
1 
 

 

 

 

Title VI Program 
2021 Update 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

Niagara Frontier Transportation Authority 
181 Ellicott St 

Buffalo, NY 14203 
 

  



2 
 

 

Contents 
Executive Summary ..................................................................................................................................... 3 

Summary of 2021 Title VI Submission Changes ....................................................................................... 4 

Chapter 1:  Notify Beneficiaries of Protection under Title VI .................................................................. 5 

Chapter 2: Complaint Procedures and Form ............................................................................................. 9 

Chapter 3: Investigations, Complaints and Lawsuits ............................................................................. 16 

Chapter 4 Promoting Inclusive Public Participation .............................................................................. 17 

Public Participation Plan ......................................................................................................................... 32 

Public Hearing Policy ............................................................................................................................... 49 

Chapter 5: Meaningful Access to LEP Persons ...................................................................................... 107 

Chapter 6: Minority Representation on Planning and Advisory Bodies ............................................. 125 

Chapter 7: Subrecipient Assistance and Oversight ............................................................................... 126 

Chapter 8: Determination of Site or Location of Facilities ................................................................... 128 

Chapter 9: System-Wide Service Standards and Policies ..................................................................... 129 

Service Design Guidelines & Delivery Standards, 2021 Revision .......................................................... 139 

Chapter 10: Collect and Report Demographic Data ................................................................................. 189 

Chapter 11: Monitor Transit Service ..................................................................................................... 200 

Board Authorization to Adopt and Submit the Program ...................................................................... 217 

Chapter 12: Evaluate Service and Fare Changes ....................................................................................... 220 

2021 Bus Network Improvement Plan Title VI Service and Fare Analysis ............................................ 223 

2016 Fare Equity Title VI Analysis ......................................................................................................... 238 

 

  



3 
 

Executive Summary 
The Niagara Frontier Transportation Authority (NFTA) is a regional multi-modal 
transportation agency responsible for air and surface transportation for Erie and Niagara 
Counties in Western New York. The cities of Buffalo and Niagara Falls are the urban core of 
the region.  
 
NFTA is committed to ensuring that no person is excluded from participation in or denied 
the benefits of or be subject to discrimination in the receipt of its services on the basis of 
race, color or national origin as protected by Title VI of the Civil Rights Act of 1964, as 
amended. 
  
The Federal Transit Administration requires that all recipients of federal transit funding 
submit a compliance report every three years as outlined in the Federal Transit 
Administration’s October 2012 Circular 4702.1B (Title VI Requirements and Guidelines for 
Federal Transit Administration Recipients). Additionally, this circular contains other 
requirements for those transit agencies that provide service within urbanized areas with 
over 200,000 in population, such as the Buffalo-Niagara area. This 2021 report adheres to 
the prescriptive Federal processes and requirements for the development of a Title VI 
program.  
 
As the following 2021 Title VI Program shows, the NFTA has a fair distribution of transit 
services for the populations in its service area. NFTA service coverage includes Census 
Block Groups with higher populations of minorities, elderly, LEP, and low-income 
populations to ensure that no group be excluded from transit services. NFTA firmly 
believes in the goals and objective of Title VI and has developed this Title VI program to 
comply with the mandates.   
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Summary of 2021 Title VI Submission 
Changes 
The following is an outline of the full Title VI program and a summary of changes since the 2018 
program submission.  

Chapter 1: Notify Beneficiaries of Protection Under Title VI – no changes to the notification, posting is 
available in all NFTA facilities.  

Chapter 2: Complaint Procedures – no changes to the procedures or forms. 

Chapter 3: Investigations, Complaints and Lawsuits – NFTA does not have any Title VI investigations, 
complaints or lawsuits to report in this submission.  

Chapter 4: Promoting Inclusive Public Participation – NFTA’s Public Participation Plan was updated 
since the last submission. The new Public Participation Plan, which is expanded in scope and content 
compared to the 2015 plan, is included in full in this chapter. This chapter also summarizes 
community engagement activities and public hearings held since 2018 and provides a 
comprehensive list of these activities. 

Chapter 5: Meaningful Access to LEP Persons - Of the languages spoken at home other than English, 
Spanish is still the largest. Through continued monitoring and outreach, NFTA has not identified any 
language barriers.  

Chapter 6: Minority Representation on Planning and Advisory Boards - There have been routine 
changes to CAC member organizations since the last submission. Minority representation by 
members is 43%.  

Chapter 7: Subrecipient Assistance and Oversight – The procedures for subrecipient assistance have 
not changed since the last submission. Oversight is ongoing for one subrecipient: United Way of Erie 
and Niagara County. 

Chapter 8: Determination of Site of Location of Facilities – NFTA has not sited any new facilities since 
2018.  

Chapter 9: System-wide Service Standards and Policies – NFTA’s service standards have been updated 
since the last submission. The new standards were approved by the NFTA Board of Commissioners 
in March 2021. The new service standards are included in this document in full.  

Chapter 10: Collect and Report Demographic Data – review of current census information shows there 
are slight changes in demographics. Since the last submission, NFTA conducted an on-board survey, 
the results of which have been included in this chapter.  

Chapter 11: Monitor Transit Service – the results of the monitoring program identified minority and 
non-minority routes and evaluated them against service standards for disparities. The result shows 
that service is delivered with no disparate impact.  

Chapter 12: Evaluate Service and Fare Changes – NFTA conducted a Title VI Service and Fare Analysis 
for the 2021 Proposed Bus Network Improvements and Fare Changes, which included three public 
hearings. Mitigating factors minimize the impacts of the two major service changes that would cross 
the threshold for a disparate impact, and the one service change that would cross the threshold for a 
disproportionate burden.   
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Chapter 1:  Notify Beneficiaries of 
Protection under Title VI  
 
Requirement:  Title 49 CFR Section 21.9(d) requires recipients to provide information to the 
public regarding the recipient’s obligations under DOT’s Title VI regulations and apprise 
members of the public of the protections against discrimination afforded to them by Title VI. At 
a minimum, recipients shall disseminate this information to the public by posting a Title VI 
notice on the agency’s website and in public areas of the agency’s office(s), including the 
reception desk, meeting rooms, etc. Recipients should also post Title VI notices at stations or 
stops, and/or on transit vehicles. 
 
Response:  
 
NFTA’s Notice to Beneficiaries is posted throughout all NFTA Facilities including reception desk, 
meeting rooms, stations, transit vehicles (buses, trains) and on our website (nfta.com).  NFTA sub-
recipients all have their notice posted as well.  
 
NFTA’s notice is translated into Spanish and is attached.  
 

NFTA Title VI Notice Posting Locations 
 

• All Revenue Vehicles (Buses & Paratransit and Rail Cars) 
• Conference Rooms 
• Website 
• Rail Station 
• Reception Desk (MTC) 
• Frontier Station 
• Babcock Station 
• Cold Spring Station 
• Niagara Falls Transportation Center 

 
Sub-recipients Title VI Notice 

 
Sub-recipient notices are posted on their websites, corporate compliance documents, program 
brochures and program intake documents.  
 

• Go Buffalo Mom (a program associated with the United Way)  
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Figure 1 – Notice to Beneficiaries 

Niagara Frontier Transportation Authority 

Title VI 

Your Rights Under 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.” 

NFTA is committed to ensuring that no person is excluded from participation 
in, or denied the benefits of, or be subject to discrimination in the receipt of its 
services on the basis of race, color or national origin as protected by Title VI of 
the Civil Rights Act of 1964, as amended. For additional information please 
call 716-855-7486. 

If you believe you have been subjected to discrimination under Title VI, you 
may file a written complaint with the NFTA Equal Employment Opportunity 
Office, located at 181 Ellicott Street, Buffalo, NY  14203, or visit the public 
information section on NFTA.com.  

A complainant may file a complaint directly with the Federal Transit 
Administration by filing a complaint with the Office of Civil Rights, Attention: 
Title VI Program Coordinator, East Building 5th Floor-TCR 1200 New Jersey 
Ave, SE Washington, DC 20590 
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Figure 1 - Notice Posted in Facilities 
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Figure 2- Notice Posted in Vehicles 
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Chapter 2: Complaint Procedures and 
Form 
 

Requirement: In order to comply with the reporting requirements established in 49 CFR Section 
21.9(b), all recipients shall develop procedures for investigating and tracking Title VI 
complaints filed against them and make their procedures for filing a complaint available to 
members of the public. Recipients must also develop a Title VI complaint form, and the form and 
procedure for filing a complaint shall be available on the recipient’s website.  
 
 
Response:  

Title VI Complaint Procedures are distributed and posted throughout all NFTA properties and NFTA 
website (nfta.com/about/public-information).  Attached is the complaint procedure and form. 

 

NFTA Title VI Complaint Procedure 

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

All complaints submitted to the Niagara Frontier Transportation Authority are investigated. The 
Authority has 45 days to investigate the complaint. If more information is needed to resolve the case, 
the Authority may contact the complainant. The complainant has 10 business days from the date of 
the letter to send requested information to the EEO office. If the EEO office is not contacted by the 
complainant or does not receive the additional information within 10 business days, the Authority 
can administratively close the case. A case can be administratively closed also if the complainant no 
longer wishes to pursue their case.  

After the investigator reviews the complaint, she/he will issue one of two letters to the complainant: 
a closure letter or a letter of finding. A closure letter summarizes the allegations and states that there 
was not a Title VI violation and that the case will be closed. A letter of finding summarizes the 
allegations and the interviews regarding the alleged incident, and explains whether any disciplinary 
action, additional training of the staff member or other action will occur. If the complainant wishes 
to appeal the decision, she/he has 30 days after the date of the letter or the letter of finding to do so. 

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

 

 



10 
 

Figure 4 - Civil Rights Complaint Procedure 
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Figure 5 – Civil Rights Complaint Procedure in Spanish 
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Figure 6 - Title VI Complaint Form 
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Chapter 3: Investigations, Complaints and 
Lawsuits  
Requirement:  FTA requires all recipients to prepare and maintain a list of any of the following 
that allege discrimination on the basis of race, color, or national origin: active investigations 
conducted by entities other than FTA; lawsuits; and complaints naming the recipient. This list 
shall include the date that the investigation, lawsuit, or complaint was filed; a summary of the 
allegation(s); the status of the investigation, lawsuit, or complaint; and actions taken by the 
recipient in response, or final findings related to, the investigation, lawsuit, or complaint.  
 

Response:  

NFTA has not had any investigations, lawsuits or complaints since the last submission.  

 

Figure 7- Summary of Lawsuits and Complaints 

Investigations, Lawsuits and Complaints 
     

Investigations: Date Summary Status Action Taken 
None     
     

Lawsuits: Date Summary Status Action Taken 
None     
     
Complaints: Date Summary Status Action Taken 
None     

     
Any person may file a complaint with NFTA if said person feels she/he has been discriminated against.  A 
person may also file a complaint directly with either the Federal Transit Administration or the Department of 
Human Rights. 
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Chapter 4 Promoting Inclusive Public 
Participation 
 
Requirement: In order to integrate, into community outreach activities, considerations 
expressed in the DOT Order on Environmental Justice, and the DOT LEP Guidance, recipients 
and sub recipients should seek out and consider the viewpoints of minority, low-income, and 
LEP populations in the course of conducting public outreach and involvement activities. An 
agency’s public participation strategy shall offer early and continuous opportunities for the 
public to be involved in the identification of social, economic, and environmental impacts of 
proposed transportation decisions. 
 
Response:  

NFTA is committed to seeking community input early and often. The agency has a long-standing 
history of engaging with individuals, community groups, grassroots organizations, and minority 
and LEP populations, and NFTA continues to make this a priority.  

The key tool NFTA uses to guide community input efforts is the Public Participation Plan, which was 
updated in late 2018 after the last Title VI submission. This plan highlights best practices and 
strategies to use in engaging our riders and specifically our minority and LEP passengers.  

As described in the Public Participation Plan at the end of this chapter, the following are some of the 
key tools that NFTA has used in the past three years to engage with riders and the public with a 
focus on minority and LEP populations: 

1. Citizen’s Advisory Committee (CAC) - In 2012, NFTA established a Citizens Advisory Committee 
(CAC) of 25 individuals that meet bi-monthly. Input is solicited from the CAC members on many 
NFTA projects and initiatives. The CAC consists of transit riders and individuals representing 
minority and LEP groups and other groups with high transit usage, such as the NAACP, Niagara 
Falls Housing Authority, Buffalo Urban League, Community Action Organization, Journey’s End 
Refugee Services, and more. As of August 2021, 43% of CAC members are people of color.   

2. Rider Alerts - NFTA develops rider alerts that contain pertinent information that are placed in all 
buses and rail cars, transit centers, rail stations, and are distributed directly to LEP and EJ 
organizations.  

3. Partner events – NFTA regularly attends partner events such as meetings and festivals in order to 
seek input from minority and LEP populations where they are already gathered. For example, NFTA 
has tabled at the Juneteenth Festival, Taste of Diversity (a food-oriented festival on the diverse 
West Side of Buffalo), Niagara Falls Housing Authority festival(s), Northland Workforce Training 
Center, and more. A full list of events is provided in the chart below. 

4. On-vehicle surveys – NFTA regularly conducts one on one conversations (mini surveys or 
interviews) with riders on buses to better understand their needs and opinions about specific bus 
routes. In 2018-2021, NFTA spoke directly to about 1,600 riders as part of these onboard 
interviews. 

