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1) INTRODUCTION 

The Luzerne County Transportation Authority (LCTA) is an independent local governmental unit, 

classified as a Pennsylvania Municipal Authority, which is responsible for providing fixed route bus 

and paratransit public transportation services in greater Luzerne County, Pennsylvania.  

 

Title VI (codified at 42 U.S.C §2000d et seq.) was enacted as part of the landmark Civil Rights Act of 

1964 signed by President Lyndon B. Johnson. It prohibits discrimination on the basis of race, color, 

and national origin in programs and activities receiving federal financial assistance.  

 

LCTA initially developed and periodically updates its Title VI Program on a triennial basis.  This Title 

VI Program is a compilation of documents, plans, policies and standards that demonstrate LCTA’s 

compliance with Title VI.  

2) ABOUT LCTA 

Luzerne County Transportation Authority is a public transportation authority that was formed in 

1972 in Wilkes-Barre, PA.  

 

LCTA’a mission statement is:  

Luzerne County Transportation Authority (LCTA), through the operation of fixed route and shared 

ride divisions, seeks to provide high quality affordable public transportation services that are safe, 

reliable, useful, accessible and efficient. To this end, members of the Board of Directors and all 

employees shall conduct themselves in a professional manner; work to ensure the safety and 

security of passengers; seek new opportunities to improve and/or expand services; and coordinate 

public transit services with other agencies, organizations, and transit providers. 

 

LCTA’s fixed route primary service area is defined as greater Luzerne County operating in 36 of the 

76 municipalities in the County as well as serving a small portion in Lackawanna County including 

the City of Scranton. The span of service for fixed route is Monday through Saturday from 5:00 a.m. 

to after midnight and a key transfer location is the Intermodal Transit Center in downtown Wilkes-

Barre. The fixed route fleet consists of hybrid buses, compressed natural gas (CNG) buses, vans and 

microtransit vehicles.  

 

Shared-ride services if provided throughout Luzerne County. LCTA provides ADA complementary 

service through its Special Transportation Efforts Program, or STEP; through the Persons with 

Disabilities program; Medical Assistance Transportation Program, and the Senior Shared Ride 

program. Each program has its own restrictions.  
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LCTA’s service area minority and disabled populations are slightly higher than Luzerne County’s 

population percentages.  Persons 65 years of age and older were slightly less (18.1 percent versus 

19.3 percent).  
Table 1 – Minority, Senior and Disabled Demographics 

Minority, Senior and Disabled Demographics 

 Luzerne County Service Area 

Total Civilian Non-Institutionalized Population 318,566  231,060  
Total Minority 60,843 19.1% 50,329 21.8% 

Total 65 and over 61,495 19.3% 41,757 18.1% 

Total With a Disability 50,172 15.8% 38,326 16.6% 

US Census, American Community Service 2022 - 5-Year Estimates 

 

The percentage of individuals below the poverty level in three (3) measurements shows that LCTA’s 

service area has a higher percentage when compared to Luzerne County. 

 
Table 2 – Poverty Demographics 

Poverty Demographics 

 Luzerne County Service Area 

Population for whom poverty status is 
determined 

313,804  225,067  

50% below poverty level 22,320 7.1% 19,359 8.6% 

150% below poverty level 75,667 24.1% 62,851 27.9% 

Below poverty level 46,812 14.9% 39,977 17.8% 

US Census, American Community Service 2022 - 5-Year Estimates 

 

LCTA employs about 165 people and some of the employees are represented by a union. The 

Agency works with two unions, the Teamsters Local 401 and the Amalgamated Transit Union Local 

164.  

 

A Board of Directors oversees the Executive Director and his staff; members of the board are 

appointed by the Luzerne County Council. They have staggered five-year terms. Each January, the 

Board elects its officers for the year. The Board of Directors is appointed by the Luzerne County 

Council.  

3) NOTICE TO PUBLIC AND POSTING LOCATIONS 

The Title VI Public Notice is posted at the following locations: 

• on the LCTA web site, lctabus.com 
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• at the James F. Conahan Intermodal Transit Center  

• on all buses and vans 

• in the lobby of the administrative offices 

• in employee lunch areas  
 

The Title VI Notice shall be translated into languages other than English and in accessible formats as 

needed, and currently it is posted in Spanish. Figures 1 and 2 provide a copy of the Public Notice in 

English and Spanish respectively. Figure 3 shows the Public Notices that is posted in LCTA’s vehicles. 
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Figure 1 – Title VI Public Notice – English 
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Figure 2 – Title VI Public Notice – Spanish 
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Figure 3 – Title VI Public Notice – Vehicle Poster 
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4)  TITLE VI COMPLAINT PROCEDURES AND FORM 

Figures 4 and 5 provide a copy of LCTA’s compliant procedures and complaint form in English 

followed by the Spanish version in Figures 6 and 7.  

Figure 4 – Title VI Complaint Procedures – English 
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Figure 5 – Title VI Complaint Form – English 
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Figure 6 – Title VI Complaint Procedures – Spanish 
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Figure 7 – Title VI Complaint Form – Spanish 
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5) LIST OF TITLE VI INVESTIGATIONS, COMPLAINTS AND LAWSUITS 

LCTA has received no transit-related Title VI investigations, complaints, or lawsuits. LCTA did not have 

any other transit-related Title VI active investigations conducted by FTA or entities other than FTA, or 

any lawsuits or complaints naming LCTA, alleging discrimination on the basis of race, color, or 

national origin.  

 
LCTA has developed a spreadsheet to track and maintain transit-related Title VI investigations, 

lawsuits, or complaints. LCTA’s Title VI Coordinator will maintain the spreadsheet that contains two 

worksheets to be used as the tracking mechanism. The first worksheet is titled “Tracking” and the 

second is titled “Summary.”  

Following is a list of the row headers for the tracking form followed by a copy of the worksheet. 

Row Headers: Case Number; Case Type (Investigation, Lawsuit or Complaint); Complainant name, 

address, phone number and e-mail; Basis of Complaint (Race, Color and/or National Origin); 

Summary of Complaint, Date Submitted, Date of Alleged Incident; Complaint Complete?; 

Acknowledgement Due Date; Date Acknowledgement Sent; Decision to Investigate?; Complainant 

Notification Due; Actual Date Complainant Notified; Investigation Completion Date; Actual 

Investigation Completed; Comments; Actions Taken; and Status. 

