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STANISLAUS REGIONAL TRANSIT 
AUTHORITY (StanRTA) 

Title VI Program and 2021 Update 

INTRODUCTION 

The Title VI program contained herein documents the final program update for the City of 
Modesto, covering the period, 2019-2021 and inaugural program of the Stanislaus Regional 
Transit Authority which was formed on January 26, 2021. On that date the County of Stanislaus 
and the City of Modesto formed a joint powers agency named the Stanislaus Regional Transit 
Authority (StanRTA) to provide transit services in the region. The Authority’s formation resulted 
from a study conducted by the Stanislaus Council of Governments (StanCOG) which indicated 
that a countywide transit consolidation would result in substantial improvement in the overall 
efficiency and passenger usability of public transit services.  The City of Turlock, providing 8% of 
the county’s transit investment, opted to retain independent transit operations. Commencing 
July 1, 2021, transit service transitioned fully within the Authority’s banner.   
 
In its first year of operation, the StanRTA continued to operate its two inherited fleets, the 
Modesto Area Express (MAX) and Stanislaus Regional Transit (StaRT), on their established 
routes and schedules while the internal organizational structure was developed to establish and 
launch a new, integrated, more efficient transit operation. The system was rechristened “The S” 
in December 2021, with fleet rebranding from the MAX and StaRT brands slated for completion 
by the end of 2022.  Service for the county’s urban areas is primarily provided by MAX, while 
the StaRT brand primarily serves the rural communities and provides intercity service. Both 
brands provide commuter vehicles to the Bay Area.  
 
StanRTA provides a total of 30 bus routes, 16 of which are urban bus routes operating on 
Mondays through Fridays, beginning as early as 5:45 a.m. and ending generally at 8:00 p.m. 
One route (Route 21) operates on 15-minute headway. Twelve routes operate on 30- minute 
headways, while all others operate on one-hour headways. Between Routes 22 and 23, 15-
minute service is provided along McHenry Ave. On Saturdays, MAX operates 15 routes, 10 of 
which operate on 30-minute headways, while the others operate on 60-180 minute headways. 
Twelve MAX routes are provided on Sundays, with all routes operating on one-hour headways. 
In addition to the fixed-routes, StanRTA provides weekday morning and evening commuter 
routes to and from the Dublin/Pleasanton Bay Area Rapid Transit (BART) Station and 
Manteca/Lathrop Altamont Commuter Express (ACE) train station. In 2020, the agency started 
an interregional service, the Stockton Express, linking Stanislaus County’s seat of government 
with Stockton, San Joaquin’s largest city and government center.   
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The StanRTA also provides ADA complementary paratransit service from 4:45 a.m. to 11:00 
p.m., Monday through Friday, and 7:15 a.m. to 9:00 p.m. on Saturdays, and 8:45 a.m. to 8:15 
p.m. on Sunday. Paratransit service, after a COVID-related downturn in 2020-21, has rebounded 
and is providing service at or exceeding pre-pandemic levels, averaging 8,621 riders per month. 
Demand response services operate in the communities of Newman, Oakdale, Patterson and 
Riverbank in lieu of local fixed-route service.  (Intercity bus service connects these communities 
to the urban centers in Modesto, Turlock and Ceres). These dial-a-ride services operate within 
the individual city boundaries, are open to the general public, providing an average of 625 rides 
each month. Service is provided from 6:30 am – 6:30 pm Monday – Fridays and 8:30 am – 4:30 
pm on Saturdays.  Neither the dial-a-rides nor the shuttles operate on Sundays.  Unlike the ADA 
paratransit service which is door-to-door, the dial-a-ride and shuttles are a curb-to-curb service.  
 
A second form of dial-a-ride service is provided through the Eastside, Waterford and Turlock 
Shuttles which link rural communities together across sub-regions of Stanislaus County.  Open 
to all, shuttle service offers curb-to-curb assistance if requested but is less flexible than Dial-A-
Ride in that it has scheduled times throughout the day when the vehicle is to be in a specific 
location. Riders must call at least an hour in advance to schedule a trip. Like the dial-a-rides, the 
shuttles are provided in lieu of a more extensive fixed-route bus network in smaller, less 
densely populated communities. 
 
Figure 1. StanRTA System Map 
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As shown in the map above, most MAX and StaRT routes originate and terminate at the 
downtown Modesto Transportation Center. This Transit Center provides a connection point to 
other regional and interregional transit services such as Greyhound, Taxi, and MAX Commuter 
buses to BART, Stockton and ACE. The Transit Center is also designed to accommodate an ACE 
rail stop in Modesto estimated to open in 2025. 
 
Apart from the transit connections offered at the Modesto Transportation Center, transfers to 
other regional transit services are offered at other locations within the system’s routes. Route 
25 and the ADA paratransit service provide transit service to the Amtrak station on Held Drive. 
Transfers to Turlock Transit are available for twenty-five cents after paying a fare or providing a 
valid pass. In addition, a twice weekly inter-county connection is provided at the Vintage Faire 
Mall with the Ripon Blossom Express (operated by the City of Ripon). 

The S 
The system was rechristened “The S” in December 2021, with fleet rebranding from the MAX 
and StaRT brands through 2022.  THE S is predominantly the service for the county’s urban 
core, while the StaRT brand provides the rural and intercity services. Both brands provide 
commuter vehicles to the Bay Area.  
 
In its first year of operation, the StanRTA continued to operate its two inherited fleets, the 
Modesto Area Express (MAX) and Stanislaus Regional Transit (StaRT), on their established 
routes and schedules while the internal organizational structure was developed to establish and 
launch a new, integrated, more efficient transit operation. In September 2021, the StanRTA 
engaged a planning consultant team to conduct a Comprehensive Operational Analysis (COA) 
that will unify the former MAX and StaRT brands under the new “The S” umbrella and create a 
better integrated and efficient fixed-route system. These systemwide service changes are 
anticipated for adoption in August and implementation in 2023. Depending upon the scopeof 
the final service recommendations, which could require fleet and operator additions, the new 
service plan could be phased.  Upon completion of the COA, the consultants and agency staff 
will craft short and long range plans to guide the next ten years of agency development. 
 
Some aspects of the system unification have moved forward already. On January 1, 2022, the 
StanRTA’s demand responsive services, including complementary ADA paratransit service, 
localized Dial-A-Ride service, regional shuttles and a medivan service to the Bay Area, were 
brought under a single operational umbrella using a new automated dispatching program. Now, 
both complementary paratransit and demand response are managed through a single 
operations contract, with unified customer service, reservations, and dispatch functions.   
 

Title VI Program Requirements 

The StanRTA Title VI Program Report provides the policies, procedures, and data analysis to 
comply with guidelines issued by the Federal Transit Administration of the United States 
Department of Transportation to implement Title VI of the 1964 Civil Rights Act.  A federal 
statute, Title VI, provides that “no person shall, on the grounds of race, color, or national origin, 
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be excluded from participation in, be denied the benefits of, or be subjected to discrimination 
under any program or activity receiving federal financial assistance.”.” The Title VI mandate was 
further defined by Presidential Executive Order 13166, implemented in 2000, requires 
recipients of federal funds to take reasonable steps to address the needs of individuals who 
have limited-English proficiency to ensure no discrimination occurs based upon national origin. 
 
Since 1972, the Federal Transit Administration (FTA) has required applicants for and recipients 
of Federal assistance to provide assessments of compliance as part of the grant approval 
process. The FTA has the responsibility to ensure that federally services and benefits are 
distributed in a non-discriminatory manner consistent with Title VI including as related to 
Environmental Justice and access for individuals who have Limited English Proficiency. This 
update conforms to the FTA’s Title VI Circular 4702.1B, effective October 2012. 
 
As a federal grant recipient, the City of Modesto was required to maintain an implementation 
plan for nondiscrimination transit programs and provide to FTA information on its compliance 
by submitting a Title VI Plan Update and compliance report to the FTA Region 9 office every 
three years to highlight efforts to support and comply with all aspects of Title VI. This program 
update covers Title VI activity for the period from June 30, 2019 through June 30, 2021 for the 
City of Modesto. It is also the initial program filing for the Stanislaus Regional Transit Authority 
(StanRTA) which establishes the standards, procedures. policies and processes of the Stanislaus 
Regional Transit Authority. The historic and backward-looking information within this document 
applies to the City of Modesto. 
 
The new StanRTA operates more than 50 vehicles at peak service, and serves a population over 
250,000, making is a large transit as required under Circular 4702.1B, has included the following 
information in this program report: 
 

1. Discussion and attachments pertaining to general Title VI requirements. 
a. Title VI Notice to Public 
b. Title VI Complaint Procedures and Process 
c. List of Investigations, Complaints, or Lawsuits 
d. Public Participation Plan 
e. Language Assistance Plan 
f. Membership of Non-elected Committees 
g. Sub-recipient Monitoring 
h. Construction Projects 
 

2. Discussion and attachments pertaining to Title VI requirements for transit operators. 
a. Systemwide Service Standards 
b. Service Policies 
c. Demographic Maps and Charts 
d. Demographic Ridership Data 
e. Service Monitoring Program Results 
f. Major Service Change Policy 



7 StanRTA Title VI Program and 2021 Update 
 

g. Public Engagement for Policy Development 
h. Service and Fare Equity Analyses 

 
3. Governing Board Approval 

 

First Time Filer Assurances 

This Title VI program, in part, satisfies the requirements of a first-time applicant, even through 
the agency was created from two agencies that were FTA grant recipients with valid Title VI 
plans. As a first-time applicant formed through a joint powers agreement by the City of 
Modesto and the County of Stanislaus, StanRTA gives its assurance that it will comply with Title 
VI, and consistent with 28 CFR § 50.3, affirms that the predecessor agencies disclosed their 
previous funding and Title VI compliance history diligently.  

TITLE VI 

The StanRTA operates service without regard to race, color, or national origin and is committed 
to ensuring that no person is excluded from participation in, or denied the benefits of its transit 
services on the basis of race, color, or national origin, as outlined by the provisions in Federal 
Transit Administration (FTA) circular 4702.1.B 

Program Objectives 
The StanRTA’s Title VI Program goals are: 

• Ensuring that the level and quality of public transportation service is provided in a 
nondiscriminatory manner; 

• Promoting full and fair participation in public transportation decision-making without 
regard to race, color, or national origin; 

• Ensuring meaningful access to transit-related programs and activities by persons with 
limited English proficiency 

PUBLIC NOTIFICATION PROCESS 

The StanRTA does not discriminate against any person with respect to any federally-assisted 
transit program or service.  The StanRTA provides information regarding its Title VI obligations 
to the public using a variety of methods.  Information, including references to FTA circulars, the 
Transit Title VI program, and the Title VI complaint procedure, is available on the StanRTA 
website and at the StanRTA office. It is also provided to staff, citizens, consultants, and 
contracted transit providers.  The required Notice of Non-Discrimination Policy (Appendix A) is 
posted at the office, at the Transit office, on the website, in the S Ride Guide, and in the 
Demand Response Consumer Guide. It is also included in all contracts, Memorandums of 
Understanding, public meetings, and bid advertisements.  

COMPLAINTS 
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The StanRTA has a complaint process in place.  The Title VI Complaint Procedures and 
Complaints are filed through Ask the S, an intuitive, multi-lingual, on-the-go reporting tool 
allowing transit users and the public alike, to report issues and receive progress notifications 
through the conclusion of the investigative process. Individuals can access Ask the S at The S 
website.  that allows available in English and in Spanish and can be accessed on the website and 
at The StanRTA office. Copies of these documents are located in Appendix B. 
 
Title VI complaints are made to the administrative offices of The StanRTA.  All individuals 
making a Title VI complaint shall be notified in writing of the protections and due process 
procedures available to them as provided by Title VI.  All Title VI complaints are recorded in a 
special Title VI file.  Following the filing of a complaint, The StanRTA will conduct an 
investigation and ensure that all necessary follow-up actions are conducted.  As required by the 
FTA, the Title VI complaint file includes the date of the complaint, the date(s) of the 
investigation, summary of the allegation, current status of the investigation, and actions, legal 
or administrative, taken as a result of the complaint.   
 
