autor de la queja, recibird un acuse de recibo
informéandole al denunciante que sera notificado por escrito si el caso de él/ella el sera
investigado por nuestra oficina. Eden I&R tiene 30 dias para investigar la queja.

Si necesita mas informacidn para resolver el caso, Eden I&R puede contactar al autor de la queja.
El autor de la queja tiene 10 dias de la fecha que recibid la carta para solicitar un investigador
que sea asignado al caso.

El caso se puede cerrar también si el autor de la queja no desea proseguir con el caso. Después de
que el investigador analice la queja, el / ella emitira una de las dos cartas a la denunciante.

Updated: 6/1/2021
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Eden I&R FORMA DE QUEJA

Seccion I Escribir en forma legible

1. Nombre:

2. Direccion:

3. Telefono: | 3.a. Telefono secundario(opcional).

4. Direccion de correo electronico:

5.Reuistos de forma [ ] Impresion grande [ ] Cinta de audio
accesible? [ ] TDD [ ] Otros

Seccion II:

6.Esta presentando esta queja en su propio nombre? | Si | No

*Si usted contesto “Si” to #6, vaya a la Seccion IIL

7. If you answered “no” to #6, what is the name of the person for whom you are filing this
complaint? Name:

8. Cual es su relacion con este individuo:

9. Por favor, explique por que han presentado para una tercera parte:

10. Por favor, confirme que ha obtenido el permiso de

. . Si No
la parte agraviada en el archivo en su nombre.

Seccion III:

11.Creo que la discriminacion que he experimentado fue basado en (marqu todas las que
correspondan):

[ ] Raza [ ] Color [ ] Origin nacional

12. Fecha de supuesta discriminacion: (mm/dd/aaaa)

13.Explica lo mas claramente posible lo que ocurrio y por que usted cree que son objeto
discriminacion. Describir todas las personas que han participado. Incluir el nombre y la
informacion de contacto de la(s) persona(s) que discrimina contra usted (si se conoce), asi como
los nombres y la informacion de contacto de los testigos. Si se necesita mas espacio, por favor
adjunte hojas adicionales de papel.

Updated: 6/1/2021
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Seccion IV:

14. 14. Anteriormente ha presentado un Titulo VI

denuncia con la Eden I&R. Si No

Seccion V:

15. Ha presentado esta queja con cualquier otro local, estato o federal, o con cualquier Federal o Estato?
[ ]1Si* [ ] No si la respuesta es si
Marque todo lo que apliqua

[ ] Agencia Federal [ ] Agencia Estatal

[ ] Federal Tribunal [ ] Agencia Local

[ ] Tribunal Estatal

16. Si usted contesto "si" a la posicion #15, proporcionan informacion acerca de una persona de contacto
en la agencia/tribunal donde se presento la denuncia.

Nombre:

Titulo:

Organismo:

Direccion:

Telefono: Correo electronico:

Seccion VI:

Nombre de organismo Transito denuncia es contra:

Persona de contacto:

Telefono:

Updated: 6/1/2021
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Thii tuc Khiéu Nai Tiéu Pé IV

Véi tu cach 1a mot van phong duoc lién bang tai trg, Eden I&R phai tuén tha Tiéu Dé IV
va Pao luat Dan Quyén nam 1964 va dam bao ring cac dich vu va loi ich cung cip trén co so
khong phan biét d6i xtr. Eden I&R d dwa ra mot Tha tuc Khiéu Nai Tiéu Bé IV, trong d6 co
phac thao quy trinh giai quyét khiéu nai Tiéu D& IV tai dia phuong va phu hop véi nhimng hudng
dan cta Thong tu 4702,1B cua Cuc Quan Ly Van Tai Lién Bang, ngay 1 thang 10 nim 2012.

Bat ky nguoi nao tin rang ho d3 bi Eden I&R ddi xr phan biét do chung toc, mau da,
hodc nguon goc qudc qua co quyen giri don khiéu nai bang cach hoan tit miu don Khiéu Nai
Tiéu P& IV cta co quan va giri mau don di. Eden I&R sé& diéu tra nhitng khiéu nai ma chung toi
nhan duoc trong vong khong qua 180 ngay sau khi vu viée bi cao budc. Eden I&R chi xur Iy
nhirng khiéu nai di dugc hoan tat.