 
Figure 8 – Title VI Investigations, Lawsuits and Complaints Tracking Form 

Case Number 
  

Case Type: Investigation, Lawsuit 
or Complaint   
Name   
 

Address 
    
Phone #   
Email   
Basis of Complaint:  Race, Color, 
National Origin and/or Other   
 

Summary of Complaint 
    
Date Submitted   
Date of Alleged Incident   
Complaint Complete?   
Acknowledgement Due Date   
Date Acknowledgement Sent   
Decision to Investigate?    
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Complainant Notification Due   
Actual Date Complainant Notified   
Investigation Completion Date   

Actual Investigation Completed 
  

Comments 
  

Action Taken 
  

Status 
  

 

The summary worksheet consists of the following column headers: Case Number; Case Type                 

(Investigation, Lawsuit or Complaint); Date Submitted; Basis of Complaint (Race, Color, National 

Origin and/or Other); Summary of Complaint; Actions Taken; and Status. Figure 9 illustrates the 

summary worksheet. 

Figure 9 – Title VI Investigations, Lawsuits and Complaints Summary Form 

 

 

6) PUBLIC PARTICIPATION PLAN 

The purpose of the Public Participation Plan (PPP) is to show the actions that LCTA will take to 

involve the public in its transportation decisions. In addition to the public-at-large, LCTA specifically 

targets its efforts to include minority and low-income populations and reaches out to other 

underserved populations, including seniors, the disabled, and LEP persons. 

LCTA coordinates its major transportation projects with the Lackawanna/Luzerne Metropolitan 

Planning Organization (MPO) and as such, LCTA’s PPP may be supplemented with the MPO’s PPP.  

LCTA has developed this PPP to ensure that the public is engaged and has meaningful input into its 

transportation decisions including fare and major service changes.  
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Environmental Justice (EJ) principles are considered through all LCTA’s public outreach and 

participation efforts. The principles are to: 

• avoid, minimize, or mitigate disproportionately high and adverse human health and 
environmental effects, including social and economic effects, on minority populations and 
low-income populations; 

• ensure the full and fair participation by all potentially affected communities in the 
transportation decision-making process; and 

• prevent the denial of, reduction of, or significant delay in the receipt of benefits by minority 
and low-income populations.  

 
EJ principles and PPPs will be incorporated in all National Environmental Policy Act (NEPA) decision 

making and documented accordingly. 

Public hearings will be conducted when LCTA is considering making fare changes and/or major 

service changes.  Comments relative to topics at public hearings and public meetings can be 

submitted by mail, email, phone, and in-person at public meetings, etc. Comments are reviewed and 

given full consideration. 

 

THE PLAN  

LCTA tailors its PPP based on the type of activity and the degree of impact on the community. The 

agency also takes actions to increase outreach and develop partnerships with the objective of 

obtaining meaningful input into LCTA’s transportation decisions.  

 

LCTA actively conducts outreach and develops partnerships to learn more about the people it serves 

with the goal of identifying “linguistic, institutional, cultural, economic, historical or other barriers” 

that prevent or reduce community participation. Activities include: community activities, 

neighborhood groups, educational institutions, faith-based organizations, businesses, social services, 

advocacy groups, organizations, and agencies. 

 

LCTA strives to identify ways to reduce or eliminate barriers for LEP persons to participate in its 

transportation programs. The Agency advertise that free language interpretation services are 

available upon request. This is on our website as well as posted at our administrative offices. 

 

PLAN STEPS 

1. Develop Plan  
- Determine desired outcome of plan. 
- Determine type of public participation plan from basic to comprehensive. The type of 

public participation plan or public outreach will depend on the magnitude of LCTA’s 
initiative and its impact on the community. 



   
 

 
16 

 

TITLE VI PLAN 

2024 TO 2027 

- Determine audience based on topic and demographic analyses activity impact. Audience 
can be the community-at-large and/or community segments with or without targeted 
group(s). 

- Determine type of public outreach such as printed material, direct mail, surveys, or 
meetings. If a meeting, further define, such as, formal public meeting, informal public 
meeting, public hearing, town hall, open house, community forum, workshop, focus 
group, and nontraditional (i.e., community-led meetings or partnerships). 

- Determine public outreach format such as formal, informal, question and answer. 
- Determine meeting logistics, including number of meetings, location, room size, time, 

registration table, flexible setup, audiovisual equipment, flip charts, event signage, 
accessibility issues (e.g., disabled, LEP, low-income persons, etc.). 

• Flexible setup to change the arrangement and format of the room and meeting to 
accommodate the room to the number of attendees. For example, if there is a large 
turnout, you may want to restrict the public comments to “x” minutes. 

• Meeting time and location must be convenient and accessible for minority, LEP 
communities, low-income and disabled persons. 

• Meeting location should be accessible by transit. 

• Meeting room should be comfortable. 

• Meeting time should be selected for maximum participation of minority and low-
income populations. 

- Determine the audience’s preferred communication method and identify presenters and 
facilitators. 

- Identify a person responsible for ensuring that the meeting is accessible to all, including 
accommodating the needs of persons who are linguistically and culturally isolated, LEP 
persons, and disabled persons. 

- Identify presentation materials, handouts, and visualization techniques, including 
PowerPoint, flyers, posters, brochures, flip charts, etc. Material should be designed to 
reach multiple educational levels and learning styles, including visual (charts, graphs, 
photos, maps) and tactile tools. Ensure materials meet the community’s needs (i.e., LEP 
and disabled persons).  

- Determine the process for obtaining public comments, such as written, personal 
interviews, audio, and video. 

- Determine who and how the public outreach will be documented, including public 
comments. 

- Develop meeting notice and determine how the notice will be advertised, including: radio, 
television, local and community newspapers, ethnic or community media, audio programs 
on podcasts, targeted billboards, community businesses, event booths, transit stops, 
transit shelters, transfer centers, on transit vehicles (flyers and bus advertisements), 
LCTA’s website, other websites and/or digital media, including video sharing, social 
networking, and blogs. 

