
September 24, 2014 

Brian Travis, Acting Chief Federal Transit Grants 
California Department of Transportation 
Division of Rail and Mass Transportation 
JARC and New Freedom Branch 
1120 N Street, Room 3300 - MS 39 
P.O. Box 942874 
Sacramento, CA 94274-0001 
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TONY HESCH 
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City of Lincoln 
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Town of Loomis 

DIANA RUSLIN 
City of Rocklin 
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City of Roseville 

JIM HOLMES 
KIRK UHLER 
Placer County 

RON TREABESS 
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CELIA McADAM 
Executive Director 

Re: Civil Rights (Title VI) Program for the Western Placer Consolidated Transportation 
Services Agency 

Dear Mr. Travis: 

As a subrecipient to the California Department of Transportation on Federal Transit Administration 
(FTA) Section 5317 New Freedom funds, enclosed is the Civil Rights (Title VI) Program for the 
Western Placer Consolidated Transportation Services Agency (WPCTSA). The Civil Rights 
Program can also be viewed and downloaded at: http://pctpa.net/transit/vvpctsa titlevi/. 

The enclosed Civil Rights Program follows the requirements detailed in the FTA Circular 4702.1B, 
"Title VI Requirements and Guidelines for Federal Transit Administration Recipients," dated 
October 1, 2012. The Civil Rights Program will ensure that WPCTSA's services are in compliance 
with all FTA Title VI requirements. WPCTSA is committed to ensuring that no person is excluded 
from participation in, or denied the benefits of its transit services or programs on the basis of race, 
color or national origin as afforded under Title VI of the Civil Rights Act of 1964. 

Should you have any questions or require further information regarding the WPCTSA Civil Rights 
(Title VI) Program, please contact David Melko at 530.823.4090. 

Sincerely.;~, /. . / / ... ·.· / / / /7 / .. ·· /. // .· l/ // / / ./ . /i / . .I (. "'. ··C /(.-;;:: \.......-tt-~ ---~-~~--//. ___ .---<:.....~....... ' {.·· -\1,__....~ J ,. 

(Celia MeA am, AICP 
Executiv/ Director 

Enclosure 

cc: Michael Lange, Caltrans, michael.lange@dot.ca.gov 
Lea Simpson, Caltrans, lea_simpson@dot.ca.gov 
Nellie Almazan, Caltrans, nellie.almazan@dot.ca.gov 
Dianira Soto, Caltrans, dianira@soto@dot.ca.gov 

299 Nevada Street • Auburn, CA 95603 • (530) 823-4030 • FAX 823-4036 
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WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

 

CIVIL RIGHTS (TITLE VI) PROGRAM POLICY 

 

 

The Western Placer Consolidated Transportation Services Agency (WPCTSA) is committed to 

ensuring that no person is excluded from participation in, or denied the benefits of its transit 

services or programs on the basis of race, color or national origin as afforded under Title VI of the 

Civil Rights Act of 1964. 

 

Purpose 

The purpose of this policy is to establish guidelines to monitor and ensure that the Western Placer 

Consolidated Transportation Services Agency’s transit services are in compliance with all Federal 

Transit Administration (FTA) Title VI requirements in order to carry out the provisions of the 

Department of Transportation (DOT) Title VI Regulations at 49 CFR Part 21. This policy follows 

the requirements detailed in FTA Circular 4702.1B, “Title VI Requirements and Guidelines for 

Federal Transit Administration Recipients,” dated October 1, 2012.   

 

Statement of Policy 

The Western Placer Consolidated Transportation Services Agency, as a federal grant recipient, is 

required by the FTA to conform to Title VI of the Civil Rights Act of 1964 and its amendments. 

Title VI of the Civil Rights Act of 1964 requires that no person in the United States, on the grounds 

of race, color or national origin be excluded from, be denied the benefits of, or be subjected to 

discrimination, under any program or activity receiving federal financial assistance. Presidential 

Executive Order 12898 addresses environmental justice in minority and low-income populations. 

Presidential Executive Order 13166 addresses services to those individuals with limited English 

proficiency. 

 

The Western Placer Consolidated Transportation Services Agency is committed to enforcing the 

provisions of Title VI and protecting the rights and opportunities of all persons associated with the 

Agency or affected by its programs. The Agency’s commitment includes vigorously enforcing all 

applicable laws and regulations that affect the Agency and those organizations, both public and 

private, which participate and benefit through our programs. 

 

The Western Placer Consolidated Transportation Services Agency will take positive and realistic 

affirmative steps to ensure that all persons and/or firms wishing to participate in its programs are 

given an equal and equitable chance to participate. 
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The Agency' contractors are required to prevent discrimination and ensure nondiscrimination in 

all of their programs, activities and services. 

 

The Western Placer Consolidated Transportation Services Agency is responsible for providing 

leadership, direction and policy to ensure compliance with Title VI of the 1964 Civil Rights Act 

in respect to its transit services. Any person(s) who feels that they have been discriminated against 

is encouraged to report such violations in writing to the Western Placer Consolidated 

Transportation Services Agency as described in Attachment #1. 

 

Description of Transit Services 
The Placer County Transportation Planning Agency (PCTPA) designated the Western Placer 

Consolidated Transportation Service Agency (WPCTSA) as the Consolidated Transportation 

Service Agency serving western Placer County. The Western Placer Consolidated Transportation 

Service Agency (WPCTSA) is a joint powers agency (JPA) with the power to provide and 

coordinate social service transportation for the western portion of Placer County, including 

services for the elderly and individuals with disabilities. Under the terms of the JPA, PCTPA was 

designated as the administrator of the WPCTSA. 

 

WPCTSA is governed by a Board of Directors consisting of the Board of Directors of the PCTPA, 

the members which were appointed pursuant to California Government Code section 67911. The 

Board meets monthly or as needed. 

 

WPCTSA services went into effect in January 2009 and the programs are intended to provide 

transportation services for Placer County residents who are not able to use conventional public 

transit services operating within western Placer County.  Each program responds to a unique 

transportation need not otherwise currently met or met well within a prescribed service area. 

 

Funding for CTSA services comes primarily from the Transportation Development Act (TDA) 

Article 4.5 Local Transportation Fund (LTF) apportionment, which is typically approved by the 

PCTPA Board of Directors in August. Funding also comes from the State Transit Assistance (STA) 

fund and Federal Transit Administration New Freedom funds. WPCTSA currently collaborates 

with Seniors First, Inc., a local non-profit organization, to fund various programs. Seniors First, 

Inc. provides funding awarded by Sutter Health and Kaiser Permanente through the hospital 

Community Benefit Programs. 