Trong vong 10 ngay lam viéc ké tir ngay nhan duoc don khiéu nai, Eden I&R s& xem xét
don dé xac dinh xem vin phong chung toi ¢6 thAm quyén hay khong. Nguoi nop don s€ nhan
dugc mot 14 thu thong bao cho ho biét vin phong chung 61 s& diéu tra khiéu nai hay khong.
Eden I&R co6 30 ngay dé diéu tra khiéu nai. Nguoi kh1eu nai s& nhan duoc thong bao vin ban vé
nguyén nhan néu nhu c6 bat ky gia han nao véi quy tac 30 ‘ngay nay.

Néu nhu Eden I&R can thém thong tin dé giai quyét, vin phong c6 thé lién lac véi ngudi
khiéu nai. Nguoi khiéu nai c6 10 ngay lam viéc bit ddu tir ngay nhan duoc thu dé giri nhimng
thong tin dugc yéu cau cho diéu tra vién phu trach vu viéc. Néu nguoi khiéu nai khong lién lac
diéu tra vién, hodc diéu tra vién khong nhan duoc thong tin bo sung trong vong 10 ngay lam
viéc, bo hanh chinh Eden I&R c6 thé dong hd so

Mot vu viée cling c6 thé duoc doéng vé& mit hanh chinh néu nguoi khiéu nai khong con
mudn theo dudi. Sau khi diéu tra vién xem xét don khiéu nai, ho s& guri mot trong hai 14 thu té1
ngudi khiéu nai: mot 1a thu két thuc hodc mot 14 thu phat hién (LOF — Letter of Finding). Thu
két thic tom tit nhitg cao budc va tuyén bd rang khong co vi pham Tiéu Dé IV, va vu viée s&
dugc dong s6. Thu LOF tom tit nhitng cao budc va nhitng phong van lién quan dén vu viée, va
giai thich nhirng hanh dong ky luat, dao tao bd sung cho nhén vién, hodc nhirmg hanh dong khac
s€ xay ra. Néu nguoi khiéu nai mudn khang cao quyét dinh, ho ¢6 10 ngay lam viéc sau ngay gii
thu két thac hodc thuy LOF dé khang cdo.

Ngudi khiéu nai ciing c6 thé ndp don truc tiép v6i Cuc Quan Ly Van Tai Lién Bang A,
tai FTA Office of Civil Rights, 1200 New Jersey Avenue SE, Washington, DC 20590.
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Eden I&R Pon Khiéu Nai Ti¢u Pé IV
MAiu Pon Khiéu Nai

Phan I: Xin viét ré rang

1.Ho Tén:

2. bia chi:

3. S6 dién thoai: 3.a. Sb dién thoai phd thong (Khong bét budc):

4. bia chi Email:

5. Yéu cdu dinh dang c6 | [1Banin Lén [ ] Bing Am Thanh

thé truy cap? [ ] TDD [ ] Khac

Phin II:

6. Ban c6 dang nop don khiéu nai niy cho chinh ban khong? | YES* (BUNG) NO (KHONG)

*Néu ban tra 10 “yes” cho cau sb 6, di dén Phan I11.

7. Néu ban tra 161 “no” cho cau so 6, Tén cua ngudi ma ban dang ndp don khiéu nai cho la gi?
Tén:

8. M0i quan h¢ cua ban vdi ca nhan nay la gi:

9. Xin giai thich ly do tai sao ban ndp don cho bén thit ba:

10. Xin xac nhan rang ban di dugc bén bi vi pham cho phép
ndp ho so thay ho

YES (PUNG) NO (KHONG)

Phan III:

11. Tbi tin rang sy phan biét ddi xir toi da trai qua 14 dwa trén (chon tdt ca cac cdu phii hop):

[ ] Race (Chiing tdc) [ ] Color (Mau da) [ ] National Origin (Ngudn goc Qudc qua)

12. Ngay bi cao budc phan biét ddi xir: (mm/dd/yyyy)

(néu biét), va tén va thong tin lién lac cua bat ky nhan chig nao. Néu ban can thém chd ghi, xin vui 16
kém thém gidy.