Due to the absence of any Title VI complaints, local state or federal agency investigations, or 
lawsuits during the preceding reporting period, no list is included in this document. 

PUBLIC PARTICIPATION 

In September 2021, StanRTA’s Board of Directors adopted its Public Participation Plan 
(Appendix C) for ensuring compliance with FTA requirements for a locally developed public 
participation process to consider public comment before raising a fare or carrying out a major 
change in transportation service.  
 
The StanRTA recognizes the importance of participating in a wide variety of public meetings and 
workshops to share information about transit programs, activities, and services in order to 
collect information from users of The StanRTA services.  A summary of Outreach Activities 
performed in this reporting is attached as Appendix D. 
 
It is through these conversations that transit staff receives input regarding transit issues and 
concerns from disadvantaged citizens, including senior citizens, minorities, low-income, and 
persons with physical or cognitive disabilities.  All The StanRTA-sponsored meetings or activities 
are conducted in ADA accessible locations and have ready access to public transit services 
(fixed-route and paratransit). 
 
Information on public outreach meetings is widely disseminated on the website, at the Transit 
Center, on the buses, and through social service agencies to maximize awareness that all transit 
users and interested citizens are welcomed as part of the decision-making process.  
 
Regular meetings are held with local agency representatives and riders as well, to ensure that 
information on the paratransit system is widely disseminated, and that rider concerns and 
questions are addressed.  A rider and agency representatives committee, which meets 
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regularly, is provided information on the fare structure and is used as a consultative body when 
making fare decisions.  Paratransit riders are offered periodic opportunities to evaluate and 
comment on the agency’s paratransit system through customer surveys and comment forms.  
 
No qualifying fare or service changes were implemented during the most recent three years, 
June 2019-June 2021. There was some reduction in service due to COVID implemented at the 
height of the pandemic which has since been fully restored. COVID service changes were 
deemed exempt from the requirements of a Title VI review by the FTA. 

LANGUAGE ASSISTANCE PLAN 

Consistent with Title VI, DOT’s implementing regulations, and Executive Order 13166, The 
StanRTA takes reasonable steps to ensure meaningful access to benefits, services, information, 
and other important transit activities for individuals who are limited-English proficient (LEP). 
 
To provide meaningful access to The StanRTA programs and services for persons who have 
limited English proficiency, a LEP plan was developed (Appendix E). This plan is a training tool 
and guide for transit staff members on how to recognize a person who may need language 
assistance and how to provide that assistance.  
 
Local demographic data reveal a need to provide language assistance within the Spanish-
speaking community.  It is the goal of The StanRTA’s LEP program and plans to provide bi-
lingual English/Spanish editions of all public transit information materials.  During this reporting 
period, the remaining critical information documents for The S brands, have been or will be 
translated into Spanish.   In addition, any notices of temporary service change are posted on the 
website, at key transit sites, and are prominently displayed in all buses in both English and 
Spanish. 
 
Both fixed route and demand response operations have customer services staff members who 
are bilingual and are trained to assist persons with limited English language proficiency.  In 
recognition of the level of support needed, customer service has bilingual supervisors and 
customer service representatives to assist Spanish speaking riders. The StanRTA also uses 
LanguageLine phone support which can provide real time translation support for over 200 
languages..  

COMMITTEE MEMBERSHIP 

Title 49 CFR Section 21.5(b)(1)(vii) states that the recipient of a federal transit grant 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 a program. 
 
The StanRTA’s only advisory body is the ad hoc ADA Advisory Committee.  All meetings are 
announced to local agencies, community groups, advocacy organizations, fixed-route ADA 
paratransit and demand response riders and are open to the public.  
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BOARD MEMBERSHIP 

The StanRTA is governed by a seven-member Board of Directors.  The organization’s bylaws 
specify that the City of Modesto and County of Stanislaus will each appoint two members from 
among their elected officials.  A fifth member is approved by each of the previously agencies, 
representing the other small cities in the county. This position is not required to be an elected 
representative from among the other jurisdictions.  The remaining two members of the board 
are selected through an open application process.   
 
The ethnicities of the StanRTA Board of Directors, as of April 2022, are as follows: 
 
Figure 2  Board Ethnicities 

 White 
Caucasian 

Hispanic 
Latino 

Black African 
American 

Asian American 
Pacific Islander 

Native 
American 

City of Modesto #1      
City of Modesto #2      
County of Stanislaus #1      
County of Stanislaus #2      
County at Large      
Appointee #1      
Appointee #2      

SUBRECIPIENTS 

The StanRTA has no subrecipients. The City of Modesto had one subrecipient during this 
reporting period, the County of Stanislaus (StaRT). The subrecipient relationship terminated on 
July 1, 2021, with the transition of StaRT and MAX operations into the StanRTA.   
 
The City of Modesto recognized the need to monitor their subrecipients’ compliance with Title 
VI. The following policies and procedures guide City of Modesto staff to notify existing and any 
future subrecipients of their Title VI responsibilities, provide technical and other assistance, and 
monitor subrecipients:  
 

• When the subrecipient entered into agreements with City of Modesto for receipt of 
funds, City of Modesto places statements in their contracts, inter-agency agreements, or 
other legal funding documents that require subrecipients to comply with all applicable 
federal requirements, including those associated with Title VI and the regulations of the 
Department of Transportation issued thereunder.  
 

• Upon the signing of funding agreements, City of Modesto staff will contact subrecipients 
to ensure they understand Title VI requirements and to determine what help or 
guidance they might need to complete their Title VI program. Subrecipients will be given 
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copies of the FTA Title VI circular and the City of Modesto Title VI Program for their 
reference and use.  

 
• Based on subrecipient’s need, City of Modesto staff provided additional assistance 

including technical help; this may include information sharing, research assistance, or 
review of subrecipient’s draft documents. When requested, City of Modesto staff 
provided in-depth reviews of each of circular’s requirements to ensure subrecipients 
understood their responsibilities and how to Title VI policies.  

 
• Until subrecipient’s Title VI program was adopted by their governing body, the  City of 

Modesto staff checked in periodically with subrecipient to ensure that the Title VI 
program was underway and/or complete.  

 
• City of Modesto staff provided assistance as requested from subrecipient to support the 

full implementation of the County of Stanislaus’s Title VI program.  
 
• City of Modesto staff conducted annual compliance checks to verify that subrecipients 

have a valid Title VI program coincidental with the original agreement date.  
 
• Subrecipient was required to verify their compliance with Title VI at each payment 

request. 

CONSTRUCTED FACILITIES 

During the preceding reporting period, neither the StanRTA nor the City of Modesto or the 
County of Stanislaus constructed any facilities. 

STANDARDS AND POLICIES 

In addition to the above general reporting requirements, FTA Circular 4702.1B requires 
providers of fixed route public transportation to submit additional information specific to fixed 
route service. As the StanRTA DOES operate fifty or more fixed route vehicles in peak service, it 
is subject to full reporting requirements for system-wide standards and policies. Appendix J  
contains the Board of Director’s resolution approving these policies as part of the adoption of 
this Title VI Program.  
 
Title 40 CFR Section 21.5(b)(2) specifies that a recipient shall not utilize criteria or methods of 
administration that have the effect of subjecting persons to discrimination because of their 
race, color, or national origin. In addition, Appendix C to 49 CFR Part 21 establishes that no 
person or group of persons shall be discriminated against with regard to routing, scheduling, or 
quality of service 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 locations 
of routes may not be determined on the basis of race, color, or national origin. 
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The StanRTA has adopted the following service standards and policies in compliance with these 
regulations: 

Vehicle Load Standard 
 

Peak 
The average of all loads during the peak operating period should not exceed each bus’s 
achievable capacity. Peak loads are: 
 
        Bus Type  Passenger Capacity 
  Low Floor 35’   67 
  Low Floor 40’   80 
  Standard 35’   50 
  Standard 40’   63 

 
 
Off Peak 
The average loads during off peak hours should not exceed the number of seats in the bus. 
Seating capacities are: 
 
       Bus Type   Seats 
  Low Floor 35’     30 
  Low Floor 40’     36 
  Standard 35’     33 
  Standard 40’     41 

 

Vehicle Headway Standard 
Scheduling involves the consideration of a number of factors including ridership productivity, 
transit/pedestrian friendly streets, density of transit-dependent population and activities, 
relationship to the municipal general plans, the StanCOG regional transportation plan, 
relationship to major transportation developments, land use connectivity, and transportation 
demand management.  As noted in the Service Standards adopted by the StanRTA Board of 
Directors in May 2022, the headway standards for the various fixed-route services operated by 
the StanRTA are as follows: 

 
 High Frequency: Routes that provide a higher level of service along a high ridership 

corridor, with frequencies of at least 15 minutes during the peak and 30 minutes during 
off-peak. 

 Local: Routes that generally provide travel within a community, and transportation 
between major transfer points, employment centers, shopping areas, and other points 
of interest.  
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 Intercity Connector: Routes that provide service between towns and cities. 

 Commuter: Routes that provide express (limited stop) service during limited, high 
demand hours  

On-Time Performance Standard 
 

Eighty-five (85) percent of vehicles will complete their established runs no more than eight (8) 
minutes late and without departing any mid-route bus stops more than three (3) minutes early. 

 

Service Availability Standard 
 

The StanRTA’s Service Availability Standard was approved by the Board of Directors in May 
2022. The policy states: 
 

“The S maintains a service availability goal that 70% of residents within its 
service area live within three quarters (3/4) mile of a bus stop.“ 

 

Vehicle Assignment Policy 
 

The StanRTA’s Vehicle Assignment Policy was approved by the Board of Directors in May 2022. 
The policy states 
 

“All buses have the same level of amenities available to riders. Buses are 
assigned randomly with exceptions made only in the circumstances 
required by fuel/charge range issues or route conditions.“. 

 

Transit Amenities Policy 
 

The StanRTA’s Transit Amenities Policy was approved by the Board of Directors in May 2022. 
The policy states,  
 

“Transit amenities, including shelters and benches, are distributed on a 
system-wide basis. The location of transit amenities is determined by 
factors such as ridership, individual requests, staff recommendations and 
site constraints.”
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THE S'S Non-Discrimination Statement 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

StanRTA’s Non-Discrimination 
Statement 
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Complaint Procedures 
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The S TITLE VI COMPLAINT PROCEDURES 
(English) 
 
Any person(s) believing that they have been subjected to discrimination under Title VI based on 
race, color, or national origin with regard to transit services delivery has the right to file a 
complaint within 180 calendar days following the alleged incident. Complaints may be made by 
downloading a complaint form at www.stanrta.org. To request a form, call (209) 477-7011 or 
contact The S by email, info@stanrta.org. Complaints may also be filed with customer service at 
(209) 527-4900 or in person at the Modesto Transit Center Customer Service. 1029 9th Street, 
Modesto, CA. The staff can help you with filing the complaint.  

 
You may also submit a written statement that contains the following information: 

1. Name, address, and telephone number of the complainant   
2. The basis of the complaint; (e.g., race, color, or national origin)   
3. The date(s) on which the alleged discriminatory event occurred   
4. The nature of the incident that led the complainant to feel discrimination was a factor   
5. Names, addresses, and telephone numbers of persons who may know about the event   
6. Other agencies or courts where a complaint may have been filed and a contact name   
 

Title VI Investigation Procedures  
 

Steps in a Title VI Complaint Investigation 

• Complaint received and Information transferred into a Title VI Complaint form if 
not originally submitted as such. Complaint must be received within 180 days of 
the alleged incident’s occurrence 

• Complaint reviewed to verify whether it is covered under Title VI. If it is not, the 
complaint will be reassigned to customer service for action 

• Valid  Title VI complaints are investigated by the Title VI Officer or designee over 
a period not to exceed 60 days 

• The Title VI Officer and/or designee will discuss findings and/or 
recommendations for resolution discussed with StanRTA and operations 
management.  

• If there is a finding of Title VI protections, the Title VI Officer will recommend 
appropriate corrective action. If no finding of Title VI discrimination, explain why 
not. 