 

WPCTSA Transportation Services 

WPCTSA designated the City of Roseville as the lead agency to establish and operate the regional 

Transit Ambassador Program. The program educates new passengers in becoming familiar with 

transit services operating in western Placer County and provides assistance to passengers at transit 

transfer points located in Placer County. 

 

WPCTSA currently collaborates with Seniors First, Inc., a local non-profit organization, to provide 

two additional programs: 

 

a) Health Express, a non-emergency medical transportation service. 
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b) My Rides, a countywide mileage reimbursement program for individuals and Placer First 

5 families with children, who are unable to use conventional public transit services to and 

from medical-related appointments, public services, and essential needs destinations. My 

Rides also provides a voucher for individuals who cannot otherwise afford the costs 

associated with an occasional and necessary trip to medical related appointments. 

 

WPCTSA also purchases retired (surplus) dial-a-ride vehicles from Placer transit operators and 

sells these vehicles to local social service non-profit organizations for a nominal amount for use to 

transport elderly and/or disabled clients. The Guidelines specify eligibility requirements and 

application criteria for interested non-profit organizations, and selection criteria to be used by the 

WPCTSA. Under the program the non-profit organization will be required to fund the vehicle’s 

annual operating and maintenance costs, and fulfill other program obligations as noted in the 

Guidelines. 

 

General Reporting Requirements 
Below are the requirements that all FTA recipients and sub recipients must follow to ensure that 

their programs, policies and activities comply with the DOT Title VI regulations.  WPCTSA 

operates four (4) vehicles in peak fixed route service. As such, this document will not include the 

Title VI requirements required for urbanized areas over 200,000 population operating 50 or more 

fixed route vehicles in peak service. 

 

1) Annual Title VI Certifications and Assurances 

WPCTSA submits a paper version of the Certifications and Assurances to the Sacramento Area 

Council of Governments (SACOG) and to the Caltrans Division of Mass Transportation to fulfill 

its requirement as a subrecipient of FTA 5317 New Freedom funds. 

 

2) Requirement to Prepare and Submit a Title VI Program 

This program will be adopted by Resolution of the WPCTSA Board of Directors. 

 

3) Requirement to Notify Beneficiaries of Protection under Title VI 

In order to comply with 49 CFR Section 21.9(d), WPCTSA has provided information to the public 

regarding its Title VI obligations, and has apprized members of the public of protections against 

discrimination afforded to them by Title VI. WPCTSA has disseminated this information on the 

PCTPA web site and on Health Express buses operated by WPCTSA.  This information is also 

printed on the countywide South Placer Transit Information Transit Connections map and 

brochure.   

 

4) Title VI Complaint Procedures 

WPCTSA adopted a complaint procedure as part of its Health Express Service Policies on June 

27, 2012. The purpose of the complaint procedure is to provide the public with instructions on 

filing complaints, including a civil rights complaint, against WPCTSA transit services, and for 

investigating and tracking those complaints. A WPCTSA complaint procedure specific to Title VI 

is included in Attachment #1. 

 

5) Title VI Investigations, Complaints and Lawsuits 

WPCTSA is responsible for complying with 49 CFR Section 21.9(b) by preparing and maintaining 

a list of any active investigations conducted by entities other than FTA, lawsuits, or complaints 
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naming WPCTSA that allege discrimination on the basis of race, color or national origin.  The list 

shall include the date of the investigation, lawsuit, or complaint was filed; a summary of the 

allegation; the status of the investigation, lawsuit, or complaint; and actions taken by WPCTSA in 

response to the investigation, lawsuit or complaint. WPCTSA has no history of Title VI complaints 

regarding its transit services as of September 27, 2014. 

 

6) Requirement to Promote Inclusive Public Participation 

WPCTSA’s plan to promote inclusive public participation is shown in Attachment #3 of this 

document.  WPCTSA ensures that minority and LEP populations, as with all members of the 

public, will be empowered to participate in decisions involved with WPCTSA services. 

 

7) Requirement to Provide Meaningful Access to Limited English Proficient (LEP) Persons 

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). 

 

Assessment of LEP Access 

The US Department of Transportation (DOT) issued its Policy Guidance Concerning Recipients 

Responsibilities to LEP [Federal Register: December 14, 2005 (Volume 70, Number 239)].  This 

policy states that DOT recipients are required to take reasonable steps to ensure meaningful access 

to programs by LEP persons.  There are four factors for agencies to consider when assessing 

language needs and determining what steps they should take to ensure access for LEP persons, 

regardless of whether or not the agency chooses not to prepare a written LEP plan: 

 

a) The number or proportion of LEP persons eligible to be served or likely to be encountered 

by a program, activity or service of the grantee; 

 

b) The frequency with which LEP individuals come into contact with the program; 

 

c) The nature and importance of the program, activity, or service provided by the recipient to 

people’s lives; and 

 

d) The resources available to the recipient and costs. 

 

The number of LEP persons eligible to be served or likely to be encountered 

The non-English language that WPCTSA needs to address is Spanish.  According to the 

2008-2012 American Community Survey for Placer County 47,890, or 14.5 percent speak 

a language other than English, with 17,109, or 5.2 percent of the County’s population speak 

English less than “very well”.  6.7 percent of Placer County’s population is Spanish 

speaking.  Remaining languages spoken at home include a large variety of Indo-European, 

Asian and Pacific Islander and other languages.  These numbers indicate that Spanish is 

the one non-English language that WPCTSA needs to address for the purposes of LEP 

requirements.   Spanish speaking persons who are identified as speaking English less than 

“very well” represent 2.6 percent of Placer County’s population, compared to 13.1 percent 

statewide in California.   
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Summary of Limited English Proficiency Statistics: California and Placer County 

 

Language 

Spoken at Home 
California 

% 

California 

Placer 

County 

% Placer 

County 

Population 5 

years and over 
34,781,291   329,251   

English only 19,651,209 56.50% 281,361 85.50% 

Language other 

than English 
15,130,082 43.50% 47,890 14.50% 

Speak English 

less than "very 

well" 

6,805,770 19.60% 17,109 5.20% 

Spanish 9,961,284 28.60% 22,108 6.70% 

Speak English 

less than "very 

well" 

4,570,554 13.10% 8,612 2.60% 

Source: American Community Survey 2008-2012, US Census Bureau, August 26, 2014  

(Data download). 

 

The frequency with which LEP individuals come into contact with the program 

WPCTSA assumes that the LEP individuals are regular users of its services.  

 

The nature and importance of the WPCTSA’s service to people’s lives  

This assessment makes the assumption that WPCTSA’s Health Express service is 

important to people’s lives. Section IV the DOT Policy Guidance Concerning Recipients 

Responsibilities to LEP Persons lists “public transportation passengers” as an example of 

persons who are served or encountered by DOT recipients and should be considered when 

planning language services. 

