Ridership Committee
March 17, 2022
4:00 p.m. – 5:30 p.m.
MEETING AGENDA
Please click the link below to join the webinar:
https://us02web.zoom.us/j/81257398178?pwd=d0ZUNUNEYzNWSFpuZzNvaW1lOHNsUT09
Webinar ID: 812 5739 8178 | Passcode 705524 |
Phone: (646) 558-8656 | Telephone participants: *9 to raise hand, *6 to unmute

AGENDA ITEM

PRESENTER

1. Call Meeting to Order (4:00)

Ed Suslovic,
Committee Chair

Ed Suslovic,
2. Public Comment (4:00-4:05)
The METRO Board’s Ridership Committee welcomes public Committee Chair
comment for items not listed on this agenda at this time.
For items listed on the agenda, the chair will allow members
of the public to comment following staff presentation. There
is a three-minute time limit per citizen at each point.
(Comments will be paraphrased in the meeting minutes)

ACTION or
INFORMATION
N/A
Information

3. Approval of Meeting Minutes (4:05-4:10)
Review and approve the minutes from the February 17,
2022 meeting of the Ridership Committee.

Ed Suslovic,
Committee Chair

ACTION

4. Ridership, Fare Revenue and Service Update (4:10-4:25)
Staff will provide information on ridership and fare revenue
trends, the transition from DiriGo TouchPass to DiriGo
UMO, and minor service changes planned for March 2022.

Mike Tremblay,
Transit Dev.
Director

Information

5. Update on Refugee and Low-income Fare Programs (4:25- Glenn Fenton, Chief
4:35)
Trans. Officer
Staff will provide an update on progress and challenges
posed for planned refugee and low-income fare programs.
6. Community Transportation Leaders (4:35-5:00)
Participants in GPCOG’s Commuinity Transportation Leaders
program will present on the challenges they face using the
existing public transportation network in the region.

GPCOG and the
Community
Transportation
Leaders

Information

Information

7. Title VI Program (5:00-5:20)
Mike Tremblay,
Following the last two months of review of the current Title Transit Dev.
VI program, staff will present the latest draft of the Director
document. After discussion, staff asks that the Committee
recommend approval of the Title VI document by the full
Board with any recommended changes or additions.
8. Future Agenda Items (5:20-5:25)










PACTS Projects: Transit Tomorrow/Transit
Together/Rapid Transit Study (Ongoing)
Performance Metrics/Benchmarks (Feb, 2022)
Bus Stop Improvement Project (Feb, 2022)
Metro & Regional Transit Marketing (Feb, 2022)
Rock Row Transit Service Development (Feb, 2022)
Metro Strategic Plan (Feb, 2022)
Proposed UNE Medical Center (Mar, 2022)
Transit Ridership & Traffic Data (Mar, 2022)
Winter Warming/Summer Cooling Plan (Mar, 2022).

9. Upcoming Meetings (5:25-5:30)





Board of Directors – March 24, 2022 at 4:00 p.m.
Finance Committee – April 6, 2022 at 4:00 p.m.
Executive Committee – April 13, 2022 at 3:30 p.m.
Ridership Committee – April 21, 2022 at 4:00 p.m.

10. Adjournment (5:30)

ACTION

Ed Suslovic,
Committee Chair

Information

Ed Suslovic,
Committee Chair

Information

Ed Suslovic,
Committee Chair

N/A
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AGENDA – ITEM 3

Meeting of the Ridership Committee – via Zoom
DRAFT Minutes of the GP Metro Ridership Committee meeting of
Thursday, February 17, 2022 at 4:00 p.m. via Zoom
https://us02web.zoom.us/j/83957849696?pwd=QnBKcmRZQTM4Q205dCswcmE5cEo0Zz09
Passcode: 460291 | Webinar ID: 839 5784 9696
Phone: (312) 626-6799 | Telephone participants: *9 to raise hand, *6 to unmute

Committee Members Present:
Ed Suslovic, Chair
John Thompson
Jeff Levine
Merrill Barter
Hope Cahan
Bill Rixon
Pious Ali (4:10)

Staff and Others Present:
Greg Jordan, Executive Director
Glenn Fenton, Chief Transportation Officer
Mike Tremblay, Transit Development Director
Denise Beck, Marketing Manager

Committee Members Absent:
Bill Rixon

Public:
None

Non-Committee Board Members present:
None

1. With a quorum in place, the meeting was called to order at 4:03 p.m. by Ed Suslovic, Chairman.
2. Public Comment:
No members of the public were present.
3. Approval of January 20, 2022 Ridership Committee Meeting Minutes.
Motion made by John Thompson, seconded by Hope Cahan, to approve the minutes from the January
20, 2022 Ridership Committee meeting as written. A roll call vote was taken by Lauren Shaw, Executive
Assistant. With approval by Hope Cahan, John Thompson, Andrew Zarro, Merrill Barter, Pious Ali, and Ed
Suslovic, the motion passed unanimously by all those present.
4. Ridership, Fare Revenue, and Service Update
Mike Tremblay reviewed the Ridership figures, which dropped slightly in January, a typically slow month,
below 50% of 2019. Much of the hit was on the school routes (9A/9B and Husky).
The TouchPass App will no longer work after March 31, 2022, so riders must be reminded to change to
the UMO App. Smartcards will not be affected. Cubit will be messaging those using TouchPass as much
as possible with this information. If using the same account information, all data should transition
smoothly. Contact Leon Parsons at Metro with any issues or questions. Currently, 4,224 people are using
the UMO app. Pass program users do not need to take any action.
January has not yet been closed, so the fare revenue update will be presented next month. Still in holding
pattern regarding request for service improvement funding from PACTS.
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5. Agency Performance Metrics
 Customer Service: Slides presented are for the full year of 2021. Plan to do monthly updates in 2022.
Complaints are broken into three categories: General, ADA, Title VI. The latter two categories are
automatically elevated to the Executive Director and Human Resources. No ADA or Title VI complaints
in 2021. Going forward, we will keep track of which complaints are valid or invalid.
 On-time Performance: A bus is considered on time if it leaves within 0-5 minutes of its scheduled
departure time. Our goal is 90%. On-time performance heavily affected by construction and congestion.
 Safety: Includes Preventable Accidents per month, and Preventable Accidents per 100,000 vehicle
miles. The benchmark is still being assessed.
 Maintenance, Road Calls (benchmark is 22,000 miles between calls), Electricity, Bus Operator
Availability, and Ridership Metrics are being worked on. All will be posted to the website dashboard
when ready.
The Committee would like regular “snapshots” of customer satisfaction going forward.

6. Title VI Program
Every three years the FTA requires an updated Title VI program be submitted. Attachment A is the first
draft of Metro’s 2022 updated Title VI program, which is in progress (items highlighted in YELLOW –
will be updated; Items in RED – have been updated, but not finalized; Items in BLACK – no change, but
subject to change). For larger scale public meetings, Hope asked if a transcript of the meeting could be
generated. Denise Beck and Mike Tremblay will explore how this can be done. Portland is doing this, so
Denise will reach out to Jessica for guidance.
Pious – currently in southern Maine, the largest language groups are English, Spanish, Portuguese,
French, Somali, and Arabic. Denise Beck asked what language is closest to those who speak Lingala. Pious
- most of those from Southern Sudan can read Arabic.