5. Open houses and public workshops – NFTA holds open houses and public workshops in the event 
of major planning efforts and/or service changes. When scheduling meetings, NFTA coordinates 
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with community organizations to determine the best times and locations that are convenient and 
accessible for minority and LEP populations. 

6. Public hearings - In the event of a major service change or fare change, the NFTA will hold one or 
more public hearings. The NFTA also encourages submission of written comments by letter, e-mail 
or notification in established print media and community newspapers.   

Major Service and Fare Changes:  

In the case of a major service and/or fare change, NFTA follows the process outlined in the Policy 
for Soliciting of Public Comment and Conducting a Title VI Service and Fare Equity Analysis on 
Transit Service and Fare Changes, adopted March 26, 2012 and reaffirmed September 27, 2018 by 
the Board of Commissioners (see p. 49 of this document).  

NFTA works to accommodate service requests received from the community and regularly 
monitors service performance by collecting objective information on route ridership and 
productivity. NFTA has not yet (as of September 23, 2021) made permanent services changes that 
would qualify as a major service change per our policy, however, NFTA did make some temporary 
service changes as part of the Covid-19 crisis, which are described in Chapter 12. NFTA is moving 
forward with making these temporary changes permanent under the Bus Network Improvements 
initiative. This initiative was approved by the Board of Commissioners on September 23, 2021 and 
may be implemented beginning in December 2021. To accompany the plan and be in compliance 
with Title VI, an analysis was completed and is provided in Chapter 12.  

The following is a list of the major service and fare changes public meetings NFTA conducted since 
the last Title VI submission. Public meetings are more informal, with a presentation followed by a 
question and answer and comment session, while public hearings follow the formal procedures 
outlined by the Policy for Soliciting of Public Comment as mentioned above.   

Bus Network Improvements and Fare Change Meetings 

• Public meeting - July 13, 2021, at 1:00 pm, Online Meeting 
• Public meeting - July 15, 2021, at 5:30 pm, Online Meeting 
• Public hearing – August 23, 2021 at 5:30 pm, Online Meeting 
• Public hearing – August 24, 2021 at 5:30 pm at NFTA’s Metropolitan Transportation Center 

(181 Ellicott St, Buffalo NY 14203) 
• Public hearing – August 25, 2021 at 5:30 pm at Portage Road Transportation Center (1162 

Portage Rd, Niagara Falls NY 14301) 
 

Public meetings were advertised on the NFTA website, through Rider Alerts on the vehicles, 
text/email (Instant Alerts), social media, through the Citizens Advisory Committee and Accessibility 
Advisory Committee partners, and through a number of other community and municipal partners 
that directly serve minority and LEP populations. Public hearings were advertised using the same 
strategies with the addition of formal announcements in the Buffalo News and the Niagara Gazette 
as well as a press release.  

In addition to the public meetings and hearings, riders and the public were invited to provide 
comments using interactive Remix (online) maps, or by phone, email, or mail. 

Input for this initiative was also solicited by tabling (setting up a table and talking to riders) in the 
system at the following locations and times:  

• University Station Bus Loop – June 9, 2021, 11 am – 1 pm  
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• North Division Street, Buffalo – June 10, 2021, 3 pm – 5 pm 
• Portage Road Transportation Center – June 11, 2021, 9 am – 11 am 
• Thruway Mall Transit Center – August 11, 2021, 8 am – 10 am 
• University Station Bus Loop – August 11, 2021, 1 pm – 3 pm 
• Downtown Niagara Falls – August 12, 2021, 2 pm – 4 pm  

 
NFTA Metro Rail / Metro Transit Expansion Meetings 
NFTA concluded an Alternatives Analysis in January 2017 when the Board of Commissioners 
adopted the Locally Preferred Alternative of extending LRT from the current terminus at South 
Campus Station through the Town of Amherst to the University at Buffalo North Campus and 
ending at the I-990 interchange and Audubon Parkway. In January 2020, NFTA released a Draft 
Environmental Impact Analysis pursuant to the requirements of New York State Environmental 
Quality Review Act (SEQRA). NFTA developed and implemented a robust Public Involvement Plan 
(PIP) that went above and beyond the required scoping meetings and public hearings and included 
a technical advisory committee, internal steering committee, stakeholder committee, University at 
Buffalo Working Group, agency coordination plan, and many public meetings and pop-up events.  
 
In October 2020, FTA accepted the role of lead agency for the Metro Rail Expansion environmental 
review process. In August 2021, NFTA and FTA stated their intent to prepare an EIS on both light 
rail transit and bus rapid transit, issued a Notice of Intent, and began the formal scoping process.    
 
Below is a list of the key events: 

• Conceptual design and environmental review process meetings: 
o Open House on December 6, 2019 at Sweet Home Middle School in Amherst, NY 
o Public workshop on June 11, 2019 at University of Buffalo South Hayes Hall 

• Scoping Meeting – February 12, 2019, 5:00 – 7:00 at Sweet Home Middle School in Amherst, 
NY  

• DEIS Public Hearing – February 25, 2020, at Sweet Home Middle School, 4150 Maple Road, 
Amherst NY 

• DEIS Public Hearing – February 26, 2021, Boulevard Mall, 730 Alberta Dr, Amherst NY 
14226 

• 10 pop-up events in or near the project corridor 
• 7 community events hosted by neighborhood, business, and civic organizations in the 

project corridor 
• September 15, 2021, at 1pm and 6:30 pm – Scoping meetings (virtual) 

 
A project website, surveys, media releases, and outreach to partners were used to spread the word 
about public comment opportunities. Environmental justice communities in the corridor were 
targeted through partner organizations such as El Museo, a nonprofit that does cultural and visual 
arts programming that engages diverse communities, and Heart of the City, a housing organization, 
as well as through partners on the Citizens Advisory Committee.  
 
Other Outreach Efforts: 
 
NFTA has several project-specific outreach efforts that are ongoing and are summarized below. All 
projects described below are reported to both the NFTA Board of Commissioners and the Citizens 
Advisory Committee on a regular basis. Each project has provided a unique opportunity to include 
the public and has resulted in new partnerships.  
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Fare Collection System  
Metro Bus and Rail is in the process of developing a new fare collection system.  The new system 
will use advanced technology to make accessing public transit faster, easier to use and more 
flexible.  The project objectives are to replace fare boxes and ticket vending machines, install new 
fare gates within underground rail stations and introduce MetGo which is a smart card used to 
access the transit network.  
 
The upgrade is expected to be in place in early 2022 and will also include three changes to the fare 
structure: 31-day fare capping, elimination of enhanced express surcharge, and approval of 
premium fares where applicable. A Fare Equity Analysis has been conducted on these changes 
which is included as part of Chapter 12. 
 
Community Thursdays at Utica  
During the Summer of 2018, NFTA continued to host “Community Thursdays” at the Utica metro 
rail station. Each Thursday from June 28th – August 23rd various vendors and social services 
agencies tabled at the station to bring their services to the neighborhood and surrounding 
residents.  
 
Route Reviews  
Approximately every 2 months (excluding March 2020 – July 2021 due to the pandemic) NFTA staff 
and management (including bus drivers, data team, Director of Public Transit, service planning 
staff, scheduling staff, garage managers, and more) gather to study one bus route in depth. As part 
of this initiative, service planning staff ride the buses to conduct mini surveys/interviews of riders 
to better understand the needs and issues from a rider perspective. Since early 2019 we have 
studied 12 routes, and approximately 100-200 riders were surveyed per route.   
 
Covid 19 Survey 
NFTA conducted an online survey from June 8 to June 22, 2020 to seek feedback from the public 
about our COVID-19 response and to learn how to help riders feel safe on the system in the future. 
The survey was targeted both to people riding during the pandemic and people who are not riding 
during the pandemic, with a focus on essential workers.  
 
 
Figure 8: Complete list of outreach and engagement activities, July 2018 – September 1, 2021 

Date Location Event Name Type(s) of outreach Summary of activities 

7/12/2018 Allen Station Community 
Thursdays 

Tabling in the 
community, one-on-one 
conversations, surveys 

NFTA and approximately 15 
community organizations 
set up tables at Allen 
Station to provide 
information and services to 
riders. NFTA staff spoke 
with riders and conducted 
customer satisfaction 
surveys. 

7/18/2018 

Niagara 
Branch 
Library, Porter 
Ave 

Buffalo Region 
Immigrant and 
Refugee 
Roundtable 
(BRIARR), 
Journey's End 

Presentation in the 
community, small 
group conversation, 
one-on-one 
conversations, written 
surveys, online survys 

Staff gave a short 
presentation to a group of 
about 30 refugee service 
providers. Then they spoke 
with a subset of that group 
(about 10 people) about 
how NFTA can better serve 
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refugees. NFTA sent a 
follow up online survey to 
further seek feedback on 
how we can better serve 
refugees. 

7/20/2018 32 Amherst on 
board 

32 Amherst 
survey in person surveys 

NFTA is in the process of 
analyzing the 32 Amherst 
route for possible 
improvements. We 
conducted a 5-question 
survey on board the 32 
Amherst bus with the goal 
of identifying recurring 
issues and areas for 
improvement on the 32. We 
completed 72 surveys. 

7/26/2018 Amherst 
Station 

Community 
Thursdays 

Tabling in the 
community, one-on-one 
conversations, surveys 

NFTA and approximately 10 
community organizations 
set up tables at Amherst 
Station to provide 
information and services to 
riders.  

8/9/2018 University 
Station  

Community 
Thursdays 

Tabling in the 
community, one-on-one 
conversations, surveys 

NFTA and several 
community organizations 
set up tables at University 
Station to provide 
information and services to 
riders.  

8/16/2018 
23 Fillmore-
Hertel on 
board 

23 Fillmore-
Hertel survey In person surveys 

NFTA is in the process of 
analyzing the 23 Fillmore-
Hertel route for possible 
improvements. We 
conducted a 5-question 
survey on board the 23 bus 
with the goal of identifying 
recurring issues and areas 
for improvement on the 23. 
We completed 84 surveys. 

8/18-
8/19/2018 LaSalle Park 

Puerto Rican 
and Hispanic 
Day 
Parade/Festival 

tabling, one-on-one 
conversations, surveys 

Promotional activities, 
surveying - 110 outreach 
surveys completed 

8/23/2018 Utica Station Community 
Thursdays 

Tabling in the 
community, one-on-one 
conversations, surveys 

NFTA and several 
community organizations 
set up tables at University 
Station to provide 
information and services to 
riders. NFTA staff spoke 
with riders and conducted 
94 customer satisfaction 
surveys. 



22 
 

8/22-
9/21/2018 Many Outreach 

survey 
Paper survey, online 
survey 

Outreach survey was 
conducted in conjunction 
with the revised Public 
Participation Plan.  

9/20/2018 

Buffalo 
Niagara 
Medical 
Campus 

Buffalo Niagara 
Medical 
Campus Clean 
Vehicle Ride & 
Drive Event 

Tabling in the 
community 

NFTA staff provided bus 
schedules and promotional 
information and spoke with 
event attendees about 
transit. 

9/1/2018 On board route 
55 

Niagara Falls 
bus routes on-
board survey 

In-person survey 

NFTA is collecting data on 
Niagara Falls bus routes. 
We conducted a 7-question 
survey on board Niagara 
Falls bus routes with the 
goal of better 
understanding travel 
patterns in Niagara Falls. 31 
surveys completed 

9/1/2018 On board route 
50 

Niagara Falls 
bus routes on-
board survey 

In-person survey 

NFTA is collecting data on 
Niagara Falls bus routes. 
We conducted a 7-question 
survey on board Niagara 
Falls bus routes with the 
goal of better 
understanding travel 
patterns in Niagara Falls. 56 
surveys completed 

9/1/2018 On board route 
40 

Niagara Falls 
bus routes on-
board survey 

In-person survey 

NFTA is collecting data on 
Niagara Falls bus routes. 
We conducted a 7-question 
survey on board Niagara 
Falls bus routes with the 
goal of better 
understanding travel 
patterns in Niagara Falls.  

9/1/2018 On board route 
52 

Niagara Falls 
bus routes on-
board survey 

In-person survey 

NFTA is collecting data on 
Niagara Falls bus routes. 
We conducted a 7-question 
survey on board Niagara 
Falls bus routes with the 
goal of better 
understanding travel 
patterns in Niagara Falls. 39 
surveys completed. 

9/1/2018 On board route 
54 

Niagara Falls 
bus routes on-
board survey 

In-person survey 

NFTA is collecting data on 
Niagara Falls bus routes. 
We conducted a 7-question 
survey on board Niagara 
Falls bus routes with the 
goal of better 



23 
 

understanding travel 
patterns in Niagara Falls.  

10/11/2018 

West Side 
Community 
Services, 161 
Vermont St, 
Buffalo 

Good for the 
Neighborhood - 
West Side 

Tabling in the 
community 

Independent Health 
sponsors a series of Good 
for the Neighborhood 
events with food and 
community services. NFTA 
staff conducted surveys and 
spoke to attendees about 
bus and rail services. 

10/18/2018 

Jones Family 
Resource 
Building, 3001 
9th St, Niagara 
Falls 

Good for the 
Neighborhood - 
Niagara Falls 

Tabling in the 
community 

Independent Health 
sponsors a series of Good 
for the Neighborhood 
events with food and 
community services. NFTA 
staff conducted surveys and 
spoke to attendees about 
bus and rail services. 