 

Resources and Costs 

Given the relatively small amount of LEP persons encountered in day to day service, there 

has not been significant investment in Spanish language materials.   

 

Conclusion of Four Factor Assessment 

Given the relatively modest size of the WPCTSA’s services and the small amount of LEP 

persons countywide, WPCTSA has determined that it is not necessary to develop a formal 

LEP plan.  This is done with the full understanding that the absence of a written LEP plan 

does not obviate the underlying obligation to ensure meaningful access by LEP persons to 

WPCTSA’s services.  In addition, WPCTSA will continue to develop materials to provide 

meaningful access to Spanish speaking persons.   

 

Existing Efforts to Provide Spanish Language Information 

a) WPCTSA provides the Health Express Rider Guide in both Spanish and English.   
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b) The South Placer Transit Information Center (Call Center), which was 

implemented in May of 2011 by WPCTSA, includes a Spanish language option to 

obtain transit information and to book rides on  Health Express. The Call Center 

makes every effort to recruit bi-lingual, English and Spanish personnel for 

reservationist, dispatcher and supervisor positions. A Spanish language keyword 

/key-phrase training and proficiency testing program is provided to all operator 

personnel to assist in communicating information to Spanish-speaking system 

users.  

 

c) The South Placer Transit Information Transit Connections map and brochure is 

available in both Spanish and English. 

 

d) PCTPA Unmet Transit Needs workshop notices are posted in both English and 

Spanish on buses and at bus stops. 

 

Upcoming Actions 

a) WPCTSA is in the process of redesigning its Health Express Riders Guide.  The 

Riders Guide will be produced in Spanish as well as English. 

 

b) Key information will also be made available on the PCTPA web site through 

Google Translation. 

 

8) Minority Representation on Planning and Advisory Bodies 

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.  WPCTSA is governed by a Board of Directors 

consisting of the Board of Directors of the PCTPA, the members which were appointed pursuant 

to California Government Code section 67911.  In the event that WPCTSA was to establish transit-

related, non-elected planning boards, advisory councils or committees, or similar committees, 

WPCTSA would ensure that effective efforts were made to encourage the participation of 

minorities on such committees. 

 

9) Providing Assistance to Subrecipients 

Title 49 CFR Section 21.9(b) states that if “a primary recipient extends Federal financial assistance 

to any other recipient, such other recipient shall also submit such compliance reports to the primary 

recipient as may be necessary to enable the primary recipient to carry out its obligations under this 

part.” Primary recipients should assist their subrecipients in complying with DOT’s Title VI 

regulations, including the general reporting requirements. Assistance shall be provided to the 

subrecipient as necessary and appropriate by the primary recipient.  

 

WPCTSA has no subrecipients. WPCTSA is a subrecipient to the Sacramento Area Council of 

Governments (SACOG) and to the Caltrans Division of Mass Transportation.  



WPCTSA Civil Rights (Title VI) Program Policy 

2014/15 – 2017/18 
 

7 

 

 

10) Monitoring of Subrecipients 

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.  

 

WPCTSA has no subrecipients. WPCTSA is a subrecipient to the Sacramento Area Council of 

Governments (SACOG) and to the Caltrans Division of Mass Transportation. 

 

11) Determination of Site or Location of Facilities 

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) further 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 the purposes of this 

requirement, “facilities” does not include bus shelters, as these are transit amenities and are 

covered in the System-Wide Service Standard Requirements in Attachment #5, nor does it include 

transit stations, power substations, etc. as those are evaluated during project development and the 

National Environmental Policy Act (NEPA) process. Facilities included in this provision include, 

but are not limited to, storage facilities, maintenance facilities, operations centers, etc. 

 

WPCTSA will ensure that both environmental analysis and Title VI environmental justice 

requirements are incorporated into the scope of work for all transit facility projects covered under 

Title 49 CFR Section 21.9(b)(3). 

 

a. WPCTSA will complete a Title VI equity analysis during the planning stage with regard 

to where a transit project is located or sited to ensure the location is selected without regard 

to race, color, or national origin. WPCTSA will engage in outreach to persons potentially 

impacted by the siting of facilities. The Title VI equity analysis will compare the equity 

impacts of various siting alternatives, and the analysis will occur before selection of the 

preferred site. 

 

b. When evaluating locations of transit facilities, WPCTSA will give attention to other 

facilities with similar impacts in the area to determine if any cumulative adverse impacts 

might result.  Analysis will be done at the census tract or block group level where 

appropriate to ensure that proper perspective is given to localized impacts. 

 

c. If WPCTSA determines that the location of the project will result in a disparate impact on 

the basis of race, color or national origin, WPCTSA will determine if there is a substantial 

legitimate justification for locating the project there, and where there are no alternative 

locations that would have a less disparate impact on the basis of race, color or national 



WPCTSA Civil Rights (Title VI) Program Policy 

2014/15 – 2017/18 
 

8 

 

origin.  WPCTSA will demonstrate how both tests are met and will consider and analyze 

alternatives to determine whether those alternatives would have less of a disparate impact 

on the basis of race, color or national origin and then implement the least discriminatory 

alternative. 

 

12) Requirement to Provide Additional Information on Request 

WPCTSA will provide additional information, if at the discretion of FTA, more information is 

necessary to be provided in order to investigate a complaint or discrimination.  WPCTSA will 

submit an updated Title VI program every three years to the Sacramento Area Council of 

Governments (SACOG) and to the Caltrans Division of Mass Transportation to fulfill the its 

requirement as a subrecipient of FTA 5317 New Freedom funds. 

 

13) Requirements for Fixed Route Transit Providers 

Chapter IV of FTA Circular 4702.1B discusses the additional reporting requirements for recipients 

of FTA funding (including their sub-recipients) that operate fixed route transit service, in order to 

ensure that the agency complies with DOT Title VI regulations. The requirements only apply to 

fixed route service, not demand response service.  Per Circular 4702.1B definitions, “Fixed route 

refers to public transportation service provided in vehicles operated along pre-determined routes 

according to a fixed schedule.”  

  

WPCTSA does not operate fixed route transit service. As noted above, Chapter IV of FTA Circular 

4702.1B reporting does not apply to demand responsive service.  

 

14) Summary of Public Outreach since last Title VI submittal. 

WPCTSA held a public hearing in April 11, 2012 in relation to establishing a fare on Health 

Express service. Three members of the public expressed their support for the recommendations 

being made for the Health Express fare schedule. 
 
Each year WPCTSA participates with the Placer County Transportation Planning Agency in 

holding unmet transit needs workshops throughout Placer County to take a variety of public input 

regarding transit services.  In 2014 there were 14 public workshops for unmet transit needs in 

Placer County.  138 comments were received from the public.   