7. Collaboration with Pedestrian and Bicycle Groups
There has been a higher than usual rate of crashes with the vulnerable population of pedestrians and
cyclists. Portland is studying making streets safer for this group. Looking for suggestions of which
pedestrian and bicyclist groups to reach out to and topics of discussion to help with this effort. Portland
Trails and Maine Bicycle Coalition were suggested.
8. Future Agenda Items
 PACTS Projects: Transit Tomorrow/Transit Together/Rapid Transit Study (Ongoing)
 Performance Metrics/Benchmarks (Feb, 2022)
 Bus Stop Improvement Project (Feb, 2022)
 Metro & Regional Transit Marketing (Feb, 2022)
 Rock Row Transit Service Development (Feb, 2022)
 Metro Strategic Plan (Feb, 2022)
 Proposed UNE Medical Center (Mar, 2022)
 Transit Ridership & Traffic Data (Mar, 2022)
 Partnering with bicycling entities, including Portland’s proposed bicycle sharing program – Added
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9. Upcoming Meetings
 Board of Directors – February 24 at 4:00 p.m.
 Finance Committee – March 2 at 4:00 p.m.
 Executive Committee – March 9 at 3:30 p.m.
 Ridership Committee – March 17 at 4:00 p.m.
Ed Suslovic, Chairman, will be on an extended travel holiday for several months and asked other
Committee members to chair in his absence.
10. Adjournment
John Thompson moved, seconded by Hope Cahan. A roll call vote was taken by Lauren Shaw, Executive
Assistant. With approval by Hope Cahan, Jeff Levine, Andrew Zarro, John Thompson, Pious Ali, Merrill
Barter, and Ed Suslovic, motion passed unanimously by all those present and the meeting adjourned
at 5:20 p.m.
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Monthly Ridership

Ridership Recovery Progress

2021-2022 Monthly Ridership

Fare Revenue
Feb-21
60,002

Ridership
% Reduction from PrePandemic Levels

Revenue
AVG Fare (System)
AVG Fare (Cash)
AVG Fare (Touchpass)
AVG Fare
(Institutions)

Mar-21
74,998

60%

$
$
$
$
$

81,657
1.36
1.67
1.22

59%

$
$
$
$

1.10 $

98,671
1.32
1.62
1.16

Apr-21*
71,417

May-21
75,072

Jun-21
82,035

61%

58%

50%

Jul-21
84,044

Aug-21**
87,946

Sep-21
114,512

Oct-21
110,114

48%

43%

47%

48%

$ 102,936 $ 105,673 $ 110,944 $ 108,824 $ 131,990 $ 153,903 $ 145,504 $
$
1.44 $
1.41 $
1.35 $
1.29 $
1.50 $
1.34 $
1.32 $
$
2.06 $
1.85 $
1.77 $
1.57 $
1.83 $
1.73 $
1.65 $
$
1.18 $
1.21 $
1.20 $
1.22 $
1.21 $
1.20 $
1.20 $

1.14 $

1.00 $

1.07 $

0.77 $

0.65 $

1.55 $

* April 21 - There was a 1-2 day data loss in April. Analysis indicates actuall boardings was approximately 75,000.
** August 2021 -- Institutional revenue accounts for correction from June/July.

1.19 $

1.17 $

Nov-21
101,372
42%

136,206
1.34
1.69
1.20

Dec-21
90,412

Jan-22
87,902

Feb-22
90,412

43%

53%

43%

$ 122,281 $ 118,036 $ 118,036
$
1.35 $
1.36 $
1.34
$
1.77 $
1.79 $
1.75
$
1.21 $
1.23 $
1.23

1.17 $

1.16 $

1.15 $

1.15

Ridership by Fare Program/Type

RIDERSHIP COMMITTEE

AGENDA ITEM 4

DATE
March 17, 2022
SUBJECT
Ridership and Fare Revenue Update
PURPOSE
Review ridership and revenue trends through February 2022
BACKGROUND/ANALYSIS
Metro continues to track ridership through our Umo system via Cubic. Ridership is available on a
route and fare media basis.
In February, ridership improved over January’s relatively poor ridership month, accumulating
87,902 trips. This accounts for about 56% of February 2019 ridership, which totaled 156,546 trips,
and is markedly higher (46%) than February 2021, which totaled just over 60,000 trips. This level
of ridership is consistent with the latter months of 2021, when ridership ranged from 53-58% of
2019 levels. February 2022 had just over 10,000 more trips than January 22, which had one
additional operating day.
On a route level, the increased ridership in February was led by a rebound in Husky Line ridership,
which had its best month since November 2021. Other routes, including routes 1, 2, 3, 4, 7, 8, and
Breez, all had stronger months in February than January.
In January, the average fare was $1.36. In February, the average fare was $1.34. Trips related to
USM increased by over 6,900 in February compared to January, accounting for 69% of the
ridership increase. High school related trips actually dropped in February, likely due to February
vacation week. Overall in February, cash fares were 27% of overall ridership in February,
compared to 29% in January. UMO fares consisted of 40% of fares (42% in January),
and organizational fares accounted for the remaining 33% of trips (29% in January).
The use of the UMO reader continues to increase as a percentage of overall fare payments.
In August 2021, 56% of fares used the UMO reader. By February 2022, 70% of all riders utilized
the UMO reader. This includes fares paid using the UMO smartcard or app, and any fare
program that utilizes a smartcard (most High School, USM, UNE, and SMCC trips). Cash
payments and certain fare programs, most notably Maine Med, are not handled with the UMO
reader. UMO payments allow for faster boarding, less user/operator error, and better pass
management than non-UMO payments.

FISCAL IMPACT
None.
RECOMMENDATION
This item is for information and discussion.
CONTACT
Mike Tremblay
Director of Transit Development
(207) 517-3023
mtremblay@gpmetro.org
ATTACHMENTS
Attachment A – Metro Ridership Slide Deck
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RIDERSHIP COMMITTEE

AGENDA ITEM 5

DATE
March 17, 2022
SUBJECT
Update on low-income and refugee programs
PURPOSE
Brief update on progress toward providing fare assistance to refugees and low-income riders.
BACKGROUND/ANALYSIS
For some time, Metro Staff has been working with social service agencies, community leaders,
and advocates, together with Metro’s transit agency partners, to identify how our
reduced-fare program may be extended to low-income riders. Challenges related to this
initiative include funding (i.e., replacement of lost revenue due to an increased proportion of
reduced fare rides), determination of eligibility, and coordination with partner agencies.
In recent months, Metro has agreed on basic terms with Portland’s General Assistance
Department to offer an unlimited ride pass program to the region’s refugee population. This
program will be funded for one year by a FEMA grant.
Metro staff discussed the possibility of making the unlimited ride pass available to all General
Assistance clients. However, it was determined that the GA’s regular funding source was
only permitted to fund essential trips for clients with no other means. Consequently,
allowing unlimited access to all GA clients is not an option currently. Note: The FEMA
funding is not restricted in its use and, as such, the refugee pass program is eligible to be
unlimited rides.
Metro staff, along with the partner agencies will continue to explore ways to increase access to
mobility to low income riders along with a sustainable funding source for this endeavor.
FISCAL IMPACT
None.
RECOMMENDATION
This item is for information and discussion.
CONTACT
Glenn Fenton
Chief Transportation Officer
(207) 517-3029
gfenton@gpmetro.org

RIDERSHIP COMMITTEE

AGENDA ITEM 6

DATE
March 17, 2022
SUBJECT
Community Transportation Leaders
PURPOSE
Members of the Community Transportation Leaders will be presenting on existing challenges
they face using the bus network.
BACKGROUND/ANALYSIS
The Community Transportation Leaders are a group of transit users and advocates intended to
advance the inclusion of underrepresented communities, including older adults, people with
disabilities, and people of color. The Community Transportation Leaders program is led by GPCOG
and PACTS, and is intended to ensure that decision makers are hearing from underrepresented
communities.
The Community Transportation Leaders will make a presentation on what challenges they face in
the existing transit network. This input will be useful context for Metro’s ongoing Title VI
document update, discussed during this meeting during Item 7.
FISCAL IMPACT
None.
RECOMMENDATION
This item is for information and discussion.
CONTACT
Mike Tremblay
Director of Transit Development
(207) 517-3023
mtremblay@gpmetro.org

RIDERSHIP COMMITTEE

AGENDA ITEM 7

DATE
March 14, 2022
SUBJECT
Title VI Program
PURPOSE
Provide background and overview on Metro’s VI Program draft and public outreach strategy.
BACKGROUND/ANALYSIS
Title VI of the Civil Rights Act of 1964 requires that agencies receiving federal funding develop and
implement plans to ensure that no one receiving benefits under a federally-funded program is
discriminated against on the basis of race, color, or national origin.
Every three years, transit agencies are required to update and submit their Title VI Program to the
Federal Transit Administration. Metro’s most recent Title VI Program was submitted to the FTA in
April 2019. The 2022 updated Title VI Program must be approved by the recipient’s Board of
Directors prior to the submission date of April 30, 2022.
The full requirements of this submission were discussed in Metro’s January 2022
Ridership Committee meeting. A draft version of this document was presented to the Ridership
Committee in February 2022. A public information meeting was held on March 8, 2022, which
was recorded and has been posted on Metro’s website.
Attachment A contains Metro’s first draft of the 2022 Title VI program document. This draft is in
progress, and has several areas of information that staff is still compiling. We welcome the
Ridership Committee’s feedback on proposed changes or other comments.
Title VI Program Submission Timeline:
February 17, 2022 - Ridership Committee
- First Review of Title VI Program in draft form for review and discussion.
- Public and committee input on overall plan.
March 8, 2022 - Title VI Public Hearing
March 17, 2022 - Ridership Committee
- Second review of Title VI Program update in draft form for review and discussion.
- Pubic and committee input on overall plan.
March 24, 2022 - Board Meeting
- Board approval of Title VI Program update in draft form and discussion.
April 30, 2022
- Deadline for submitting 2022 Title VI Program to FTA