13. Giai thich rd rang nhét c6 thé nhing gi da xay ra, va tai sao ban tin rang ban bi phan biét dbi xtr. M6 ta
nhiing nguoi co lién quan. Xin bao gom tén va thong tin lién lac cua nhirg ngudi da phan biét dbi xir ban

ng

Updated: 6/1/2021
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Eden I&R Pon Khiéu Nai Tiéu Pé IV, Trang 2

MAiu Pon Khiéu Nai

Phan IV:

14. Ban di ndp don khiéu nai Tiéu Dé IV v6i Eden I&R
trudc day chua?

Phin V:

15. Ban da nop don khiéu nai nay voéi bé‘g ky co quan Lién bang, Tiéu bang, hodc dia phurong nao
khac, hoac bat ky toa an lién bang hay ti€u bang nao chua?

[ ] YES* (CO) [ ] NO (KHONG)

Néu tra 16i yes danh dau toan bo nhitng cai phu hop:

YES (CO) NO (KHONG)

[ ] Co quan Lién bang [ ] Co quan Tiéu Bang

[ ] Toa an Lién bang [ ] Co quan Bia phuong

[ ] Toa an Tiéu bang

16. Néu ban tra 101 “yes” cho céu so 15, xin cung cap thong tin vé nguoi lién hé tai co quan/toa an
noi khi€u nai dugc ndp.

Tén:
Chtrc danh:
Co quan:

bia chi:

S4 dién thoai: Email:
Phan VI:

Tén ctia Co quan van chuyén khiéu nai chong lai:

Nguoi lién hé:

S6 dién thoai:

Ban c6 thé dinh kém nhiing tu li¢u van ban hodc nhiing thong tin nao khac ma ban cho rang cé
lién quan dén khiéu nai cua ban.

Chir ky va ngay thang duoc yéu cau dudi ddy dé hoan thanh mau don:

Chir ky Ngay thang

Xin vui long gui truc tiép mau don nay hodc qua duong buu dién dén dia chi bén dudi:
Eden I&R, Title VI Coordinator

570 B Street

Hayward, CA 94541
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List of Transit-Related Title VI Investigations, Complaints, and
Lawsuits

Eden I&R has not been involved in any transportation-related Title VI investigations, lawsuits or
complaints.

Eden I&R’s List of Investigations, Lawsuits and Complaints

Type of Process | Date Summary (including Status Action(s) Taken
basis of complaint)

Investigations

1. None

2.

Lawsuits

1. None

2.

Complaints

1. None

2.
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Public Participation Plan

About Eden I&R

Eden 1&R was founded as a nonprofit 501(c)(3) agency on January 7, 1976 in response to a
community need for a service that would assist people in obtaining information about, as well as
gaining access to, community resources. For more than 43 years, Eden I&R has worked to
improve service availability for Alameda County residents, employees and their advocates. The
agency has a strong record of program and financial management, successfully executing
hundreds of contracts and grants since it was founded.

Eden I&R’s largest program, 211 Alameda County, is the one stop for 24/7 access to affordable
housing, job training, child care, legal assistance, health services, emergency shelter, education,
food, and other basic needs assistance. This free, three-digit phone number connects callers with
a live Phone Resource Specialist who introduces them to resources and advocates who can help
in over 300 languages. 211 is a critical resource for thousands of at-risk individuals, such as
youth, non-English speakers, the economically disadvantaged, people living with HIV/AIDS,
domestic violence survivors, the elderly, disabled, the homeless, and human service agencies
seeking services or housing for their clients. Last fiscal year, EIR received over 70,000 calls for
support. While available to all residents of Alameda County, 99% of 211 callers last year were
either low, very-low, or extremely-low income. 70% of callers were female, 53% were living
with a disability, 26% were single mothers with minor children, and 18% were seniors.

In addition to the 211 phone line, EIR provides a variety of services to fulfill its mission of
linking people and resources: health, housing and human services information, after-hours
emergency phone services, disaster response services & preparedness training, and specialized
information and referral.