 

WPCTSA is an active participant in the BEST STEP, a local group of social service providers that 

meet monthly to discuss transit issues specific to their client needs.  WPCTSA also participates 

actively on the Social Services Transportation Advisory Council (SSTAC). Staff actively 

participates in public workshops and meetings held by these entities. 
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Attachment 1 

WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

(WPCTSA) 

Title VI Non Discrimination Policy with Complaint Procedure 

(Also Published in Spanish on Website) 

 

The Western Placer Consolidated Transportation Services Agency (WPCTSA) is committed to 

ensuring that no person is excluded from participation in, or denied the benefits of its transportation 

programs, activities and services on the basis of race, color or national origin as afforded under Title 

VI of the Civil Rights Act of 1964. 

 

1. WPCTSA is committed to enforcing the provisions of Title VI and protecting the rights and 

opportunities of all persons associated with or affected by its programs, activities and services. 

WPCTSA’s commitment includes enforcing all applicable laws and regulations that affect the 

WPCTSA and those organizations, both public and private, which participate and benefit 

through WPCTSA programs, activities and services. 

 

2. WPCTSA will take positive and realistic affirmative steps to ensure that all persons and/or 

entities wishing to participate in its programs, activities and services are given an equal and 

equitable chance to participate and benefit. 

 

3. WPCTSA sub-recipients and contractors are required to prevent discrimination and ensure 

nondiscrimination in all of their programs, activities and services. 

 

4. WPCTSA is responsible for providing leadership, direction and policy to ensure compliance 

with Title VI of the 1964 Civil Rights Act in respect to its transportation programs, activities 

and services. Any person(s) who feels that they have been discriminated against is encouraged 

to report such violations in writing to: 

 

Executive Director 

Western Placer Consolidated Transportation Services Agency 

299 Nevada Street 

Auburn, CA 95603 

www.pctpa.net  

 

Adopted April 10, 2012 
 

 

 

 

 

  

http://www.pctpa.net/
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Your Rights under Title VI of the Civil Rights Act of 1964 

(Also Published in Spanish on Website) 

 

This document outlines the Title VI complaint procedures related to providing programs, services, 

and benefits. It does not, however, deny the complainant the right to file formal complaints with 

the California Department of Transportation, the Secretary of the US Department of 

Transportation, Equal Employment Opportunity Commission (EEOC), Federal Highway 

Administration (FHWA), Federal Transit Administration (FTA), or to seek private counsel for 

complaints alleging discrimination, intimidation or retaliation of any kind that is prohibited by 

law. 

 

Title VI of the Civil Rights Act of 1964 requires that no person in the United States, on the grounds 

of race, color or national origin be excluded from, be denied the benefits of, or be subjected to 

discrimination, under any program or activity receiving federal financial assistance. Two 

Executive Orders extend Title VI protections to Environmental Justice, which also protects persons 

of low income, and Limited English Proficiency (LEP). 

 

Title VI Complaint Procedure: 

1. Any person who believes that they have been subjected to discrimination may file a written 

complaint with the Western Placer Consolidated Transportation Services Agency. Federal and 

State law requires complaints be filed within one-hundred eighty (180) calendar days of the last 

alleged incident.   

 

The complaint procedure may be obtained from the PCTPA web page at either www.pctpa.net.   

The complaint procedure may be requested via e-mail at pctpa@pctpa.net.  The complaint 

procedure can also be obtained by writing to: 

Western Placer Consolidated Transportation Services Agency 

299 Nevada Street 

Auburn, California 95603  

 

2. The complaint must be completed on the form included in this document. 

 

If the complainant is unable to write a complaint, WPCTSA will assist the complainant. If 

requested by complainant, WPCTSA will provide a language or sign interpreter. 

 

The complaint may be sent to the following address: 

Western Placer Consolidated Transportation Services Agency 

299 Nevada Street 

Auburn, California 95603  

 

3.  Complainants also have the right to complain directly to the Federal Transit Administration 

Office of Civil Rights, Attention Title VI Program Coordinator, East Building, 5th Floor – TCR, 

1200 New Jersey Ave., SE, Washington, DC 20590. Complaints must be filed within one-hundred 

eighty (180) calendar days of the last alleged incident. 

 

http://www.pctpa.net/
mailto:pctpa@pctpa.net
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4. Western Placer Consolidated Transportation Services Agency will begin an investigation within 

fifteen (15) working days of receipt of a complaint. 

 

5. Western Placer Consolidated Transportation Services Agency will contact the complainant in 

writing no later than thirty (30) working days after receipt of complaint for additional information, 

if needed. If the complainant fails to provide the requested information in a timely basis, Western 

Placer Consolidated Transportation Services Agency may administratively close the complaint. 

 

6. Western Placer Consolidated Transportation Services Agency will complete the investigation 

within ninety (90) days of receipt of the complaint. If additional time for investigation is needed, 

the Complainant will be contacted. A written investigation report will be prepared by the 

investigator. This report shall include a summary description of the incident, findings and 

recommended corrective action. 

 

7. A closing letter will be provided to the complainant. The respondent will also receive a copy of 

the closing letter. Each will have five (5) working days from receipt of the report to appeal. If 

neither party appeals, the complaint will be closed. 

 

8. If the complainant is dissatisfied with the written decision, he or she may file a written appeal 

with the Executive Director of the Western Placer Consolidated Transportation Services Agency 

no later than 15 days of the date of the mailing of the decision and must be signed by the 

complainant or by someone authorized to do so on the complainant’s behalf. If deemed necessary, 

the Executive Director may seek assistance from the Legal Counsel for further investigation. 
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WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY                                

Title VI Civil Rights Complaint Form 

(Also Published in Spanish on Website) 

Title VI of the Civil Rights Act of 1964 states that “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.” If you believe you 

have been discriminated against, please provide the following information in order to assist the 

Western Placer Consolidated Transportation Services Agency in processing your complaint.  

 

SECTION 1 (Please print clearly):  

Name: ______________________________________________________________________________  

Address:  ____________________________________________________________________________  

City, State, Zip Code:  __________________________________________________________________  

Telephone Number: (Home)  _____________________ (Work)  _______________________________   

Accessible format requirements? ______ (Large print)  _______ (Audio)  ______  (TDD)  ___________  

(Other)  _______  

 

SECTION 2 

Are you filing this complaint on your own behalf?  _______ (Yes) _______ (No) 

If you answered yes to this question, go to Section 3.  