FISCAL IMPACT
None
RECOMMENDATION
Staff asks that the Committee recommend, with possible revisions, the Title VI program for
approval at the March 24, 2022
CONTACT
Denise Beck
Marketing and Community Outreach Manager
(207) 517-3027

ATTACHMENT:
Attachment A – Metro’s DRAFT Title VI Program, March 2022
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Title VI Program
April 2022
(rev. 3.15.22)
rev 4
Prepared by:
Greater Portland Transit District
114 Valley Street
Portland, ME 04102
207.774.0351
gpmetro.org

KEY
Items highlighted in YELLOW – will be updated
Items in Red – have been updated, but not finalized
Items in Black – No change (subject to change)
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Sec. 1.0 INTRODUCTION
This Greater Portland Transit District’s (Metro) Title VI Program has been updated to ensure
that the level and quality of Metro’s fixed route and demand response services are provided
in a nondiscriminatory manner and that the opportunity for full and fair participation is offered
to Metro’s riders and other community members. Additionally, through this program, METRO
has examined the need for services and materials for persons for whom English is not their
primary language and who have a limited ability to read, write, speak, or understand English.
METRO is committed to ensuring that no person is excluded from participation in, or denied
the benefits of, or subjected to discrimination in the receipt of any of Metro’s services on the
basis of race, color, or national origin. The contents of this program have been prepared in
accordance with Section 601 of Title VI of the Civil Rights Act of 1964 and Executive Order
13116 (Improving Access to Services for Persons with Limited English Proficiency).
Under the Civil Rights Act of 1964, and as a recipient of federal funding under the programs of
the Federal Transit Administration (FTA) and of the U.S. Department of Transportation (US
DOT), METRO has an obligation to ensure that:
•

The benefits of its bus services are shared equitably throughout the service area;

•

The level and quality of bus services are sufficient to provide equal access to all riders
in the service area;

•

No one is precluded from participating in Metro’s service planning and development
process;

•

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

•

A program is in place for correcting any discrimination, whether intentional or
unintentional.

METRO has sought to engage the public in the development and update of this program.
METRO engaged community organizations, riders, and staff to provide input. Metro’s Board of
Directors was involved in the update of this program. In February and March 2022, the Board’s
Ridership Committee reviewed the draft Title VI Program. The scope of the public notice was
increased to notify the public and transit users that the Title VI Program was under review and
public participation was encouraged. Following this review, the final proposed program was
reviewed and approved by the METRO Board of Directors on March 24, 2022.
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This program contains all of the elements required of a transit provider operating in an
urbanized area of 200,000 or more in population and operating less than fifty (50) vehicles in
peak service. It supersedes Metro’s Title VI Program of 2019 and is effective as of April 30,
2022. It has been prepared using data from the 2014-2018 American Community Survey 5-yr
Estimate, the most recent such data available at the time of this document’s adoption.

Sec. 2.0 GENERAL REQUIREMENTS
2.1

Notice to the Public:

To make Metro’s riders aware of its commitment to Title VI compliance, and of their right to
file a civil rights complaint, METRO has presented the following language on its website
(gpmetro.org), on posters at the Congress/Elm Transit Center and in buses, and in brochures.
Title VI of the Civil Rights Act of 1964
"No person in the United States shall, on the
ground of race, color, or national origin, be
excluded from participation in, be denied the
benefits of, or be subjected to discrimination
under any program or activity receiving
Federal financial assistance."

2.2

Title VI translations in five languages is posted on
buses.

Procedures for Filing a Complaint:

These procedures cover all complaints under Title VI of the Civil Rights Act of 1964. Members
of the public who believe they have been the subject of discrimination can file a written and
signed complaint up to 180 days from the date of the alleged discrimination. To find out more
about Metro’s nondiscrimination procedures or to file a complaint, look for information online
at gpmetro.org or call (207) 774-0351.
Any individual, group of individuals, or entity that believes it has been subjected to
discrimination prohibited under Title VI may file a complaint by completing the METRO
complaint form and forwarding it to:
Greater Portland Transit District
Attn: Executive Director
114 Valley Street
Portland, ME 04102
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METRO has developed a Title VI Complaint Form (Attachment A) that asks for the following
information:
• Individual contact information.
•

Date and location of incident.

•

Detailed description of incident, the basis for alleging that discrimination has
occurred, and identification of all involved parties.

•

Identification of any witnesses to the incident.

Title VI complaints must be signed and dated. Members of the public can access complaint
forms and instructions at Metro’s Congress/Elm Transit Center, main office located at 114
Valley Street, Portland ME 04102, and on the website (gpMetro.org). Hard copy forms and
instructions can be mailed upon request.
In the case where a complainant is unable or incapable of providing a written statement, a
verbal complaint of discrimination may be made to the Transportation Manager. Under these
circumstances, the complainant will be interviewed, and the Transportation Manager will
assist the complainant in converting the verbal allegations to writing.
2.3

Procedures for Processing a Complaint

These procedures cover all complaints under Title VI of the Civil Rights Act of 1964, Executive
Order 12898 “Federal Actions to Address Environmental Justice in Minority Populations and
Low-Income Populations” (1994), and Executive Order 13166 “Improving Access to Services to
Persons with Limited English Proficiency” (2000), for alleged discrimination in a program or
activity administered by METRO.
The following measures will be taken to resolve Title VI complaints.
COMPLAINT HANDLING PROCEDURES
Within two (2) business days, the Transit Operations Manager will notify the customer that
he/she received the complaint and will conduct an investigation. Within the same timeframe,
the EEO Officer will be immediately notified of any complaints identified as, or initially believed
to be, Title VI.
a. If a complaint is deemed incomplete, additional information will be requested, and
the Complainant will be provided thirty (30) business days to submit the required
information. Failure to do so may be considered cause for a determination of no
investigative merit.
2. FOR GENERAL COMPLAINTS - within ten (10) business days from receipt of a complete
complaint, the Transit Operations Manager will complete a written report outlining the
investigation’s conclusions and what, if any, resolutions will be implemented.
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3. TITLE VI COMPLAINTS – within two (2) business days from receipt of a complete complaint, the
Transit Operations Manager (or designee in the case of absence) will report the complaint to the EEO
Officer who will determine whether the complaint has sufficient merit to warrant additional
investigation as an ADA or Title VI complaint. Within three (3) business days from this decision point,
the EEO Officer (or designee) will notify the Complainant whether or not a formal Title VI investigation
will be pursued.