• Accessible formats, including LEP and disabled persons, such as printings in another 
language and braille. 

- Notices, presentations, documents, and materials should be written in clear, concise, and 
plain language.  
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• Use words that the audience will clearly understand.  Avoid technical terminology and 
acronyms. 

• Information and materials should be electronically accessible. 
2. Post notices. 

3. Post major activity documents on LCTA’s website, local social service organizations, and on buses. 

4. Conduct meeting. 

5. If applicable, monitor and conduct follow-up. 

6. Evaluate public input and if appropriate. Take actions to avoid, minimize, or mitigate negative 
effects on minority, low–income persons, LEP persons, and disabled persons. 

7. Incorporate public input into LCTA’s program, plan, or activity. 

8. Document public participation plans, desired outcomes, efforts, and results. 

 

PUBLIC HEARING PROCEDURES & GUIDELINES   

When a public hearing is required, LCTA shall make every effort to ensure that scheduling and 

locations are accessible to the public, this includes: 

• Location(s) near public transportation; 

• Community-oriented and easily known/accessible locations; 

• Convenient meeting times; 

• A time and day when public transportation is available; and/or 

• An accessible building/room for individuals with disabilities. 

 

A public hearing is held when there is a major service change or a fare change is proposed. 

All public information meetings shall be held in a central location to inform the public of the 

planning process, solicit ideas, input, and feedback.  The intent of holding a public hearing at a 

central location is to inform the public of the proposed changes, and receive public comments 

based on the proposed changes.   

Upon request, LCTA shall provide: interpreters for those who do not speak the English language; 

written materials for those who do not read the English language; alternative formats of written 

and presentation materials for those who are disabled; and sign language interpreters.    

Additionally, upon request, LCTA shall provide notices of public hearing(s) to person(s) or groups 

identified as being LEP. 

7)  OUTREACH EFFORTS TO ENCOURAGE PARTICIAPTION  

LCTA values the ethnic and cultural diversity of the public it serves in Luzerne County.  Accordingly, 
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LCTA actively seeks and encourages the participation of underrepresented groups on its non-

elected/informal committees, and when formally filling Board appointment vacancies.   

 

LCTA makes concerted efforts to provide the opportunity for individuals from underrepresented 

groups to join advisory committees so that these bodies more accurately represent the diversity of 

Luzerne County. 

 

LCTA utilizes a number of strategies to promote meaningful participation by underrepresented 

groups, including targeted outreach. Methods may include, but are not limited to, one or more of 

the following:  

• Utilize paid and free notices in the local media, especially those culturally-based for the 
targeted group we are trying to reach. This effort includes print, televised, electronic and 
social media outreach campaigns. 

• Translate and post meeting notices into the native language of the targeted group. 

• Visit and conduct presentations and workshops at civic, cultural, or human services 
organizations known to serve the targeted group. 

• Place notification bulletins on LCTA’s revenue vehicles, shelters, and intermodal transit 
center announcing public participation opportunities.  

• Distribute emails and/or written letters notifying organizations that represent target 
populations in the community of board vacancies and of the application process, as well as 
invitations to join, or provide recommendations for, the Citizens’ Advisory Committee (CAC). 

• Scheduling of public meetings and hearings at times and locations that are convenient and 
accessible for minority, low-income, and LEP communities.   

• Staff attendance is required by key managers at quarterly Citizens’ Advisory Committee 
meetings. CAC meeting times and dates will be adjusted to allow greater flexibility for 
attendees.  

• Consider the use of radio, local television news outlets, social media, and print media 
advertising to relay public participation opportunities to minority and LEP populations, and 
the overall community.  

• Coordinate with area community groups, civil rights organizations, institutions of higher 
education, media sources, non-profit organizations, and economic development 
organizations to implement public engagement strategies that reach out specifically to 
members of affected minority, low-income, and/or LEP communities.   

• A customer complaint process has been implemented for citizens to contact LCTA and file a 
formal complaint or compliment. All complaints/comments are logged into a database for 
tracking purposes, and then distributed to the relevant manager who researches the 
complaint and responds back to the citizen with a resolution call or letter if requested.  

• Consider onboard rider customer service and focus group surveys to assist in gathering 
feedback and information to improve service.  

• Coordinate with community service organizations and agencies to attend or present 
information at meetings and public events. 
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8) SUMMARY OF PUBLIC OUTREACH ACTIVITIES  

In March of 2023, LCTA started the planning process for a Transit Development Plan. In addition to 

conducting two public meetings, there were two open-houses. Other outreach initiatives included 

postings on LCTA’s website and social media. A survey (English and Spanish) was made available to 

the public in print and digital formats. A presentation was also made to the Citizen’s Advisory 

Committee (CAC).  

In May 2024, LCTA released the final TDP Draft for a 30-day public comment period. The plan was 

available on lctabus.com with a link for public comment. A physical copy of the plan was also made 

available at several locations around Luzerne County: the main LCTA front office, 315 Northampton 

Street Kingston; Misericordia University, Admissions Office Lobby in Mercy Hall; Osterhout Free 

Library 71 South Franklin Street, Wilkes-Barre; Hoyt Library, 284 Wyoming Avenue, Kingston; 

Wyoming Free Library, 358 Wyoming Avenue, Wyoming; Pittston Memorial Library, 47 Broad Street, 

Pittston; and Mill Memorial Library, 495 East Main Street, Nanticoke. 

Public comment was collected via email and in person. The public comment period closed June 9, 

2024. Staff reviewed the comments and minor changes were made to the Transit Development Plan. 

LCTA had an employee roundtable in April to present microtransit, and also presented a PowerPoint 

to the Citizens’ Advisory Committee on July 31, 2024. LCTA presented the microtransit plans at a 

Newport Township Board of Supervisors meeting and a Nanticoke Council meeting in Nanticoke to 

discuss changes. At the time of this writing, LCTA had also offered to present the plans for route 

changes and microtransit to the other main municipalities impacted by the TDP. These include: 

Wilkes-Barre Township, Swoyersville, Kingston, Plymouth, Larksville, and Sugar Notch.  