If not, please supply the name and relationship of the person for whom you are complaining: 

Name: _______________________________________ Relationship:  ___________________________  

Please explain why you have filed for a third party  ___________________________________________  

Please confirm that you have obtained the permission of the aggrieved party if you are filing on behalf of 

the third party. ______ (Yes)  _____ (No) 

 

SECTION 3 

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

_______ Race _______ Color _______ National Origin  

Date, Time and Place of Occurrence: ______________________________________________________   

Name (s) and Title(s) of the person (s) who I believe discriminated against me: 

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

The action or decision which caused me to believe I was discriminated against is as follows: 

(Please include a description of what happened and how your benefits were denied, delayed or affected): 

 ___________________________________________________________________________________  
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 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

Please list any and all witnesses’ names and phone numbers (if available): 

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 

What type of corrective action would you like to see taken?  

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 ___________________________________________________________________________________  

 

SECTION 4 

Have you previously filed a Title VI complaint with this agency?  _____ (Yes) _____  (No) 

 

SECTION 5 

Have you filed this complaint with any other Federal, State, or local agency, or with any Federal or State 

Court? _______ (Yes)  _____  (No) 

If yes, check all that apply:  

Federal Agency ______ Federal Court  _____ State Agency  _____ State Court ______  Local Agency 

 _____   

 

Please provide information about a contact person at the agency/court where the complaint was filed.  

Name: ______________________________________________________________________________  

Title: _______________________________________________________________________________  

Agency: _____________________________________________________________________________  

Address:  ____________________________________________________________________________  

Telephone Number:  ___________________________________________________________________  

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

 

I believe the above information is true and correct to the best of my knowledge.   

Signature and date required below:   

 ______________________________________   ______________________________________  

Signature             Printed Name 

 ______________________________________  

Date               Please submit this form in person at the address below or mail this form to:  

Western Placer Consolidated Transportation Services Agency 

299 Nevada Street 
Auburn, California  
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This notice is posted on all Health Express buses and at WPCTSA offices: 

NOTICE: 

 

In order to comply with 49 CFR Section 21.9(d): 

 

The Western Placer Consolidated Transportation Services Agency certifies that “No person on the 

basis of race, color, or national origin will be subjected to discrimination in the level and quality 

of transportation services and transit related benefits.” 

 

Additional information on the WPCTSA’s obligations under this code can be obtained on the 

PCTPA website at http://www.pctpa.net or by submitting a written request to:  

Western Placer Consolidated Transportation Services Agency 

299 Nevada Street 

Auburn, California  
 

To file a complaint, filing instructions can be found on the PCTPA website at http://www.pctpa.net  

or by requesting the form in writing from the 

Western Placer Consolidated Transportation Services Agency 

299 Nevada Street 

Auburn, California  

 

 

(This notice is also posted in Spanish)  

http://www.pctpa.net/
http://www.pctpa.net/


WPCTSA Civil Rights (Title VI) Program Policy 

2014/15 – 2017/18 
 

15 

 

Attachment 2 

WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

(WPCTSA) 

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

 

Per FTA Circular 4702.1B, “all recipients are required 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 FTA and entities other than FTA 

 Lawsuits; and 

 Complaints naming the recipient 

 

The Western Placer Consolidated Transportation Services Agency has not received Title VI 

Investigations, Complaints or Lawsuits. Below is the list that will be used for tracking these 

incidents: 

 

Investigations, Lawsuits and Complaints 

 

List 

Date  

(Month, Day, 

Year) 

Summary  

(Include basis of complaint: 

race, color, or national 

origin) 

Status Action(s) Taken 

Investigations     

1.     

2.     

3.     

4.     

5.     

Lawsuits     

1.     

2.     

3.     

4.     

5.     

Complaints     

1.     

2.     

3.     

4.     

5.     
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Attachment 3 

WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

Public Participation Plan 

 

Purpose 

Pursuant to 49 USC Chapter 53, Section 5307 (d) (1)(I) Federal Transit Administration (FTA) 

grantees are required to develop a local process to solicit and consider public comment prior to a 

fare increase or major service reduction.  In addition, FTA grantees must solicit public input and 

consider public comment for its charter services program and for its Federal civil rights program 

(Title VI of the Civil Rights Act of 1964, Equal Employment Opportunity, Disadvantaged 

Business Enterprise, and Americans with Disabilities Act).  Public meetings are not a mandatory 

requirement; however, an opportunity for a public hearing must be given.1   

 

This Public Participation Plan describes when an opportunity for a public hearing will be provided, 

how hearings will be conducted, and how the results of hearings will be considered in the decision-

making process.  

 

Background 

The Western Placer Consolidated Transportation Services Agency (WPCTSA) encourages citizen 

input into its service planning process. To achieve this end, WPCTSA will strive for an open 

exchange of information and ideas between the public and transit decision-makers.   

 

The overall objective of the WPCTSA’s public participation process is that it be proactive; provide 

complete information, timely public notice, full public access to key decisions, and opportunities 

for early and continuing involvement.  By doing so, WPCTSA hopes to build support among the 

public who are stakeholders in the transportation investments that impact their community.   

 

WPCTSA provides services over a large geographic area within western Placer County. Public 

workshops, meetings and hearings will be held in the location and forum most appropriate for the 

actions proposed. This includes meetings of the WPCTSA Board of Directors, the Placer County 

Transportation Planning Agency, the Sacramento Area Council of Governments, and the Placer 

County Board of Supervisors, local City Councils, and Placer County Municipal Advisory 

Councils. 

 

Fare Increase and Major Service Changes 

Attachment 3A provides the WPCTSA procedure for soliciting and considering public comment 

prior to a fare increase and/or a major service change. The procedure describes when an 

opportunity for a public hearing will be provided, how hearings will be conducted, and how the 

results of hearings will be considered in the decision-making process. The procedure also 

establishes a noticed public hearing requirement for a fare increase and/or a major service change, 

defines a major service change, and relies on the Brown Act and WPCTSA administrative 

procedures for public hearing, public comment, and other process provisions. 

                                                           
1 For the purpose of developing its FTA transportation plans, programs and projects, WPCTSA will rely on the public participation 

process of the Placer County Transportation Planning Agency and the Sacramento Area Council of Governments. 
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Charter Services Program 

There is no requirement to hold a public hearing for a Charter Bus services program.  WPCTSA 

does not provide Charter Bus services. 

 

Civil Rights Program 

WPCTSA must provide for public participation in assuring compliance with Federal civil rights 

programs as mandated by the FTA.  It is the responsibility of the WPCTSA to assure compliance 

with these programs as each mandated threshold is surpassed.  Refer to Attachment 3B for current 

threshold levels. 

  

Policies and Procedures 

Section 1 – Public Input 

While written comments will be encouraged, WPCTSA will also chronicle verbal comments.  