If the complaint is deemed to have investigative merit: A complete investigation will be
conducted, and an investigative report will be completed within sixty (60) days from receipt of
the complaint. The report will include a narrative description of the incident, summaries of all
persons interviewed, a finding with recommendations for remedial steps as appropriate and
necessary. The remedial steps, if any, will be implemented as soon as practicable. The
Complainant will receive a copy of the final report together with any remedial steps.
If the decision is not to investigate as a Title VI complaint: the notification shall specifically state
the reason for the decision.
a. The complainant may appeal the EEO Officer’s decision by making a written request
to the Executive Director within thirty (30) days of receiving the EEO Officer’s
decision.
b. Upon receiving an appeal, the Executive Director will evaluate the appeals request,
the original complaint, the facts of the case including the investigation process,
conclusions and outcomes. The Executive Director’s primary evaluation criteria will
include: proper application of Title VI law and regulations, consistent and equitable
investigation process, sound judgment and considerations of operational practicality.
c. The Executive Director will respond to the appeal within ten (10) business days.
d. Complaints may also be filed with the Federal Transit Administration (FTA) no later
than 180 days after the date of the alleged discrimination. Complaints to FTA may be
submitted to the following office:
Federal Transit Administration
Office of Civil Rights
55 Broadway, 9th Floor
Cambridge, MA 02142
The EEO Officer will retain all pertinent records of ADA and Title VI complaints for five (5) years.
Using MS Excel, MS Access, or other appropriate database tool, the EEO Officer will maintain a
summary log of all complaints received for one (1) year. The log shall include the date the
complaint was filed, the type of complaint (i.e., General, ADA, Title VI), a summary of the
allegations, the status of the complaint, and actions taken by Metro in response to the
complaint. See Attachment B: Policies and Procedures for General, ADA, and Title VI Complaints and
Attachment C: Metro’s TITLE VI – Log of Complaints and Investigations (2019-2022).
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Sec. 3.0 METRO’S PUBLIC PARTICIPATION PLAN
Metro’s Public Participation Plan has been prepared to ensure that no one is precluded from
participating in Metro’s service planning and development process.
3.1
METRO Public Involvement Efforts
METRO uses a variety of proactive methods to gather broad-based public input on its
services, standards, and projects.
•

Board of Directors and Board Committee Meetings – these meetings are open to the
public and the meeting location is accessible by transit as well as ADA accessible. From
March 2020 through March 2022, (due to the COVID-19 pandemic) most meetings
were held virtually. The link to meetings was made available to the public. Every
agenda includes a separate item for public comment. Agendas are posted on the
website and at Metro’s transit center. All supporting materials are posted on Metro’s
website, along with the agenda. Metro’s website includes options for riders to
subscribe to receive text alerts for meeting agendas, schedule changes, and other
updates. The Board and its three committees each meet monthly. The regular meeting
dates for the Board and its three committee meetings are established at the beginning
of the year and listed on Metro’s website (gpmetro.org) and posted at the Metro Pulse
at Elm Street, Metro’s downtown transportation hub, allowing the public ample notice
for meeting dates.
The Board’s three committees include Executive, Ridership, and Finance. The
Ridership Committee meets monthly, typically the third Thursday, and includes
agenda items most impacting riders. Service plans, fares, and budgeting are discussed
and decided at Board and Committee meetings. The Executive Director and staff, as
directed by the Executive Director, are available at all meetings. Guests in attendance
are asked for their contact information. Members of the general public are invited to
speak at the meetings. METRO provides translation and interpreter services, including
American Sign Language, upon request.
•
Targeted Community Workshops – for service improvements and expansions,
METRO holds more focused community workshops. The most recent examples of
these were held during Metro’s planning process for fare pricing and payment changes
(see 3.3 herein) and proposed changes to METRO service on the Portland Peninsula
route (2019-2021).
• Task Forces and Advisory Committees – METRO facilitates the assembly of task forces
for specific initiatives. Most recently (2019), a Task Force was formed to guide a
discussion around a proposal to change transit service on the Portland Peninsula. The
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Task Force was comprised of key stakeholders from the community and held regular
meetings. A decision was made to pause the plans for this service change; however,
several tactics that were used to reach LEP persons, such as videos and meetings with
interpreters and translated surveys, will be used for future projects.
•

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

•

E-Mail - METRO address suggestions.

•

Metropolitan Planning Organization (MPO) Process – The MPO formally notices and
conducts public hearings on behalf of Metro and other regional transportation
providers for the purpose of the gathering public comments on the regional program
of projects and updates to the Transportation Improvement Program (TIP).

•

Local City/Town Council Meetings – Each year, Greater Portland Metro’s member
communities -- Portland, Westbrook, Falmouth, and as of 2019, Brunswick, Freeport,
and Yarmouth, consider their local contributions as part of their annual budget
processes. Metro staff often provides presentations on budget, services, and
current/proposed projects at these budget meetings, which are open to the public.

info@gpmetro.org - for requests, comments, and

3.2
Public Comment for Fare Increases and Major Service Reductions
Metro holds issue-specific public meetings whenever the agency is considering one or more of
the following changes:
•

A fare increase or significant change in the method of fare payment.

•

A new route is being established.

•

An existing route is proposed for elimination.

•

Considering the total discontinuance of service on any route or group of routes on any
given day when service is currently offered.

•

Any system-wide change in service hours that exceeds (plus or minus) 10% of current
total service hours.

•

Proposed modifications to routes or groups of routes that would affect more than 25%
of the riders using the affected routes.

•

Proposed schedule changes on any given route or group of routes that reduces the
total number of one-way bus trips by more than 25% of the current number of bus
trips.

•

For minor schedule and service changes not rising to the level of those above, Metro
will post notices on appropriate buses and stops 14 days in advance of the change date.

The approval process for all the above, except but minor changes, will take the following form:
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Step 1 - Internal staff review based on documented need, professional judgment, public
request.
Step 2 - Preliminary review of proposed changes by one or more committees of the Board of
Directors.
Step 3 - Preliminary review by full Board of Directors.
Step 4 – Public input process commences using public meetings and other approached to
gather broad-based feedback including surveys, presentations to stakeholder groups and
organizations, and public presentations to city/town councils or other public bodies (e.g.,
planning boards, and council committees).
Step 5 - Public input along with final recommendations communicated to the Metro Board of
Directors.
Metro’s Public Participation Plan is outlined in Attachment D – Policy and Procedures for
Soliciting and Considering Public Comment on Fare Increases and Major Service Reductions.
Per this policy, meetings are held in communities along Metro service routes, with at least one
held on a weekday evening and one on a Saturday. Meetings are always held at a location that
is transit and ADA accessible.
Most meetings held between March 2020 and March 2022 where held
remotely, due to the COVID-19 pandemic. Information on how to attend
remote meetings is provided on the Metro website and included on
signage posted at Metro’s downtown transportation hub (21 Elm St. in
Portland).
Alerting the public to these meetings includes the following outreach
tactics:
o Formal notice in one or more local newspaper(s)
o Brochures on board all buses
o Brochures/posters posted at Metro’s transit center
o Facebook posts and other social media outlets.
o Notices on Metro’s website and websites of member communities
o Newsletter distribution and e-mail blasts to numerous community
organizations, stakeholders, and residents who have asked to be on
Metro’s e-mail distribution list, including subscribers to Metro’s
website new alerts.
3.3
Fare Change Program – Introduced October 1, 2020
In 2019, Greater Portland Metro held interactive public meetings in all communities within
their transit system to inform and gather feedback on a proposed fare increase and new
electronic fare system. As part of the planning process, a Title VI Fare Change Review
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(Attachment E) was conducted in additional to the tactics listed above (Attachment F – Public
Participation Planning Process Summary).
The new fare system was originally planned to kick off April 1, 2020; however, due to the
COVID -19 pandemic, Metro instead suspended fares through the end of September 2020 and
introduced the new fare system and fare increase on October 1.
Leading up to the launch, Metro staff, held
community outreach sessions (following
pandemic protocols) to explain the new system,
translated mobile app and smartcard
instructions on the new fare system, and
included several videos, some interpreted,
which further explained its benefits. Metro has
continued to accept cash fares and provides
opportunities for unbanked riders to use the
system. Riders can load value on to their smart
card at CVS, Walgreens, and 7-Eleven location.
A fare capping feature and 90-minute pass
provides additional cost saving benefits.
Metro collaborated with two other regional
transit systems on this project, Biddeford Saco
Old Orchard Beach Transit and South Portland
Bus Service, providing opportunities for riders
to travel throughout the region using different
transit systems but one fare system.
Following the launch of the fare system, a new
version of the mobile app was introduced,
which that features one mobile app to plan
their trip, pay their fare, and track their bus. The
new UMO Mobility App / DiriGo Pass and related
website – DiriGoPass.org can be accessed in
multiple languages. Instructions for the smartcard
and mobile app have been translated into several
languages.

3.4

Amjambo Africa is a monthly newspaper featuring
news for the immigrant community is the Greater
Portland Region. This page includes s story about the
new fare system and ad translated into several
languages.