The bullets below summarize additional outreach activities for the past three years. 

• AmeriHealth Caritas Wellness & Opportunity Center  Fall Health & Home Checkup 

• CEO Mobile Food Bank at Hilltop Apartments in Edwardsville 

• Citizens' Advisory Committee Meetings 

• Healthy Senior Days at YMCA  

• Johnson College Career Fair 

• Junior League of Scranton Touch A Truck Event 

• Kingston Manor  

• Kistler Health Clinic Fair 

• La Mega Spanish Radio Interview 

• LCTA / CEO Mobile Food Bank / Distribution (Hilltop Apartments, Edwardsville) 

• Luzerne County Community Cares Human Services Day at Mohegan Sun  

• Luzerne Intermediate Unit / Vo-Tech Career Fair  

• Luzerne Intermediate Unit /Vo-Tech Student Career Expo  

• Micro Transit Roundtable in Industrial Park  

• Monthly Ridership Meetings 

• Newport Township Supervisors' Meeting 

• Northeast Sight Services  
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• Osterhout Library Story Time 

• Outreach at  Pittston Housing Authority's Infantino Towers 

• Outreach at Exeter Housing Hi-Rise 

• Outreach at Riverview Manor (Pittston Housing Authority) 

• Pittston Area High School Career Fair / Career Exploration Day 

• Pittston Area School District/Pittston Chamber of Commerce Career Expo 

• Presentation for Telespond Foster Grandparents' Program 

• Rail Riders Baseball Game (resource table) 

• Rider Appreciation Days - info table at Transit Center, Intermodal Center, staff rode buses 

• Scranton Area Foundation Transportation Roundtable at Johnson College 

• Senior Citizen Expo, Misericordia University 

• Senior Citizen Transportation Programs:  Kingston Senior Center, WB-Active Adult Center, 
Telespond Senior Care, Royal Bakery 

• Shickshinny Hi-Rise and Active Adult Center Outreach  

• "Stop the Stigma" Wellness Festival at King's College (Wilkes-Barre, PA) 

• Times Leader Job Fair, Arena 

• Times Leader Job Fair, Mohegan Sun Arena 

• Touch a Truck Events (Wilkes-Barre/Scranton Airport and West Wyoming, PA) 

• Travel Training (Hanover Area HS, Luzerne County Community College, Luzerne 
Intermediate Unit, Lighthouse Academy, Wilkes-Barre Catholic Yputh Center, Pineapple 2.0 
Program Life Skill Students, Academy of Learning, One-on-One Travel Training 

• USMC Toys for Tots Stuff the Bus Toy Drive (Pittston Walmart and community partners) 

• "Walk for Hope" on Public Square, Wilkes-Barre (resource table) 

• Wilkes-Barre Riders Community Organization of the Day  

• "Wheel Life / Touch a Truck" (W-B/S Airport) 

• Wilkes University "Club Hours" 

• YMCA Health Equity Fair 

• YMCA Healthy Seniors Day Fair (Wilkes-Barre, PA) 

• YMCA Y Walk Wednesday (New Building Site) 
 

9) LIMITED ENGLISH PROFICIENCY PLAN 

LIMITED ENGLISH PROFICIENCY (LEP) PLAN SUMMARY 

LCTA  has developed this Limited English Proficiency (LEP) Plan to help identify reasonable steps for 

providing language assistance to persons with limited English proficiency who wish to access 

services provided by LCTA. 

 

This plan outlines how to identify a person who may need language assistance, the ways in which 

assistance may be provided, staff training that may be required, and how to notify LEP 

population(s) that communication assistance is available. 
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LCTA uses the United States Department of Transportation (U.S. DOT) outline of a four-factor LEP 

analysis, which considers the following factors: 

1. The number or proportion of LEP persons in the service area who may be served 

or are likely to encounter a LCTA program, activity or service. 

2. The frequency with which LEP persons come in contact with LCTA’s programs, 

activities or services. 

3. The nature and importance of programs, activities or services provided by LCTA 

to the LEP population. 

4. The resources available to LCTA and overall cost to provide LEP assistance. 

 

The number or proportion of LEP persons in the service area who may be served or are 

likely to encounter a LCTA program, activity or service. 

 

Table 3 shows that 4.1 percent of the population in LCTA’s service area is limited English proficient. 

This percentage is slightly higher that Luzerne County (3.9 percent) 

 
Table 3 – LEP Population 

  
Luzerne County 

LCTA’s 
Service Area 

Population 303,969   223,860   

Speak only English 274,599 90.3% 202,971 90.7% 

Speak English "less than very well" 11,919 3.9% 9,095 4.1% 

US Census, American Community Survey 2015 - 5-Year Estimates 

 

 

The US Census Bureau, American Community Survey table B16001 provides details for 

over forty languages for population 5-years and over by language spoken at home by the 

ability to speak English for LCTA’s service area. The most recent  table is for the years 2015 

to 2019. Table 4 shows the number of people in LCTA’s service area that speak English less 

than very well by language spoken at home. 

 

Spanish spoken at home had the highest number (4,547) of individuals that spoke Englis 

less that very well. This is two percent of LCTA’s service area population. The second 

highest number was “other Indic languages” was 0.5 percent of the population or 1,165 

individuals that spoke English less that very well. There are multiple languages under the 

US Census “other Indic languages” and as such, the actual number for one specific 
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language is much less. LCTA will continue to work with community groups to ascertain 

how LCTA can provide language assistance for LEP individuals who speak other Indic 

languages. At this time, LCTA’s internal survey has not indicated that staff have 

encountered limited English proficient individuals that speak an Indic language. 

LCTA translates its vital documents into Spanish and will continue to monitor “other Indic 

languages”. 