• Results of the investigation are prepared in written format and shared with the 
complainant 

mailto:info@stanrta.org
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• Notify Complainant of finding (issue determination letter) and right to appeal and 
appeal process. Complainant should be notified of findings within 60 days of 
receipt of the complaint form. 

• All Complaints are filed and the pertinent records are maintained in a permanent 
log. 

• A Complainant can appeal the decision, by submitting a request for “Review of a 
Title VI Complaint Finding” via mail, email, or phone call to the StanRTA’s Chief 
Executive Officer (CEO).  The CEO will have 30 days to conduct a review of the 
file, and, at their discretion, to meet with the complainant and review new 
materials relevant to the investigation. 

• The CEO must issue a decision upholding or overturning the finding with a 
recommendation of any corrective action, if needed, after the 30 days. The CEO 
decision is the final finding by the StanRTA. 
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The S /TÍTULO VI: PROCEDIMIENTOS DE QUEJA 
(Spanish) 
 
Cualquier persona que crea que ha sido objeto de discriminación por motivos de raza, color u 
origen nacional al recibir servicios de transporte público según se contempla en el Título VI, 
tiene derecho a presentar una queja dentro de los 180 días-calendario posteriores al supuesto 
incidente. Las quejas se pueden presentar descargando un Formulario de Queja desde el sitio 
virtual www.stanrta.org. Para solicitar un formulario, llame al (209) 477-7011 o comuníquese 
con The S por correo electrónico, info@stanrta.org. Las quejas también se pueden presentar al 
teléfono de Servicio Al Cliente: (209) 527-4900 —o en persona en el mostrador de Servicio al 
Cliente en el Centro de Tránsito de Modesto, ubicado en Calle 9 Nº1029, Modesto, CA. El 
personal de esa dependencia puede ayudarlo a presentar su queja. 

 
Usted también puede presentar una declaración escrita que contenga la siguiente información: 

1. Nombre, domicilio y número de teléfono del denunciante 
2. El fundamento de la denuncia; (p. ej., raza, color u origen nacional) 
3. La(s) fecha(s) en que ocurrió el supuesto hecho discriminatorio 
4. La naturaleza del incidente que hizo que el denunciante considerase que la 

discriminación fue un factor en el servicio 
5. Nombres, domicilios y números de teléfono de las personas que pueden tener 

información sobre el incidente 
6. Otras agencias o juzgados donde se pudo haber presentado una queja y un nombre de 

contacto 

 
Título VI: Procedimientos de Investigación 
Título VI: Pasos en una Investigación de Queja 

• Queja recibida e Información transferida a un Formulario de Queja bajo Título VI —si no 
se presentó originalmente como tal. La Queja debe recibirse dentro de los 180 días 
posteriores a la ocurrencia del supuesto incidente. 

• Queja revisada para verificar si está cubierta por el Título VI. Si no es así, la Queja será 
reasignada al Servicio de Atención al Cliente para su apropiado seguimiento. 

• Las quejas válidas del Título VI son investigadas por el Agente del Título VI (o su 
designado) por un período que no exceda los 60 días. 

• El Agente del Título VI y/o la persona designada presentarán sus conclusiones y 
acordarán con StanRTA y la Gerencia de Operaciones qué recomendaciones de 
resolución son apropiadas. 

• Si se concluye se trasgredieron protecciones del Título VI, el Agente del Título VI 
recomendará la apropiada acción correctiva. Si no se encontró discriminación conforme 
al Título VI, explique por qué no. 
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• Los resultados de la investigación se preparan por escrito y se entrega copia al 
denunciante 

• Se notifica al Denunciante sobre las conclusiones (se emite carta de determinación) y de 
su derecho a apelar —y se le informa del proceso de apelación. El denunciante debe ser 
notificado de las conclusiones dentro de los 60 días posteriores a la recepción del 
Formulario de Queja. 

• Todas las Quejas se archivan y se mantienen los datos pertinentes en un Registro 
Permanente. 

• Un Demandante puede apelar la decisión enviando una solicitud de "Review of a Title VI 
Complaint Finding (Petición de Revisión de Conclusiones de Queja - Título VI)". Esto se 
puede hacer por correo postal, correo electrónico o llamada telefónica al Director 
Ejecutivo (CEO) de StanRTA. El CEO tendrá 30 días para realizar una revisión del 
expediente y, a su discreción, para reunirse con el denunciante y revisar nuevos 
materiales relevantes para la investigación. 

• El Director Ejecutivo debe emitir una decisión confirmando o rechazando las 
conclusiones con una recomendación de cualquier acción correctiva, de ser necesaria, 
después de los 30 días. La decisión del CEO es la conclusión final de StanRTA. 
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No validated Title VI Complains were filed for the period 2019-2021 with either the City of 
Modesto or the StanRTA.  Inquiries were filed but were determined to be unfounded as a 
violation of Title VI. Among those inquiries, some complaints were found to be legitimate issues 
of discourteous behavior by bus operators or service errors such as passing a rider by at a bus 
stop.  
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Executive Summary 

 
Public participation is the process through which stakeholders can partake directly in agency 

decision-making, and express their concerns, desires, and values. The S’s planning process and 
the Public Participation Plan (PPP) s a roadmap to ensure the public has sufficient access to 
information and can provide meaningful input into decisions made regarding the future of transit 
service in Stanislaus County. 

 
To carry out its mission of connecting communities with safe, reliable, and sustainable public 

transit service to its fullest potential, the Stanislaus Regional Transit Authority (StanRTA) is 
committed to engaging all members of the community – informing riders, residents, community 
partners, agencies and businesses about changes in service or fares, and providing opportunities 
to participate in meaningful decision-making about plans and projects that may affect their lives 
or livelihoods.  

 
Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color, 

and national origin in programs and activities receiving federal financial assistance. One critical 
concern addressed by Title VI is the language barrier that Limited English Proficiency (LEP) 
persons face with respect to accessing information about and using transit service. Transit 
operators must ensure this group has adequate access to the agency’s programs and activities, 
meaning that public participation opportunities should also be accessible to those who have a 
limited understanding of English (spoken and/or written).  

 
Further, Executive Order 12898 and FTA circular 4703.1 provide that environmental justice 

for low-income populations should be part of the mission of federally funded programs. Under 
these mandates, transit operators must take reasonable steps to ensure all persons have access to 
participate in their activities and programs. Additionally, under Executive Order 13166, public 
engagement activities must be made accessible to persons who have limited English proficiency. 

 
The PPP plan formalizes the StanRTA’s public engagement policies designed to encourage 

partnerships with Stanislaus County’s diverse communities, ensuring that their concerns are 
heard and their contributions are included along with those of the greater population. The plan 
provides the roadmap staff will use to advance that goal.   
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Introduction 

 
Purpose of the Public Participation Plan  
The PPP has been designed to be inclusive of all populations in the StanRTA’s service area 

and includes a detailed public participation process, clear goals, and a variety of public 
participation methods to provide information and invite the public to give input throughout 
decision-making processes, and performance measures and objectives.  This document will 
discuss the strategies used to attain feedback from the public. This plan is to be used when 
StanRTA embarks upon service planning activities or other undertakings wherein public 
participation plays a critical role in a successful outcome.  

 
In short, the PPP’s purpose is to: 
1. Inform the public about transportation issues and planning processes  
2. Establish the process through which the public can express concerns, desires, and values  
3. Reach a wide range of residents and workers, and increase the participation of 

underrepresented populations.  
4. Ensure StanRTA’s programs and activities reflect the community values  
5. Improve service outcomes based on public input Public Participation Strategies  
 

Approach to Public Participation 

 
Public participation should be considered at the earliest stages of any StanRTA project that 

may impact the surrounding community, its riders, and potential riders. As projects vary greatly in 
scope and size, the public participation process will similarly vary for each with certain minimum 
public participation standards employed consistently. The following outlines tools and strategies 
to ensure that public input is invited and all foreseeable impacts to the community are considered. 

 
The StanRTA values the input of community members as potential changes are discussed 

and scales its outreach to match the potential impact upon the diverse communities comprising 
the ridership of the fixed route and demand response services and Stanislaus County as a whole.  
Therefore, the StanRTA has organized its standards for minimum public participation 
requirements into three categories of outreach. These categories are based upon the estimated 
impact that a service change, whether programmatic, financial, or service related, will have on 
the public.  At the beginning of any project, staff will identify into which outreach category that 
project falls and develop a participation plan accordingly. At any time during its process, the 
project may be reclassified to a higher level if the StanRTA staff deems it appropriate. The levels 
are as follows: 

Level One  
These projects are minor in scope and nature.  Routine service and route modifications and 

any short-term projects whose impact on current The S riders of both or either fixed route and 
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demand response services, and potential riders, needs to be identified during the planning stages. 
Examples of Level One projects include:  

• Minor route and service changes that cumulatively are less than 20% of the total service 
provided 

• Routine rider surveys 
• Infrastructure improvements such as bus stop amenities 
• Changes to fare media 

 

Level Two  
These projects are of a scope that may impact a portion of the transit ridership and community.  

This is the most frequently and includes route changes, service frequency, fare increases, and minor 
facilities or capital projects that may include: 

• Reduction in the span of transit service and/or the frequency of transit service  
• Fare increases 
• Elimination of any route 
• Addition of any route 
• Small renovations or additions to existing capital facilities 
• Distribution of transit vehicles and transit amenities 
 

Level Three 
Longer-term or larger scale projects are those whose impacts on fixed-route and/or demand 

response riders and potential riders need to be identified during planning stages. These may 
include: 

• Significant change in service levels whether in a single or multiple service changes 
• Short and Long Range Transit Plans 
• Adoption of Comprehensive Operational Analysis recommendations 
• Coordinated  plans 
• Major infrastructure improvements impacting services 
• Facility or yard construction projects  
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Public Participation Tools 

 
StanRTA employs an array of marketing and communications tools and strategies that to 

inform and engage the public in the planning and development phases of service and fare 
changes, studies, and activities. These tools have been developed over time to reach diverse 
audiences across a variety of mediums when and where they are most receptive to the 
information. Key information is developed in Spanish and English, the two languages identified 
to guide CDOT employees and its agents in taking reasonable steps to provide meaningful access 
to LEP persons. 

Traditional Media 
Traditional media is one means to reach a large audience through newspapers, radio, and 

television. There are two ways to tap into these resources: paid advertising and unpaid editorial 
coverage. Paid advertising provides a guaranteed line of communication to an identified 
audience with maximum message control. 

• Press releases 

• Media Advisory 

• Print display ads, classified ads, legal notices 

• Radio spots, sponsorships, live remotes, and advertorials 

• Television spots on local public access channels 

 
Digital Communications 

The Internet has had a significant impact on how StanRTA communicates directly with its 
riders and community. As newspaper readership has fallen, social media has become an ever-
growing tool for spreading news and announcements.  StanRTA maintains a strong presence on 
Facebook, Instagram, and Twitter, frequently adding new stories, rider alerts, and timely 
information.  The ability to disseminate important transit information through StanRTA’s 
website and transit apps has revolutionized how stakeholders are informed and engaged.  

 
Website 
The agency’s website www.StanRTA.org provides detailed information about current 

service, upcoming service changes, long- and short-term planning projects, board agendas and 
staff reports, and other initiatives. 

 
Social media 
Social media provides another avenue for customer service as well a way to drive people to 

the website for detailed information. The StanRTA is very active on multiple social media 
channels, providing information that can be shared with riders in real time using: 

• Facebook (https://www.facebook.com/RideTheS) 

https://www.facebook.com/RideTheS
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• Twitter (@StanRTARideTheS) 

• Instagram (StanRTA – The S) 
 

Printed Materials 
Printed pieces, or collateral, are created to support almost every marketing or communication 

effort the StanRTA undertakes. Print outreach can be expensive, but it is an effective method of 
reaching ridership. Important StanRTA transit information is translated, and other formats can be 
provided upon request for the visually impaired.  The StanRTA standard is to provide these 
materials in both English and Spanish, preferably with both languages provided in a singular 
document. Among the most common print tools at the agency’s disposal are:  

• Brochures 

• Signage (includes signs at bus stops, posters at shelters, card cards and digital displays 
posted inside the bus.) 