Public Transit-Human Services Transportation

METRO participates in the local public transit-human services transportation coordinated
planning effort. To be eligible for Section 5310, 5316, or 5317 funds administered by the State,
projects must be in the local plan. Through our participation in the planning efforts, we
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regularly meet with representatives of human service agencies to discuss the transportation
needs of elderly persons, persons with disabilities, low income, and LEP persons to ensure our
current or planned services meet the needs of these individuals.
In addition, METRO participates in Greater Portland Council of Governments (GPCOG)
outreach activities, such as the Bus Ambassador Program, Transit Together, Community
Transportation Network, Ride With Me, and Travel Helpers, that support outreach efforts to
low income, LEP, and senior populations.
3.5 Transportation Improvement Program (TIP) Public Involvement Process
The public involvement process for the Transportation Improvement Program (TIP) provides
the public another opportunity to participate in Metro’s transportation planning efforts. This
effort is led by the Portland Area Comprehensive Transportation System (PACTS) and
Metropolitan Planning Organization (MPO). PACTS has a written public involvement plan and
an approved Title VI Plan.
Strategies used by PACTS to inform and involve the public in transportation planning efforts
include:
•
•
•
•
•
•

Website, news releases to local media, and public notices distributed to interested
parties by email;
Workshops and forums;
Public opinion surveys;
Presentations to civic and professional groups;
Outreach to stakeholder organizations; and
Convening the Transportation & Community Well-Being Network

In 2017, GPCOG and PACTS launched the Transportation & Community Well-Being Network,
which meets monthly. This “mobility management” network brings together key stakeholders
to share information and work together on improving transportation access and options for
people who experience barriers. The network includes representatives from human services,
health care, transportation, aging, disability, and representatives from populations that
frequently experience transportation barriers. The Network provides a venue for coordination
and information sharing and includes representatives from regional transit agencies, including
Greater Portland Metro staff, and stakeholders from non-profit services and organizations,
including those that support LEP persons.

SEC. 4.0 LANGUAGE ASSISTANCE PLAN
4.1

Four-Factor Analysis
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In order to ensure meaningful access to programs and activities, METRO conducted the
four-factor analysis and based on the results of the analysis, developed a language
assistance plan to aid efforts in reaching persons with Limited English Proficiency (LEP).
METRO analyzed the following four factors:
• The number and proportion of LEP persons served or encountered in the eligible service
population;
•

The frequency with which LEP individuals come into contact with METRO services and
programs;

•

The nature and importance of the program, activity, or service provided by our
program;

•

The resources available to the recipient and costs.

Factor 1: Number and Proportion of LEP Persons Served or Encountered
The first step in determining components of an LEP Plan is understanding the proportion of
LEP persons who may encounter and use Metro’s services, their literacy skills in English and
their native language, and the location of their communities and neighborhoods.
Across the seven service areas covered by METRO, the data indicates a total population of
168,159. Within the population, 15,385 are estimated to speak another language at home
(9.4%) other than English. Within this population, 6,446 (3.6%) are estimated to speak English
“less than very well. Table 1 illustrates this distribution by municipality.
Table 1: Proportion of Languages other than English by Community:

Source: 2014-2018 American Community Survey 5-yr Estimate/ DP02 Selected Social Characteristics in the United States
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Table 2: Top Population Groups with Highest Proportions of Individuals over 5 years of Age.
Table 2: Languages Spoken at Home Other Than English
Total
Population
(over age 5)
Brunswick
Falmouth
Freeport
Gorham
Portland
South
Portland
Westbrook
Yarmouth
Service
Area

Pop. Speaking
Language other
than English

Spanish

14,208
11,619
8,023
16,510
63,337
24,351

1,126
529
212
570
8,360
2,854

Count
194
124
25
173
1,211
382

%
1.4%
1.1%
0.3%
1.0%
1.9%
1.6%

17,522
8,239

1,453
281
15,385

169
8
2,286

1.0%
0.1%
1.4%

Other IndoEuropean
languages
Count
%
554 3.9%
239 2.1%
158 2.0%
258 1.6%
3,124 4.9%
1,053 4.3%
582
215
6,183

3.3%
2.6%
3.8%

Asian and
Pacific Islander
languages
Count
%
320
2.3%
190
1.6%
27
0.3%
52
0.3%
1,595
2.5%
339
1.4%
185
9
2,217

1.1%
0.1%
1.7%

Other
languages
Count
58
46
2
87
2,430
1,080

%
0.1%
0.4%
0.0%
0.5%
3.8%
4.4%

517
49
4,269

3.0%
0.6%
2.6%

Table 2: Languages Spoken at Home Other Than English and Speak English "Less than Very Well"
Total
Population
(over age 5)
Brunswick
Falmouth
Freeport
Gorham
Portland
South
Portland
Westbrook
Yarmouth
Service
Area

Pop. Speaking
Language other
than English

Spanish

Other IndoEuropean
languages

Asian and Pacific
Islander
languages

Other languages

14,208
11,619
8,023
16,510
63,337
24,531

259
124
23
80
3,826
1,087

Count
0
0
0
14
421
90

%
0.0%
0.0%
0.0%
0.1%
0.7%
0.4%

Count
128
38
23
8
1,308
260

%
0.7%
0.3%
0.3%
0.0%
2.1%
1.1%

Count
111
46
0
11
735
219

%
0.3%
0.4%
0.0%
0.1%
1.2%
0.9%

Count
20
29
0
47
1,362
518

%
0.3%
0.2%
0.0%
0.3%
2.1%
2.1%

17,522
8,239
163,809

491
51
5,941

11
0
536

0.1%
0.0%
0.3%

109
51
1,925

0.6%
0.6%
1.2%

67
0
1,189

0.4%
0.0%
0.7%

304
0
2,280

1.7%
0.0%
1.4%

Source: 2014-2018
American Community Survey 5-yr Estimate
DP02 Selected Social Characteristic in the United States

Table 2 shows American Community Survey data and identifies four (4) main language
classifications. The top table shows the breakdown of the four main language classifications by
municipality. The bottom one shows the same breakdown, but the difference is it shows people
who speak that language at home AND speak English “less than very well.”
This most recent census data does not break down individual languages. The Census Bureau
collapses the languages into more manageable categories for tabulations. The original language
categories were developed following the 1970 Census and were based generally on Classification
and Index of the World's Languages (Voegelin, C.F. and F.M., 1977). In the American Community
Survey, the language categories have been updated, with the latest revision occurring in 2016.
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In 2016, linguistic classifications were based generally on the hierarchies in Ethnologue:
Languages of the World, 19thEdition (Simons, G.F. and C.D. Fennig (eds.), 2016). The
determination of whether to show an individual language or collapse it into an aggregated
category depends chiefly on the size of the population in the United States speaking that
language at home. In tabulations, smaller languages are aggregated with other languages in a
way that meets a certain population threshold, but has some utility for translators or
researchers.
The simplest collapse recodes languages other than English into four major language groups:
Spanish, Other Indo-European languages, Asian and Pacific Island languages, and Other
languages.
As Table 2 indicates, the largest language category of LEP persons is Indo-European; followed by
“Other Languages,” and Asian and Pacific Islander languages. Because the US Census Bureau
data does not break down this category into actual languages, METRO staff examined data
provided by Portland Public Schools to gain additional information on the extent and
proportionality of different languages.
Table 3, below, lists languages spoken at the Portland Public Schools, indicating that the top
languages, other than English, within the Portland Public School System are Portuguese, Somali,
Spanish, Arabic, and French. Each of these languages are spoken by over 250 students. The chart
also lists the other top 10 ‘other languages’ spoken at Portland Public Schools. The full list, which
further breaks down the list of languages, includes 66 world languages spoken by 2,572 students,
which is 38.1% of the student population.
Table 3. Top 10 Non-English Languages Spoken at Portland Public Schools, 2021.
#
1
2
3
4
5
6
7
8
9
10

Language
Portuguese
Somali
Spanish
Arabic
French
Lingala
Vietnamese
Khmer
Kinyarwanda
Persian

Total Number of Students
501
450
391
327
284
155
78
68
61
41

Source: Portland Public Schools Multilingual & Multicultural Center

The Portland Public School system has the highest number of students in the state that speak
languages other than English.
Community Partner Survey:
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To assist in breaking down the language categories, Metro staff asked community partners to
assess the extent to which they come into contact with LEP populations. Additional information
was received from Portland Public Schools and Catholic Charities (RIS Service).
Community Organizations in Service Area:
•

Portland Public Schools:
Portland, Maine, is a diverse district where 6,750 public school students speak more than
65 languages. As of Jan 2022, the top ten languages, other than English, spoken by
students and their families in PPS -PreK-12 are: Portuguese, Somali, Spanish, Arabic,
French, Lingala, Vietnamese, Khmer, Kinyarwanda, and Persian. The relatively large
number of Portuguese, Somali, Spanish, Arabic, and French speakers in Portland Public
Schools indicates that these languages may be close to the “Safe Harbor” threshold of
1,000 speakers in METRO’s service area, justifying METRO’s translation of these
languages. Lingala and Kinyarwanda are not translated because these are French
speakers in general.