11/6-
8/2018 

On board route 
3 Grant 3 Grant survey In-person survey 

NFTA conducted a 5-
question survey on board 
the 3 Grant with the goal of 
identifying recurring issues 
and areas for improvement 
on the 3. We completed 138 
surveys. 

12/6/2018 Sweet Home 
Middle School 

Metro Rail 
Expansion 
Open House #1 
(Public Kick-
Off) 

Open House 

Meeting attendees were 
asked to review poster 
boards with information on 
the project and maps of the 
project corridor. Project 
team members were on 
hand to answer questions. 
After signing in, attendees 
were encouraged to offer 
feedback by attaching sticky 
notes to the map rollouts, 
filling out official comment 
cards or inputting directly 
into the project website 
using iPads. Comment cards 
could also be mailed in after 
the meeting.  

Dec-18 On board route 
6 Sycamore 

6 Sycamore 
survey In-person survey 

NFTA conducted a 5-
question survey on board 
the 6 Sycamore with the 
goal of identifying recurring 
issues and areas for 
improvement on the 3. We 
completed 80 surveys. 
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1/22/2019 Portage Road 
Transit Center 

Portage Road 
surveys + Go 
Buffalo Niagara 
outreach 

Tabling in the 
community 

Staff tabled at Portage Road 
Transit Center to talk with 
customers about that 
facility. Staff from Go Bike 
Niagara were also there 
doing outreach around the 
Niagara Falls Bike Master 
Plan. 

1/24/2019 Portage Road 
Transit Center 

Portage Road 
surveys + Go 
Buffalo Niagara 
outreach 

Tabling in the 
community 

Staff tabled at Portage Road 
Transit Center to talk with 
customers about that 
facility. Staff from Go Bike 
Niagara were also there 
doing outreach around the 
Niagara Falls Bike Master 
Plan. 

2/4/2019-
2/9/2019 

Route 204 On 
Board 

Airport Express 
On Board 
Survey 

Onboard surveys 

 NFTA conducted a 5-
question survey on board 
the 204 with the goal of 
identifying recurring issues 
and areas for improvement. 

2/11/2019 Route 12 On 
Board 

Route 12 Route 
Review Onboard surveys 

NFTA conducted a 5-
question survey on board 
the 12 Utica with the goal of 
identifying recurring issues 
and areas for improvement 
on the 3. We completed 92 
surveys. 

2/12/2019 Sweet Home 
Middle School 

NFTA Metro 
Rail Expansion 

Scoping 
Meeting 

Open House 

The goal of this meeting 
was to get input on topics 
that should be studied in-
depth as part of the 
Environmental Impact 
Statement for the Metro 
Rail Expansion. Meeting 
attendees reviewed poster 
boards with information on 
the project. The consultant 
WSP gave a short 
presentation. Attendees 
provided comments directly 
to staff, on written 
comment cards, and online. 
The meeting was attended 
by over 80 members of the 
public, and 33 people 
provided formal comments. 
Comments were accepted 
through March 10th  and 
124 comments were 
received online.  
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4/10/2019 Hayes Hall, UB 
South Campus 

TOD Visioning 
Workshop for 
Students and 
Future Riders 

Workshop 

In partnership with the 
MPO, NFTA engaged 
members of the public 
around potential TOD 
planning and development 
in the region. 

4/27/2019 
Former K-Mart 
Site, 998 
Broadway 

Buffalo YIMBY 
Festival 

Tabling in the 
community 

NFTA Metro staff tabled at 
this festival which was 
focused on bringing 
together neighborhood 
groups and community 
groups to develop skills and 
strategies to improve the 
city of Buffalo. Staff took 
input from transit riders 
and shared information 
about Token Transit. 

May-19 Online Bicycle Parking 
Survey Online & Paper Survey 

NFTA Metro is seeking 
feedback about bicycle 
parking and bus bike racks 
from people who bike to 
transit or want to bike to 
transit. Outreach has been 
conducted through CAC 
members and in person at 
bike month events. The 
survey was open all of May 
2019. 

6/2/2019 Canalside Buffalo Pride 
Festival 

Tabling in the 
community, surveying, 
partnering with festival 
organizers to 
encourage people to 
take public transit to 
the event 

NFTA Metro tabled at the 
Pride Festival, talking to 
festival attendees and 
giving out stickers and 
koozies to people who filled 
out a survey. The survey 
options were: Customer 
Satisfaction Survey, or Non-
Rider Survey.  

6/4/2019 Main St & 
Court St 

Country Market 
on Main 

Tabling in the 
community, surveying  

NFTA Metro staff tabled at 
the market to talk to 
existing and potential 
customers. The survey 
options were: Customer 
Satisfaction Survey, or Non-
Rider Survey.  
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6/9/2019 Canalside 
Explore And 
More Touch a 
Truck 

Promotional/marketing 

NFTA Metro staff and 
vehicles were present, and 
kids and families boarded 
the vehicles for fun and 
education. Staff were also 
present to answer 
questions about Metro 
products and services, 
including the LRT 
expansion. 

6/11/2019 UB South 
Campus 

NFTA Metro 
Rail Expansion 
Station Design 
Workshop 

Workshop 

Staff and consultants 
presented information 
about possible LRT station 
design components as well 
as information about motor 
vehicle traffic on Niagara 
Falls Boulevard. Attendees 
had conversations with staff 
and had the opportunity to 
comment in person, in 
writing, and/or online.  

6/11-
6/14/2019 

On board 
Route 16 

Route 16 
Review on board surveys 

NFTA conducted a 5-
question survey on board 
the 16 with the goal of 
identifying recurring issues 
and areas for improvement. 
We completed 142 surveys. 

6/15-
6/16/2019 MLK Park Juneteenth tabling, community bus, 

parade 

NFTA staff marched in the 
parade with a trolley bus 
and a paratransit vehicle. 
Staff then tabled at the 
festival for both days, with 
the Community Bus. The 
survey options were: 
Customer Satisfaction 
Survey, or Non-Rider 
Survey.  

6/15/2019 DL&W 
Terminal 

Buffalo Doors 
Open tours of DL&W 

Staff provided tours of 
DL&W terminal all day, 
providing some historical 
information as well as 
information about future 
potential plans for the site.  

6/29/2019 Grant Street & 
Lafayette 

Taste of 
Diversity tabling, surveying 

NFTA Metro staff were 
present on Grant Street, one 
of our highest ridership 
corridors, to talk to existing 
and potential customers 
about Metro services.  
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7/4-
7/7/2019 Canalside 

Port of Call / 
Tall Ships 
Festival 

encouraging people to 
take public transit 

NFTA Metro partnered with 
Port of Call organizers to 
encourage people to take 
public transit, primarily the 
Metro Rail, to the festival. 
This collaboration 
significantly reduced 
congestion downtown for 
this event, and ridership for 
the weekend was well 
above average. 

7/9/2019 Main St & 
Court St 

Country Market 
on Main 

Tabling in the 
community, surveying  

NFTA Metro staff tabled at 
the market to talk to 
existing and potential 
riders.  

7/13-
7/14/2019 Delaware Ave Taste of Buffalo 

tabling in the 
community, community 
bus, surveying 

This was primarily a 
promotional/marketing 
event, with trivia, a 
spinning wheel, and other 
fun activities in and around 
the community bus. 

7/29/2019 Sahlen Field 

Metro 
Community 
Night at the 
Ballpark 

Promotional/marketing 

NFTA Metro staff chatted 
with ballpark visitors and 
gave away candy and 
information 

8/6/2019 Main St & 
Court St 

Country Market 
on Main 

Tabling in the 
community, surveying  

NFTA Metro staff tabled at 
the market to talk to 
existing and potential 
customers. 

8/12-
8/16/2019 

Route 24B and 
24L 

Route 24 Route 
Review On board surveys 

NFTA conducted a 5-
question survey on board 
the 240with the goal of 
identifying recurring issues 
and areas for improvement. 
We completed 89 surveys. 

8/17-
8/18/2019 LaSalle Park 

Puerto Rican & 
Hispanic 
Festival 

Tabling in the 
community, surveying  

NFTA staff marched in the 
parade with a trolley bus 
and a paratransit vehicle. 
Staff then tabled at the 
festival for both days, with 
the Community Bus.  

9/10/2019 Main St & 
Court St 

Country Market 
on Main 

Tabling in the 
community, surveying  

NFTA Metro staff tabled at 
the market to talk to 
existing and potential 
riders.  
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9/24/2019 

Sweet Home 
Middle School, 
4150 Maple 
Road 

Metro Rail 
Expansion 
Open House 

Open House 

Meeting attendees were 
asked to review poster 
boards with station 
renderings and project 
information, conceptual 
design of the proposed 
project, video of the 
proposed light rail 
expansion interacting with 
traffic and a slideshow of 
images from other light rail 
systems. Project team 
members were available to 
answer questions. After 
signing in, attendees were 
encouraged to offer 
feedback by completing 
comment cards. 

9/23/2019 Route 19 On 
Board 

Route 19 Route 
Review Onboard surveys 

NFTA conducted a 5-
question survey on board 
the 19 with the goal of 
identifying recurring issues 
and areas for improvement. 
We completed 198 surveys. 

10/1/2019 Route 34 On 
Board 

Route 34 Route 
Review Onboard surveys 

NFTA conducted a 5-
question survey on board 
the 34 with the goal of 
identifying recurring issues 
and areas for improvement. 
We completed 140 surveys. 

12/16/2019 Route 15 On 
Board 

Route 15 Route 
Review Onboard surveys 

NFTA conducted a 5-
question survey on board 
the 15 with the goal of 
identifying recurring issues 
and areas for improvement. 
We completed 176 surveys. 

1/29/2020 44 Lockport 44 Lockport 
Route Review On board 

NFTA conducted a 5-
question survey on board 
the 44 with the goal of 
identifying recurring issues 
and areas for improvement. 
We completed 159 surveys. 
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2/11/2020 

Northland 
Workforce 
Training 
Center 

Northland / 
BMW Open 
House 

Open house 

NFTA Metro staff tabled at 
Northland/BMW from 4-
6pm so that students and 
parents could drop by to 
talk about public 
transportation concerns.  

2/25/2020 

Sweet Home 
Middle School, 
4150 Maple 
Road 

Metro Rail 
Expansion 
Draft 
Environmental 
Impact 
Statement 
Public Hearing 

Public hearing  Formal public hearing 

2/26/2020 Boulevard Mall 

Metro Rail 
Expansion 
Draft 
Environmental 
Impact 
Statement 
Public Hearing 

Public hearing  Formal public hearing 

6/8-
6/22/20 Online Covid-19 

Survey Survey 

We conducted an online 
survey from June 8 to June 
22 to seek feedback from 
the public about our COVID-
19 response and to learn 
how to help riders feel safe 
on the system in the future. 
The survey was targeted 
both to people riding during 
the pandemic and people 
who are not riding during 
the pandemic. 

5/10/21-
6/14/2021 Online 

Bus Network 
Improvements 
Survey 

Survey 

Online survey from May 10 
through June 14 to hear 
from riders about service 
needs and priorities.  

6/9/2021 University 
Loop 

Bus Network 
Improvements 
Survey 

Survey and 
conversations 

Staff tabled at University 
Loop to talk to riders about 
service needs and priorities. 
Some riders filled out 
survey, others chatted with 
staff.  

Jun-21 North Division 
Transit Center 

Bus Network 
Improvements 
Survey 

Survey and 
conversations 

Staff tabled on North 
Division to talk to riders 
about service needs and 
priorities. Some riders filled 
out survey, others chatted 
with staff.  

6/11/2021 
Portage Road 
Transportation 
Center 

Bus Network 
Improvements 
Survey 

Survey and 
conversations 

Staff tabled at PRTC to talk 
to riders about service 
needs and priorities. Some 
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riders filled out survey, 
others chatted with staff.  

7/13/2021 Online - Go To 
Webinar 

Bus Network 
Improvements 
Public Meeting 

Public meeting 

Staff presented on the 
proposed bus route 
alternatives and then took 
questions from attendees. 

7/15/2021 Online - Go To 
Webinar 

Bus Network 
Improvements 
Public Meeting 

Public meeting 

Staff presented on the 
proposed bus route 
alternatives and then took 
questions from attendees. 

8/11/2021 Thruway Mall 
Transit Center 

Bus Network 
Improvements 
Alternatives 

Education, seeking 
feedback, informing of 
feedback opportunities 

Staff tabled at several 
locations to speak with 
riders about the Bus 
Network Improvements 
alternatives. Riders 
provided informal feedback 
to staff and were provided 
with postcards informing 
them about the process and 
about further opportunities 
for feedback.  

8/11/2021 
University 
Station Bus 
Loop 

Bus Network 
Improvements 
Alternatives 

Education, seeking 
feedback, informing of 
feedback opportunities 

Staff tabled at several 
locations to speak with 
riders about the Bus 
Network Improvements 
alternatives. Riders 
provided informal feedback 
to staff and were provided 
with postcards informing 
them about the process and 
about further opportunities 
for feedback.  

8/12/2021 

Downtown 
Niagara Falls 
(Old Falls & 
3rd) 

Bus Network 
Improvements 
Alternatives 

Education, seeking 
feedback, informing of 
feedback opportunities 

Staff tabled at several 
locations to speak with 
riders about the Bus 
Network Improvements 
alternatives. Riders 
provided informal feedback 
to staff and were provided 
with postcards informing 
them about the process and 
about further opportunities 
for feedback.  