• Maps, schedules, and timetables  

• Direct mail and door hangers 

 

Public Meetings 
Public meetings, whether held in person or virtually, are a good way to give out information 

to a broad segment of the population. These meetings serve a variety of purposes from fulfilling 
legal obligations in the case of public hearings to fostering in-depth discussion and opportunities 
for input on planning decisions.  These meetings function best when a cross-section of the 
community comes together for open discussion of proposals, challenges, and issues facing 
stakeholders.  

 
The format and content of public meetings can vary, from informal conversations at pop-up 

events to proscriptive public hearings before the StanRTA’s Board of Directors.  No matter the 
context of the public gathering, the function will have the following in common: 

• Meetings will be held at varying times, dates, and locations across the service area to 
ensure equitable access. 

• Meetings will be held in the communities where projects or plans are under 
consideration.   

• Meetings will be held at locations accessible for persons with disabilities and close to 
public transportation.  

• Staff will conduct outreach by joining existing meetings, functions, activities, and 
programs to reach community members where they already gather. 
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• Interpreters and interpretation equipment will be provided for non-English speaking 
people when warranted. 

• Hearing notices on proposed changes will be disseminated, when applicable, by placing 
notices within a specific timeline in newspapers or publications that serve non-English 
speaking populations to maximize visibility and community participation. 

Community Engagement 
Many other public, private, and non-profit organizations conduct activities related to the 

services provided by StanRTA. When and where possible, Transit staff works with these 
organizations to gather input, provide information, or raise awareness about The S fixed route 
and demand response services. 

• Partnerships with community-based organizations (CBOs), local governments, social 
service agencies, and faith-based organizations, including organizations that serve non-
English speaking populations.  

• Field and respond to inquiries from the community, government, and business leaders. 
• Participation in community events, including fairs, festivals, and parades. 
• Inclusion of bilingual staff when possible and appropriate. 
• Distribution of marketing materials (including translations) and meeting notices on buses 

and through CBOs, social service partners, and other public agencies.  

Customer Service 
The public can call the StanRTA customer service call center (209) 527-4900 during 

operational hours to give and receive vital information. Many customers rely upon the telephone 
for trip planning, information about upcoming changes or projects, and to relay complaints and 
compliments. The customer service number is always provided on StanRTA materials. The 
customer service center is staffed with both English and Spanish speakers.  Language Line 
interpretation service is available to customers speaking other languages.  

Surveys 
Surveys play a crucial role to collect data about riders, the service, and the impacts of 

specific projects. They also can measure changes over time. Some of the surveys periodically 
conducted by the StanRTA are: 

• Printed and online surveys of rider demographics and travel characteristics to comply 
with Title VI and Environmental Justice requirements, and to understand customer transit 
behavior.  These are conducted every three years. 

• Targeted surveys and focus groups to understand the needs of customers and the opinions 
of the community at large, including customer satisfaction. 
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Community Based Organizations (CBO’s) 
CBO’s play an important role in public participation. As part of the community participation 

process, StanRTA staff work with many ethnic, cultural, faith-based, and neighborhood groups, social 
service agencies, local governments, educational agencies, families and persons with disabilities, civic 
groups, and senior-oriented organizations. Staff work with and through CBO’s to schedule and 
conduct outreach. A list of many of the organizations that have supported and/or participated in 
outreach processes both currently and in the past follows. 

 
Alzheimer's Association 
American Cancer Society 
Area Agency on Aging 
CalFRESH 
California Rural Legal Assistance 
Casa de Modesto 
Catholic Charities  
Center for Human Services 
Central Valley Opportunity Center 
Ceres Unified School District 
Dale Commons 
Disability Resource Agency for 
Independent Living (DRAIL) 
English Oaks Nursing & Rehab Center 
Generations Health Care 
First Five of California 
Golden Valley Health Centers 
Gospel Mission 
Health Plan of San Joaquin 
Healthy Aging Association 
Howard Prep 
Interfaith Ministries 
LGBT Alliance 
Modesto Chamber of Commerce 
Modesto City Schools—Special Education 
Modesto Downtown Improvement District 
Modesto Institute for Continued Learning 
(MICL) 
Modesto Junior College 
Modesto Senior Citizens Center 
StanRTA Community Advisory Committee 
MOVE Stanislaus 
National Express Transit 
National Federation of the Blind 
Oakdale Senior Service Center  
Optimal Hospice Care 
Pacifica Senior Living 
Paramount Court Senior Living 

Parkinsons Association of Northern    
     California 
Public Coordinating Committee 
Project Sentinel 
Ralston Tower Apartments 
ResCare Home Care 
Riverbank Unified School District  
Robertson Community Center 
RSVP Retired Senior Volunteers 
Salvation Army 
Samaritan Village 
Satellite Dialysis Center  
Senior Coalition of Stanislaus County 
Social Services Transit Advisory 
Committee (SSTAC) 
Society for Disabilities 
Stanislaus Council of Governments 
(StanCOG) 
Stanislaus County Behavioral Health & 
Recovery Services 
Stanislaus County Library 
Stanislaus County Office of Education 
Stanislaus County Probation Department 
Stanislaus County Veterans Services 
Stanislaus Elder Abuse Prevention Alliance  
Stanislaus Regional Housing Authority 
Stanislaus Regional Transit (StaRT) 
Sylvan School District 
Stanislaus Special Olympics 
The Park at Modesto 
Turlock Transit 
Unite Us 
United Cerebral Palsy  
United Way 
Valley Caregivers Resource Center 
Valley Mountain Regional Center  
Visually Impaired Persons Support 
West Modesto Community Collaborative  
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Conclusion 

 
The StanRTA is committed to engaging the public in public transportation issues, making use 

of multiple outreach techniques and creative targeted engagement activities.  Through its work 
with community partners, StanRTA will continually improve the identification and 
implementation of strategies that remove barriers to access and participation for all community 
members.  
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Public Outreach Summary 
 

The following is a summary of public outreach efforts made and involvement activities 
undertaken since the last 2019 Title VI Report submission.  Much of the agency’s typical 
outreach was cancelled or delayed due to the COVID pandemic through mid-2021. 
Throughout COVID, both the City of Modesto, and then the StanRTA, focused 
communications and outreach efforts through social media channels and advertisement 
on buses, bus shelter and the transit center.  Outreach for much of this reporting period 
focused on COVID themes – safety protocols, mask mandates, free fares to promote 
health and safety, front line heroes keeping transit operating, and more.  Direct mail was 
also used with demand response and complementary paratransit customers to inform 
them of these same items and to promote the arrival of a new automated scheduling 
system, Ecolane.  

     
Date Outreach Type Location 

01/02/19 VIPS VIPS Office 
01/09/19 VIPS VIPS Office 
01/13/19 City of Empire Library 
01/16/19 Public Coordinating Council Robertson Comm Ctr 
01/24/19 Senior Citizens Modesto Senior Ctr 
01/24/19 Low Inc/Srs/Disabled Ralston Towers 
02/07/19 Demand Response Riders & Public City Hall 

Apr-Dec/20 Heroes &  Mask Up Campaigns Social Media / Buses 
05/20 Age with Movement Week Zoom Event Sponsor/ZOOM 

6/27/20 Program Collaborating Committee (PCC) Zoom Presentation 
8/3/20 Back to School Drive Thru Event Modesto City Schools 

Dec ’19 – Jan ‘20 Unmet Transit Needs meetings (4) Senior Centers & Living 
Dec ’20 – Feb ‘21 Unmet Transit Needs meetings (4) Zoom 

05/21 Age with Movement Zoom Event Sponsor/ZOOM 

10/17-21/21 Healthy Aging Summit 
Online. Sponsored & 
Written materials 

06/21 Free Fares for Fixed Routes Social Media/On Bus 
07/21 Free Fares Extends to Paratransit and DARs Social Media/On Bus 
08/21 Back to School Drive Thru Event Modesto City Schools 
07/21 Free Fares Extends to Paratransit and DARs Social Media/On Bus 

10/3-9/21 Ride Share Week Social Media/On Bus 

10/18-22/21 Healthy Aging Summit 
Online. Sponsored & 
Written materials 

12/10/21 Rider Promotion – Fares Reduced/Returning Direct Mail/Social Media 
12/1/21 New Reservations System Direct Mail 

12/16/21  “The S” Unveiling 10th Street Place 
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Limited English Proficiency Plan 
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Introduction 
This Limited English Proficiency (LEP) Plan was developed during the process of preparing the 
StanRTA Title VI Program to ensure that THE S services are accessible to limited English 
proficient individuals. Language for LEP individuals can be a barrier to accessing important 
benefits or services, understanding and exercising important rights, complying with applicable 
responsibilities, or understanding other information provided by federally funded programs and 
activities. As a recipient of FTA funds, The StanRTA is obligated to reduce language barriers that 
can preclude meaningful access by LEP persons to transit services.  
 
Title VI of the 1964 Civil Right Act is one of two federal mandates that guarantee the provision 
of meaningful access to federally-funded services for LEP individuals:  
 

• Title VI of the 1964 Civil Right Act prohibits federally-funded agencies from 
discriminating against individuals based on race, color, and national origin and includes 
meaningful access to LEP customers. 

•  President’s Executive Order 13166, “Improving Access to Services for Persons with 
Limited English Proficiency” (August 11, 2000): Instructs federal agencies to improve 
access to services by mandating that any federally conducted or assisted programs of 
activities (e.g. recipients of federal funding) must provide meaningful access to LEP 
customers.  

 
THE S’s Title VI Program was prepared in the spring of 2013 in accordance with FTA Circular 
4702.1B, Title VI Requirements and Guidelines for Federal Transit Administration Recipients, 
October 1, 2012. 
 
Four Factor Analysis 
In order to ensure meaningful access to programs and services, the The StanRTA has used 
information obtained through Four Factor Analysis to determine the specific language services 
that are appropriate to provide. The analysis reveals how the agency can improve 
communication with Limited English Proficient (LEP) individuals. 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 (LEP) and, therefore, are entitled to 
language assistance under Executive Order 13166 and Title VI of the Civil Rights Act of 1964. 
 
This LEP Plan was developed to help identify reasonable steps for providing language assistance 
to persons with limited English proficiency who wish to access services provided. As defined by 
Executive Order 13166, LEP persons are those who do not speak English as their primary 
language and have limited ability to read, speak, write, or understand English. This plan outlines 
how to identify a person who may need language assistance, the ways in which assistance may 
be provided, staff training that may be required, and how to notify LEP persons that assistance 
is available. In order to prepare this plan, the StanRTA used the four-factor LEP analysis which 
considers the following factors: 
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1. The number or proportion of LEP persons in the service area who may be served by 
StanRTA 

2. The frequency with which LEP persons come in contact with StanRTA’s The S services 
3. The nature and importance of services provided by The S to the LEP population 
4. The interpretation services available to The S and the overall cost to provide LEP 

assistance. 
 
A summary of the results of the four-factor analysis follows. 
 

FACTOR 1: 
The number or proportion of LEP persons eligible to be served or likely to be encountered by 
a program, activity, or service of the recipient or grantee. 
Transit staff reviewed the American Community Survey Five-Year Estimate for language spoken 
at home and determined that among the 212,175 persons comprising the city’s population, 
65.8% speak English at home while 26.3% of residents Spanish at home with an additional 7.9% 
of residents speaking another language at home.  Among those speaking a language other than 
English and Spanish at home, 55.9%, some 8,574 individuals, identified themselves as speaking 
English “well” while 44.1% or 6,777 individuals speak English “less than well”.  This subgroup 
accounts for 3.2% of the overall population in the service area.  
 
In April 2022, the StanRTA conducted its first onboard rider survey. The statistically valid data 
found that a majority of riders identified themselves as either Hispanic (44%) or white (41%). 
When queried about languages spoken in the home, respondents to the question, replied 
either English (89%) or Spanish (25.6%). Respondents were allowed to enter more than one 
response to this question. Riders who speak less commonly reported languages were asked to 
list them under the category other. Some of the languages mentioned included Arabic (0.98%), 
Farsi (0.73%), and Punjabi (0.49%).  
 