 
Table 4 – LCTA LEP Population by Language 

  Luzerne County LCTA Service Area 

Total: 303,969  223,860  

Speak only English 274,599 90.3% 202,971 90.7% 

Spanish or Spanish Creole: 20,403 6.7% 10,852 4.8% 

Speak English less than "very well" 9,153 3.0% 4,547 2.0% 

French (incl. Patois, Cajun): 847 0.3% 533 0.2% 

Speak English less than "very well" 157 0.1% 144 0.1% 

French Creole: 7 0.0% 17 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

Italian: 1,148 0.4% 727 0.3% 

Speak English less than "very well" 244 0.1% 130 0.1% 

Portuguese or Portuguese Creole: 135 0.0% 456 0.2% 

Speak English less than "very well" 7 0.0% 100 0.0% 

German: 447 0.1% 522 0.2% 

Speak English less than "very well" 50 0.0% 61 0.0% 

Yiddish: 18 0.0% 41 0.0% 

Speak English less than "very well" 18 0.0% 18 0.0% 

Other West Germanic languages: 222 0.1% 243 0.1% 

Speak English less than "very well" 43 0.0% 26 0.0% 

Scandinavian languages: 12 0.0% 12 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

Greek: 54 0.0% 15 0.0% 

Speak English less than "very well" 36 0.0% - 0.0% 

Russian: 369 0.1% 362 0.2% 

Speak English less than "very well" 95 0.0% 117 0.1% 

Polish: 885 0.3% 601 0.3% 

Speak English less than "very well" 195 0.1% 82 0.0% 

Serbo-Croatian: 97 0.0% 60 0.0% 

Speak English less than "very well" 38 0.0% 33 0.0% 

Other Slavic languages: 484 0.2% 386 0.2% 
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Speak English less than "very well" 137 0.0% 210 0.1% 

Armenian: 0 0.0% - 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

Persian: 51 0.0% 103 0.0% 

Speak English less than "very well" 0 0.0% 66 0.0% 

Gujarati: 217 0.1% 936 0.4% 

Speak English less than "very well" 102 0.0% 664 0.3% 

Hindi: 333 0.1% 430 0.2% 

Speak English less than "very well" 94 0.0% 201 0.1% 

Urdu: 68 0.0% 47 0.0% 

Speak English less than "very well" 7 0.0% 10 0.0% 

Other Indic languages: 576 0.2% 1,358 0.6% 

Speak English less than "very well" 305 0.1% 1,165 0.5% 

Other Indo-European languages: 368 0.1% 456 0.2% 

Speak English less than "very well" 134 0.0% 113 0.1% 

Chinese: 675 0.2% 814 0.4% 

Speak English less than "very well" 460 0.2% 578 0.3% 

Japanese: 94 0.0% 53 0.0% 

Speak English less than "very well" 57 0.0% 33 0.0% 

Korean: 219 0.1% 123 0.1% 

Speak English less than "very well" 114 0.0% 44 0.0% 

Mon-Khmer, Cambodian: 4 0.0% - 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

Hmong: 0 0.0% - 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

Thai: 55 0.0% 26 0.0% 

Speak English less than "very well" 16 0.0% 16 0.0% 

Laotian: 31 0.0% 98 0.0% 

Speak English less than "very well" 10 0.0% 30 0.0% 

Vietnamese: 124 0.0% 222 0.1% 

Speak English less than "very well" 39 0.0% 119 0.1% 

Other Asian languages: 354 0.1% 266 0.1% 

Speak English less than "very well" 116 0.0% 92 0.0% 

Tagalog: 131 0.0% 93 0.0% 

Speak English less than "very well" 42 0.0% 39 0.0% 

Other Pacific Island languages: 66 0.0% 291 0.1% 

Speak English less than "very well" 31 0.0% 221 0.1% 

Navajo: 34 0.0% 34 0.0% 
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Speak English less than "very well" 0 0.0% - 0.0% 

Other Native North American 
languages: 

91 0.0% - 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

Hungarian: 63 0.0% 50 0.0% 

Speak English less than "very well" 15 0.0% - 0.0% 

Arabic: 523 0.2% 471 0.2% 

Speak English less than "very well" 157 0.1% 175 0.1% 

Hebrew: 33 0.0% 112 0.1% 

Speak English less than "very well" 0 0.0% 40 0.0% 

African languages: 106 0.0% 64 0.0% 

Speak English less than "very well" 47 0.0% 21 0.0% 

Other and unspecified languages: 26 0.0% 15 0.0% 

Speak English less than "very well" 0 0.0% - 0.0% 

US Census, American Community Survey 2015 - 5-Year Estimates 

 

 

The frequency with which Limited English Proficiency (LEP) come in contact with a LCTA 

program, activity, or service? 

LCTA continues to assess the frequency with which staff and drivers have, or could have, contact with 

LEP persons. This includes documenting phone requests for translation through Interpreters 

Unlimited. It also includes surveys of all employees.  

The most recent employee survey revealed that 44 percent of employees frequently came in contact 

with LEP persons and the most prevalent language was Spanish. There were a few instances of 

contacts with persons that spoke Polish and Russian. Fixed route and shared-ride drivers often came 

in contact with LEP persons as well as dispatchers and customers service representatives. 

Table 5 – Employee Survey – Frequency of Contact with LEP Persons 

Employee Survey 

Frequently 27 44% 

Not Frequently 30 48% 

Never 5 5% 

 

The nature and importance of the program, activity, or service provided by LCTA to 

people’s lives  

LCTA provides public transportation services to persons who need to travel within and 

between 36 municipalities in Luzerne County, the largest of which are the Cities of Wilkes-

Barre and Pittston, and the boroughs of Kingston and Nanticoke. Major destinations 
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include medical facilities, Luzerne County Community College, industrial parks, Wyoming 

Valley Mall, and other shopping locations. Persons rely on public transit services to get to 

work, school, medical services, shopping, recreation, and other daily life-activities. 

LCTA has identified access to our fixed route and shared ride services as potentially critical to the LEP 

persons.  Examination of timetables, fare and payment information, system rules, how to ride, public 

service announcements and complaint and commendation forms are potential instruments that 

could be used to increase the LEP individual’s access to our fixed route service.  LCTA will continue to 

reach out to organization for assistance with its’ LEP program. 

 The resources available to LCTA and costs 

LCTA provides several options to assist in communicating with person(s) having a Limited English 

Proficiency (LEP).  

LCTA contracts with Interpreters Unlimited, LLC to provide translation services as needed 

(http://www.interpretersunlimited.com) to provide language translation and interpretation services. 