Eden I1&R's Health and Human Services Database is a comprehensive information repository and
source on nearly 2,500 health and human services programs available to Alameda County
residents. Eden I&R is responsible for continuously updating the database and performs a
complete update of each record at least once annually. Each program record includes a detailed
description of services, contact information, eligibility requirements, language capabilities and
more.

Eden I&R is the call center for Alameda County’s Coordinated Entry System by which homeless
individuals/families are assisted with housing needs in a coordinated manner by agencies county-
wide. We maintain a comprehensive housing database with more than 74,000 units of affordable
housing throughout Alameda County. These include subsidized, low-income, and shared units.
We also have an AIDS Housing and Information Project.

Eden I&R also handles after-hours emergency calls for Alameda County's Child Protective
Services, the Foster Placement Line, Adult Protective Services and the Public Guardian Office.

Eden I&R is a critical link to local and regional government agencies as well as the community-
at-large in the event of a disaster or emergency. 211 serves as THE public communication
system through which vital information is disseminated. Eden I&R is recognized as a major link
among disaster planning alliances in Alameda County and statewide.
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Purposes of this Plan

Public participation is the process through which stakeholders can partake directly in
agency decision-making, and express their concerns, desires, and values. It is the mission of this
agency to "link people and resources." We envision a community empowered with information
and connected to resources so that all people attain health, happiness, hope, and improved
livelihoods. At every opportunity through prescribed methods the agency will solicit input from
stakeholders in order to best support persons served.

Eden I&R is committed to inclusive and effective public engagement and outreach and uses a
variety of measures to achieve those including efforts to outreach methods to engage minority
and limited English proficient populations (LEP). The agency’s outreach materials are printed in
a number of languages in addition to English including Spanish, Tagalog, Vietnamese, and
Chinese. Currently, nearly 50% of Eden I&R’s 2-1-1 Phone Resource Specialists and
Supervisors are fluent in at least one other language besides English and able to assist callers to
2-1-1 in languages including Spanish, Hindi, Vietnamese, Cantonese, and Mandarin.
Additionally, the agency has a contract with a real-time interpretation service that provides
assistance in more than 300 languages should a caller call any time of the day or night, seven
days a week, with a language need not spoken by one of the Resource Specialists working at the
time of the call. Eden I&R is in the process of designing a new website which is slated to go live
later this spring or early summer. One of the enhancements will be a language translation feature
on each page. Eden I&R will continue its efforts and work closely with community organizations
to identify the appropriate ways and locations to disseminate information to minority or Limited
English Proficiency populations.

Summary of Outreach Efforts

The following is a summary of outreach efforts conducted by Eden I&R as they relate to Title VI
requirements under the Public Participation Plan. Many of our activities are conducted in
partnership or ad hoc outreach with other service organizations and non-profit agencies within
the community. This is in no way a complete list but rather documents the agency's outreach
efforts as they relate specifically to minority and low-income populations.

Board Meetings Open to the Public
Minutes from Eden I&R’s Quarterly Board meetings are provided to funders upon request.

Alameda County Office of Emergency Services

Eden I&R is an active member/participant of emergency preparedness and planning groups with
Alameda County Office of Emergency Services. In the event of a regional disaster, Eden I&R
will be mobilized as a central source for information on relief and recovery resources. During
and after a disaster, people in impacted areas can call Eden I&R’s 211 hotline to get current,
accurate, and critical information, such as locations of emergency shelters, closed transportation
routes, locations and hours of disaster relief services, assistance with temporary housing, and
other basic social needs.

Alameda County Housing and Community Advisory Committee

Eden I&R distributed outreach materials at the Housing and Community Advisory Committee
Meeting to committee members, county staff, and representatives from a few community based
organizations, including the Community Child Care Council of Alameda County.
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Alameda County Probation Department

Eden I&R staff hosted a booth and provided 211 information to participants at the Probation
Department Client Resource Forum in Oakland. Outreach materials were distributed by request
to a variety of organizations, including Wittenberg Manor in Hayward, Oakland Police, Meals on
Wheels San Leandro, the Department of Rehabilitation, and Alta Mira Housing in Hayward.

San Antonio Resource Center
Eden I&R conducted a housing workshop for caseworkers for San Antonio Family Resource
Center in San Leandro.