Additionally, the StanRTA cross-referenced its data with educational demographics data from 
the California Department of Education’s DataQuest portal, of the school districts in the service 
area. The following table summarizing the research shows that among the county’s school 
districts, they identified LEP Populations that speak 17 languages at home.  Of those languages 
there is only a numerically significant demand for language support services in our Spanish 
speaking LEP population. 
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Table 1 

English Learner Students Not Fluent English Proficient   
 Modesto City 

Elementary 
School District 

Modesto City 
High School 

District 
Total 

Spanish 5,188 1,278 6,466 
Khmer 126 32 158 
Arabic 80 50 130 
Hindi 33 15 48 
Lao 31 9 40 
Farsi (Persian) 39 16 55 
Hmong 15 4 19 
Vietnamese 13 12 25 
Pashto 17 20 37 
Punjabi 7 12 19 
Filipino (Pilipino or Tagalog) 6 6 12 
Assyrian 12 27 39 
Cantonese 4 0 4 
Portuguese 6 0 6 
Mandarin 5 6 11 
Russian 4 7 11 

 
FACTOR 2: 
The frequency with which LEP persons come in contact with SRTA services. 
The StanRTA staff reviewed the frequency with which transit centers and office staff have, or 
could have, contact with LEP persons. This includes documenting phone inquiries, emails, or 
office visits. The StanRTA serves LEP persons daily through The S fixed route and demand 
response services. The S customer service receives multiple requests daily for service 
information in Spanish both at the customer service windows and on the phone. Similarly, the 
ADA paratransit reservations system  receives multiple daily information and reservation calls 
from passengers requiring support in Spanish. Customer service estimates 5% of the 
reservations are made in Spanish only conversations. 
 
FACTOR 3: 
The nature and importance of services provided by SRTA to the LEP population. 
The StanRTA provides important transit services to the public through its fixed route and 
paratransit services. The StanRTA is the primary resource for transit dependent individuals for 
daily life tasks such as medical appointments, shopping, and commuting to school and work. 
 
FACTOR 4: 
The resources available and overall costs to provide LEP assistance. 
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The StanRTA currently provides almost all information in Spanish, including the Ride Guide, 
applications, information brochures, and all route or schedule changes. Both The S and its 
operator have bilingual staff providing verbal assistance to LEP individuals who may also have 
limited reading skills in their native language. The StanRTA utilizes the services of a certified 
translator for document translation services whenever possible.  
 
The StanRTA is committed to making its services and programs available to LEP persons and 
recognizes the need to continue providing language services in Stanislaus County. The StanRTA 
is committed to continuing the following practices: 

• Providing customer services staff members who are bi-lingual and are trained to assist 
persons with limited English language proficiency 

• Providing bi-lingual supervisors and customer service representatives  to assist Spanish 
speaking riders 

• In addition, The StanRTA works with community organizations to determine other areas 
of need and coordinate with other agencies to reach any additional LEP populations. 

• To support infrequent language supports needs other than Spanish, The StanRTA has 
arranged for LanguageLine services which are able to provide real time phone 
translation services in over 200 languages. 

 
Table 2 

 

Document Title Spanish 
Version  Comments 

Application for THE S Senior/Disabled 
Discount Card 

 
Yes 

 

Demand Response services brochure  
Yes 

 

The S (THE S) Ride Guide Yes  
The S (THE S) System Route Map  

No 
The limited text portions on the map contain 
information that is available in Spanish in the Ride 
Guide and on the website 

Service Announcement Notices 
(Route/ Schedule /Fare, etc.) 

 
Yes 

 

Title VI Complaint Procedures Yes  

Comment Form   

THE S Bus Signs   
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1. Introduction 
 
As part of the Stanislaus Regional Transit Authority (StanRTA) staff recently completed its 
first passenger survey to help provide a better understanding of the needs of passengers, 
their demographic characteristics, travel patterns, level of satisfaction with various aspects of 
The S service, and lastly, their recommendations for service improvement. The data 
collection effort was conducted the week of April 4-9 in the form of an onboard survey, 
administered by StanRTA staff and augmented by staff from Transdev, The S transit 
operator.  
 
A strong understanding of passenger needs is critical for StanRTA to deliver a responsible 
transit service that is efficient, attractive, and convenient. The 2022 Onboard Survey results 
will help guide StanRTA’s efforts to improve transit service to the community by quantifying 
rider preferences for service improvements and incorporating them into The S Vision 2032, a 
comprehensive operational analysis of the transit system currently underway.  
 
The 2022 Onboard Survey data also satisfies StanRTA’s Title VI requirement to survey The S 
ridership on a triennial basis. The data collected this year is the baseline for future 
comparisons of system performance, demographics, and rider attitudes.   
 
This report highlights key takeaways from the onboard survey. A complete listing of survey 
questions and results and a copy of the printed survey instrument are included in the 
Appendix. 
 

SURVEY METHODOLOGY 
 
To achieve a statistically valid survey with an accuracy level of 95% with a standard margin of 
error of +/- 5%, a minimum of 385 surveys were required from a total ridership of 1,200,057 
transit riders in the fiscal year 2021. The surveys were parceled out among routes based on 
the individual route’s productivity in the fiscal year 2021.  By weighting survey collection 
based on each transit route’s ridership, the survey data remained reflective of the ridership as 
a whole.  
 
Two-person survey teams were dispatched on routes across all service timespans and days 
of the week to reflect ridership differences that could occur between, for instance, 8-5 office 
workers from students and retirees traveling midday. Surveying continued on each route until 
the minimum needed surveys were successfully collected. A total of 490 responses were 
ultimately recorded.  The surveyors assisted respondents as needed or requested, typically 



 

by conducting the survey verbally or by explaining a question’s intent. Riders were offered a 
both free day pass (value $2) and a candy bar as an incentive to complete a survey. 
 

SURVEY DESIGN 
 
The survey instrument was designed to fit on a single page, printed in both English and 
Spanish, with minimal free form, or fill -in-the-blank responses. Demographic questions were 
written to align with the format used in the United States Census.  This alignment allows data 
collected locally to be more easily compared with federal data. This strategy informed the 
questions on gender, age group, income bracket, household size, and ethnicity.  
 
Survey questions were designed using easy-to-understand language that enabled StanRTA 
to gain information about the travel frequency, travel time, and attitudes of passengers toward 
the current service. Additionally, staff was especially interested to determine what 
improvements passengers wanted most, and therefore included questions about increased 
frequency,  bus safety, and service hours.  
 
Other questions that were included related to how passengers are paying fares, the 
passenger awareness of online transit tools, and what routes and other transportation 
services they use. The answers to these questions can be used in a variety of ways including 
improving StanRTA’s marketing efforts, internet presence, and public outreach.  
 
Demographic questions about age, gender, and income were included in the survey to 
establish baseline data required for Title VI reporting. Title VI of the Civil Rights Act of 1964, 
establishes protections for individuals from discrimination based on race, color, and national 
origin. Title VI also requires transit agencies to distribute transit services and assets equitably 
across the service area and among transit riders. The triennial Title VI survey requirement is 
triggered when a transit agency meets two criteria – having a population base over 250,000 
and operating 50+ transit vehicles during peak service periods.  The formation of StanRTA in 
2021 triggered this new reporting requirement as the former City of Modesto and County of 
Stanislaus transit systems did not meet the reporting threshold  
  



 

2. Transit Habits 
 

FREQUENCY OF USE 
Riders were asked how often they rode The S (Figure 1). Out of 416 respondents, 265, or 
64% of riders, take The S 3-7 times a week. In all, 78% of respondents take fixed-route 
service weekly. These responses strongly indicate that The S is the primary form of 
transportation for most riders. This impression is reinforced by the low response of riders, just 
5%, that said they ride The S less than once monthly.    
 
Figure 2-1 – Frequency of Use of The S 
 

 
 

TRIP PURPOSE 
Respondents were asked about the origins and destinations of their current trip.  The most 
popular response, 56%, indicated that they were either going to or from their homes.  The 
second most common response was work, with 30% of responses and then education/school 
with 16% of responses.  Individuals were able to identify multiple destinations in this question 
most popular trip purpose was work, followed by shopping and education.   

 

  

64%
14%

17%

5%
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1-2 days a week
Several days a month
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Figure 2-2 Passenger Trip Purpose 

 

TRANSFERS 
Surveyed riders were asked if they had to transfer to another bus at any point to complete 
their trip.  Out of 463 respondents to this question, 57% needed to transfer at least once to 
reach their destination as shown in Figure 3.  

Figure 2-3 Transfers 
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PAYMENT METHOD 
Surveyed riders were also asked about their preferred methods for paying their bus fare.  
were asked about the origins and destinations of their current trip.  Over half of all riders 
(52%) identified cash as their form of payment and another 16% identified a day pass as their 
payment form.  Cash payments can only be accepted on the bus for a day pass. Thus, a total 
of 68% of riders opt for a same-day travel payment method. The second most common 
response was the 31-day pass with 16% of respondents using that payment form.   

Figure 2-4 Fare Payment Method 

 

FARE DISCOUNTS 
In a follow-up question, respondents were asked if they qualified for a discounted fare. Of the 
respondents, 224 riders identified themselves as eligible. Such discounts are offered to 
seniors aged 65 and older, individuals with a disability, veterans with proper identification, 
and individuals with Medicare cards. Also included in fare discounts are Youth (ages 0-18) 
who travel fare-free and students at Modest Junior College presenting a valid student ID 
card.  

Figure 2-5 Fare Discounts 
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3. Customer Profile 
 
The survey also gathered demographic data on transit riders to better understand our current 
clientele. 

WHERE DO YOU LIVE? 
Respondents were asked to provide the zip code where they live.  Respondents came from 
throughout the region, with most, unsurprisingly, living in Modesto the largest population base 
in Stanislaus County. Many respondents chose not to respond to this question, a common 
occurrence we encountered whenever personal information was requested.   

Figure 3-1 ZIP Code of Residence 

 

GENDER 
Respondents were asked to provide the gender with which they identified.  Of 411 responses, 
riders identified as male 51%, female 46%, and 3% either opted not to answer or identified 
themselves as non-binary. The breakdown mirrors the gender balance nationally. 
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Figure 3-2 Rider Gender 

AGE 
Respondents were also asked to provide their ages. The age ranges used in the survey were 
aligned with data gathered by the Census Bureau. Rider age was well-distributed with 35-44 
year-olds comprising the largest  age group with 78 responses (19%). The next largest age 
group was seniors aged 65 and older with 68 responses (16.5%).  

Figure 3-3 Rider Age 

 

EMPLOYMENT STATUS 
Respondents were also asked to provide their ages. The age ranges used in the survey were 
aligned with data gathered by the Census Bureau. Rider age was well-distributed with 35-44 
year olds comprising the largest  age group with 78 responses (19%). The next largest age 
group was seniors aged 65 and older with 68 responses (16.5%).  
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Figure 3-4 Employment 

 

HOUSEHOLD SIZE 
Respondents were also asked to provide their ages. The age ranges used in the survey were 
aligned with data gathered by the Census Bureau. Rider age was well-distributed with 35-44 
year olds comprising the largest  age group with 78 responses (19%). The next largest age 
group was seniors aged 65 and older with 68 responses (16.5%).  

Figure 3-5 Household Size 

 

 

INCOME 
Over 87% of riders reported household incomes under $50,00 with 41% stating their 
household income was under $15,000, the federal definition for poverty.  

Figure 3-6 Household Income 
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RACE/ETHNICITY 
Among survey respondents, riders identify primarily as Hispanic (44%) or White (42%) with 
11% identifying as black or African-American and 2.5% identifying as Asian.   

Figure 3-7 Passenger Ethnicity 

 

LANGUAGE SPOKEN IN HOME 
When queried about languages spoken in the home, all 410 respondents to the question, 
replied either English (89%) or Spanish (25.6%). Respondents were allowed to enter more 
than one response to this question. Riders who speak less commonly reported languages 
were asked to list them under the category other. Some of the languages mentioned included 
Arabic (0.98%), Farsi (0.73%), Punjabi (0.49%) and Farsi (0.49%).  
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Figure 3-8 Language Spoken in the Home 

 

ENGLISH PROFICIENCY 
The multi-lingual riders identified in this survey effort tend to be proficient in English, as 
shown in Figure 3-9. This result is likely influenced by selection bias and underestimates the 
percentage of riders with limited English proficiency, as the group of passengers who 
responded to the printed survey was biased towards those passengers who felt confident 
taking the survey. The survey was offered in Spanish, but most surveyors were not Spanish 
speaking and the survey was not available in other languages.   