8/23/2021 Online - GoTo 
Webinar 

Bus Network 
Improvements 
and Fare 
Changes Public 
Hearing 

Formal public hearing 
about Bus Network 
Improvements and fare 
changes 

Formal public hearing 
about Bus Network 
Improvements and fare 
changes 
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8/24/2021 
Portage Road 
Transportation 
Center 

Bus Network 
Improvements 
and Fare 
Changes Public 
Hearing 

Formal public hearing 
about Bus Network 
Improvements and fare 
changes 

Formal public hearing 
about Bus Network 
Improvements and fare 
changes 

8/25/2021 Metropolitan 
Transit Center 

Bus Network 
Improvements 
and Fare 
Changes Public 
Hearing 

Formal public hearing 
about Bus Network 
Improvements and fare 
changes 

Formal public hearing 
about Bus Network 
Improvements and fare 
changes 

8/27/2021 

NFHA 
Community 
Day at 
Highland & 
Center Ave 

Highland & 
Center Ave, 
Niagara Falls 

Tabling at a festival 

Staff spoke with community 
members about proposed 
changes to the network in 
Niagara Falls and advised 
them of comment 
opportunities.  

9/15/21  

Buffalo-
Amherst-
Tonawanda 
Transit 
Expansion 
Project Scoping 
Meeting 

Formal scoping 
meeting (public 
hearing) for 
Environmental Impact 
Statement 

NFTA solicited input on 
topics that should be 
studied in-depth as part of 
the Environmental Impact 
Statement for the Metro 
Rail Expansion (LRT, BRT). 
Attendees provided 
statements at the hearing, 
as well as through email 
and letter through October 
14. 
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Chapter 5: Meaningful Access to LEP 
Persons 
Requirement: Title VI and its implementing regulations require that FTA recipients take responsible 
steps to ensure meaningful access to the benefits, services, information, and other important portions 
of their programs and activities for individuals who are Limited English Proficient (LEP).  

Response: The NFTA has established a committee to identify and address the needs of LEP persons in its 
service area. Any identified LEP deficiencies will be addressed by the committee immediately. A Limited 
English Proficient (LEP) Plan has been created and is attached. 

  



108 
 

 

 

 

 

 

 

 

 

 

Title VI 
Limited English Proficiency Plan 

Dejuan Hardy, Manager 
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I. Goal 
 

 
Niagara Frontier Transportation Authority shall provide quality language assistance services to 
individuals with limited English proficiency, in a timely manner, to ensure meaningful access to 
programs, services and activities.  

 
II. LEP 

 

FTA’s Office of Civil Rights defines LEP populations as: “Individuals who do not speak 
English as their primary language and who have a limited ability to read, write, speak, or 
understand English can be limited English proficient; or Households where no one over age 14 
speaks English well are linguistically isolated.”  

 

III. Four-Factor Analysis 
Factor 1 

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

NFTA serves Erie and Niagara Counties, utilizing buses, light rail, paratransit vans and 
trolleybuses. We provide bus service to Buffalo, Lockport, Niagara Falls, and all points in 
between. See Appendix B of this chapter. 

The majority of LEP persons live on the west side of Buffalo with the largest concentration 
speaking Spanish.  The following routes service this area: 

3 Grant 23 Fillmore-Hertel 

5 Niagara-Kenmore 26 Delavan 

12 Utica 32 Amherst 

20 Elmwood 35 Sheridan 

22 Porter-Best 40 Buffalo/Niagara Falls 
 

NFTA’s relevant benefits, services, and information provided by our agency have been used by 
LEP persons regularly.  LEP persons may have contact with our bus operators, receptionists, and 
customer service representatives.  LEP persons have access to our website which includes a 
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language translation function.  Employees engaged in community outreach have also had 
ongoing contact with LEP persons. 

NFTA has not identified any underserved recipients due to language barriers. 

The U.S. Census data below provides information for Erie and Niagara Counties’ total 
population who speak English less than very well. (Appendix A) 

 

 

Figure 9: 2014-2019 American Community Survey: Table S1601 Language Spoken at Home 

 Erie County 
Total 

Population 

Speak English 
Less than Very 

Well 

Total % 
Speak 

English 
less than 
very well 

Niagara 
County Total 
Population 

Speak 
English 

Less than 
Very Well 

Total % 
Speak 

English less 
than very 

well 
Total population 5 
years and older 

869,005 33,884 3.9 199,721 3,321 1.7 

Speak a language 
other than English: 

      

       Spanish 31,317 10,202 32.6 2,927 1,095 37.4 
       
       Other Indo-
European languages 

31,257 9,928 31.8 3,979 1,332 33.5 

       
       Asian and Pacific 
Island languages 

15,894 7,282 45.8 1,087 683 62.8 

       
      Other and 
unspecified languages 

14,806 6,472 43.7 613 211 34.4 

       
       

 

Analyze the data collected 

• Erie County: 
 

Review of the 2014-2019 American Community Survey of the U.S. Census Report indicates Erie 
County’s largest LEP population is Spanish speaking (31,317). Among people who speak 
Spanish at home, approximately 10,202 (32.6%) speak English less than “very well.” 

The total estimate of people living in Erie County is 869,005. Of this group, 775,731 speak only 
English; 31,317 speak Spanish (10,202 of whom speak English less than “very well”); 14,806 
speak other languages (6,472 of whom speak English less than “very well”). 

The Buffalo School District reports the number of English Language Learner (ELL) students in 
the Buffalo schools has decreased from 5,618 for the 2018-2019 school year to 5,320 for the 
2019-2020 school year.  During the same time periods the number of Languages spoken 
increased from 78 to 82.  
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• Niagara County: 
 

Review of the 2014-2019 American Community Survey of the U.S. Census Report indicates 
Niagara County’s largest LEP population is Spanish speaking. Among people who speak 
Spanish at home, 37.4 % speak English less than “very well”.  

The total estimate of people living in Niagara County is 199,721 .  Of this group, 191,115 speak 
only English; 2,927 speak Spanish, of whom 1,095 speak English less than “very well”); 613 
speak other languages (of whom 211 speak English less than “very well”). 

• Reach out to community organizations that serve LEP persons 

NFTA has current associations with communities serving LEP persons through outreach efforts.  

The following organizations assist LEP persons: 

• Adult Education Division of the Buffalo Public Schools 
• Journey’s End Refugee Services, Inc. 
• Response to Love Center 
• Hispanic United of Buffalo 
• B.I.R.E.C. (Buffalo Immigrant Refugee Empowerment Coalition) 
• P.A.T.H. (People Against Trafficking Humans, Inc.) 
• International Institute of Buffalo  
 

NFTA has implemented a survey as part of our outreach efforts to identify any 
deficiencies/language barriers of our transportation system.  (See Appendix D of this chapter) 

Factor 2 

The frequency with which LEP individuals come into contact with NFTA programs, 
activities and services 
LEP persons may come in contact with NFTA representatives from the following areas or 
activities 

• Bus, light rail  
• ADA Paratransit  
• Customer Care Center  
• Public Meetings  
• On Board (Ridership Surveys) 
• NFTA website language translator 
 
 
 
 
The most frequently traveled destination in NFTA’s service area is the downtown Buffalo area 
using the following routes:  
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1 William 14 Abbott 

2 Clinton 15 Seneca 

3 Grant 16 South Park 

4 Broadway 20 Elmwood 

5 Niagara-Kenmore 24 Genesee 

6 Sycamore 25 Delaware 

8 Main 40 Grand Island 

11 Colvin 42 Lackawanna 

 
 
Hispanics United of Buffalo is a Human Service Agency that serves more than 650 individuals 
on a monthly basis.  It is a one stop shop, serving the geographic area of Erie County providing 
drug and alcohol counseling, a food pantry, interpreter, and a methadone clinic. According to 
Hispanics United the majority of the population is Spanish speaking LEP persons that have 
emigrated from Puerto Rico with the population increasing over the past five years.  The 
education level ranges from an average of 8th grade through 11th grade.   

 

Factor 3 

The nature and importance of the program, activity, or services provided by NFTA to the 
LEP population  

• The provision of public transportation is a vital service, especially for people without 
access to personal vehicles. Based on the most recent on-board survey, In the 2021 
onboard survey, 4% of riders surveyed indicated that they spoke English “less than very well” or 
“not at all.”  

• Of the people surveyed who indicated that they spoke English “less than very well” or “not at 
all,” 58% were transit dependent, and 60% reported that they do not have a driver’s license. 

 

Factor 4 

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

Our website contains a language translator.  Bilingual employees are also available for 
translation services.  The NFTA also offers a service called Language Line for translation.  All 
schedules are printed in Spanish.  “I Speak” cards are available at points of contact with the 
public.  In the event of an emergency, universal symbols are used in the buses and throughout the 
agency.  
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Spanish/English Ticket Vending Machines and Language Line Service (See Appendix E). The 
average three-year cost of the Language Line Service is approximately $1,346.00.  

Determine what, if any, additional services are needed to provide meaningful access.  

Based on current analysis no additional services have been identified as needed to provide 
meaningful access. Through our continued monitoring efforts and feedback from customers, it 
will be determined whether additional services are needed in the future.  

Analyze your budget.  

Consider cost effective practices for providing language services.  

NFTA through community outreach has assistance for many language services that may be 
needed. Contracting with Language Line is ongoing. Bilingual staff is also available when 
needed. 

 

Summary 

The four-factor analysis has identified that Spanish speaking individuals are the LEP group of 
Erie and Niagara County.  They are above the safe-harbor threshold of 1,000 persons, however, 
the total LEP population is less than the five percent (5%) safe-harbor threshold.   

“The Safe Harbor Provision stipulates that, if a recipient provides written translation of vital 
documents for each eligible LEP language group that constitutes five percent (5%) or 1,000 
persons, whichever is less, of the total population of persons eligible to be served or likely to be 
affected or encountered, then such action will be considered strong evidence of compliance with 
the recipient’s written translation obligations”. 

IV. Implementation Plan 
The Department of Transportation (DOT)'s LEP Guidance recommends that grant recipients 
develop an implementation plan that includes the following five elements:  
 
A)    Identifying LEP individuals; needs based language assistance using the four-factor analysis 
B) Provide language assistance measures 
C) Train staff 
D) Provide notice to LEP persons 
E) Monitor and update LEP outreach plan 
 
A. LEP Needs Assessment 
 

• The LEP population for Erie County as a whole group is approximately 93,274.  
This group is a combined grouping of all languages in Erie County other than 
English; the Spanish language being the largest. 
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• The largest group of the LEP population for Niagara County as a whole group is 
approximately 8,606.  This group is a combined grouping of all languages in 
Niagara County other than English. 

 

• Fixed routes 3, 5, 12, 20, 22, 23, 26, 32, 35, 40 are the routes mainly used by 
Spanish-speaking LEP population. 

 
B. Language Assistance 
 

• NFTA has posted notices informing LEP persons of their rights as well as 
available services and any changes to those services. This is in addition to our 
current Title VI notice to beneficiaries. 

 

• NFTA currently uses Language Line Services for live interpretation of many 
languages. Translating key documents from English to Spanish and other 
languages as a request arises. The following resources will be used to provide 
language assistance: 

 
 

 
 

Resource   Phone Number Form of Assistance                                              
          
Language Line Services  1-800-523-1786  Interpreter 
 
International Institute of Buffalo 
    716-883-1900  Written Translation 
        Use iib@iibuff.org to submit information to be translated. 
 
Journey’s End Refugee Services   
    Phone Number Form of Assistance 
    716-882-4963  Written Translation 
     Fax Number  716-882-4977 

 
• Each department has the proper procedures and access codes for accessing the 

appropriate language assistance; contact information and Language Line Guide. 
 

• Each bus has a Language Identification card (Appendix E) in the event of a 
communication barrier. The operator will then call control for an interpreter after 
first identifying the appropriate language using the Language Identification card.  

 

• All bus and rail schedules are in English and Spanish.  
 

• Communicating with groups through NFTA’s outreach program that provides 
assistance to the LEP population regarding our transit service. 

C. Train Staff 
• NFTA has trained all employees who are in public contact positions. Members of 

management have also been made fully aware and understand our LEP plan. 
Training first occurs during new hire orientation as new employees are taught our 
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LEP policies and procedures. Refresher training is also provided on a need by 
need basis.  
 

D. Provide Notice to LEP Persons 
• NFTA currently uses universal symbols throughout the system; 
• Posts signs in transportation centers and on buses called Rider Alerts in English  
• Sends information to local organizations working with LEP persons; 
• Posts notices on our website using the built-in resource of Google translator. 

 
E. Monitor and Update LEP Plan 

• NFTA currently accesses and will continue assessing the LEP persons served 
as well as the number of requests for language assistance as well as complaints 
on our bus, light rail, at our airports and transportation centers. Surveys will 
continue to be conducted as well.  