A person who identifies their communication needs upon contacting LCTA, and a staff member 

(CSR/Dispatch) will conference call in a certified language interpreter/ translator. Many of staff 

members, including operators, are bilingual and as such, assist with translations.  

LCTA has limited resources; however, the organization is committed to ensuring LEP persons have 

meaningful access to LCTA’s programs, services and activities. LCTA will continue to monitor LEP 

populations and provide language services on an as-needed basis. 

 
Table 6 – Cost of Language Services 

Cost of Language Services 

Document Translation $0.20 to $0.28 per word 

Telephone Interpretation/Over the Phone 
Interpretation $1.30 to $1.70 per minute 

Video Interpretation/Video Remote Interpretation $150 to $160 per hour 

On-site Interpretation $175 to $200 per hour, plus travel time 

Source: Keylingo (https://keylingo.com) 

 

Various tools such as Census Bureau’s “I Speak” cards are used to help in the identification of specific 

languages for individuals with Limited English Proficiency.   

Google Translate is available on LCTA’s web site, lctabus.com, providing 80 different selected 

language translation options.  

 

All translation and interpretation communications services are free of charge.  
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LCTA’S LIMITED ENGLISH PROFICIENT/LANGUAGE ASSISTANCE IMPLEMENTATION PLAN 

How LCTA staff may identify an LEP person who needs language assistance: 

• Analyze LEP interaction data to determine if requests for language assistance have been 

received in the past, either at meetings, reviewing monthly interpretation service invoices or 

over the phone, to monitor whether language assistance might be needed at future events or in 

daily operations. 

• Language Identification Cards are available onboard all LCTA transit vehicles to assist vehicle 

operators in identifying specific language assistance needs of passengers.  If such individuals are 

encountered, the vehicle operators are instructed to try to obtain contact information to give to 

the operations manager for follow-up. Dispatchers, customer service representatives, and 

schedulers are surveyed regarding LEP individuals they encounter, either in-person or over the 

telephone. 

• Language Identification cards are available at the Wilkes-Barre Intermodal Transportation 

Center Authority ticket office, and available at the reception desk for customer service staff at 

LCTA’s administrative offices.   

• Staff are periodically surveyed to determine the frequency in which they come in contact with 

LEP persons. 

 

LCTA will continue to monitor key program areas to assess major points of contact LEP population, such 

as: 

• Encounters during use of fixed route and paratransit services 

• Purchase of passes and tickets through the LCTA website, in-person, and over the phone 

• Participation in public meetings 

• Customer service interactions 

• Requests for translations services (documents/interpretation, monthly invoices) 

• Ridership surveys and focus groups 

• Operator and internal operations’ surveys 

 

Language Assistance Measures 

LCTA has implemented the following LEP procedures.  

• Census Bureau’s “I Speak” Cards are located in all buses, at the main office Customer Service 

desk, and at the Customer Service Desk in the Transit Center. 

• When an interpreter is needed, in person or on the telephone, staff utilize Interpreters 

Unlimited services. Directions for using this service are given to all administrative staff. 

• Periodically survey staff on how often they have occurrences with a Limited English Proficient 

passenger or client. 

• Contact local community, cultural and human service organizations that provide services to LEP 

individuals and seek opportunities to provide information on LCTA programs and services. 
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• LCTA’s website utilizes the “Google Translate” translation service. This service allows users to 

translate any, or all, parts of the website into their native language. 

• Include the statement, “Bilingual or Spanish speaking a plus”, on vehicle operator and customer 

service staff recruitment flyers and employment vacancy advertisements.  

• When an interpreter is needed, either in person or on the telephone, LCTA staff member will 

attempt to determine what language is required and then access language assistance services 

from the contracted translator services. 

• As needed, conduct cost benefit analysis for key/vital document translations, including: services, 

routes, schedules, fare information, how to ride, right-to-know, etc. 

• Review routes and service materials for increasing symbolic signs (pictographs). 

 

If we engage the services of a company, LCTA will: 

• Ensure that our internal and external translators demonstrate their ability to accurately translate 

English and the other language in which they are fluent. 

• Ensure that outside resources are versed in our industry terminology so they can better serve 

the community. 

• Instruct the interpreter or translator that they should not deviate into a role as counselor, legal 

advisor, or any other role aside from interpreting or translating. 

• Request that the interpreter or translator attest that they will not have a conflict of interest on 

the issues for which they would be providing interpretation services.   

 

LCTA Staff Training 

LCTA uses a standard presentation (See Attachment A) that provides employees with an overview of Title 

VI, LEP Policy, LEP Procedures, a review of Title VI requirements, procedures for staff to work effectively 

with LEP persons and a description of LCTA’s LEP plan, services and materials. The training program 

includes a discussion of responding to LEP persons by telephone, in-person, correspondence, complaints 

as well as document needs. 

 

Information and training are also a part of the orientation process for new hires.  

 

Training refreshers will also be given to current staff on the following: 

• Understanding the Title VI policy and LEP responsibilities;  

• What language assistance services LCTA offers;  

• Use of LEP “I Speak” Cards; 

• How to use the Interpreters Unlimited interpretation and translation services; and 

• Documentation of language assistance requests 

 

Figure 10 provides an example of LCTA’s I Speak Cards followed by Figure 11 that provides a copy of the 

most recent memorandum from the Executive Director disseminating the I Speak Cards to staff. 



   
 

 
28 

 

TITLE VI PLAN 

2024 TO 2027 

Figure 10 – I Speak Cards (3 Pages) 
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Figure 11 – Dissemination of I Speak Cards 
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Outreach 

The following are a few options that LCTA utilizes to conduct outreach to LEP individuals: 

• When staff is making a presentation on a topic that might be of importance to LEP or if staff is 

hosting a meeting or workshop in a geographic location with a known concentration of LEP 

persons , meeting notices, advertisements, and agendas will include the  alternative language 

based on the known LEP population; 

• When publishing a general public meeting notice, based on the LEP population and when 

relevant, a clause that translates into “A (insert language(s)) translator will be provided.” 

• Key printed materials can be translated and made available at LCTA’s Intermodal Center, on 

board vehicles and in communities when a specific and concentrated LEP population is 

identified. 