•

Catholic Charities Maine:
Catholic Charities is a large organization with many programs serving all Mainers. They
run the Maine Refugee and Immigration Services (RIS), Maine’s only refugee
resettlement program. RIS offers a range of services to refugees. RIS also helps asylees
(asylum seekers who have been granted asylum) once they have received their asylum
documents). Catholic Charities Maine Refugee and Immigration Services (RIS) is
dedicated to helping those seeking a new life in America become independent,
productive members of our community.
They welcomed an influx of Afghan parolees in 2021 who speak Dari and Pashto and
also working with individuals who speak Sudanese, Congolese, and Haitian. The
majority of people speak Arabic, Somali, French, Swahili, Kinyarwanda, Portuguese,
Lingala, Haitian-French, Spanish.

Factor 2 – Frequency of LEP Use/Contact with METRO Service
There are a number of places where Metro riders and members of the LEP population can
come into contact with METRO services including riding the bus, calls to and direct contact
with customer service representatives, the Metro website, and outreach materials and
orientation events.
Major points of contact include:
• Using bus service (on board signage, announcements, and driver language skills);
• Communication with customer service staff (phone, email, website, in- person);
• Printed and online materials;
• Website and Social Media;
14

•
•

Local news media including print and radio;
Public meetings and orientation events.

Employee Survey (Conducted in February 2022)
To better understand the frequency with which LEP riders come into contact with Metro
services, Metro surveyed its staff, including bus operators and customer service staff. The
survey asked what language skills already exist among employees and the number and nature
of encounters with riders or other community members where language is a barrier.
The first question asked employees if they can communicate in a language other than English,
and, if so, what language or languages. Of the 56 out 115 employees who responded to the
survey, a very small percentage of the employees participating could speak one or more
languages other than English.
Table 4: Staff Language Abilities
Language
Ability: Fluent (# of employees) Ability: Limited (# of employees)
ASL
Arabic
Azarbjean
Bosnian/C
Farsi
French
Italian
Kinyarwanda
Kurdish
Lingala
Portuguese
Russian
Somali
Spanish
Turkish
The second question asked employees
year and the frequency.

2
2
1
1
1
1
3
4
1
1
1
1
1
2
1
1
2
1
what languages they encountered within the last

Table 5: Languages Encountered by Metro Staff
Language
African (unspecified)
Arabic
ASL
Burundi
Creole
French
Italian
Kinyarwanda
Lingala
Portuguese

Daily

Weekly

1
3

Monthly

Less than
Monthly

Not
Specified
1

2
1
1

1
10
1
1
5
15

4

3
1

2

1

2

Russian / Eastern European
1
1
Somalian
1
1
Spanish
7
2
3
Swahili
1
Unknown
1
The third question asked employees what type of needs or requests for assistance have
been received from LEP customers. Those responses included:
• Understanding time schedules.
• Where are stops located?
• Directions for specific locations / addresses along bus routes.
• Directions and routes
• Fare Collection – various questions around types of tickets, reduced fare, etc.
• Am I on the right bus? How do I get to my destination? (majority)
• Request for more signage in multiple languages
• Questions about reduced fare eligibility
• Employment applications
Factor 3 – The Importance of LEP Services to People’s Lives
The transit service provided by Metro is a critical public service that many members of the
community use and rely on. Many depend on Metro services – and associated complementary
ADA paratransit service – for access to jobs, education, shopping, and healthcare. Metro
provides access to seniors, low-income riders, commuters, and students. Metro has
developed several programs with schools, colleges, businesses, and organizations to provide
easy and accessible transportation.
Those programs include partnerships with:
• Metro coordinates with the City of Portland on several initiatives.
- In June 2019, the Portland Expo was temporarily turned into an emergency
homeless shelter after an influx of asylum-seekers from Angola and the Democratic
Republic of the Congo came to the city from the southwestern border. Staff from
Greater Portland Metro provided information sessions and other support for
asylees.
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-

Portland’s Office of Economic Opportunity developed a Natural Helpers Program to
educate residents on community resources. Metro
staff takes part in this annual program, providing
information on navigating the transit system.
Metro is also assisting the City in their efforts to
support new arrivals to the region by contributing
a video on how to get the transit system. The video
will be translated into several languages.

• The University of Southern Maine (USM). METRO
expanded transit service between USM campuses and
introduced a new U-Pass program for students, staff,
and faculty to use the transit system. In September
2021, over 20% of METRO ridership was associated
with USM. These trends vary based on the school
calendar, but nonetheless, Metro’s partnership with
USM is a strong ridership generator, particularly on the Husky Line.
•

Southern Maine Community College (SMCC). METRO and SMCC have partnered for
several years, providing free transportation to students.

•

Metro has developed relationships with more than 75 businesses, organizations,
stakeholders, and non-profits.

•

METRO partnered with Portland Public Schools in 2015 and continues to work with
the school system to provide transportation for all high school students. METRO
estimates that approximately 600 students use METRO services per weekday. Using
LEP percentages, that would approximate to 162 LEP students. Future plans may
include the expansion of this program for younger students.

When limited English proficiency is a barrier to using METRO, this can be a barrier to
employment, education, healthcare, and other life necessities. Critical information from
METRO which can affect access includes:
• Route and schedule information
• Fare and payment information
• Information on using the transit system
• Service Changes and announcements
• Complaints and Comment forms
• Announcements related to public meetings
• Information about ADA complementary service
• Emergency communications
METRO continues to update these materials as appropriate and translate when possible.
Factor 4 - Resources Available and Costs for LEP Outreach
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METRO has committed resources to improving access to its services and programs for LEP
persons and has implemented the following measures to reach LEP populations:
o

A language chart, posted at the walk-up window at the Metro Pulse, the downtown
transit hub, provides a tool for customer service staff to provide language assistance
when necessary, METRO has contracted a third-party translation service to provide
translation services over the phone on an on-call basis. The costs are covered through
our marketing budget.

o

METRO contracts with local vendors to provide printed translation materials as needed.

o

On Request Oral Interpretation – Upon request, METRO provides interpretation
services, including American Sign Language, at public meetings, including Board and
Committee meetings. METRO has also contracted with an interpreter service to
provide service via phone or in person upon request.

o

Metro’s website sends text alerts regarding meetings, schedule updates, and other
service information to riders, and employs Google Translate so that LEP persons can
access service, fare, and other information on the website. The DiriGo Pass fare payment
mobile app also includes a text message component that can be used to send out
important updates and messages.

o

METRO uses Google Translate for its website to translate website information into more
than fifty (50) languages. Additionally, METRO includes PDFs and links on its website
with information and translated materials.

o

The customer service staff utilizes tablets at the walk-up window to assist LEP with
languages using Google Translate. This has been a very cost effective and helpful tool.
Coordination with Community Organizations, include:

o

Immigrant Welcome Center: This resource for the Greater
Portland Region serves as a hub of collaboration providing
resources and information to the immigrant community. The
Center created the New Mainer’s Guide to Greater Portland,
which includes resources and opportunities for immigrants
and refugees. Greater Portland METRO staff was involved in
the development of the Guide and information about Metro’s
bus system is included.
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o

o

Catholic Charities Maine Refugee and Immigration Services (RIS) Maine’s only
refugee resettlement program, Catholic Charities Maine
Refugee and Immigration Services (RIS) is dedicated to helping The New Mainers Guide
to Greater Portland
those seeking a new life in America become independent, includes information on
productive members of our community. Since they work how to use the bus
specifically with new arrivals, they don’t have an accurate system.
count of overall language populations; however, based on their
intake information, the majority of people they welcome speak Arabic, Somali,
French, Swahili, Kinyarwanda, Portuguese, Lingala, Haitian-French, and Spanish.
Greater Portland Council of
Governments -- Bus
Ambassador Program
With funding from the CARES
Act, GPCOG, with support
from transit systems Greater
Portland METRO and South
Portland
Bus
Service,
developed a Bus Ambassador
Program in the Greater
Portland region. The Program
aims to support help new
riders
understand
the
region’s transit system and is
initially
focused
on
This flyer, featuring a METRO employee, has been
supporting riders with limited
English
proficiency.
Bus translated in five languages.
Ambassadors are vetted and
trained to work directly with individuals and families.
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4.2