Ongoing assessment of staff and operator training through monitoring and communication with 
appropriate departments will drive training using best practices.  
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Appendix A  

 Erie County, New York Niagara County, New York 

 Total Percent Total Percent 

Label Estimate Margin of 
Error Estimate Margin of 

Error Estimate Margin of 
Error Estimate Margin of Error 

Population 5 years and over 869,005 ±25 (X) (X) 199,721 ±5 (X) (X) 

Speak only English 775,731 ±2,381 89.3% ±0.3 191,115 ±709 95.7% ±0.4 

Speak a language other than 
English 

 
93,274 

 
±2,383 

 
10.7% 

 
±0.3 

 
8,606 

 
±709 

 
4.3% 

 
±0.4 

Spanish 31,317 ±1,104 3.6% ±0.1 2,927 ±407 1.5% ±0.2 

5 to 17 years old 6,253 ±615 0.7% ±0.1 535 ±186 0.3% ±0.1 

18 to 64 years old 22,278 ±785 2.6% ±0.1 2,131 ±293 1.1% ±0.1 

65 years old and over 2,786 ±260 0.3% ±0.1 261 ±89 0.1% ±0.1 

Other Indo-European  
languages 

 
31,257 

 
±1,446 

 
3.6% 

 
±0.2 

 
3,979 

 
±541 

 
2.0% 

 
±0.3 

5 to 17 years old 4,100 ±551 0.5% ±0.1 329 ±176 0.2% ±0.1 

18 to 64 years old 19,929 ±1,187 2.3% ±0.1 2,328 ±318 1.2% ±0.2 

65 years old and over 7,228 ±547 0.8% ±0.1 1,322 ±312 0.7% ±0.2 

Asian and Pacific Island 
 languages 

 
15,894 

 
±1,101 

 
1.8% 

 
±0.1 

 
1,087 

 
±203 

 
0.5% 

 
±0.1 

5 to 17 years old 3,242 ±478 0.4% ±0.1 138 ±74 0.1% ±0.1 

18 to 64 years old 11,507 ±770 1.3% ±0.1 748 ±165 0.4% ±0.1 

65 years old and over 1,145 ±197 0.1% ±0.1 201 ±75 0.1% ±0.1 

Other languages 14,806 ±1,614 1.7% ±0.2 613 ±204 0.3% ±0.1 

5 to 17 years old 3,980 ±716 0.5% ±0.1 118 ±70 0.1% ±0.1 

18 to 64 years old 9,688 ±1,070 1.1% ±0.1 465 ±165 0.2% ±0.1 

65 years old and over 1,138 ±314 0.1% ±0.1 30 ±40 0.0% ±0.1 

 
All citizens 18 years old and 
over 

 
706,724 

 
±1,403 

 
(X) 

 
(X) 

 
165,567 

 
±350 

 
(X) 

 
(X) 

Speak only English 650,746 ±1,875 92.1% ±0.2 159,453 ±603 96.3% ±0.3 

Speak a language other than 
English 

 
55,978 

 
±1,433 

 
7.9% 

 
±0.2 

 
6,114 

 
±545 

 
3.7% 

 
±0.3 

Spanish 23,212 ±904 3.3% ±0.1 2,138 ±290 1.3% ±0.2 

Other languages 32,766 ±1,182 4.6% ±0.2 3,976 ±465 2.4% ±0.3 
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Appendix B - LEP MAP
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Appendix C – Survey  

 

NIAGARA FRONTIER TRANSPORTATION AUTHORITY 

 

COMMUNITY ORGANIZATIONS SERVING LEP PERSONS  

 
1. What geographic area does your agency serve? 

 
2. How many people does your agency provide services to?  

 
3. Has the size of the population you serve increased, stayed the same, or decreased over the 

past five years?  
 

4. What are the countries of origin from which your population has immigrated? 
 

5. Does your population come from an urban or rural background?  
 

6. What are the languages spoken by the population you serve? 
 

7. What is the age and gender of your population?  
 

8. What is the education and literacy level of the population you serve? 
 

9. What needs or expectations for public services has this population expressed? 
 

10. Has the population inquired about how to access public transportation or expressed a 
need for public transportation service? 
 

11. What are the most frequently traveled destinations?  
 

12. Are there locations that the population has expressed difficulty accessing via the public 
transportation system?  
 

13. Do the transit needs and travel patterns of the population vary depending on the age or 
gender of the population members?  
 

14. What is the best way to obtain input from the population?  
 

15. Who would the population trust most in delivering language appropriate messages? 
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Appendix D 

Language Line Services 

 

The NFTA has contracted with Language Line Services to offer our limited English-speaking 
customers (LEP) the opportunity of having an interpreter.  Professionally trained and tested 
interpreters will translate conversations meaning-for-meaning.  

All you need to do is follow the instructions below: 

• Dial 1-800-523-1786 
• Use Client ID #602011 
• Tell the operator the language you need interpreted 
• Use Access Code #2090 

This company offers translations in 150 languages including, but not limited to: 

Spanish, Chinese, Karen, Somali, Arabic, Burmese, French, Japanese, Korean, Russian, 
Vietnamese, Armenian, Cambodian, German, Italian, Polish, Farsi, Tagalog, Thai, and Urdu. 

The operator will set up a conference call and translate while you are on the line. 
Tiers Languages Daytime (5am–5pm) Nights/Weekends 

Tier 1 Spanish $2.45/min. $2.75/min. 

 

Tier 2 

 

Mandarin, Cantonese, 
French, Japanese, 
Korean, Russian, 
Vietnamese and Japanese 

 

 

$2.75/min. 

 

 

 

$3.45/min. 

 

Tier 3 

Armenian, Cambodian,  
Haitian, Creole, German, 
Italian, Polish, Portuguese 

 

 

$2.85/min. 

 

 

$4.15/min. 

 

Tier 4 

All other languages 
offered 

 

$2.95/min. 

 

$4.85/min. 

The above charges will be applied against the $50.00 monthly usage fee.  There is a $6 dial 
out charge if the operator is asked to call a third party. 
 

 
Peak Hours are Monday - Friday 5am to 5PM PST. 

 

 
Off Peak Hours are Holidays and Weekends. 
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 The two other charges have remained the same: 

-a $50 minimum charge per month 

- $6 dial out charge if the operator is asked to call a third party 

There is also a $4.50/month charge for equipment, which is a dual handset phone located at the 
BNIA Customer Care desk. 
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Appendix E 

Language Card1/2

"x11" 
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Appendix F 

Currently, in the 2020 - 2021 school year, there are 77 different languages spoken by Buffalo City School 
District students. Spanish (1,806), Arabic (483), Karen (414), Swahili (375), Somali (360), Bengali (313), 
and Burmese (284) are the seven most common languages spoken by English language learners.  Top 
seven languages represent 80.8% of total ELL population.  34.6% of languages spoken by ELLs are not 
recognized by NYSED Student Information Repository System (SIRS). 417 ELLs, 7.9%, speak these 28 low 
incident languages.  
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Appendix G 

 
Data Focus: Languages Spoken in the Buffalo Public Schools 
 
 

 Number of 
Students 

Number of 
Languages Spoken 

2016 – 2017 5,740 84 
2018- 2019 5,618 83 
2019-2020 6320 83 
2020- 8/20 7303 77 

Source: BPS enrollment: ELL data OSA 10/14/2020 IC Ad hoc 11/10/2020 
 

Rank Language Number of Students 
1 Spanish 1806 
2 Arabic 483 
3 Karen 414 
4 Somali 360 
5 Bengali 313 
6 Burmese 284 

Source for Exit ELL Students, OSA (LK) 10/14/2020 

 

 

 

Sources 

 

U.S. Census Bureau 

2014-2019 American Community Survey/American Fact Finder 

https://data.census.gov/cedsci/table?t=Language%20Spoken%20at%20Home&g=0500000US36029,360
63&tid=ACSST5Y2019.S1601 

Partnership for the Public Good  

Immigrants, Refugees, and Languages Spoken in Buffalo 

Buffalo School District (Nadia A. Nashir ) 

Hispanics United of Buffalo 

https://data.census.gov/cedsci/table?t=Language%20Spoken%20at%20Home&g=0500000US36029,36063&tid=ACSST5Y2019.S1601
https://data.census.gov/cedsci/table?t=Language%20Spoken%20at%20Home&g=0500000US36029,36063&tid=ACSST5Y2019.S1601
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Chapter 6: Minority Representation on 
Planning and Advisory Bodies 
Requirement: Title 49 CFR Section 21.5(b)(1)(vii) states that a recipient may not, on the 
grounds of race, color, or national origin, “deny a person the opportunity to participate as a 
member of a planning, advisory, or similar body which is an integral part of the program.” 
Recipients that have transit-related, non-elected planning boards, advisory councils or 
committees, or similar committees, the membership of which is selected by the recipient, must 
provide a table depicting the racial breakdown of the membership of those committees, and a 
description of efforts made to encourage the participation of minorities on such committees.  
 
Response:  

Non-Elected Committees and Councils  

The Citizens Advisory Committee (CAC) is a committee established by the NFTA to serve in an 
advisory capacity to Metro Staff with bi -monthly reports to the NFTA Board of Commissioners.  The 
membership of the CAC is by invitation however, organizations appoint their own members. It is in 
the best interest of NFTA that the membership of the CAC reflects a diverse and wide representation 
of current users of the NFTA Metro Bus and Rail System. NFTA reaches out to organizations and 
groups representing minority and LEP populations when there is a vacancy on the CAC.  Membership 
may include, but shall not be limited to NFTA Metro users representing the following interests, 
groups, or areas: 

• Transit service users  
• Ethnic, Community and Faith based Organizations 
• Medical & Mental Health Community 
• Business/Economic Development Organizations 
• School Districts & Educational Community/Parent Organizations 
• Recreational/Bicycling/Pedestrian Advocate 
• NFTA management and Metro Operator(s) 

 

The current CAC membership by race is depicted in the table below. The membership is 43% 
minority.  

Members of the Board of Directors are not selected by the NFTA and therefore their membership is 
not reported.  

Figure 10- CAC Membership by Race 
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Chapter 7: Subrecipient Assistance and 
Oversight 
 
Requirement: In accordance with 49 CFR 21.9(b), and to ensure that subrecipients are 
complying with the DOT Title VI regulations, primary recipients must monitor their 
subrecipients for compliance with the regulations. Importantly, if a subrecipient is not in 
compliance with Title VI requirements, then the primary recipient is also not in compliance.  
 
 
Response: NFTA with FTA developed a Project Management Plan (PMP) for each subrecipient in 
2010. The PMP was developed originally for JARC and New Freedom subrecipients to provide 
guidance on federal grant requirements including but not limited to Title VI regulations. 

The PMP identifies Title VI requirements while each subrecipient’s Memorandum of Understanding 
(MOU) further outlines the requirements and describes monitoring and corrective procedures.  Prior 
to signing the MOU, NFTA and each subrecipient meet to review and discuss all the requirements of 
the funding including but not limited to Title VI. The PMP outlines the process by which NFTA is to 
verify that requirements are being met. Subrecipients are required to sign documentation to confirm 
that all requirements of the Title VI are being followed. Subrecipients may adopt NFTA’s plan or 
submit their Title VI Plan within three months of signing their MOU. The plan must include copies of 
their Notice of Beneficiaries and Complaint Procedures. The reported location of each subrecipient’s 
notice to beneficiaries is submitted in a verification form and is confirmed during site visits.  

If a subrecipient is not in compliance as verified through a compliant, site visit or program review or 
requires additional assistance to develop and adopt their Title VI program, NFTA staff works directly 
with the subrecipient to provide appropriate and individualized assistance to ensure compliance. 
This may include providing data and information relevant to the development and adoption of the 
subrecipient program components.  

Subrecipients must also report quarterly on any complaints. To date no subrecipients have received 
any Title VI complaints. At the request of FTA, in response to a complaint of discrimination, NFTA 
shall request that subrecipients who provide transportation service verify that their level and quality 
of service is provided on an equitable basis.  

Currently, the NFTA has one subrecipient – the United Way of Buffalo and Erie County. Since 2017, 
the United Way has managed a program called Go Buffalo Moms under the Federal Rides to Wellness 
Program.  

Go Buffalo Mom is a travel education/planning and financial planning/savings program for low-
income high risk pregnant women with challenges accessing prenatal care due to transportation. The 
service is designed for ease of use, affordability, and is built around one-on-one relationships 
between the patient and transportation navigator and the patient and financial counselor.  The 
program is delivered at prenatal clinics within the city if Buffalo and targeted to a very specific 
demographic.  

Like all previous subrecipients, the United Way received a PMP and signed an MOU outlining their 
requirements to comply with Title VI. The United Way has an equity and anti-racism plan but chose 
to adopt NFTA’s Title VI plan for the Go Buffalo Mom program. The United Way provides beneficiaries 
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of the program notification of their rights under Title VI and procedures to file a complaint through 
the program intake process as verified through NFTA’s review of program documentation. 

United Way reports quarterly on the progress of the project. They have not received any Title VI 
complaints to date. In addition, the NFTA participates in quarterly program coordination and 
implementation meetings, providing additional oversight for the program as needed.  
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Chapter 8: Determination of Site or 
Location of Facilities 
 

Requirement: Title 49 CFR Section 21.9(b)(3) states, “In determining the site or location of 
facilities, a recipient or applicant may not make selections with the purpose or effect of 
excluding persons from, denying them the benefits of, or subjecting them to discrimination 
under any program to which this regulation applies, on the grounds of race, color, or national 
origin; or with the purpose or effect of defeating or substantially impairing the 
accomplishment of the objectives of the Act or this part.” Title 49 CFR part 21, Appendix C, 
Section (3)(iv) provides, “The location of projects requiring land acquisition and the 
displacement of persons from their residences and businesses may not be determined on the 
basis of race, color, or national origin.” For purposes of this requirement, “facilities” does not 
include bus shelters, as these are transit amenities and are covered in Chapter IV, nor does it 
include transit stations, power substations, etc., as those are evaluated during project 
development and the NEPA process. Facilities included in this provision include, but are not 
limited to, storage facilities, maintenance facilities, operations centers, etc. 