Annual Satisfaction Surveys
Eden I&R conducts Annual Satisfaction Surveys with program participants and stakeholders of
the agency to determine level of satisfaction and gain input regarding unmet needs.

Eden I&R Website

Currently, Eden I&R posts notices and announcement on the agency's website. Additional public
input can be obtained by the Title VI Complaint Form, which is available as a download in
English and Spanish.

Eden I&R E-Newsletter and Social Media

As of April 2021, Eden I&R sends out a monthly e-newsletter to 3,011 recipients. Eden I&R also
posts to Facebook and Twitter a few times per week, with 906 Facebook likes and 397 Twitter
followers.

Additional Events Where Outreach Information Was Distributed

Eden I&R staff have hosted booths and provided outreach information to participants at a variety
of other events, including the San Lorenzo Adult School Resource Fair in San Lorenzo, Juvenile
Justice Center Resource Fair in San Leandro, Kaiser Permanente and St. Rose Hospital
Community Health & Wellness Fair in Hayward, BDPNN (Berkeley Disaster Preparedness
Neighborhood Network) Berkeley Disaster Prep Fair in Berkeley, HARD - Hayward Parks and
Recreation Staff in Hayward, Las Positas Health Fair in Livermore, Courageous Women
Association: Free shopping, Pampering & Community Outreach for domestic violence victims in
Oakland, and ACERA (Alameda County Employees Retirement Association) Health & Wellness
Fair in Alameda, Center on Independent Living’s Momentum Transportation & Mobility Expo in
Berkeley, the Baywood Court Retirement Community Health Fair in Castro Valley, and the
Percy Abrams Jr Senior Apts. Health Fair in Oakland, Impact/YMCA of the East Bay Family
Wellness Fair in Oakland, the Castro Valley High School & Wellness Event, and at CityServe
Community Meeting in Livermore.

In addition, Eden I&R conducts “in-reach” on calls to let people know about different resources
beyond what they initially requested assistance with, including transportation.
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Language Assistance Plan

Overview

The first section in this document describes the purpose of the Language Assistance
Plan (LAP). The second section in this document provides the four-factor Limited English
Proficient (LEP) analysis (as outlined by the Department of Transportation (DOT) used to
identify LEP needs and assistance measures. The four-factor LEP analysis includes:

] Factor 1: The number or proportion of LEP persons in the service area who may be served or
are likely to encounter the Life Skills Learning Center program, activity or service.

] Factor 2: The frequency with which LEP persons come in contact with the Life Skills
Learning Center program, activity or service.

] Factor 3: The nature and importance of programs, activities or services provided by Life
Skills Learning Center to the LEP population.

] Factor 4: The resources available to Eden I&R and overall cost to provide LEP assistance.

The third and final section discusses the implementation of the Language Assistance
Plan, which includes methodologies for identifying LEP individuals, providing services,
establishing policies, monitoring the LAP, and recommendations for future LAP
implementations.
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Purpose of the Language Assistance Plan

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, and
national origin in programs and activities receiving federal financial assistance. One critical
concern addressed by Title VI is the language barrier that Limited English Proficiency (LEP)
persons face with respect to accessing information about and using transit service. Transit
operators must ensure that this group has adequate access to the agency’s programs and
activities, including public participation opportunities.

Executive Order 13166, titled “Improving Access to Services for Persons with Limited English
Proficiency,” forbids funding recipients from “restricting an individual in any way in the
enjoyment of any advantage or privilege enjoyed by others receiving any service, financial aid,
or other benefit under the program,” or from “utilize[ing] criteria or methods of administration
which have the effect of subjecting individuals to discrimination because of their race, color, or
national origin, or have the effect of defeating or substantially impairing accomplishment of the
objectives of the program as respects to individuals of a particular race, color, or national
origin.”

FTA Circular 4702.1B was developed by the Federal Transit Administration (FTA) and details
the administrative and reporting requirements for recipients of FTA financial assistance to
comply with Title VI and related executive orders including on LEP.