Figure 3-9 English Proficiency 
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4. Customer Satisfaction 
 
It is important for every transit provider to determine how satisfied its passengers are with 
their system. Satisfaction levels help the agency target where and how to start addressing its 
issues. Additionally, satisfaction levels can help determine how quickly an identified issue 
needs to be addressed.  All of this information is valuable when evaluating how to improve 
the delivery of attractive and convenient services.  The survey included a series of nine 
questions measuring aspects of The S’s current service.  The key takeaways from this 
portion of the survey include: 
 

• Overall satisfaction, 87% rated the service as great or good 
• Safety on the Bus was rated at 89% 
• Bus Stop Safety was closed behind scoring 87% 
• Start Hours 85%, End Hours only 77%  
• Bus Operator Courtesy also scored high with an 86% approval rating 

 

RATE THE QUALITY OF THE S SERVICE  
The summary of rider responses is captured in Figure 4-1 below.  

Figure 4-1 Satisfaction with Current Service 
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5. Technology Use 
 
Modern transit systems employ an array of technologies to make it easier for riders to ride the 
bus. These systems include online payment apps, real-time tracking of the bus heading 
toward your stop, customer request portals, social media, and system alert feeds. Together 
these technologies provide the rider with a tool for almost every conceivable transit need.  
Understanding how passengers access information can inform a longer-term marketing and 
communication strategy for The S to increase ridership and overall satisfaction  
 
These tools are only useful, however, when the rider is knowledgeable of their availability and 
chooses to make use of them. In an era when most individuals (97%) have mobile phones 
and 85 % have smartphones, according to the Pew Research Center, the relevant question is 
not whether an individual has access to technology, but whether they have awareness of the 
tools available. In a series of five questions, the survey tested rider awareness of The S’s 
various technology tools.  
 

Figure 5-1 Technology and Communication Tools 
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6. Desired System Improvements 
 
Determining the improvements needed to sustain and increase ridership on The S was 
especially important to StanRTA during this survey period. The information gained here will 
be incorporated into the system planning work underway on The S Vision 2032 
comprehensive operational assessment.  
 
The survey asked riders to choose two things to improve The S service. The response rates 
are shown in Figure 6-1. Of the 375 responses to this question, the top requests were for 
additional weekend service (38%), more frequent bus service (33%), and improved on-time 
performance (29%). These preferences align with the opinions riders expressed on the 
current service.  This information has been incorporated into the work being conducted on 
The S Vision 2032 comprehensive operational assessment.    
 

The request for additional weekend service reflects at least two current system constraints. At 
present, the former StaRT bus routes do not operate on Sundays. The Saturday service on 
these routes as well as the former MAX routes operates with far less frequency than on 
weekdays. The potential of increasing weekend service headways addresses both the 
preference for more service as well as the stated desire for increased service frequency.  

Figure 6-1 Preferred Improvements to The S Services 
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Appendix A – Survey Instrument 
 
The survey form, prepared in English and Spanish, follows. 
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 FTA requires transit providers with more than 50 fixed route vehicles in service at peak 

peri 
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Service Monitoring Requirements 
 FTA requires transit providers with more than 50 fixed route vehicles in service at peak 
periods and a UZA exceeding 200,000 residents to monitor the performance of their transit 
system relative to their system-wide service standards and service policies (i.e., vehicle load, 
vehicle assignment, transit amenities, etc.) not less than every three years.  The City of 
Modesto was not subject to this requirement.  The StanRTA, which will be subject to this 
requirement will provide a report of its monitoring program in the next report for the period 
2021-2024. 

 

Route Designations  
As part of the Title VI service monitoring and evaluation process, each bus route is designated 
as either a “minority route” or a “non-minority route.” StanRTA, as a newly established joint 
powers authority in July 2021, is in the process of restructuring routes and operations to meld 
the former Modesto Area Express (MAX) and Stanislaus Regional Transit (StaRT) into a cohesive 
transit system.  As an outcome of the Comprehensive Operational Analysis (COA) currently 
underway, the StanRTA will launch a redesigned system in 2023. It will conform with the FTA 
route designation requirements.  

 
Per FTA Circular 4702.1B: Minority Transit Route means a route that has at least 1/3 of its 

total revenue mileage in a Census block or block group, or traffic analysis zone(s) with a 
percentage of minority population that exceeds the percentage of minority population in the 
transit service area. A recipient may supplement this service area data with route-specific 
ridership data in cases where ridership does not reflect the characteristics of the census block, 
block group, or traffic analysis zone.  

 
StanRTA’s new route system will also provide equitable service in low-income communities 

throughout its service area.  These communities, in general, have the density to support fixed-
route service.  Where fixed route service may not be viable, StanRTA is committed to providing 
demand responsive services. The current, MAX/StaRT legacy system provides a combination of 
21 routes that are designated as minority routes; 26 routes are low-income routes. These 
designations are shown in the following table and maps.  
 

Service Standards 
Pursuant to requirements set forth in FTA Circular 4702.1B, StanRTA must establish and 

monitor its performance using quantitative Service Standards and qualitative Service Policies. 
These service standards contained herein are used to develop and maintain efficient and 
effective fixed-route transit service.  The Service Standards adopted by the StanRTA follow in 
this Appendix.  
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1 INTRODUCTION 
PURPOSE OF THIS DOCUMENT 
Service guidelines are used throughout the transit industry to guide the development of 
new services and modification of existing services. Service guidelines are also used to 
measure how services are performing according to an agency’s goals and expectations. 
Service guidelines, called service standards at some agencies, allow for transparency in 
the service planning process, and provide guidance on when changes to service might 
be warranted and what types of changes are appropriate.  

This document serves several purposes. First, it documents the mission, vision, and 
goals that guided the development of the service guidelines. Second, it documents the 
service guidelines that were developed.  

The service guidelines in this document are presented in three parts: 

 Service Delivery - Provides guidelines on what type of transit service should be 
provided  

 Route Design Guidelines - Provides consideration for effective fixed routes 
design  

 Service Performance Guidelines - Provides guidance on how service should 
be scheduled and  performance metrics 

Connection to Other Documents 
There are other service guidelines that are being developed through separate efforts. 
These efforts will provide additional guidance for The S, including: 
 Title VI Program 2019-2022 

− EJ: Vehicle assignments/Distribution of transit amenities 
− Disparate Impact and Disparate Burden Policies/Impact of policy, service, or 

practice is proportionate to all communities 
− Performance Standards and Monitoring 
− Equitable distribution of service 

 Bus Stop Investment Prioritization Plan 
− Placement and spacing of bus stops 
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The Title VI Plan is required by the Federal Transit Administration and is maintained to 
ensure equitable outcomes for low-income and minority populations, with considerations 
for environmental justice and the distribution of assets throughout The S’s service area. 
Guidelines in this document are intended to work in coordination with the Title VI Plan 
and do not supersede it.  

The Bus Stop Investment Prioritization Plan is underway as a part of the Short Range 
Transit Plan effort and will include additional guidelines that can be incorporated into 
future data analysis planning efforts. The plan also develops standards for bus stop 
amenities based on multiple measures.  

WHAT IS A SERVICE GUIDELINE? 
In the context of this document, we refrain from calling anything a “standard” and instead 
use the term “service guideline”. We use this term to recognize that while these are best 
practices and goals that The S should strive to meet, we also recognize that there may 
be exceptions or specific circumstances where deviating from the guideline may be 
appropriate.  

Service guidelines should not be viewed as an absolute rule. If a service does not meet 
a guideline, it is merely an indicator to perform a closer examination of the operation. 
Individual routes or services may not necessarily meet all service guidelines, and that 
can be okay if the collective needs of the system are being considered. For example, 
there may be a route that does not meet the boardings per revenue hour guideline but 
should continue to operate because it provides a vital connection to an employment 
center for the community.  

HOW WERE THESE SERVICE GUIDELINES DEVELOPED? 
Since this is The S’s first set of service guidelines, the guidelines were predominantly 
based on industry best practices, found in the following documents: 

 “Best Practices in Evaluating Transit Performance Report” prepared for the 
Florida Department of Transportation 

 “Best Practices in Transit Service Planning” prepared for the Florida Department 
of Transportation Research Center 

 TCRP Synthesis 10, “Bus Route Evaluation Standards, A Synthesis of Transit 
Practice”  

 TCRP Report 47, “A Handbook for Measuring Customer Satisfaction and Service 
Quality” 

 TCRP Report 88, “A Guidebook for Developing a Transit Performance-
Measurement System” 

 TCRP Report 124, “Guidebook for Measuring, Assessing, and Improving 
Performance of Demand-Response Transportation” 

 TCRP Report 136, “Guidebook for Rural Demand-Response Transportation: 
Measuring, Assessing, and Improving Performance” 
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 TCRP Synthesis 137, “Transit Service Guidelines”, 2019 
 Transit Capacity and Quality of Service Manual, Third Edition 
 U.S. DOT National Transit Database. “2018 National Transit Summaries and 

Trends”. Office of Budget and Policy, 2019 

Consideration was given to examining service standards/guidelines at other agencies in 
the region and ultimately rejected. Many agencies are still in recovery mode from the 
pandemic and/or continuing to operate reduced service limiting the value of drawing 
comparisons. These service standards/guidelines may be modified to reflect post-
pandemic travel patterns.  

We suggest this service guidelines document be reviewed and updated periodically, 
particularly as travel patterns normalize in the post-COVID environment.  

HOW SHOULD THESE SERVICE GUIDELINES BE USED? 
The service guidelines contained in this document should be used whenever service 
changes are being planned. The S should regularly refer to these service guidelines 
when measuring the performance of the system, and when changes to the network are 
being explored.   
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2 MISSION, VISION, AND GOALS 
 
This chapter documents the proposed mission, vision, and goals of The S, which guided 
the development of the service guidelines. The goals were developed using the 
feedback received from the triennial on-board survey that The S administered in April 
2022. It is recommended that the mission, vision, and goals be reviewed during the next 
update of this document. 

UNDERSTANDING KEY TERMS 
 Mission: The reason your organization exists 
 Vision: What your organization aims to achieve in the long term 
 Goals: How your organization will achieve its vision (priorities for your 

organization) 

MISSION 
To provide a high quality, safe and efficient transportation system that enhances the 
quality of life, improves the environment, and promotes economic vitality 

VISION 
The Authority is a mobility leader, providing transportation choices and a sustainable 
future that meets the needs of our diverse communities 

GOALS 
1. Mobility: Connect individuals to locations they want to travel to 
2. Ease of Use: Provide a system that’s accessible and easy to use 
3. Safety: Provide safe transportation for passengers, employees, and the 

community 
4. Economic vitality: Support the region’s growth by providing access to jobs, 

education, and commerce 
5. Customer Service: Provide consistent excellence in customer service 
6. Environment: Support sustainability through innovation, transportation and 

alternative fuel technologies 
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3 SERVICE DELIVERY GUIDELINES 
 

This chapter presents the service delivery and route design service guidelines for The S. 
This chapter does not include guidelines for complementary ADA paratransit or non-
emergency medical transportation service.  

 

The route design section includes guidelines based on best practices for designing 
fixed route service.   

Providing the appropriate type of service for the environment in which it operates.  

Fixed route transit is the mode most often associated with public transit. With fixed 
route service, buses drive a fixed alignment at regular intervals, picking up and dropping 
off passengers along the way. Fixed route service relies on moderate to high levels of 
population and density to be successful. Areas with small populations or low density are 
very difficult to serve efficiently and often are good candidates for demand response 
service.  

In lower population and/or lower-density areas, demand response service is an 
alternative way to provide shared rides. Riders call ahead or use an app if available, to 
book their trip. Riders are given a pickup window, and during that time, a vehicle will pick 
them up at the curb and deliver them to their desired destination. Demand response can 
include both complementary ADA paratransit service and general public demand 
response service.  