WPCTSA is required to consider each suggestion made in the public participation process, 

although it is not required to implement each suggestion.  

  

WPCTSA will provide forms for making written comments/suggestions on all buses and at its 

office.  Nonetheless, these forms need not be used to submit a suggestion or comment.   

 

WPCTSA will compile a summary of all comments received, including staff’s response to the 

Board of Directors.   

 

Section 2 – Public Notices 

Each notice of an opportunity for a public hearing will be posted in all Health Express buses, at 

the WPCTSA office, on-line at the PCTPA website at www.pctpa.net, and in the Placer County 

Library.  In addition, a public notice will be published in local newspapers of general circulation.  

Direct-mail and/or email notices will be sent to appropriate agencies and stakeholders that are 

deemed by WPCTSA to be directly affected by or involved with the proposed action.  A period of 

not less than 10 calendar days will be allowed for a written public hearing request. If requested, 

the date of the offered public hearing will be scheduled at the appropriate Board of Director 

meeting and noticed in the same manner as the public notice.  Refer to Attachment 3C for a sample 

Notice of Public Hearing.  A staff report that outlines each item under consideration will be 

available upon request and at the public hearing.  Included in this staff report will be a description 

of the proposed action, its purpose, any background information and data relevant thereto. 

 

Section 3 – Joint Hearing with Other Jurisdictions 

For a public hearing which may involve the WPCTSA or other public agencies, WPCTSA will 

provide for joint hearings with the affected agencies at a mutually agreeable time and place.  For 

any such joint hearings, the affected agencies will designate its representatives and advise 

WPCTSA thereof. 

 

Section 4 – Conduct of Public Hearing 

Public hearings will be designed to provide a means by which WPCTSA may inform the public of 

the basis for proposed actions. The hearings will not be designed to be adversarial in nature.  The 

public hearing will be conducted in an orderly manner under the control of the chairperson or an 

assigned staff person.  Minutes of the public hearing, written public testimony and a staff report 

http://www.pctpa.net/
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will be available to the public for examination at WPCTSA offices. 

 

Section 5 – Recommendation to the Board of Directors 

Any subsequent recommendations to the Board of Directors will document input received from 

public hearings related to the proposed action. 
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Attachment 3A 

Public Participation Procedure for Soliciting and Considering Public Comment  

Prior to a Transit Fare Increase and/or Major Service Change   

1. Major Service Change or Fare Increase Defined 

A fare increase and/or a major service change is defined as:  

a. Any permanent change which increases fares on non-emergency medical transportation 

services; or  

 

b. A 25 percent or greater reduction in the service area, service miles, or service hours for 

non-emergency medical transportation services. 

 

WPCTSA may temporarily change service levels for non-emergency medical  transportation 

services to reflect emergency or other operating conditions without providing for public 

participation. Except in those situations where advanced notification is impractical, the WPCTSA 

will notify the public of the changes by requiring notices be posted in all vehicles and other means 

designed to inform the public at least 10 calendar days in advance. 

 

2. Solicitation and Consideration of Public Comment 

WPCTSA shall solicit and consider public comments prior to implementing a transit fare increase 

and/or a major service change in the manner provided herein. 

 

3.  Public Hearing Required 

At least one public hearing before the Board of Directors shall be conducted prior to the 

implementation of a transit fare increase and/or a major service change. The public hearing shall 

be conducted in accordance with all applicable laws, regulations, and WPCTSA administrative 

procedures, including the Ralph M. Brown Act (California Government Code §§54950 et seq.).  

 

Notice of the public hearing time and place shall be given by publication in a local newspaper of 

general circulation at least 10 calendar days in advance of the public hearing. The notice shall 

generally describe the nature of the proposed action, shall state that public comments will be 

accepted prior to and at the public hearing, shall provide an address for the submission of 

comments prior to the public hearing, and shall describe the means of obtaining and/or the location 

of additional information about the proposed action. 

 

Direct-mail notices will also be sent to appropriate agencies and stakeholders that are deemed by 

WPCTSA to be directly affected or involved with the proposed action; and to persons who have 

filed written requests with the WPCTSA for such notices. The WPCTSA may provide additional 

public notice at locations expected to be viewed by the users of WPCTSA transportation services.  

 

The WPCTSA may also at its discretion conduct one or more public workshops prior to the public 

hearing to inform users and the general public of a proposed fare increase and/or a major service 

change and to accept and consider public comment on the proposed changes.  

 

Adopted April 30, 2012 
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Attachment 3B 

Thresholds for Civil Rights Programs 

 

Title IV, Civil Rights Act of 1964 

A Federal Transit Administration grantee that operates in an urbanized area with a population of 

200,000 people or more is required to submit a Title VI Program assurance plan to FTA as 

described in FTA Circular 4702.1. 

 

Equal Employment Opportunity 

A Federal Transit Administration grantee that both employed 50 or more transit-related staff 

(including operational personnel) and received $1 million in capital or $250,000 in planning 

assistance in the previous fiscal year must submit a formal Equal Employment Opportunity plan 

as described in FTA Circular 4704.1. 

 

Disadvantaged Business Enterprise 

A Federal Transit Administration grantee that receives capital or operating assistance of $250,000 

or more (exclusive of vehicles) or $100,000 in planning assistance must submit a written 

Disadvantaged Business Enterprise program as described in FTA Circular 4716.1A 

 

Americans with Disabilities Act 

No entity will discriminate against an individual with a disability in connection with the provision 

of transportation service.  
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Attachment 3C 

Sample Notice of Public Hearing 

 

Re: **PROPOSED ACTION** 

 

I. NOTICE IS HEREBY given that, if written request(s) to hold a public hearing is received 

by the Western Placer Consolidated Transportation Services Agency within 10 days of the 

publication of this notice, a public hearing will be held by on  **DATE** at **TIME**,              

The purpose of this public hearing is to consider **PROPOSED ACTION**. 

 

II. The Western Placer Consolidated Transportation Services Agency is a subrecipient of 

Federal funds from the Sacramento Area Council of Governments (SACOG) and to the 

Caltrans Division of Mass Transportation. As required by the Federal Transit 

Administration (FTA), the Western Placer Consolidated Transportation Services Agency 

will offer the opportunity for a public hearing to consider the **PROPOSED ACTION**. 

 

III. The **PROPOSED ACTION** is published to afford affected citizens, private 

transportation providers, and locally elected officials an opportunity to examine its content 

and to submit comments regarding performance of the recipient and the **PROPOSED 

ACTION**.  If no requests are received, this **PROPOSED ACTION** becomes the 

recommended action. 

 

IV. Accommodations for those individuals with disabilities will be provided upon request.  

Please call the Western Placer Consolidated Transportation Services Agency, at (530) 

823.4030, at least three working days before the public hearing. 