 

Response:  

The NFTA has not sited or constructed any new storage/maintenance facilities or operations 
centers since the 2018 Title VI submission.  
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Chapter 9: System-Wide Service Standards 
and Policies 
Requirement: Title 49 CFR Section 21.5 states the general prohibition of discrimination on the 
grounds of race, color, or national origin. Section 21.5(b)(2) specifies that a recipient shall not 
“utilize criteria or methods of administration which have the effect of subjecting persons to 
discrimination because of their race, color, or national origin, or have the effect of defeating or 
substantially impairing accomplishment of the objectives of the program with respect to 
individuals of a particular race, color, or national origin.” Section 21.5(b)(7) requires 
recipients to “take affirmative action to assure that no person is excluded from participation in 
or denied the benefits of the program or activity on the grounds of race, color, or national 
origin.” Finally, Appendix C to 49 CFR part 21 provides in Section (3)(iii) that “[n]o person or 
group of persons shall be discriminated against with regard to the routing, scheduling, or 
quality of service of transportation service furnished as a part of the project on the basis of 
race, color, or national origin. Frequency of service, age and quality of vehicles assigned to 
routes, quality of stations serving different routes, and location of routes may not be 
determined on the basis of race, color, or national origin.” 

Response:  
 
NFTA has established system-wide service standards. These were initially approved in 1992, 
updated in 2012, and the latest revision was adopted by the Board of Commissioners on March 25, 
2021. NFTA has adopted these system-wide service policies in order to guard against service design 
and operational policies that could have disparate impacts on a particular portion of the population. 
Service policy requirements include areas related to vehicle assignment, amenity locations, bus 
shelter placements, and transit security. NFTA’s Metro Bus and Rail Service Design Guidelines and 
Delivery Standards as well as our Shelter Placement policy is included below.  
 

Vehicle Assignment:  
 
The NFTA’s bus fleet is composed of several different models but all provide the same passenger 
amenities, such as air conditioning and wheelchair lifts or ramps. All models are distributed fairly 
equally between NFTA’s three bus garage locations. Bus fleet information is shown below. An APC 
bus deployment plan was developed to ensure that newer APC buses are statistically assigned to all 
different routes within each garage.  Approximately 97% of the NFTA big bus fleet and 100% of the 
NFTA light rail fleet is equipped with APC technology.  Each week the three garages receive a 
deployment plan to assign different buses on specific routes including minority routes.  A copy of an 
APC deployment plan for Babcock Garage is included.  We have found that after reviewing the garage 
bus assignment logs, minority routes are equally assigned newer buses as non-minority daily.  
 
All rail cars are air conditioned. Each underground station is accessible, and each above ground 
station has one accessible platform.  
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Figure 11 - Fixed Route Fleet Information 

 
Figure 12 - Paratransit Fleet Information 
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Figure 13 - Example of APC Deployment 
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Transit Amenities 

Shelters:  

NFTA’s Bus Shelter Placement Policy, adopted in 2007, is included. The goal of the policy is to locate 
shelters based on need and relevance. In addition, it is the policy to maintain public and private 
partnerships for “adopt-a-stop” programs for additional amenities at shelters and stops. Shelter 
requests can be made by members of the public on the NFTA Metro website, which are reviewed 
based on the shelter placement policy criteria; this request form is also included. 

Benches:  

NFTA typically places benches at locations with shelters, but will place benches in areas where space 
limitations prevent a shelter from being installed. NFTA will review all requests from the public for 
bus stop benches. Benches are also placed at each rail station.  

Information:  

Timetables and route maps are posted at rail stations and transit centers and on our website. 
Passenger information displays (PIDs) are located at each rail station. NFTA Metro publicly produces 
static General Transit Feed Specification (GTFS) data, which allows customers to plan trips on various 
apps (Google Maps, Transit, Moovit) using the latest schedule information. Real-time bus information 
is provided on the NFTA Metro website in the “Where’s My Bus?” and “Smart Traveler” tools. 
Seventeen digital signs provide real-time and scheduled data at select rail stations, transit centers 
and bus stops. A kiosk is located in Allen Medical Metro Rail Station which provides interactive 
information to customers. Riders can visit the website to sign up for email alerts about trip status, 
reroutes and other important information about their routes. 

Escalators and Elevators: 

In compliance with the Americans with Disability Act (ADA) requirements, NFTA has escalators and 
elevators at each underground rail station to provide vital access to the system, particularly for 
persons with disabilities. Up-to-date information about the status of escalators and elevators is 
available on the NFTA Metro website. 

Waste Receptacles:  

It is the policy of NFTA to not site waste receptacles at bus stops; however trash receptacles are 
located and maintained at all rail stations and transit centers.  

Park and Rides: 

It is the policy of NFTA to place Park and Rides at locations with viable parking that are located in 
proximity to existing transit service. Park and Rides are sited based on demand.  
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Transit Security 

The NFTA has a multi-layered security strategy in place utilizing both advanced technologies and 
trained employees. The System Security Plan has been refined over the years and is updated annually. 
The plan has been reviewed and accepted by TSA and the Public Transportation Safety (& Security) 
Board, the New York State Safety Oversight Agency.  

The technologies utilized include CCTV cameras with analytics as well as various sensors throughout 
the public side of the NFTA facilities, rolling stock, and restricted areas. These technologies have been 
integrated together to form a cohesive security system. Our Operations Control Center is staffed 24/7 
by Bus and Rail Controllers as well as highly trained Police Officers that monitor all of the security 
systems. Access to critical NFTA facilities is protected and monitored utilizing access control means 
such as physical keys, intrusion alarms, and card readers.   

The NFTA has conducted Terrorism Awareness training for our front-line employees beginning in 
1998. Supplemental trainings have included training in Behavioral Awareness, Improvised Explosive 
Devices, Identifying and Reporting Suspicious Behaviors, and other security topics. NFTA staff has 
additionally been trained in active shooter response tactics during this time period.   

The NFTA works closely with all emergency response agencies that operate within both Erie and 
Niagara Counties, as well as the City of Buffalo. Our emergency response plans are integrated with 
the responding agencies’ plans. System and facility familiarization training has been provided to local 
responding agencies and drills are planned to further test those agencies’ response mechanisms. The 
NFTA works closely with the counties and the city in developing the Emergency Response Plans that 
are utilized. Additionally, NFTA Management has been trained and certified to the NIMS standards 
including ICS100, ICS200, and ICS300. We are integrated into the Incident Command System for the 
region whenever a large-scale event occurs here no matter what the disaster is and provide staff to 
the Emergency Operations Center (EOC). 

 

 

 

 

 

 

 

 

 

 

. 
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NFTA Bus Shelter Placement Policy 
 
 

 
Metro’s bus stops and shelters are a first point of sale for our service and enhancing 
customers’ overall transportation experience is a focal point for increasing ridership.  Also, 
a major concern of Metro customers, especially during inclement weather, is the amount of 
time spent at the bus stop exposed to the elements. 
 
The following revised Metro bus shelter placement policy was adopted by the NFTA Board 
of Commissioners in March, 2007. 
 
Former Shelter Placement Standard: 

• NFTA’s Service Standards specified that stops with 100 or more boarding and/or 
transferring passengers per day qualified for placement of a bus shelter.  In Niagara County 
and at hospitals, 50 boarding and/or transferring passengers were required.  The number 
of passenger boardings was the primary criteria. 

• NFTA currently has in place and maintains 250 shelters in our service area.  
  

Goals of Revised Shelter Placement Policy: 

• Locate bus shelters based on need and relevance. 
• Provide additional bus shelters through a revised placement policy as well as public and 

private partnerships. 
• Implement bench placement programs. 
• Provide enhanced customer information, including context maps and schedule information 

at high usage stops. 
• Provide additional bus stop amenities through creative initiatives involving shelter 

companies, colleges/universities, municipalities, adjacent institutions, hospitals and “adopt-
a-stop” participants. 

 

Revised Shelter Placement Policy: 

• The policy for placement of new shelters is as follows: 
o A points system based on need and relevance is outlined below, whereby the total 

number of points accumulated at a bus stop will determine whether a shelter is 
warranted. 

o Bus stops that accumulate 10 points or more may be considered for shelter 
placement. 

 
• Points are accumulated according to the following criteria: 

                          

                      15 points     Number of daily boardings is at least 200 people per day. 

                      10 points     Number of daily boardings is between 100-199 people per day. 
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                       7 points      Number of daily boardings is between 50-99 people per day. 

                       4 points      Number of daily boardings is between 10-49 people per day. 

                       4 points      Transfer point – Where passengers wait to board one bus after 

                                          alighting from another. 

                       4 points      Special needs – Area includes facilities or people with special 

                                          requirements for shelter that might not qualify for  attention  

                                          based on boarding counts (medical offices, senior citizen 

                                          centers/housing, libraries, and persons with disabilities). 

                       4 points      Activity location – Includes locations with high density of  

                                          people and high potential for ridership (retail centers, hospitals, 

                                          schools, apartments, office buildings). 

                       3 points      Exposure to elements – Locations with no landscaping or  

                                          buildings to offer shade/weather protection, no area to stand 

                                          outside of sidewalk, and 2-3 lanes of traffic of 40mph or more. 

                       2 points      Long waiting time – Stops at which customers wait 30 

                                          minutes or more between buses. 

                       2 points      Distribution of improvements – Spread of shelters equitably 

                                          throughout service area in compliance with FTA 

                                          Environmental Justice requirements. 

                       1 point       Request for improvements – Customer or community requests 

                                         for improvements at stop. 

 

• The number of daily boardings should dictate the size of the shelter and all stops with 
shelters also qualify for a bench. 

• Additional passenger amenities, such as schedule information and lighting, will also be 
considered as part of the installation process. 

 
• Metro Service Planning will prepare a list of proposed new shelter locations meeting 

the adopted placement criteria. 
 

• NFTA Engineering will prepare a proposed site plan for warranted locations, which will 
be forwarded to the appropriate municipality or property owner for review and approval. 
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• NFTA Health Safety & Environmental Quality will complete the required 

environmental review for proposed new shelter locations. 
 

• Metro staff will aggressively pursue additional opportunities to include the 
placement of bus shelters at warranted locations as part of state, county and municipal 
highway/road construction, reconstruction or streetscape projects, as well as through 
partnerships with developers of private development projects. 

 

• Staff will also continue to pursue the installation of additional shelters through an 
Adopt-A-Shelter program, taking advantage of public/private partnerships.  
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Figure 14 – Online Shelter Request Form 
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Service Design Guidelines & Delivery Standards, 2021 Revision  
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Chapter 10: Collect and Report 
Demographic Data 
 

Requirement: Title 49 CFR Section 21.9(b) requires recipients to keep records and submit 
compliance reports (a Title VI Program) to FTA. Title VI Programs shall contain “such 
information, as the Secretary may determine to be necessary to enable him to ascertain 
whether the recipient has complied or is complying with this part.” In addition, 49 CFR 21.9(b) 
states that recipients “should have available for the Secretary racial and ethnic data showing 
the extent to which members of minority groups are beneficiaries of programs receiving 
Federal financial assistance.” In order to ensure compliance with the regulation, FTA requires 
these transit providers to prepare data regarding demographic and service profile maps and 
charts as well as customer demographics and travel patterns. 

 

A. Demographic and Service Profile Maps and Charts 

The most recent American Community Survey (ACS) data from 2015-2019 was used as a basis for 
this section. In the “Requirement to Monitor Transit Service” section of the FTA Circular, there is a 
requirement to classify transit routes as minority routes based on their geographic relationship to 
“census block, census block group, or traffic analysis zones” where the percentage minority 
population exceeds the percentage minority population in the service area. To comply with this 
requirement, every map in Chapters 10 and 11 will display census block group-level data. All 
demographic data in this section was analyzed and mapped using ESRI ArcGIS 10.5.  

Included in this section are four (4) maps as outlined in FTA C 4702.1B Chap. IV-8: 

(1) A base map of the transit provider’s service area that overlays Census tract, Census block 
or block group, traffic analysis zone (TAZ), or other locally available geographic data with 
transit facilities—including transit routes, fixed guideway alignments, transit stops and 
stations, depots, maintenance and garage facilities, and administrative buildings—as well as 
major activity centers or transit trip generators, and major streets and highways. Major 
activity centers and transit trip generators can include, but are not necessarily limited to, 
the central business district, outlying high employment areas, schools, and hospitals.” 
 

(2) A map that “highlights those transit facilities that were recently replaced, improved or are 
scheduled (projects identified in planning documents) for an update in the next five years.”  
 

(3) “A demographic map that plots the information listed in (1) above and also shades those 
Census tracts, blocks, block groups, TAZs, or other geographic zones where the percentage 
of the total minority population residing in these areas exceeds the average percentage of 
minority populations for the service area as a whole.” 
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(4) A demographic map that “depicts those Census tracts, blocks, block groups, TAZs, or other 
geographic zones where the percentage of the total low-income population residing in 
these areas exceeds the average percentage of low-income populations for the service area 
as a whole.” 

 

Definitions 

NFTA Metro Service Area – based on the FTA definition of service area, “the geographic area in 
which a transit agency is authorized by its charter to provide service to the public,” the service area 
for NFTA Metro is the entirety of Niagara and Erie Counties. When considering average percentages 
for service area demographics, all census block groups in these two counties are therefore included. 