The distinctions between ADA paratransit and general public demand response are:  

 Complementary ADA paratransit is mandated by the Americans with 
Disabilities Act (ADA) of 1990. This service must be provided within ¾ of a mile 
of all regularly operated fixed routes (commuter routes are exempt) and must 
operate when the fixed route network is operational. Individuals must be ADA 
certified to book a trip that is considered an ADA paratransit trip. Fares must not 
exceed two times the regular fare for a comparable fixed route trip.  An agency 
can choose to expand eligibility to ADA paratransit to include seniors; however, 
that is not required by federal law. Further, the provision of ADA paratransit trips 
MUST have priority over other similar, but not required by statute, services, or 
trips for individuals. ADA paratransit trips cannot be denied, provided the 



Service Guidelines 
Stanislaus Regional Transit Authority 

Nelson\Nygaard Consulting Associates, Inc. | 3-2 

individual books the trip at least a day prior to the date of travel. Same day 
service is not a requirement and is considered supplementary.  For example, a 
person cannot be denied a trip that is complementary to the fixed route service 
and scheduled at least a day prior, but if the agency is also providing same day 
service to ADA eligible individuals, access to that service may be limited.  

 General public demand response may be open to all without eligibility 
requirements or have conditions to ride. Conditions must be applied on an equal 
basis. For example, if service is offered to people above age 65, all people over 
65 are eligible regardless of ADA eligibility status. The boundaries of demand 
response service are flexible and not geographically tied to fixed-route service.  
The agency can impose any restrictions it desires on the service (e.g., number of 
trips per month) to match the resources it has available to provide the service. 
Fares can be set at any level and do not need to match fixed-route fares. Trips 
can be denied if demand exceeds capacity and scheduled service can be more 
limited than what a fixed route would provide.  

In rural areas, an alternative service delivery model may be more appropriate so that 
agency resources (vehicles and operators) are used in areas with more demand. This 
can include working with existing agencies in Stanislaus County to be a transportation 
provider.  

The S can coordinate with these organizations to ensure people who live outside of 
areas that have fixed route or demand response service have access to transportation. 
Potential organizations to partner with include, but are not limited to: 

− MOVE - A Consolidated Transportation Services Agency that coordinates 
volunteer driver programs and veterans’ transportation 

− StanCOG - A government agency that contracts with Dibs to provide 
transportation demand management services. Dibs helps individuals find 
transportation by helping to form carpools/vanpools and providing subsidies 
for van rentals.  

 
There are no service guidelines in this document for the alternative service delivery 
model.  

GUIDELINES 
Fixed route and demand response service should be provided in a way that balances 
efficiency, service productivity, and customer access. Service levels should be 
appropriate for the built environment and expected level of demand. Fixed route service 
should be provided in areas where it is expected to perform financially better than 
demand response. Where feasible, general public demand response should not 
duplicate local service being provided by fixed route and complementary ADA 
paratransit.  
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Cities with populations of more than 40,000 people should be considered for fixed route 
service. In cities with a population of between 10,000 and 40,000, general public 
demand response should be considered for providing local transportation. If demand and 
the built environment support it, intercity fixed route service that connects people in 
smaller population centers to larger regional destination centers can also be provided. 
Cities/towns with less than 10,000 people should be considered for an alternative 
service delivery model, as described above. 
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4 ROUTE DESIGN GUIDELINES 
 

This chapter presents guidance on effective route design based on best practices.   

Transit routes should be designed with some basic principles in mind. The following is a 
list of recommended best practices for developing a fixed route.   

GUIDELINES 
High quality transit service follows four principles:   

 Service should be simple to understand and use.  
 Service should be located where the most transit demand potential exists.  
 Service should be direct and take people where they are going with few route 

deviations.  
 Service should minimize service duplication on the same corridors. 

Simple 

Transit service should be easy for people to understand and use. To the extent possible, 
this includes: 

 Routes with bi-directional service, without large, one-way loops  
 Routes that  
 Routes that have one alignment throughout the day,  

− Trips that serve a school off the main road, or do not serve the entire length 
of the route can be confusing and require extra planning work for riders to 
confirm they’re on the right bus 

 Schedules that are legible and easy to understand 
− When schedules are designed around clockface cycles, they are easier to 

remember 

Demand Potential 

Transit works best when routes serve areas where the likelihood of transit ridership is 
high. This includes areas with high housing and/or employment density, areas with low-
income households, and where car ownership is low. Transit routes that serve many 
destinations are more likely to meet more needs than routes that connect to few 
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destinations. Larger population centers are more likely to support higher-frequency 
transit service, which reduces waiting time.  

Direct 

Riders prefer more direct transit routes because they maximize the average speed of the 
bus and minimize travel time. Faster bus service makes travel time more competitive 
with personal vehicles.  

Route deviations should be limited to major destinations such as shopping centers, 
employment sites, medical centers, schools, etc. In these cases, the benefits of 
deviating service from the main route must be weighed against the inconvenience 
caused to passengers already on board. Route deviations may also be considered when 
pedestrian access to a large trip generator is unsafe due to a lack of infrastructure. 

In most cases, where route deviations are provided, they should operate for the entire 
service period. Exceptions are during times when the sites that the route deviations 
serve have no activity—for example, route deviations to high schools do not need to be 
in place on weekends. 

Minimize Service Duplication  

Operating overlapping service is costly and riders must check multiple schedules to see 
when the next bus is coming or how far they can ride it. In some areas, coordination with 
Turlock Transit or regional providers may be required. In areas where route duplication 
is necessary due to road design, offsetting schedules to allow for greater frequency in a 
core area is one way to improve service in a particular corridor. Otherwise, routes should 
be spaced at least a half-mile apart on parallel corridors where possible so that the 
routes are not competing for the same riders.  
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5 SERVICE PERFORMANCE 
GUIDELINES 

 

This chapter presents the service performance guidelines for The S’s fixed route and 
demand response services. There are no guidelines for complementary ADA paratransit, 
non-emergency medical transportation service, or coordination with human service 
agencies.  

SERVICE CATEGORIZATION 
The S service performance guidelines use the following categories so like services can 
be compared with each other: 

 Fixed Route 

− High Frequency: Routes that provide a higher level of service along a high 
ridership corridor, with frequencies of at least 15 minutes during the peak and 
30 minutes during off-peak. 

− Local: Routes that generally provide travel within a community, and 
transportation between major transfer points, employment centers, shopping 
areas, and other points of interest.  

− Intercity Connector: Routes that provide service between towns and cities. 

− Commuter: Routes that provide express (limited stop) service during limited, 
high demand hours  

 
 Demand Response: Service open to the public that is provided on-demand and 

within defined zones. Passengers must call to book trips in advance and are 
transported from the curb to their destination, or only to specified destinations. 
The boundaries of the zones in which people can travel vary throughout the 
county.  
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Figure 1 Routes or Service by Category (April 2022) 

Category Route name/number 
High Frequency 21 
Local 22, 23, 24, 25, 26, 28, 29, 30, 31, 32, 33, 36, 37, 38, 41, 42, 44 
Intercity Connector 10, 15, 35, 40, 45E, 45W, 60, 61 
Commuter ACE Commuter Express, BART Commuter Express, Route C, 

Stockton Commuter Express 
Demand Response Newman Dial-A-Ride (DAR), Oakdale DAR, Patterson DAR, 

Riverbank DAR, Eastside Shuttle, Turlock/Modesto Shuttle, 
Waterford/Modesto Shuttle 

 

The service performance guidelines can be divided into three main categories, Quality 
Service, Effective Service, and Efficient Service, summarized below in Figure 2. The 
table also shows which service guidelines apply to fixed route and demand response. 
These guidelines are described in more detail in subsequent sections of this chapter. 

Figure 2 Summary of Service Guidelines 

Category Service Guideline Fixed Route Demand Response 
Quality Service Span of Service   

Service Frequency   

Customer Satisfaction   

Response Time (to answer 
the phone) 

   

Effective Service On-Time Performance    

Passenger Load   

Efficient Service Boardings per Revenue 
Hour/Boardings per trip 

  

Cost per Boarding   

 

QUALITY SERVICE GUIDELINES 
The service guidelines in this category are designed to assess the quality of service that 
is being provided. Specifically, these guidelines can answer questions like: 

 When can people expect service?  
 How often will the bus come?  
 Are there problems that need to be addressed? 
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Span of Service 

What It Is 
When service is available, including days of the week, and hours in the day.  

Discussion 
Useful transit service operates when individuals want and need to travel. As such, 
service should be provided during normal travel periods. Service that goes from morning 
until the evening, and operates seven days a week, ensures individuals can use the 
service for all travel needs, including work, school, healthcare, and recreational/social 
trips.  

Guidelines 
The guidelines developed in the table below are the minimum spans of service that 
should be provided. Though transit is more expensive on a per passenger basis on 
weekends due to generally lower overall ridership, more consistency in service between 
weekdays and weekends promotes transit ridership for more trip purposes than 
traditional commuting.  

Figure 3 Minimum Spans of Service Guidelines by Type of Service 

Category Weekday Saturday Sunday 
High Frequency 6:00 AM – 9:00 PM 8:00 AM – 8:00 PM 8:00 AM – 6:00 PM 
Local 6:00 AM – 9:00 PM 8:00 AM – 8:00 PM 8:00 AM – 6:00 PM 
Intercity 
Connector 

6:00 AM – 8:00 PM 8:00 AM – 6:00 PM 8:00 AM – 6:00 PM 

Commuter 2 AM, 2 PM trips - - 
Demand 
Response 

8:00 AM – 6:00 PM 8:00 AM – 6:00 PM 8:00 AM – 6:00 PM 

Service Frequency 

What It Is 
How often the bus comes 

Discussion 
In general, frequencies, or “headways” (the time between buses at the same location) 
are established to accommodate passenger volumes. Route frequency can be adjusted 
throughout the day or by the day of the week to correspond with ridership levels.   
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The correlation between better frequency and higher ridership is well documented. In the 
United States, service that comes at least every 15 minutes allows people to travel when 
they want to travel and reduces common barriers to riding, such as having to read the 
schedule and worrying about being late if you miss a bus. Ridership gains are generally 
larger when existing service is infrequent (30 minutes or longer). Ridership gains are 
generally lower when existing service is already somewhat frequent (e.g., every 20 
minutes).  

However, frequency is adjusted throughout the day to meet the demand. A network with 
15-minute service on all routes, all day, every day is very expensive to operate. 
Furthermore, there are often peak times when more frequent service is a better 
investment.  

In Stanislaus County, there is no morning or evening peak in ridership during traditional 
commute windows. Instead, ridership is relatively consistent throughout the day with the 
highest ridership happening at about 2:00 PM. Currently, The S operates its peak 
frequency from the start of service until 6:00 PM on most routes and at a reduced off-
peak frequency after 6:00 PM. 

Trip planning becomes more complicated the less often a bus is scheduled to come. 
Figuring out when a return trip is possible must be understood before the first trip is 
made, unlike a private automobile. Service that comes less than every hour is often 
considered lifeline service. Routes with only a few trips per day are usually reserved for 
specialized trip purposes like commuting.  

Guidelines 
The table below recommends policy headways by type of service and time period. This 
is the maximum allowable headway that will allow passengers to travel throughout the 
service area without having to wait for long periods between transit services.  

Figure 4 Frequency Guidelines by Route Category 

Category Minimum Peak Headway Minimum Off-Peak Headway 
High Frequency 15 minutes 30 minutes 
Local 30 minutes 60 minutes 

Intercity Connector 60 minutes 60 minutes 
Commuter N/A N/A 

 

Frequencies should be increased as needed to address capacity issues (see Passenger 
Load service guideline in next section), exceeding minimum headway recommendations 
as needed 
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Customer Satisfaction 

What It Is 
Positive feedback from riders. Positive customer satisfaction is correlated with retaining 
current riders, attracting new riders, and promoting the agency in the community.  