The United States Department of Transportation (DOT) published guidance that directed its
recipients to ensure meaningful access to the benefits, services, information, and other important
portions of their programs and activities for LEP customers. Eden I&R language assistance plan
(LAP) includes a four-factor analysis and implementation plan that complies with the
requirements of DOT LEP guidance.
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Four Factor Analysis

Factor 1: The number or proportion of LEP persons eligible to be served or likely to be
encountered by Eden I&R.

Eden I&R holds a unique position in regard to meeting the Title VI requirements. As a
sub-recipient of FTA 5310 grant funding, the agency supports the transportation of adults with
disabilities where current public transit options are insufficient or do not exist. Eligible program
participants or "riders" contact Eden I&R and are referred to private and public transportation
services. Eden I&R does not offer transportation to the general public other than coordinating
transportation with other entities. Therefore, an analysis of public demographic data in Alameda
County does not represent actual populations served by this program but is offered for
comparison purposes only.

American Community Survey

The U.S. Census Bureau 2015-2019 American Community Survey (ACS) Language
Spoken at Home by the Ability to Speak English estimates that of the 1,671,329 Alameda
County residents, 762,126 speak a language other than English at home. According to the Census
2020 California Hard-to-Count Fact Sheet for Alameda County, 281,942 Alameda County
residents do not speak English "very well". Below is the breakdown provided in that report
(https://census.ca.gov/wp-content/uploads/sites/4/2019/06/Alameda-County.pdf).

Alameda County, California Estimate | Percentage
Total: 1,629,615 100%
Total Limited-English Population 281,942 17.3%
Spanish 107,984 6.6%
Chinese (incl. Mandarin, Cantonese) 78,098 4.8%
Other Indo-European Languages 24,247 1.5%

Historical Analysis of LEP Persons Served by Eden I&R

Another source of data to be considered to determine the number of LEP persons likely to
be served by this program is a client-by-client analysis of all clients served in previous fiscal
years. From 7/1/2017 — 6/30/2020, Eden 1&R has served a total of 39,544 unduplicated clients in
192,882 contacts:

Race/Ethnicity of Eden I&R Unduplicated Clients, 7/1/17 - 6/30/20

L] All Hispanic Not Hispanic Hispanic Unanswered
Amer. Indian/Alaskan Native 303 114 178 11
Amer. Indian/Black 107 10 94

Amer. Indian/White 112 17 94 1
Asian 2003 40 1878 85
Asian/White 52 1 49 2
Black/African American 14772 315 13829 628
Black/White 522 22 485 15
Declined to State 4572 1809 477 2286
Native Hawaiian/Pacific Isl. 341 21 307 13
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No Entry 7548
Other Multi-race 2547
White 6665

268
1421
2508

874 6406
1021 105
3968 189

Race/Ethnicity of Eden I&R Callers, 7/1/17 - 6/30/20

All
Amer. Indian/Alaskan Native 879
Amer. Indian/Black 342
Amer. Indian/White 267
Asian 5616
Asian/White 150
Black/African American 49350
Black/White 1647
Declined to State 15560
Native Hawaiian/Pacific Isl. 1009
No Entry 91690
Other Multi-race 7119
White 19253

Hispanic
285
40
62
139
4
1016
47
5368
63
815
3549
6603

Not Hispanic  Hispanic Unanswered

545 49
258 44
198 7
5208 269
141 5
46142 2192
1540 60
1596 8596
900 46
2692 88183
3220 350
12036 614

Eden I&R has the capacity to serve callers in over 300 languages. Callers can select to
communicate with bilingual Eden I&R staff in the most prominent local languages (English,
Spanish, Cantonese, Mandarin, and Vietnamese) or utilize an outside translational service that
Eden I&R staff can connect with at any time. Eden I&R also uses TTY/TDD and texting to
support clients with verbal language limitations.

In an analysis of language used by clients from 7/1/17 — 6/30/20, Eden I&R reported the

following language usage:

Eden I&R Languages Used by Clients, July 1, 2017 - June 30, 2020

English, 92.7%

B English mSpanish H Cantonese

Cantonese, 0.9%

Other, 0.7%

Mandarin, 0.4%

Vietnamese, 0.3%

Spanish, 5.1%

Other M Mandarin M Vietnamese
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Clients can select from options on the phone menu to use English, Spanish, Cantonese,
Mandarin, or Vietnamese or they may stay on the line and Eden I&R staff will connect with an
outside language line to assist with translating over 300 additional languages (indicated as
“other” in the chart above). Thus, LEP individuals that speak languages other than those for
which Eden I&R has translation support is extremely unlikely.