New Approaches

Translation of Vital Documents – Metro translates vital documents into five languages:
Arabic, French, Portuguese, Spanish, and Somali.
Vital Documents:
• ADA overview and application
• Reduced fare information and application
• How to Ride Guide, including fare information
• Title VI brochure
• Title VI complaint form
• General complaint Form
These languages were identified for translation based on the four-factor analysis and these
considerations:
According to the Safe Harbor Provisions, written translation of vital documents is called for when
a language group makes up at least 5% or 1,000 persons (whichever is less) of the total
population. Based on the four-factor analysis, no single language met the thresholds established
in the Safe Harbor Provision. The American Community Survey (2014-2018) groups languages,
aside from Spanish, together into categories:
•
•
•

“Other Indo-European languages”, which include French, Portuguese, German, Hindi,
and other languages originating in Europe and West Asia;
“Asian and Pacific Island languages”, which include Mandarin, Cantonese, Japanese,
Korean, Vietnamese, Khmer, Thai, and other languages originating in East Asia and the
Pacific Islands;
“All other languages”, which include Navajo and other Native languages of North
America, Arabic, Hebrew, Swahili, Somali, and other languages.

The census data did not further break down individual languages within these groups, so it is
difficult to glean
Based on 2021 information received from Portland Public Schools, Portuguese, Somali, Spanish,
Arabic, and French are the top five languages, other than English spoken in our region. City of
Portland, Catholic Charities, and Greater Portland Council of Government staffs concur that
while these languages may or may not meet “Safe Harbor” provisions, they are the five top
languages in the Greater Portland region, and thus translation of these languages would be
beneficial to a significant portion of the population in METRO’s service area. The founder of a
translation/interpreter business in Portland, Maine, concurs that these continue to be the most
requested languages in the Greater Portland region.
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Additional Resources include:
Posters with Information in Multiple Languages – Metro created multi-lingual posters that
provide information on how to access language assistance when engaging with METRO. The
poster contains statements and directions in Arabic, English, French, Portuguese, Somali and
Spanish and are displayed at the Metro’s Pulse, the downtown transit hub.
Expanded Partnership and new public awareness campaign with Portland Public Schools
Through a partnership that began in 2015, Portland’s high school students use METRO transit
services extensively and also represent diverse nationalities, races, and languages. Portland
Public Schools has a Multilingual and Multicultural Center that accommodates the unique needs
of immigrant and refugee families in Portland by providing a centralized system of student
registration to ensure data information accuracy. They also provide outreach and services for
limited English-speaking parents in the Portland Public Schools. Metro staff and Board work
with PPS staff and students to improve communications and respond to the needs of students
when possible.
As a result of student feedback, METRO
implemented a multi-tiered safety and antiharassment program targeting not only students
but all passengers, that included:

•

Strengthening Metro’s Passenger Code of
Conduct to include stronger language around
prohibiting and preventing harassment;
Additional bus operator training around safety,
detection of harassers, and intervention
procedures.

•

“Expect Respect” campaign provides
communication options, including the
introduction of a texting option, for riders to
report harassment. These materials, which also
remind riders that all buses have video and
audio surveillance, are posted on buses, and
distributed at orientation, school, and METRO
events. METRO staff encourages student
involvement opportunities.
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New forms of community outreach:
• Virtual Meetings
Virtual meetings became the standard
procedure, due to the COVID 19 pandemic, for
the majority of meetings between March 2020
– March 2022. The ease of clicking a link to
attend a meeting made it convenient for people
to attend. Staff plans to include virtual
opportunities
for
future
meetings.
Interpretation of virtual meetings can be made
available upon request.
•

Social Media – Live interactions
Facebook Live provided interactive opportunities for community engagement when
Metro introduced their new fare system. This type of communication can be used for
other projects.

•

Surveys
METRO worked with Greater
Portland
Council
of
Governments (GPCOG), the
local Municipal Planning
Organization (MPO), to
support our community
engagement efforts. Some
of that assistance came in
the form or ‘storyboard’
survey,
which
were
translated into multiple
languages.

Sec. 5.0 DECISION-MAKING BODIES
Decisions regarding policy, service changes, fares, operations, and capital programs are made
by a municipally appointment board of directors. METRO has a governing board of ten (10)
members, as provided by statute. The mayors of Portland and Westbrook and Town Manager
of Falmouth appoint five, three, and two members, respectively.
Currently, nine (9) members are Caucasian and one is African American. METRO also has three
committees – Executive, Finance, and Ridership - comprised of board members. The public is
invited to attend these monthly meetings, and public comment is welcome. METRO also forms
task force groups around partnerships and programs to help guide decisions around routes,
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schedules, and other operations. The below chart lists board and other committees and their
racial breakdown.
Table 6: Breakdown of Board-Committee Members by Race.
Board, Committee,
African
Caucasian
Latin
or Task Force
American
METRO Board of Directors
Finance Committee
Executive Committee
Ridership Committee

9
4
4
4

0
0
0
0

1
0
0
1

Asian
American

Native
American

0
0
0
0

0
0
0
0

Sec. 6.0 SERVICE STANDARDS AND POLICIES
METRO has developed quantifiable service standards and policies. These standards have
been updated and were presented at a public information session in March 2022. Staff will
review and discuss these standards. The Board’s Ridership Committee will be asked to
review and provide input on these standards and policies which will then be voted on by
Metro’s Board of Directors in March 2022:
These service standards include:
• Vehicle Load
• Headways (Frequencies)
• On-time performance
• Service Availability Standards
• Vehicle Assignments
• Transit Amenities
6.1

Vehicle Load Standards

As shown in Table 8, METRO has adopted these load factors. The Preferred Load category
equals 1.5 times the seated capacity. In general, METRO staff assigns larger equipment to
higher ridership routes.
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Table 7: Vehicle Load Standards by Bus Type
Seated
Standing
Vehicle Type
Capacity (SC)
Capacity
Preferred
(1.5 x SC)

Total
Capacity

Maximum
Load (2 x SC)

2011 HD Transit Bus

31

16

47

62

2014 HD Transit Bus

31

16

47

62

2016 Cutaway Bus

18

7

25

36

2017 Cutaway Bus

18

7

25

36

2018 HD Transit Bus

39

20

59

78

2019 HD Transit Bus

37

19

56

74

2020 HD Transit Bus

37

19

56

74

2021 HD Transit BUs

37

19

56

74

METRO relies on Automatic Passenger Counts and information received from fare boxes in
addition to METRO street supervisors’ reports and driver and passenger feedback. If
circumstances warrant, METRO will conduct an on/off survey of a specific route outside the
normal survey cycle.
6.2
Vehicle Headway Standards
Metro’s general vehicle headway standard is to provide headways on all local routes that are
60 minutes or better. Among Metro’s network of nine (9) bus routes, there is headway variation
as a result of ridership demand and the constraints of municipal budgets.
Metro’s target long-term headway goals include:
• Weekday Peak Period (6-9am and 3-7pm) – 15-minute headways
• Weekday Off-Peak Periods (midday, evening) – 30-minute headways
• Saturdays – 30-minute headways
• Sunday/Holidays – 30-60-minute headways
Table 8: Current Headways
Route
Service Type
Name/Number
Route 1
Congress Street
Route 2
Forest Ave
Route 3
Crosstown
Route 4
Westbrook

Linear Regional
Fixed Route
Linear Regional
Fixed Route
Linear Regional
Fixed Route
Linear Regional
Fixed Route

Weekday
Peak

Weekday
Off Peak

Saturday

Sunday

30 min

30 min

30 min

60 min

30 min

30 min

60 min

60 min

30 min

30 min

60 min

60 min

30 min

30 min

30 min

45 min
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Route 5
Maine Mall
Route 7
Falmouth
Route 8
Peninsula Loop
Route 9A/B
North Deering
Husky Line
P-W-G / USM
BREEZ
Westbrook

Linear Regional
Fixed Route
Linear Regional
Fixed Route
Urban Circulator

30 min

30 min

30 min

45 min

60 min

60 min

60 min

60 min

30-35 min

30-35 min

60 min

60 min

Linear Regional
Fixed Route
Limited Stop

15-30 min

60 min

60 min

60 min

30 min

30 min

45 min

45 min

Express

30-60 min

150 min

N/A

40-150 min

6.3
On-time Performance Standards
Among the most important service standards for riders is on-time performance or adherence
to published schedules.
•
•

A vehicle is considered on time if it departs a scheduled time point no more than zero
(0) minutes early and no more than five (5) minutes late.
Metro’s on-time performance standard is 90% or greater at both route and system levels.