 

Methodologies 

Minority Population 

Using the Table “Race” (ID B02001), from the American Community Survey (ACS), minority 
population by census block group was determined by taking the total population of the census 
block group and subtracting the “White Alone” population. The remaining population, including 
“Black or African American alone”, “American Indian and Alaska Native Alone”, “Asian alone”, 
“Native Hawaiian and Other Pacific Islander alone”, “Some other race alone”, and “Two or more 
races”, was considered the minority population of the census block group. By calculating the 
percentage of minority population for each census block group and averaging those percentages, 
the average minority percentage for the service area was found to be 24.7%. Any census block 
groups with a minority percentage of 24.7% and above were considered minority census block 
groups, and any census block groups below 24.7% were not considered minority census block 
groups. 

Low-Income Population 

FTA Circular 4702.1B defines a low-income person as “a person whose median household income is 
at or below the U.S. Department of Health and Human Services (HHS) poverty guidelines.” The Census 
measurement of poverty level is similar to the HHS poverty guidelines in that it sets a median 
household income threshold that varies based on family size, and does not vary geographically 
across the contiguous United States. Since American Community Survey individual and household 
incomes are in ranges that do not coincide with HHS poverty guideline income thresholds, the 
Census poverty level thresholds are used for determining low-income population in the NFTA 
Metro service area. 

Using the Table “Poverty Status in the Past 12 Months by Household Type by Age of Householder” 
(ID B17017), low-income population percentage by census block group was determined by the 
proportion of households in the census block group where “income in the past 12 months is below 
poverty level” to the total number of households in the census block group. After averaging the 
percentages of all census block groups in the service area, the average percentage of low-income 
households in the service area was found to be 16.2%. Any census block groups with a low-income 
percentage of 16.2% and above were considered minority census block groups, and any census 
block groups below 16.2% were not considered low-income census block groups. 
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Map 1 - NFTA Metro Service Area Base Map  
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Map 2 - NFTA Metro New/Improved Transit Facilities, September 2018 to Present and Scheduled Improvements
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Map 3 – Minority Census Block Groups and Transit Facilities 
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Map 4 – Low-Income Census Block Groups and Transit Facilities, Amenities, and Routes
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B. Demographic Ridership and Travel Patterns 

Requirement: Transit providers shall collect information on the race, color, national origin, 
English proficiency, language spoken at home, household income and travel patterns of their 
riders using customer surveys. (FTA C 4702.1B Chap. IV-8) 

In 2021, NFTA and the Greater Buffalo-Niagara Transportation Council (GBNRTC) retained WBA 
Research and Foursquare ITP to conduct an origin/destination study of fixed-route bus and rail 
riders within the Niagara Frontier Transportation Authority (NFTA) service area. The survey was 
designed to gather primary data regarding: 

• Origin and destination; 
• Boarding and alighting; 
• Trip Purpose; 
• Method of accessing transit stop; 
• Travel distance to/from bus stop; 
• Customer demographics; and  
• Customer fare payment methods. 

Demographic information surveyed included age, race, household size, employment status, 
languages spoken at home, English language proficiency, and total household income. The on-board 
surveys were printed and administered in English and Spanish. This satisfies the FTA requirement 
to “take steps to translate customer surveys into languages other than English as necessary, or to 
provide translation services in the course of conducting customer surveys consistent with the DOT LEP 
guidance and the recipient’s language assistance plan (Chap. IV-9).” These surveys were also 
available online in English and Spanish. There were 2,562 respondents to the survey, and the 
sample reflected a statistical accuracy of 90 percent and a +/-5 percent margin of error at the 
system level. 

 

Minority Travel Patterns 

“Transit providers shall use this information to develop a demographic profile comparing minority 
riders and non-minority riders, and trips taken by minority riders and non-minority riders” (FTA C 
4702.1B Chap. IV-8) 

Nearly half of respondents were Black/African-American, while a third were Caucasian/White, and 
over ten percent were Hispanic/Latino. In total, minorities make up 67 percent of NFTA Metro 
riders. 

The following table highlights service area demographics from Census data in comparison to the 
NFTA Metro rider demographic profile. While making up three quarters of the service area’s 
population, only a third of riders are Caucasian/White. Conversely, while almost half of NFTA Metro 
riders are Black/African-American, they make up only 12 percent of the service area’s population. 
Hispanic/Latino and Native American/Alaska Native populations are also more highly represented 
among NFTA Metro riders than in the total service area population. Based on the survey results, at 
least two thirds of riders on both bus and rail modes are minorities. 
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The table below shows ridership by ethnicity by NFTA Metro route, excluding school and seasonal 
routes. Statistics for routes with fewer than fifty responses are not shown due to a higher margin of 
error. Of the routes shown, Route 13-Kensington (89%) and Route 26-Delavan (82%) have the 
highest percentage of minority riders. Route 25-Delaware (41%), Route 16-South Park (42%), and 
Route 15-Seneca (42%) have the lowest minority ridership.  
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Fare Usage by Ethnicity and Low-Income Population 

“Demographic information shall also be collected on fare usage by fare type amongst minority users 
and low-income users, in order to assist with fare equity analyses” (FTA C 4702.1B Chap. IV-8-9) 

Fare Usage by Ethnicity 

The data on the following page represents all riders who gave responses to fare type and ethnicity. 
Compared to system-wide percentages, minority riders are slightly more likely to use cash payment 
and slightly less likely to use monthly passes. Otherwise, fare type usage by minority riders is 
closely aligned with system-wide statistics. Minority customers are slightly less likely to purchase 
fares on a smartphone app or at a store outlet than White/Caucasian customers, and slightly more 
likely to purchase fares at a ticket vending machine.  
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Fare Usage by Income 

Almost two thirds of all survey respondents used one of two fare types – cash or monthly passes. As 
income level decreases, NFTA riders are more likely to use cash payment on the bus. Low-income 
riders are generally less likely to purchase tickets on smart phones or online compared to 
passengers with higher incomes. Passengers with incomes between $5,000 and $15,000 had the 
highest percentage of reduced fare payment of all income brackets. 
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Chapter 11: Monitor Transit Service 
 
Requirement: Recipients must develop and implement procedures to monitor the level and 
quality of service provided to the minority community, against overall system averages. At a 
minimum, recipients must conduct periodic compliance assessments to determine whether the 
transit service provided to minority communities and minority users are consistent with Title 
VI objectives. 
Transit providers shall use the minority transit route definition to implement this monitoring 
program. Transit providers shall select a sample of minority and nonminority routes from all 
modes of service provided, e.g., local bus, bus rapid transit, light rail, etc. The sample shall 
include routes that provide service to predominantly minority areas and non-minority areas. 
 
Response:  
 
NFTA monitors the level and quality of the service provided to the minority community against 
overall system averages on an annual basis as part of the annual performance review. We identify 
routes that are predominately minority and monitor against service standards for disparities of 
service from non-minority routes. The results reveal that service is delivered with no disparate 
impact to minority communities.  
 
 
Methodology 
 
As defined in Chapter I of the Title VI Circular, a minority transit route is “one in which at least one-
third of the revenue miles are located in a Census block, Census block group, or traffic analysis zone 
where the percentage minority population exceeds the percentage minority population in the service 
area.” Using GIS, a map was created that displays Census block groups in which the minority 
percentage exceeds the service area average. The average minority percentage - the percentage of 
population that is not classified as “White Alone” - of all 953 census block groups in the NFTA Metro 
service area was 24.7%. The total number of Census block groups that exceed the average minority 
population percentage is 305.  
 
A GIS model was then created that calculates the percentage of revenue miles that fall within these 
census block groups for each route in the system. Any route whose percentage of revenue miles in 
minority census block groups exceeds 1/3 (33.3%) was given a minority route designation, with 
some exceptions. The table on the following page shows the percentage of revenue miles within 
minority census block groups for each route, and the reasoning for the exclusion of a route that 
exceeds the 1/3 threshold. Of the 54 routes in the NFTA Metro system, 29 routes (54%) are 
minority routes based on the definition above. This table is followed by two maps showing minority 
routes in the City of Buffalo and City of Niagara Falls respectively, as well as minority census blocks 
in each region.  
 
All of the NFTA’s most frequent services – Metro Rail and Frequent bus routes – as well as a 
majority of Standard bus routes are minority routes. Trolley and School routes were designated as 
non-minority due to their seasonal nature, and many suburban express trips only operate in 
minority census block groups on highways to and from downtown. 
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Service Standard Performance – Minority and Non-Minority Routes 

Requirement: Transit providers shall assess the performance of each minority and non-
minority route in the sample for each of the transit provider’s service standards and service 
policies. Transit providers shall compare the transit service observed in the assessment to the 
transit provider’s established service policies and standards. For cases in which the observed 
service for any route exceeds or fails to meet the standard or policy, depending on the metric 
measured, the transit provider shall analyze why the discrepancies exist, and take steps to 
reduce the potential effects. 

The table on the following page shows every NFTA route and how it performs based on the service 
guidelines. Cells in green meet the standards set in NFTA’s service guidelines, cells in orange do not 
meet the standards, and cells in grey represent periods when a route does not operate, or refers to 
data that is not collected. 

The following sections describe the performance of NFTA Metro routes based each of the agency’s 
service standards and guidelines. Each section will begin with a brief explanation of the standard, a 
summary of analysis by route, and mitigating factors or next steps for unmet standards. 
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Service Coverage 

Coverage refers to the geographic extent of fixed route transit service within NFTA Metro’s service 
area.  Transit systems are not able to provide transit service to every potential rider who needs or 
wants service; universal service would be prohibitively expensive. While transit planning best 
practice is to design transit service in areas with density, walkability, continuity, and linear routing, 
service to areas that do not have these characteristics is sometimes necessary to maintain access 
and connectivity in the region.  

NFTA recognizes that different neighborhoods have differing transit needs that are tied to income, 
poverty status, race/ethnicity, and automobile access, and creates an annual Transit Need Index to 
identify where these needs exist. NFTA’s Transit Need Index incorporates five factors – median 
income, minority population density, economically disadvantaged household density, zero car 
household density, and low-income job density. NFTA’s service guidelines in chapter nine contain 
more details about how the Transit Need Index was developed. It is the agency’s goal to provide 
service to areas determined to have a High or Medium-High transit need wherever possible.   

The map on the following page categorizes all census block groups in the NFTA service area into 
four categories of transit need: Low, Medium-Low, Medium-High, and High. This is overlaid by a 
half-mile buffer of NFTA transit routes to show how well they serve areas with high transit need. All 
block groups with High or Medium-High transit need are within a half-mile or less of current NFTA 
service. 
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Service Capacity 

Service capacity is the number of riders that NFTA Metro vehicles can safely accommodate. NFTA 
Metro has identified the acceptable amount of passenger load to meet ridership demands for a 
given service tier. Riders can be expected to stand for up to 15 minutes of the duration of their trip 
without finding a seat. Routes that are consistently and significantly over-capacity may warrant 
larger capacity vehicles and/or higher service frequency to meet demand. During off-peak hours, 
riders may be more likely to sit for the duration of their trip.  

• A typical 40-foot bus has a seated capacity (100%) of 38 passengers.  
• A typical Metro Rail car has a capacity of 120 passengers; Metro Rail typically operates 3 

cars per train. 

 

Analysis of NFTA routes using automatic passenger counting (APC) data shows that every route has 
met service capacity guidelines for all service day types during the most recent complete schedule 
period (3/7/21-6/12/21). 

 

Service Frequency 

Service frequency is the number of vehicles on a route within a time period, such as buses (or trips) 
per hour.  NFTA Metro provides transit service that balances regular, high-ridership service with 
routes designed to provide access to activity and job centers, medical services, educational facilities, 
and other key destinations throughout the Buffalo-Niagara area. For some routes, higher 
frequencies are offered during peak times to accommodate periods of high ridership, compared to 
nights and weekends.  

 

A majority, but not all route frequencies currently meet NFTA standards. Ten minority routes and 
six non-minority routes have lower peak frequencies, while two minority routes and four non-
minority routes have lower off-peak frequencies. Due to COVID-19, NFTA has had to reduce 
frequencies -especially during the peak - to match demand and decreased funding. Despite the fact 
that bus ridership has decreased over 50%, we are still operating 80% of pre-pandemic service 
hours. Much of the ability to maintain near-normal service levels was due to minor adjustments of 
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peak frequencies on high-frequency routes (most of which are minority routes). As ridership moves 
toward pre-pandemic levels, NFTA will consider increasing frequencies on these routes to better 
match the service guidelines. 

 

On-Time Performance 

On-time performance is a measure of how frequently a transit vehicle arrives to its scheduled 
timepoints within the acceptable window of time. NFTA Metro considers a service to be “on-time” if 
it departs from its scheduled stop up to two (2) minutes early, or up to five (5) minutes late from 
the designated time. Service reliability ensures that trips that are scheduled are serviced. 

- To be in compliance with NFTA Metro’s service standards, 84% of transit vehicles must 
depart from a time point within the on-time range, or higher than the previous year’s 
average on-time performance by service tier.   