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

From July 1, 2017 — June 30, 2020, Eden I&R staff received 20,907 calls where users
requested to use languages other than English. Thus, Eden I&R averages 134 contacts with LEP
consumers per week.

Factor 3: The nature and importance of the program, activity, or service provided by the
program to people's lives.

The primary purpose of Eden I&R is to connect Alameda County residents and
employees to the full range of community resources available. Using the free, simple telephone
number “211” connects callers in Alameda County to a live Phone Resource Specialist who
introduces them to resources to help with a variety of needs including affordable housing, job
training, child care, legal assistance, health services, emergency shelter, education, food, disaster
relief, transportation assistance, and other basic needs assistance.

Eden I&R provides coordinated mobility management, including detailed and targeted
transportation recommendations for seniors and those living with disabilities. Eden I&R
maintains a comprehensive list of all public and private transit services providers (e.g., regional
centers, churches, social services agencies, senior nutrition sites, community centers, etc.) in
Alameda County. Eden I&R provides an online transportation resource finder at
www.transportation.2 1 1alamedacounty.org. Phone services include transportation information,
referrals, and warm transfers. Online and phone services are available 24/7/365. Eden I&R also
provides coordinated mobility management via two-way text messaging support Monday to
Friday, 9 am to 4 pm.

Phone Resource Specialists are trained to look beyond the caller’s initial request to refer
them to additional resources that will support their welfare and well-being. It is a “holistic”
approach. For example, helping callers in a housing crisis learn of other programs (CalFresh,
MediCal, utility assistance) that free up a portion of their monthly income can mean the
difference between becoming homeless and remaining housed.

Eden I&R typically receives approximately 70,000 calls and texts for support annually.
Clients can contact Eden I&R whenever needed to obtain access to the supportive services they
need. There is no “enrollment,” and all services are provided free of charge.

Factor 4: The resources available to the recipient for LEP outreach, as well as the costs
associated with that outreach.
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http://www.transportation.211alamedacounty.org/

Approximately 15% of Eden I&R’s operating budget is used to provide language access
and outreach. Budget allocations related to providing LEP services and outreach for this fiscal
year include but are not limited to:

Bilingual staff salaries, $424,844

Translation services (300+ languages), provided free by the County of Alameda
Outreach materials (e.g., flyers), $1,000

Newspaper ads, $2,000

Radio ads, $5,000

The budget for Eden 1&R, which provides services through the FTA 5310 grant, is a
small fraction of the agency's budget. Excluding staffing costs, the total annual expenditures for
Eden I&R's outreach activities is less than $10,000, which includes attending a variety of
external events.
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SUMMARY
The results of the Four Factor Analysis can be summarized with the following points:

Eden I&R provides bilingual staff and uses a translation line to ensure clients using over
300 languages can receive support.

From July 1, 2017 — June 30, 2020, Eden I&R has provided support for nearly 21,000
contacts by people with limited English proficiency.

The most commonly used languages of Eden I&R clients are English (92.7%), Spanish
(5.1%), Cantonese (0.9%), Mandarin (0.4%), and Vietnamese (0.3%).

No consumers were underserved due to language barriers.

Eden I&R staff report an average of 134 LEP phone calls per week.

Eden I&R does not provide transportation services.

Coordination of transit services is only one service of many that Eden I&R supports.
Approximately 15% of Eden I&R’s budget supports language services.

Eden I&R spends less than $10,000 per year on all outreach efforts.
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Language Assistance Implementation Plan

Methodologies

Identifying LEP Individuals

As evidenced by the Four Factor Analysis, Eden I&R has a significant number of LEP
individuals who connect with Eden I&R for information and referrals. If using Spanish,
Cantonese, Mandarin, or Vietnamese callers can select their language to reach Eden I&R staff
who are bilingual. Eden I&R currently also has staff members that speak Hindi and Tagalog. If
using a language besides those listed, Eden I&R staff conference in a translation service to
support the call. The translation service identifies the language of the caller (with over 300
languages available) and provides a translator. Thus, LEP individuals can be supported and
should not have a language barrier when using Eden I&R services.