• LCTA utilizes Google translate on its web site. 

 

 

Monitoring and Updating the LEP Plan 

This plan is designed to be flexible and can be easily updated. At a minimum, LCTA will follow the Title VI 

Program update schedule for updating the LEP Plan.  

 

Each update  examines all plan components including: 

• How many LEP persons were encountered; 

• Were their needs met; 

• What is the current LEP population in LCTA service area; 

• Has there been a change in the types of languages where translation services are needed; 

• Is there still a need for continued language assistance for previously identified LCTA programs?  

• Have LCTA’s available resources, such as technology, staff and financial costs changed; 

• Has LCTA fulfilled the goas of the LEP Plan; and 

• Were any complaints received? 

 

Dissemination of the Limited English Proficiency Plan 

LCTA includes its LEP Plan on its website (lctabus.com) together with its Title VI Policy and Complaint 

Procedures. LCTA’s Notice of Rights under Title VI to the public is posted in LCTA’s transit center and in 

selected printed materials also refers to the LEP Plan’s availability. 

 

Copies of the LEP Plan will be provided, on request, to any person requesting the document via 

telephone, in person, by mail or email. LEP persons may obtain copies/translations of the plan upon 

request. 
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10) MEMBERSHIP OF NON-ELECTED COMMITTEES 

LCTA formed a Citizens’ Advisory Committee in August 2023. Members of this committee are 

volunteers, not elected. Meetings are presided over by a LCTA Board member responsible for 

chairing the Customer Service Committee. In addition, staff also participate on the committee. All 

members of LCTA’s Board of Directors are encouraged to attend. 

There are no formal membership requirements for the Citizens’ Advisory Committee; all members 

are either community stakeholders or riders.  Attendance by the public at CAC meetings is open to 

anyone participate. Minutes are recorded at each meeting and on average 12 to 15 members of the 

committee (non-staff) attend.  

There are thirty-five non-staff members on the committee. A survey was sent to the committee 

members to determine the make-up of the non-staff members. Table 7 summarizes the results. It is 

important to note that many of the members represent underserved populations including minority 

and low income populations. 

Table 7 – Make Up of Citizens’ Advisory Committee 

Gender   

Female (including transgender female) 12 

Male (including transgender male) 7 

Non-binary   

No response 16 

  

Race   

American Indian or Alaska Native   

Asian   

Black or African American   

Native Hawaiian or Other Pacific Islander   

White 19 

Mixed Race   

No response 16 

 

Recruitment to the CAC was initially solicited through emails to social and human service agencies, 

municipalities, non-profit organizations, and other stakeholders with whom LCTA works. Passenger 

members are solicited through posts on social media, ads in the newspaper, and phone calls directly 

made to Shared Ride clients. Passengers who attended Board meetings were also asked to join the 

CAC. At the time of this writing, CAC has two Shared Ride clients and three fixed route riders who 

are members.  
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Advertisements to join the CAC and to attend meetings are placed on LCTA’s website and social 
media. Citizens’ Advisory Committee meetings are held at differing times that are convenient for 
citizens and riders to participate. 
 
Meetings are held in person and available virtually to accommodate members who cannot attend in 
person.  

11) MONITORING SUB-RECIPIENTS FOR TITLE VI COMPLIANCE 

LCTA does not have subrecipients and therefore, subrecipient monitoring in not applicable.  

12) TITLE VI EQUITY ANALYSIS FOR CONSTRUCTION OF FACILITIES PROJECTS 

During the past three years, LCTA did not begin the construction of a facility project. LCTA 

completed a Facility project in July of 2024. This project began in July 2019 when the Agency 

purchased the former Murray Complex on South Pennsylvania Avenue in Wilkes-Barre to be used as 

its new headquarters. Mike Baker Corporation conducted the Equity Analysis for this facility.  

13) SERVICE STANDARDS 

VEHICLE LOAD STANDARD 

Vehicle Load is a capacity guideline that the number of passengers will not exceed the maximum 

load factor at the maximum load point in the prevailing direction. LCTA will not exceed the 

manufacturer’s seating and standee maximum load.  2013 Gillig Low Floor Diesel Electric Hybrid will 

not exceed 39 passengers and 2018 through 2023 Gillig Low Floor CNG will not exceed 36 

passengers. 

 
Table 8 – Vehicle Maximum Load 

# of 
Vehicles 

Vehicle Description Seated Standees 
Maximum 

Load 

Vehicle 
Load 

Standard 

5 2013 Gillig Low Floor – Diesel Electric Hybrid 32 7 39 1.2 

2 2018 Gillig Low Floor - CNG 32 4 36 1.1 

5 2019 Gillig Low Floor - CNG 32 4 36 1.1 

1 2020 Gillig Low Floor - CNG 32 4 36 1.1 

11 2021 Gillig Low Floor - CNG 32 4 36 1.1 

11 2022 Gillig Low Floor - CNG 32 4 36 1.1 

5 2023 Gillig Low Floor - CNG 32 4 36 1.1 

 

If LCTA were to receive complaints of overcrowding or standees, the review would include 
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addressing and taking corrective actions on negative impact on minority and/or low-income 

populations. 

VEHICLE HEADWAY STANDARD 

LCTA operates 23 fixed routes on weekdays and 17 on Saturdays. The system span of service is 5:00 
a.m. to 1:00 a.m. Four (4) of the 23 routes are designed to operate from 7:00 p.m. to 1:00 a.m. on 
weekdays combining service areas. Currently, LCTA’s headways vary by route. The system headway 
averages 54 minutes for weekday service and 56 minutes for Saturday service. Each route leaves 
and returns to the Intermodal Transportation Center in downtown Wilkes-Barre at a system average 
of 65 minutes (trip duration). Systemwide, a route repeats and departs at a system average of every 
55 minutes.  LCTA has worked with the Kimley-Horn to develop a Transit Development Plan. All LCTA 
fixed routes are being revamped and improved to be more customer-friendly including more 
consistent headways. The TDP is expected to be implemented in late October or November 2024.  
 