 

V. Written comments should be forwarded to the Executive Director, the Western Placer 

Consolidated Transportation Services Agency, 299 Nevada Street, Auburn  CA 95603, and 

postmarked no later than **DATE**. 

 

VI. A Staff report outlining the proposed action will be available for public review at the public 

hearing, the Western Placer Consolidated Transportation Services Agency offices after 

**DATE**.  If you cannot attend the meeting but wish to make comments, call the Western 

Placer Consolidated Transportation Services Agency, at (530) 823.4030.  Please leave a 

recorded message if no one is available to speak to you personally. 

   

        Executive Director 

        Western Placer Consolidated Transportation Services Agency 
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Attachment 4 

WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

System-Wide Service Standards 

 
FTA provides the option for a local agency, such as the WPCTSA, to set system-wide service 

standards for different indicators that are more applicable to the type of service they provide in 

lieu of ones presented in FTA’s Circular 4702.1A.  

 

System-wide performance standards for Health Express are depicted in the table below. 

 

  

Health Express Performance Standards 

Criteria Standards 

Trips Served 
25% of same day requests served 

100% of next day requests served 

Punctuality 
95% of all trips to be picked up within 15 minutes prior to scheduled 

pickup time and 15 minutes after scheduled pickup time 

Trip Time 

80% of all trip times completed within 30 minutes 

90% of all trip times completed within 45 minutes 

100% of all trip times completed within 60 minutes 

Trip Denials 
No more than 5% of all eligible Health Express trip requests shall be 

denied. 

Missed Trips Zero scheduled pickups shall be missed 

Subscription Trips No more than 50% 

Ridership 2.0 passenger trips per vehicle revenue hour 
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Attachment 5 

WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

System-Wide Service Policies 

 

FTA provides the option for a local agency to set system-wide service standards for different 

indicators that are more applicable to the type of service they provide in lieu of ones presented in 

FTA’s Circular 4702.1A. 

 

System-wide service policies for Health Express are included in Attachment 5A. 
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Attachment 5A 

System-Wide Service Policies for Health Express 

 

Service Description  
Health Express is an advance reservation, shared-ride non-emergency medical transportation 

service for residents of Placer County. 

 

Eligibility 

Individuals are always offered public transportation services if available. If public transportation 

services do not meet the needs of the person, then eligibility for Health Express will be based on 

two categories: 

 

 Category 1: 

 Individual must be 60 years or older or disabled and be a resident of Placer County. 

 Category 2: 

 A ride of last resort if no other transportation is available.  There is no age restriction 

or ability restriction when used by an individual as a ride of last resort. 

 

Medical Related 

Non-emergency medically related appointments are for the maintenance of health, prevention of 

illness, and treatment of illness or injury, and include the following:  

 Physicians, physician assistants, or advance practice nurses  

 Clinicians providing health and wellness, immunizations, prevention screening 

services such as blood pressure screenings and mammograms 

 Vision care 

 Dental care 

 Adult day health care  

 Chiropractor 

 Mental health provider, including therapist and family counseling 

 Physical therapy 

 Dialysis Labs 

 Chemotherapy and radiation therapy 

 Infusion therapy 

 

Non-emergency medically related appointments do not include Pharmacy. 

 

Service Area 

Health Express serves Placer County residents who reside within the defined boundaries of 

Western Placer County along Highway 80; the service area from ¾ miles east Colfax to Roseville 

at I-80 West to the Sacramento county line will be covered.  The service area includes the cities 

Colfax, Auburn, Lincoln, Loomis, Rocklin, and Roseville.  Refer to map. 
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Additional rides to Sacramento area hospitals will be provided on Thursdays. Hospitals served by 

Health Express fall in the neighborhood of the following:   

 Shriner’s Hospital 

 Mercy General Hospital 

 UC Davis Medical Campus 

 Sutter Memorial Hospital 

 Sutter General Hospital 

 Sutter Cancer Center 

 Mather VA Clinic 

 McClellan VA Clinic 

 Mercy San Juan Hospital Campus 

 

Service Days and Hours  

Health Express operates Monday through Friday from 8:00 am to 4:30 pm. Service to Sacramento 

medical facilities occurs only on Thursdays from 10:00 am to 2:00 pm.  Sacramento medical trips 

– trips will be provided on a first-come, first-served basis. Riders may request a list of holidays 

and will be notified in advance of holidays and office closures. 
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Rider Fares 
Health Express fare structure is shown in the table below. In addition, donations are always 

encouraged. 

 

Health Express Single Ride 

(Fares shown are per one-way trip) 

Trips 
With Discount 

Card* 

Without Discount 

Card 

Advance Reservation Trip in Placer County Free $1.25  

Same Day Trip in Placer County $1.25  $2.50  

Advance Reservation Trip Sacramento Area 

Hospitals 
$2.50  $5.00  

Same Day Trip Sacramento Area Hospitals $5.00  $10.00  

* With Medicare, Medi-Cal, Medicaid, Public Transit ADA/Disability/Senior ID Card. 

     

Health Express Fare Card 

   Multi-Ride Fare Card $12.50   

     

* Fare Card is NON-Transferrable to public transit systems. 

* Fare Card is NON-Refundable.   

 Effective July 2012 

 

Reservations Procedures 
Requests for service may be made by calling (530) 887-7433 no less than 24 hours in advance up 

to 14 days in advance of the service day. Reservations will be taken from 8:00 am until 3:30 pm 

Monday through Friday.  Spanish language translation is available. Telecommunications device 

for the deaf (TDD) service is available for individuals with hearing disabilities at (888) 877-5379.  

Speech-to-Speech (STS) service is available in English and Spanish at (800) 854-7784. TDD and 

STS services are part of the California Relay Service. 
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Subscription Service 

Trips that are taken on a regular basis at the same day and time each week for a period of 14 days 

may be set up as subscription trips. Subscription service may be limited due to capacity constraints. 

Subscription service will be issued to individuals on a "first come, first served" basis.   

 

Subscription trips that are cancelled 25% or more within a 30-day period may result in the 

cancellation of subscription service.  Subscription service will be automatically cancelled on all  

Health Express holidays. The rider is responsible for cancelling or placing their trips on hold and 

rebooking inactive subscription trips.  

 

Scheduling 

Trips will be scheduled based on an individual’s request for a particular pick-up time.  A 30-minute 

ready-time window will be communicated to the individual when setting the pick-up time.  The 

rider should allow adequate time for the possibility that the medical appointment may run late 

when requesting the return time.   All transportation will be a shared ride.  Trips will be confirmed 

at the time scheduled.  Return trips will be automatically cancelled for riders who are a no-show 

at their original origin. 