Providing Services

On-site agency staff who are fluent in Spanish, Cantonese, Mandarin, Vietnamese, and
Tagalog provide translation services and create outreach documents as needed. Documents that
are offered in Spanish include:

Title VI Notice to the Public

Title VI Complaint Form

Title VI Complaint Procedures

Consumer Program Handbook including ABLE Grievance Policy
Agency website Title VI information

Documents can be translated orally as appropriate. Online documents can readily be
translated using freely available online translation services, such as Google translate. If there is a
documented need for the above documents in languages other than English and Spanish, Eden
1&R will create these documents in the necessary languages.

Communicating Availability of Language Assistance

Individuals who are referred to Eden I&R for services connect with a Phone Resource
Specialist who provides information and referrals. Phone Resource Specialists are often bilingual
and can offer Spanish, Cantonese, Mandarin, Vietnamese, and Tagalog translation services as
needed. Phone Resource Specialists can also connect with an outside translation service to ensure
language is not a barrier to service provision.

Eden 1&R’s website has a dropdown menu for language selection, which allows users to
select from over 100 written languages.

Monitoring
Satisfaction Surveys for Eden I&R offer an opportunity for clients to provide input or

suggest additional services. To date, translation services have not been identified as an area of
dissatisfaction by clients. The Title VI Plan will also be evaluated and updated every three years.

Employee Training
Eden I&R conducts weekly staff development and in-service training that can include
Customer Service and Language Assistance training.
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Safe Harbor Provision
The Federal Transit Authority Circular 4702.1B states:

"DOT has adopted DOJ’s Safe Harbor Provision, which outlines
circumstances that can provide a “safe harbor” for recipients 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.
Translation of non-vital documents, if needed, can be provided orally. If
there are fewer than 50 persons in a language group that reaches the five
percent (5%) trigger, the recipient is not required to translate vital
written materials but should provide written notice in the primary
language of the LEP language group of the right to receive competent
oral interpretation of those written materials, free of cost.

These safe harbor provisions apply to the translation of written
documents only. They do not affect the requirement to provide
meaningful access to LEP individuals through competent oral
interpreters where oral language services are needed and are
reasonable. A recipient may determine, based on the Four Factor
Analysis, that even though a language group meets the threshold
specified by the Safe Harbor Provision, written translation may not be an
effective means to provide language assistance measures. For example, a
recipient may determine that a large number of persons in that language
group have low literacy skills in their native language and therefore
require oral interpretation. In such cases, background documentation
regarding the determination shall be provided to FTA in the Title VI
Program."”
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Membership of Non-Elected Committees and Councils

Eden I&R does not have a non-elected transit related advisory council at this time.

Title VI Equity Analysis

Eden I&R does not have transit related facilities.
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Board of Directors Approval of Eden I&R Title VI Program

A RESOLUTION OF THE EDEN I&R BOARD OF DIRECTORS
AUTHORIZING THE TITLE VI COMPLIANCE PLAN FOR THE
AGENCY.

WHEREAS, Eden I&R desires to comply with Title VI of the Civil Rights Act of
1964, including new provisions detailed in U.S. Department of Transportation's FTA
Circular 4702.1B, "Title VI Requirement and Guidelines for Federal Transit
Administration Recipients,"

WHEREAS, the Board of Directors wishes to authorize approval of the compliance
plan developed by staff to comply with necessary provisions of the Civil Rights Act,

NOW, THEREFORE BE IT RESOLVED, by the Board of Directors of Eden I&R
as follows:

1. The Executive Director is authorized to implement the components of the plan
in order to meet Federal requirements.

2. The Executive Director is authorized to implement policies that may be
necessary to comply with subsequent revisions or interpretations to the Civil
Rights Act.

PASSED AND ADOPTED by the Board of Directors of Eden 1&R, State of
California, on this 21st day of April, 2021.

—

Amy Wil&n‘, President of the Board
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