6.4
Service Availability Policies
At the present time, geographical and budgetary challenges prevent METRO from setting a
standard whereby a set percent of all residents in the service area are within a certain distance
of public transit service. However, the agency will conduct planning and goal-setting activities
with the public and Board of Directors to develop and adopt a policy goal.
6.5
Vehicle Assignment Policy
With the exception of Metro’s Husky Line and BREEZ express routes*, vehicles are not assigned
to specific routes and are circulated throughout the system based on ridership demand and
operational or geographic limitations. Within these constraints, Metro’s dispatchers and
operations managers are trained to deploy vehicles as evenly as possible throughout the system.
*The Husky Line service is open to the general public, but operates with funding from the
University of Southern Maine (USM) to transport students between campuses in Portland and
Gorham. The five (5) buses on this route are branded with a Husky, the USM mascot, and only
service this route. The four (4) METRO BREEZ buses are specifically branded for the express
service between Portland, Yarmouth, Freeport, and Brunswick.
6.6

Transit Amenities Policy
• Bus Stops – METRO provides approximately 560 bus stops across its service area,
which includes Brunswick, Falmouth, Freeport, Gorham, Portland, South Portland,
Westbrook, and Yarmouth. Bus stops are ¼ mile apart along most corridors and route
segments and 1/8 mile apart in higher density urban environments. Requests for
bus stop sites which deviate from this policy – particularly route deviations - are
evaluated on a case-by-case basis based on matters of potential ridership demand,
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timing and impact to the schedule, mileage, impacts to travel-time of the base route,
and costs and resources.
•

Bus Shelters – As of March 2019, METRO has 50 bus shelters. Metro is planning on
installing additional shelters via GPCOG’s Transit Stop Access Project, which prioritized
locations based on equity and ridership, among other factors. Current and future
shelters are placed at locations that demonstrate higher ridership volume, serve as
major transfer points and/or destinations, and where space and property easements
are available.

•

Transit Center – Metro’s Downtown Transportation Center (METRO Pulse) is centrally
located on the Portland Peninsula on Elm Street at Congress Street. The inside lobby
of this facility was closed to the public in March 2020, as part of Metro’s response to
the pandemic. A walk-up window is open for customers to interact with customer
service staff – to purchase fare media and ask questions. All of Metro’s routes, except
Route #3, are within walking distance of this location, which is open weekdays from 7
a.m. to 7 p.m.

•

Route and Schedule Information – Metro provides individual printed route and
schedule information upon request at the Metro Pulse, the downtown transit hub, and
at locations throughout the region such as municipal buildings, bus stations, the
airport, and train station. Route maps and schedules can be downloaded and printed
from our website at gpmetro.org.

•

Real-time Bus Arrival Information – In 2016, METRO deployed a “next bus” real time
ITS technology. Each bus stop is assigned an identification number. Using mobile
phones, passengers can text the bus stop number to find out when the next bus is due.
Also, passengers can obtain the information via the internet and can view the location
of all buses. In 2021, Metro introduced the DiriGo Pass Mobile App that riders can use
to plan their trip, pay their fare and track their bus.

•

Wi-Fi – All METRO buses have free wi-fi available for riders to access.

•

New Buses, New Branding ---METRO updated its branding and logo in 2018, adding
eleven (11) new HD buses to its fleet. The new buses add capacity for bikes and
wheelchairs. Additional buses were added in 2020 and 2021.

•

Metro Bus Garage – The bus storage garage is located next to the District headquarters
on Valley Street in a light industrial area away from residential neighborhoods.

6.7
Monitoring Service Standards
For ongoing monitoring and measurement of service standards and policies, METRO
proposes to use the following schedules and methods:
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Table 9: Service Standards Monitoring Thresholds
Service Standard/Policy
Evaluation
Frequency
Vehicle Load
Semi-annually
Vehicle Headways

Annually

On-Time
Performance

Monthly

Service Availability

Annually

Methodology
Automatic Passenger
Counts/Fare Collection
System
Data;
Bus
Schedule
review
Operator
comparedReports.
to adopted
policy
goals.
Automatic
Vehicle
Locator (AVL)
Random
checks.
Geographic
Information System
Review
/ Transit
Automatic
Vehicle
Planning
Activities.
Locator (AVL)

Vehicle Assignments

Quarterly

Transit Amenities

Annually and with
deployment of new amenities

records
review.
System wide
Review

6.8
Construction Equity Analysis
Over the past three years, METRO did not plan for the construction of any new facilities. When
METRO plans to construct or expand a facility, such as a vehicle storage facility, maintenance
facility, transit hub, or operation center, the agency will include a copy of the Title VI Equity
Analysis conducted during the planning stage with regard to the location of the facility. The
following principles will be applied in the analysis:
1. 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;
2. To ensure the full and fair participation by all potentially affected communities in the
transportation decision-making process; and
3. To prevent the denial of, reduction in, or significant delay in the receipt of benefits by
minority and low-income populations.
METRO will follow federal guidance provided in FTA Circular 4703.1 (August 2012).

Sec. 7.0 PROGRAM SPECIFIC REQUIREMENTS
7.1
Title VI Monitoring
The results of monitoring of service standards as defined in this program may be obtained by
contacting METRO staff.
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7.2
Subrecipient Compliance
As of this plan’s adoption, METRO does not have any subrecipients.
7.3
Equity Analysis for Facility
During the past three (3) years, METRO has not constructed a vehicle storage, operations, or
maintenance facility.
7.4
Demographic Service Profile
Because METRO operates fewer than 50 buses in peak service, a demographic service profile
was not prepared for this plan update.

Sec. 8.0 GRANTS, REVIEWS, AND CERTIFICATIONS
8.1
Pending Applications for Financial Assistance
METRO has no pending applications for financial assistance from any federal agency other
than the FTA.
8.2
Pending FTA Grants
METRO has no pending grants at this time.
8.3
Open FTA Grants
ME90X213 Operating Assistance and Capital Maintenance
ME2016016 Operating Assistance and Capital Maintenance
ME2016017 Regional Bus Shelter/Sign Project
ME2017008 Operating Assistance and Capital Maintenance
ME2018011 Misc. Projects: ADA/Prev Maint/Bus Stop Improvements
ME2018016 Operating Assistance and Capital Maintenance
ME2019001 Expansion Bus Service to Westbrook-Gorham
ME2019013 Battery Electric Bus
ME2020010 CARES Act
ME2020025 Operating Assistance and Capital Maintenance
ME2021016 Operating Assistance and Capital Maintenance
8.4
Civil Rights Compliance Reviews in the Past 3 Years
METRO has not been the subject of any such reviews since its 2019 submission.
8.5
Recent Annual Certifications and Assurances
METRO executed its most recent Certification and Assurances to the FTA and is in the
process of executing 2022 certifications and assurances.
8.6
Previous Triennial Review Findings
Metro’s 2019 Triennial Review resulted in no findings with respect to its Title VI Plan/activities.
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Sec. 9.0 CONTACT
For additional information on the Greater Portland Transit District’s Title VI Plan, or its efforts
to comply with the Civil Rights Act of 1964 or Executive Order 13166 Improving Access to
Services for Persons with Limited English Proficiency, please contact:
Greg Jordan, Executive Director/Chief Executive
Officer Greater Portland Transit District
114 Valley Street
Portland, ME 04102
Tel: 207.517.3025 | email: gjordan@gpmetro.org | gpmetro.org

Sec. 10.0 BOARD ADOPTION OF POLICY
Metro’s Board of Directors approved the Title VI Program at its March 24, 2022 meeting.
A record of the DRAFT minutes is provided as Attachment F.
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