 

Scheduling multiple trips to hold or reserve travel times with the intent to use the most preferred 

time and to cancel the remaining trips is prohibited. 

 

Driver Assistance 

Health Express is a curb-to-curb service unless door-to-door service is requested.  Door-to-door 

service shall be provided to individuals that require assistance.  The driver, for safety reasons, must 

stay within the sight of the vehicle at all times.  Riders will not be escorted past ground floor lobby 

or the main door of any residence or public building.  If the rider needs a wheelchair lift to board 

the vehicle, the driver will assist. 

 

Late Trips 

Riders should call Health Express at (530) 887-7433 if the vehicle has not arrived during the 30 

minute ready-time window. 

 

On-Time Service 

The vehicle may arrive to pick-up the rider any time within the 30 minute ready time window.  

Individuals may board as soon as the vehicle arrives and should begin to board within three minutes 

of the vehicle arrival.  However, individuals will not be obligated to board before the beginning of 

their ready time window. 

 

Riders unable to make their return departure time because they are detained at their medical 

appointment must call Health Express. Riders may be responsible for their own return depending 

upon service availability. 

 

Personal Care Attendant 

A Personal Care Attendant is someone designated or employed to help an individual meet his or 

her personal needs.  Drivers are not responsible for individual’s personal needs nor are drivers 

responsible for individuals after exiting the vehicle at their destination.  
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The Personal Care Attendant can accompany the rider at no additional fare.  When making the 

reservation, the rider must indicate that there will be a personal care attendant riding with them.   

 

One Personal Care Attendant will always be allowed to accompany the rider. Health Express can 

limit the number of riders traveling with a rider if the vehicle is at capacity.  

 Dementia clients must have a Personal Care Attendant at all times to accompany 

clients during their trips.  

 Individuals who have received sedating medication must be accompanied by a 

Personal Care Attendant 

 If an individual is frail or extremely weak or will need assistance with their 

wheelchair or other mobility device to and from medical offices and/or to and from 

their home then a Personal Care Attendant must accompany and assist the client. 

 

Public Health Threat 
Service will be refused to any individual who poses a potential public health threat.  Examples of 

a public health threat includes, but is not limited to, physical hygiene, body odor, the existence of 

excrement or other bodily fluids on clothes, hands or wheelchair / mobility device that will disturb 

the reasonable comfort of other riders.   

 

Seat Belts 

Seat belts must be worn by all riders at all times. Wheelchairs and scooters must be securely 

fastened with the vehicle’s tie-down devices. The driver will assist riders with their seat belts and 

each wheelchair rider who needs help with the securing devices. 

 

Sedating Medications 

For the safety of riders and the driver, Health Express reserves the right to refuse service to any 

individual that is under the influence of sedating medication(s). To be transported on Health 

Express, individuals who have received sedating medication must be accompanied by a Personal 

Care Attendant.  

 

Service Animals 

Service animals are permitted on all Health Express vehicles.  The rider needs to tell Health 

Express that he or she will be traveling with a service animal.  The rider needs to have control of 

their service animal at all times. By using Health Express individuals accept responsibility for any 

negative incidences that are a result of your service animal accompanying you. 

 

Transporting Oxygen 

Riders may travel with portable oxygen tanks.  Such equipment must be the size that can be 

reasonably accommodated in vehicles. (For example equipment that could be transported on a 

fixed-route bus). 

 

Wheelchairs and Other Mobility Devices 

Health Express will accommodate standard wheelchairs, scooters and other mobility devices. 

Wheelchairs are three or four wheeled mobility aid that does not exceed the ADA guidelines of 

48" in length, 30" in width and 600 pounds total. Wheelchairs shall be secured at all times during 

boarding, disembarking and transport operations. It is the rider's option to transfer or remain in his 

or her mobility device, but is strongly recommended to transfer if capable.  
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Cancellations 
Riders must cancel unwanted trips by 3:30pm the day before the scheduled trip.   A documented 

pattern of late cancellations may result in service denial as stated under the policy of service 

suspension because excessive cancellations limits use of the Health Express by other individuals. 

 

No Show 

Trips that are requested, confirmed and then cancelled after 3:30 pm the day before the trip or the 

same day of the trip will be considered a no-show. A no-show is also where the vehicle arrives at 

the pick-up location within the 30 minute ready-time window, waits the required three minutes 

and the rider does not board or the rider indicates to the driver that he/she no longer wants the ride. 

 

Return trips will be automatically cancelled for riders that are a no show. Riders who are no shows 

are not guaranteed a ride that same day if they subsequently contact Health Express to re-schedule 

their ride. 

 

Service Suspension 

No shows and late cancellations prevent other individuals from using Health Express to get to their 

medical appointments.  For the first offense Health Express will send a letter with a reminder of 

the cancellation and no show policies.  For the second offense Health Express will send a notice 

of action, which will include an automatic 10 day suspension of service.  The third offense will be 

an automatic thirty day suspension from Health Express Service. 

 

Right to Refuse Service 

Health Express reserves the right to refuse service where the: 

 Individual engages in physically or verbally abusive behavior;  

 Individual engages in conduct or activity that is a danger to the rider, other riders, 

or to the vehicle operator; 

 Individual who poses a potential public health threat;  

 Wheelchair and/or rider cannot be securely fastened; 

 Individual refuses to use available seat belts and shoulder harness; and 

 Individual is under the influence of sedating medication and is considered non-

functioning. 

 

For safety reasons, Health Express encourages all individuals who use a wheelchair, scooter or 

other mobility device to have a safe and adequate ramp(s) if there are steps at their residence. 

 

Customer Complaints 

All comments will be considered by Health Express.  Individuals may send their comments to the 

administrative office by mail, e-mail, and fax or by telephone.  Comments should be directed to: 

 

Health Express Program Manager 

Seniors First 

11566 D Ave. 

Auburn, Ca. 95603 

Phone Number:  530-887-7433 (Direct) or 530-889-9500 Ext. 220 
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Fax Number:  530-889-0190 

E-mail: he@seniorsfirst.org 

 

Every complaint will be investigated and responded to within 10 calendar days.  Resolution of 

urgent complaints will occur within five calendar days.  When filing a complaint, riders should 

provide: 

 Name, address and telephone number; 

 Date and time of incident; and 

 Details of incident. 

 

Rider confidentiality will be protected to the best of our ability.  Anonymous complaints cannot 

be responded to by Health Express.  

 

 

Adopted June 27, 2012 

  

mailto:he@seniorsfirst.org
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Attachment 6 

WESTERN PLACER CONSOLIDATED TRANSPORTATION SERVICES AGENCY 

Board of Director Certified Resolution 
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