Analysis of on-time performance by route using CAD/AVL data from the 2020-2021 fiscal year 
shows that most routes did not meet the standards. Unpredictable ridership levels during the 
pandemic caused difficulties for operators maintaining scheduled times, which are based off of pre-
pandemic ridership levels. NFTA scheduling staff adjusted running times of routes in late 2020 
when ridership stabilized, which helped alleviate this issue somewhat. Of the ten routes that met 
the standard, nine are minority routes. Average on-time performance was 82.5% for minority 
routes and 74.8% for non-minority routes. On-time performance data for school routes is not 
gathered, as they may leave early from schools whenever the bus is full.  

 

Stop Spacing 

In most cases, NFTA Metro determines stop spacing by geography. Downtown Buffalo is the most 
dense, walkable, and accessible district of the service area. It also experiences the most traffic 
congestion, traffic lights, and highest number of transit transfers. For these reasons, stop spacing 
can be spread out to allow for riders to utilize alternative forms of transportation within 
Downtown, while also maintaining accessibility and efficiency of transit vehicles.  

Higher-Density neighborhoods contain the most transit riders and have the highest residential 
density in the area. These areas are often served by more frequent bus routes that must maintain 
speed and time efficiency for transit to remain a viable transportation option. Higher-density 
municipalities have higher walkability and accessibility than lower-density municipalities. 
Therefore, they have fewer stops per mile than routes in less dense areas due to more potential for 
delay. Less stops allows the bus to move quickly through traffic at reliable time intervals.    

In the outer-ring suburbs and rural areas of the service area, there are fewer riders and 
infrastructure is lacking for pedestrians. Because of these contextual features, it is important to be 
able to get as close to the destination as possible, requiring the highest stops per mile. However, 
speed efficiency is not lost due to a lower rate of ridership at these stops. The additional stops do 
not slow the buses and riders’ time on-vehicle is not significantly affected.    
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Since stop spacing is based on geography rather than service tier, it is difficult to assess on a route 
level whether standards are being met if it moves through different geography types. From an 
access standpoint, closer stops increase the likelihood that a route is within walking distance. All 
frequent routes – all of which are minority routes - and most standard routes have closer average 
stop spacing than the standard for “higher-density municipality”, which is where most minority 
census block groups are. NFTA Metro is currently undergoing a bus stop balancing effort to better 
match system stop spacing to its newly revised service standards. This will help optimize the 
relationship between the often opposing characteristics of stop distance and trip speed. 

 

Service Span 

Service hours refer to the timespan and number of hours that NFTA Metro is operating vehicles 
across its various tiers. NFTA Metro operates service year-round, seven days a week, and up to 19 
hours a day. Service hours may vary between and among service tiers, and route to route. By 
maintaining service span, NFTA Metro can be responsive to needs of transit dependent.  

Ridership demand may determine a slightly altered service span on an individual route level.  

 

Routes were found to meet the standard if they met or exceeded the specific service span in the 
table above, or if they met the duration requirement with slightly different start or end times than 
listed. Among routes that operate all day on weekdays, 67% of minority routes meet the standards, 
while only 33% of non-minority routes meet the standards. Minority routes also outperform non-
minority routes in meeting these standards on Saturdays (60% compared to 22%) and Sundays 
(60% compared to 50%).  
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Vehicle Assignment 

The NFTA’s bus fleet is comprised of several different models but all provide the same passenger 
amenities, such as air conditioning, wheelchair lifts or ramps and all models are distributed fairly 
equally between NFTA’s three bus garage locations.  An APC bus deployment plan was developed to 
ensure that newer APC buses are statistically assigned to all different routes within each garage.  
Approximately 97% of the NFTA bus fleet is equipped with APC technology.  Each week the three 
garages receive a deployment plan to assign different buses on specific routes including minority 
routes (an example is included in Chapter 9 of this submission).   

We have found that after reviewing APC bus assignment data, minority routes are assigned newer 
buses more frequently than non-minority routes. In the most recent complete schedule period, the 
average bus age for minority route trips sampled by the APC system was 8.0, while the average for 
non-minority trips was 9.5. Of the thirty routes with the lowest average bus age, 21 were minority 
routes. Information on average age of bus assignment by route can be found in the table on the next 
page.  

Frontier bus garage has many of the newest buses, as it is currently the only bus facility that has 
compressed natural gas (CNG) capabilities. Frontier garage operates all routes on weekends, 
further ensuring that all routes are assigned newer buses. Furthermore, Cold Spring garage 
operates the most minority routes and will be receiving the agency’s first fleet of electric buses in 
2022.   
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Transit Amenities 

 

Requirement: Transit providers shall evaluate their transit amenities policy to ensure 
amenities are being distributed throughout the transit system in an equitable manner. 
NFTA’s Bus Shelter Placement Policy, adopted in 2007 is included in Chapter 9 of this submission. 
The goal of the policy is to locate shelters based on need and relevance. In addition to amenities at 
bus shelters, NFTA places benches and trash receptacles at each rail station, both under and above 
ground. Underground rail stations have escalators and an elevator.  

The following map shows the NFTA Metro service area, including all minority routes and minority 
census block groups, overlaid with transit amenities, including bus shelters and transit centers. The 
vast majority of shelters and transit centers are located within minority census block groups.  
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Policy for Monitoring Transit Service 

 

Requirement: Transit providers shall develop a policy or procedure to determine 
whether disparate impacts exist on the basis of race, color, or national origin, and 
apply that policy or procedure to the results of the monitoring activities. 

 

Service Monitoring & Evaluation Timeline 
Transit service evaluation is ongoing and continuous.  The following evaluation process timeline is 
designed to provide direction to service planning and coordinate the process with other 
organizational planning, such as the budget process. 
 
Data collection and monitoring - Continuous 
June –August - Performance Evaluation  
October - Annual Performance Report 

 

FTA Title VI Adherence 
 
Metro’s planning process is sensitive to the needs of minority communities.  As a federally funded 
transit provider, through the Federal Transit Administration. Metro has a responsibility to adhere 
to the objectives of Title VI of the Civil Rights Act of 1964.  The objectives of the FTA Title VI 
program are as follows: 
 

• To ensure FTA-assisted benefits and related services are equitably distributed without 
regard to race, color or national origin. 

• To ensure that both the level and quality of transit services provide equal access and 
mobility for any person without regard to race, color or national origin. 

• To ensure that access to the planning and decision-making process is open and without 
regard to race, color or national origin 

• To ensure that decisions on the location of transit facilities and services are made without 
regard to race, color or national origin. 

 
These objectives are the basis for the implementation of the FTA Title VI program.  To comply with 
these objectives, Metro has adopted the suggested methodology and framework set forth in the 
Title VI reporting guidelines (FTA Circular 4702.1, Chapter IV) for compliance assessment. 
 
By using this methodology, Metro monitors and compares the performance of all its routes based 
on level of service and quality of service criteria.  To facilitate this evaluation, Metro continues to 
collect data relating to its service standards, such as load factor, vehicle assignment, frequency, and 
on time performance. These analyses are conducted on a route-by-route basis, thus enabling a 
system-wide evaluation.  The findings of these analyses are used to modify service delivery and to 
bring it in line with the stated objectives of the Title VI program where a variance exists.   Metro has 
submitted a report to FTA which documented the results of this methodology and showed Metro’s 
compliance with the Title VI regulations.  The FTA approved the current Title VI program on May 
31, 2019. 
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On September 23, 2021, NFTA staff presented the Title VI Program Update and reported the results 
of the monitoring program to the Board of Commissioners. The results show that there are no 
disparate impacts in service between minority and non-minority routes. The Board of 
Commissioners reviewed and authorized for submission this Title VI Program – 2021 Update. 
 
Figure 15 - Results of the Monitoring Program 

 
*All-day routes only 
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Board Authorization to Adopt and Submit the Program 
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Chapter 12: Evaluate Service and Fare 
Changes  
Requirement: This requirement applies only to transit providers that operate 50 or more fixed 

route vehicles in peak service and are located in a UZA of 200,000 or more in population or 
that otherwise meet the threshold in the Introduction section of this chapter. These transit 
providers are required to prepare and submit service and fare equity analyses as described 
below. Transit providers not FTA C 4702.1B Chap. IV-11 subject to this requirement are 
responsible for complying with the DOT Title VI regulations which prohibit disparate impact 
discrimination, and therefore should review their policies and practices to ensure their 
service and fare changes do not result in disparate impacts on the basis of race, color, or 
national origin.  

To further ensure compliance with 49 CFR Section 21.5(b)(2), 49 CFR Section 21.5(b)(7), and 
Appendix C to 49 CFR part 21, all providers of public transportation to which this Section 
applies shall develop written procedures consistent with this Section to evaluate, prior to 
implementation, any and all service changes that exceed the transit provider’s major service 
change threshold, as well as all fare changes, to determine whether those changes will have 
a discriminatory impact based on race, color, or national origin. The written procedures and 
results of service and/or fare equity analyses shall be included in the transit provider’s Title 
VI Program. 

Response:  

NFTA has established a major service change policy, disparate impact policy and 
disproportionate burden policy. The major service change policy was adopted by the NFTA 
board in March 2012 and reaffirmed in September 2018 (document included in Chapter 4 and 
summarized in the below document).   
 
Service Changes 

NFTA has not yet (as of September 23, 2021) made permanent services changes that would 
qualify as a major service change per our policy, however, NFTA did make some temporary 
service changes as part of the Covid-19 crisis, which are described below. NFTA is moving 
forward with making these changes permanent under the Bus Network Improvements initiative. 
This initiative was approved by the Board of Commissioners on September 23, 2021 and may be 
implemented beginning in December 2021. The plan recommends 32 proposed route changes, 
17 of which constitute a “major service change.” To accompany the plan and be in compliance 
with Title VI, an analysis was completed and is provided below.  
 
The proposed service changes occur in both Erie and Niagara Counties. However, most of the 
discontinued routes are in less productive suburban or outlying areas. NFTA is maintaining 
service in the more productive, urban core network, where higher concentrations of minority 
and low-income populations reside. The analysis (embedded below) concluded that two of the 
17 recommended major service changes (Routes 29 and 40) would cross the threshold for a 
disparate impact, and one (Route 40) would cross the threshold for disproportionate burden. 
NFTA identified mitigating factors that minimize the impacts these service reductions will have 
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on minority and low-income populations. Former Route 29 riders will still have access to 
transit service via Routes 8, 12, 13, 18, 22, 23, 24 and 26 and Metro Rail. For Route 40, the 
proposed change is that half of weekday trips will be converted to Route 77 trips, which will 
provide faster trips for all current 40 riders traveling between downtown Buffalo and 
downtown Niagara Falls. In addition, by instituting an open-door policy on Niagara Street, 
current Route 40 riders will have more freedom to travel in this section. Niagara Street also has 
high-frequency parallel Route 5 service. Of census block groups that would have no parallel 
service beyond hourly Route 40 service (Grand Island and River Road), all are well below the 
threshold for disparate impact and disproportionate burden, and most are well below the 
system average.   
 
The Route 29 service changes were temporarily implemented by NFTA on May 4, 2020 in 
response to the Covid 19 crisis. At this time, this temporary change is going through the process 
required for a Major Service Change, including the Title VI analysis below. The Route 40 service 
changes have not yet been implemented but were approved by the Board on September 23, 2021 
as part of the Bus Network Improvements initiative. 
 
In addition to the Route 29, the following major service changes were temporarily implemented 
by NFTA during the Covid-19 crisis (since the last Title VI submission). These do not cross the 
threshold for a disparate impact or a disproportionate burden. 

• Route 75 – express route eliminated due to low ridership 
• Route 55B serving Williams Rd and Summit Business Park – variant eliminated due to 

low ridership 
• Route 69A serving Alden, NY – variant eliminated due to low ridership 
• Route 7 – eliminated due to low ridership 
• Route 54 – eliminated due to low ridership 
• Route 68 – express route eliminated due to low ridership 
• Route 79 – express route eliminated due to low ridership 

At this time, these temporary changes are going through the process required for a Major Service 
Change, including the Title VI analysis included below. 

As described in Chapter 4, public meetings and formal public hearings were held on these 
proposed changes, including: 

• Public meeting - July 13, 2021, at 1:00 pm, Online Meeting 
• Public meeting - July 15, 2021, at 5:30 pm, Online Meeting 
• Public hearing – August 23, 2021 at 5:30 pm, Online Meeting 
• Public hearing – August 24, 2021 at 5:30 pm at NFTA’s Metropolitan Transportation Center 

(181 Ellicott St, Buffalo NY 14203) 
• Public hearing – August 25, 2021 at 5:30 pm at Portage Road Transportation Center (1162 

Portage Rd, Niagara Falls NY 14301) 
 

Fare Changes  

NFTA did not have any fare changes since the last Title VI submission however, NFTA is currently 
upgrading its fare collection system requiring a new fare policy to introduce new fare media and 
eliminate some existing fare media as part of the new fare structure. A Fare Equity Title VI 
analysis was conducted in 2016 in order to ensure that the proposed changes do not result in a 
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disparate impact on the basis of race, ethnicity, or national origin or a disproportionate burden 
on low-income households. A copy of this 2016 Fare Equity Title VI was included in the 2018 
Title VI report and is also provided at the end of this chapter.   
 
In addition to the fare changes approved in 2016, NFTA is proposing three additional fare 
changes at this time that were approved by the Board of Commissioners in September 2021.  This 
was included in the 2021 Title VI Analysis that is included below. Give then nature of these 
changes, there are no anticipated associated disparate impacts or disproportionate burdens.  
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2021 Bus Network Improvement Plan Title VI Service and Fare Analysis 
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2016 Fare Equity Title VI Analysis 
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