Service levels and service periods are monitored and adjusted based on key route attributes in 
relation to overall system performance and ridership (demand) requirements.  These factors 
determine the establishment of headways, to include:  

  
• Ridership trends; 
• Load factor; 
• Service span of operating hours; 
• Population density and population trends; 
• Stop spacing:  Standard “start and end” times of major destinations along the route; 
• Route spacing, service frequency, and proximity to other routes; 
• Stop amenities; 
• Access to service; 
• Connectivity; and 
• Customer Demand:  Number of passengers boardings and alighting. 

 
LCTA review its’ route headways through customer complaints and takes actions to address 
disparities if there is a negative impact on minority and/or low-income populations.   

 

ON-TIME PERFORMANCE STANDARD 

LCTA measures fixed-route schedule adherence based on “On-Time” performance. On-time 

performance is defined as one (1) minute before the scheduled time and up to five (5) minutes after 

the scheduled bus arrival time. LCTA’s goal is 90 percent on-time performance. 

LCTA review its’ on-time performance through customer complaints and takes actions to address 

disparities if there is a negative impact on minority and/or low-income populations.   

SERVICE AVAILABILITY 

LCTA provides service that is within ¾-mile of 85% of all residents in LCTA’s service area.   

LCTA’s developed stop spacing standard goals of: 
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• ¼ to ½ miles between stops for each route; and 

• 90% of all stops composing the total system average are at a distance of 1/2 (0.50) miles or 

less between stops. 

14) SERVICE POLICIES 

TRANSIT AMENITIES 

It is the policy of LCTA to equitably distribute transit amenities. LCTA does not discriminate in the 

distribution of its transit amenities.  

LCTA coordinates and advises external parties of the Agency’s Title VI obligations who own and 

maintain transit amenities for LCTA’s customers. 

LCTA reviews complaints for distribution of transit amenities and takes actions to address disparities 

if there is a negative impact on minority and/or low-income populations.  

Transit amenities include bus stops, shelters, benches, information boards, schedule information 

kiosks, lighting fixtures, and trash receptacles. The location of transit amenities is determined by 

factors such as ridership demand, individual requests and jurisdictional limitations. 

Currently, all of LCTA’s fixed route vehicles operate from the Intermodal Transportation Center in 

downtown Wilkes-Barre, PA. The Intermodal Transportation Center is owned and operated by the 

City of Wilkes-Barre and Martz Trailways, respectively. LCTA  leases space at the intermodal that 

includes a ticket box office and shared bus stalls. LCTA maintains static and electronic schedule 

information boards at this site. 

LCTA staff monitors the location of all transit amenities along a route to ensure they are distributed 

equitably.  LCTA maintains an inventory database of all bus stops and transit-related amenities 

distributed within the fixed route transit system. LCTA coordinates with each municipal jurisdiction 

to provide transit amenities to the public at all applicable fixed route bus stops. All FTA-defined 

transit amenities must meet ADA and local zoning standards.   

 

Bus stop transit amenities are provided by several sources, including local governments, citizen 

groups, advertising companies, and private developers.  LCTA works with the source to provide 

guidance on LCTA’s Title VI obligations and the need to ensure that transit amenities are distributed 

equitably. 

 

VEHICLE ASSIGNMENT  

LCTA has a fleet of forty (40) fixed route buses. All vehicles are Gillig and the majority operate on 

compressed natural gas (CNG). Five (5) buses are diesel-electric hybrid. All of LCTA’s fixed route 

vehicles contain the same level of amenities available to all riders, to include: 
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• ADA accessible ramp or lift to board mobility-limited individuals; 

• ADA accessible seating/securement area (2) for wheelchairs and electric power chairs; 

• Dispatch radio equipped; 

• Bike rack (2); 

• Climate control (A/C and heat); 

• Interior lighting;  

• FRITS AVL tracking capabilities for use with the LCTA Bus Locator website; and 

• ADA automatic stop announcement display board with verbal annunciations both 
inside and outside of the vehicle.  

 

LCTA randomly assigns its vehicles to daily service. It is LCTA’s policy to equitably assign vehicles to its 

routes. LCTA does not discriminate on assigning vehicles to routes. To ensure that the assignment of 

vehicles is equitable, LCTA monitors customer complaints and addresses and takes corrective actions 

on disparities and/or negative impacts on minority or low-income populations.  

 

MAJOR SERVICE CHANGE POLICY 

A major service change is defined as: 1) a decrease in 25 percent of total service miles and/or hours, 

excluding tripper service; 2) when the service change will be longer in duration than 180 days; 3) 

when a new transit route is established; and/or 4) a transit route is eliminated. 

It is the policy of LCTA to engage the public in any major service change. LCTA will engage the public, 

as outlined in its Public Participation Plan (PPP) and will conduct public hearings. 

LCTA will review the change and identify the following: 

• Adverse effects on minority and low-income populations 

• Disparate impact on minorities (race, color, or national origin) 

• Disproportionate burden on low-income populations 
 

LCTA will take actions to eliminate, reduce, and/or mitigate the impacts.  

FARE CHANGE POLICY 

It is LCTA’s policy to periodically review its fixed route base fare to determine if it should be adjusted 

for inflation. If LCTA determines that the base fare should be adjusted, LCTA will engage the public as 

outlined in its PPP and will conduct public hearings. 

LCTA will compare the National Consumer Price Index (CPI) as published by the Bureau of Labor 

Statistics (BLS) for the year the most recent base fare took effect to the current year under review 

and apply the inflation factor to determine a projected base fare. 

LCTA will review any fare changes (increase or decrease in fares) and identify the following: 

• Adverse effects on minority and low-income populations 
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• Disparate impact on minorities (race, color, or national origin) 

• Disproportionate burden on low-income populations 
 

LCTA will take actions to eliminate, reduce, and/or mitigate the impacts. LCTA has not had a fare 

increase since 01/05/2018.   
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15) DOCUMENTATION OF APPROVAL OF TITLE VI PROGRAM 

The 2024-2027 Title VI Program has been reviewed and approved by LCTA’s Board of Directors at its 

August 27, 2024 meeting.  A copy of the resolution is provided at the end of this document. 
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16) ATTACHMENT A – TITLE VI AND LEP TRAINING 
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