Discussion 
Trends in customer feedback can alert the agency to the areas in which it is succeeding 
and when or where targeted changes may be needed. Some feedback may be easy to 
correct quickly, such as a bus stop sign that’s been knocked down. Complaints about a 
trip consistently arriving late, or a stop being inaccessible for someone in a mobility 
device may require more work to correct but are also important.  

People associate good transit customer service with these categories1: 

 Reliability and dependability  
 Responsiveness to concerns 
 Competence in providing the service 
 Ease of access to people who can help 
 Courtesy 
 Communication (providing information that makes sense to the riders) 
 Credibility in having the customers’ best interests at heart 
 Feeling safe, and free from danger and risk 
 Understanding the customer and making an effort to understand their needs 

Guidelines 
Complaints are often the first sign of customer dissatisfaction. As such, the service 
guidelines were developed as follows: 
 Fewer than 1 complaint per 5,000 passengers relating to the provision of service. 

This should be monitored at both the route-level and system level for fixed-route 
service. Routes with higher levels of complaints than others should be flagged for 
further investigation. 

 Fewer than 1 complaint per 1,000 demand response passengers relating to the 
provision of service. This should be monitored at both the route-level and system 
level. 

 The customer filing the complaint should be contacted within 24 hours of making 
the complaint. 

 

 
1 https://www.trb.org/publications/tcrp/tcrp_rpt_47-a.pdf, page 11 

https://www.trb.org/publications/tcrp/tcrp_rpt_47-a.pdf
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 Customer service should respond to complaints requesting a response within five 
(5) working days the complaint is received.  

 Complaints should be closed out within 14 working days of filing. 

How It’s Measured 
Review all customer complaints received by phone, email, and via the website. 

•  Compute monthly the ratio of complaints using APC data for fixed route service 
and reservations data for demand response. 

 

Response Time 

What It Is 
How long someone waits on the phone before a call is answered by a customer service 
representative.  

Discussion 
Long hold times negatively impact the customer experience. Fixed route customers 
calling to request assistance to plan a trip may miss their bus or fail to make a 
connection if they cannot speak timely with an operator.  For demand response 
customers that must speak with a customer service agent to book their trip, long hold 
times may inadvertently suppress travel demand. The unintended consequence of long 
hold times can result in the violation of the Americans with Disabilities Act (ADA). 

Guidelines 
Calls to customer service are taken off hold within 180 seconds, 95% of the time.  

Response times are measured separately for fixed route and demand response 
services. 

 

How It’s Measured 
Track monthly using a summary report of daily call logs 

 

EFFECTIVE SERVICE GUIDELINES 
The service guidelines in this category are designed to assess the effectiveness of the 
service being provided. This includes questions like: 

 Is the service operating reliably? 
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 Are the conditions on board the vehicle comfortable for passengers? 

 

On-time performance 

What It Is 
The S measures on-time performance differently for demand response and fixed route 
service. 

For fixed route, on-time performance is computed at the vehicle level by comparing 
timepoints on the schedule with the actual time the bus departs the stop.  

For demand response, on-time performance is measured for each person’s trip, based 
on scheduled versus actual pick-up time.  

Discussion 
Reliability, or having buses arrive on-time, is an important operating practice.  

For fixed route, most transit agencies define a bus as on-time if it departs five minutes or 
less after the scheduled time. Early departures should not be allowed and are not 
considered on-time (the exception to this would be drop-off only stops for commuter 
routes). The aggregation of all comparisons of actual versus scheduled departure time 
generates the on-time percentage for a given route. The on-time performance goals for 
fixed route service are documented in the next section.  

For ADA paratransit demand response, most transit agencies define a trip as on-time if 
the passenger is picked up within the 30-minute pick-up window they are provided. This 
definition was used to measure on-time performance in the Existing Conditions Report 
for this project. General public demand response does not need to follow the ADA 
complementary paratransit definition for on-time. As a starting point, the general public 
demand response service can use this same definition. However, this can be examined 
and refined to better meet customer and agency expectations.  

Guidelines 

Fixed Route  

 High Frequency, Local, and Intercity Connector routes: 85% on-time.  
− This is measured by the trip, but also for timepoints published in the 

schedule.  
A bus is considered on-time if it departs, stops zero minutes early, and up to five 
minutes after the scheduled time.  

 Commuter routes: 85% on-time arrival  
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A bus is considered on-time if it departs stops zero minutes early and up to five 
minutes after the scheduled time. At final drop-off-only stops, buses may depart 
before scheduled timepoints. 

Demand Response 

 95% on-time performance 
Each individual pickup must occur within the designated 30-minute pick-up 
window to be counted as on-time, 15-minutes before the scheduled trip, and 15-
minutes after.  

How It’s Measured 
 For fixed route: Typically measured using Automatic Vehicle Location (AVL) 

systems 
 For demand response: Measured using AVL systems. Currently, The S uses 

Ecolane software to monitor trips and on-time performance.  

Strategies to Address 

Fixed Route 

It is important to track on-time performance and identify if there are: 

 Specific trips consistently under 85% on-time; or 
 Routes consistently under 85% on-time by day of the week. 

If a pattern can be ascertained for about a month and it persists, determine: 

 Can the running time be updated for the route without changes to staff or vehicle 
levels? 

 Is another vehicle required to keep running as scheduled? If so, are any routes 
available for interlining to preserve efficiencies? 

 Is there a street design or land use solution? In other words, would the problem 
be resolved if the stop were moved, or if a traffic light cycle was adjusted by five 
seconds? Identifying partners is often essential to implement this type of solution.  

 Is the AVL data correct? Loop routes and routes in areas with tall buildings are 
known to cause the software to read as though the bus has arrived early or 
departed early.  

 Is the route too long? Long routes increase the likelihood of the bus getting stuck 
in traffic and getting delayed. In some instances, splitting a route into two routes 
may improve on-time performance. 

Demand Response  

For demand response, it is important to track if there are consistent issues during 
specific times of the day or days of the week. This can help to isolate whether the 
problems are systematic or isolated. Poor on-time performance can be caused by 
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inefficient or inflexible scheduling, traffic congestion, an imbalance of vehicles or 
operators to demand, improper calibration of scheduling systems (manual or computer), 
and customer pickup issues (e.g., having trouble locating the customer, customer not 
being ready when the vehicle arrives).  

Passenger Load 

What It Is 
Passenger load is the number of passengers on a bus at a given time. Passenger load is 
typically measured as a ratio of passengers to seating capacity.  

Load Factor =    total seated + standing capacity  
                                                      seating capacity of the vehicle 

Discussion 
While higher load factors would make the most efficient use of resources, care must also 
be taken to ensure buses do not become too overcrowded and create an uncomfortable 
riding experience for passengers. This indicator should be used to determine how many 
trips must be scheduled for each direction of travel to avoid crowded riding conditions. It 
is common for transit systems to apply different load factors during peak and off-peak 
service hours or days of the week.  

Future planning efforts may introduce a peak and off-peak load factor.  

Riders of high frequency routes often travel shorter distances over local roads at lower 
speeds, making the option of standing tenable. For routes that travel on roads with high 
speed limits, or where trip lengths are long, customers prefer having a seat for the trip.  

Guidelines 
A load factor of 1.0 means all seats on the bus are taken, and there are no standees.  

Figure 5 Maximum Passenger Load Guidelines 

Category 

Max load 
factor (not to 

exceed) 
High Frequency 1.5 
Local 1.25 
Intercity Connector 1.0 
Commuter 1.0 
Demand Response 1.0 
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How It’s Measured 
The number of passengers on board (typically measured using an APC system and 
sometimes supplemented with farebox data) compared to Original Equipment 
Manufacturer (OEM) seating capacity of the vehicle operating the trip in question.  

Load factors should be measured on a monthly or quarterly basis to provide a robust 
enough sample size to normalize against any one-off capacity constraints. 

Strategies to Address 
If it is a single trip that is consistently operating above an acceptable load factor, using a 
vehicle that can carry a larger number of people should be the first consideration. Adding 
an extra vehicle to cover that trip (a tripper) is a more expensive option.  

If multiple consecutive trips are consistently operating above the maximum load factor, 
increasing the frequency of service can help distribute the passenger load among trips.  

 

EFFICIENT SERVICE GUIDELINES 
The service guidelines in this category are designed to assess how efficiently the service 
is operating.  

Boardings per Revenue Hour/Boardings per Trip 

What It Is 
Boardings per revenue hour measures how many passengers were transported in an 
hour of service.  

Boardings per trip measures how many passengers were transported on a single one-
way vehicle trip.  

Discussion 
Both boardings per revenue hour and boardings per trip both measure productivity. 
Which one you use depends on the type of service.  

Use boardings per revenue hour for: 

 Fixed routes with regular, all-day service (local and intercity connector routes 
predominantly) 

 Demand response services 
 
Use boardings per trip for: 
 Fixed routes with infrequent service (less frequent than one trip an hour) or just a 

few trips a day (mostly commuter routes) 
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Boardings per revenue hour is one of the most widely used productivity measures in the 
transit industry because driver wages often make up a large share of the cost of running 
transit service. It is also a metric in which having guidelines rather than standards is so 
important because of real world operating conditions. 

It is one of the best performance indicators that can help agencies understand where 
they should target increased levels of service, modifications to routes, or work with other 
agencies to address more structural issues in the road network.   

Fixed Route 

It is expected that some services or routes may operate below their expected target. 
Routes performing below the guidelines for their service category should be analyzed by 
service planners. Issues due to the accessibility of bus stops, safety concerns, 
construction, or a lack of pedestrian/bicycle infrastructure will have one set of solutions. 
Buses that are running when people want to ride, or when land use growth patterns have 
changed will require different approaches.  

In more rural or lower-density areas where network coverage is important to the 
community, performance is expected to be lower. Providing essential coverage to keep 
people on the transit network is okay when aligned with agency objectives and financial 
realities can maintain the service.  

Demand Response 

Demand response in Stanislaus County serves the general public and ADA paratransit 
customers. ADA paratransit riders are comingled with general public riders on the same 
vehicles. The merger of the MAX and StaRT systems led to confusion among riders, 
which will be addressed in this planning process.  

Ultimately, demand response service is not beholden to the same FTA regulations as 
complementary ADA service to the fixed route system. Demand response trips booked 
as ADA trips go above ADA requirements by including policies around trips denials, pick-
up, and drop-off windows, and amount of time on the vehicle that exist for fixed-route 
paratransit.  

With limited vehicles, scheduled ADA-trips trips take precedence over trips scheduled by 
the general public. With rider demand of the general public potentially being suppressed 
due to limited resources (vehicles or operators), we expect the boardings per revenue 
hour to reflect boardings closer to average complementary ADA paratransit 
performance, which is about two riders per revenue hour.2  

Factors that can increase boardings per revenue hour on demand response include: 

 Smaller geographic zones 

 

 
2 TCRP Synthesis 139: Transit Service Evaluation. 2019.  
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 Greater emphasis on all trip purposes 
 Shortening the wait time between scheduling a trip and the ride 
 Ease of scheduling 

Guidelines 
Figure 6 Minimum Target for Boardings per Revenue Hour by Category  

Category 
Boardings Per  
Revenue Hour 

Boardings Per 
Trip 

High Frequency 25 N/A 
Local 10 if the route has existed 

for less than 5 years 
15 if the route has existed 
for 5 years or more 

N/A 
Intercity Connector N/A 

Commuter N/A 20 
Demand Response 2.5 N/A 

Thresholds adapted from Best Practices in Evaluating Transit Performance Report3 

How It’s Measured 
Boardings per revenue hour is computed as the number of passengers divided by the 
number of revenue hours. The revenue hours must include any layover and recovery 
time for the route, in addition to the time when the vehicle is in service. Boardings data is 
typically obtained from farebox or APC data.  

Boardings per trip is computed as the number of passengers divided by the number of 
one way vehicle trips provided. The boardings data is typically obtained from farebox or 
APC data.  

Strategies to Address 
For fixed routes performing under the productivity guidelines, try: 

 Modifying the service span to only provide service where there is ridership 
 Modifying the route to serve new markets or major activity centers and reduce 

any route duplication 
 Reducing the frequency of service to match observed demand 
 Investigating if there are issues with accessing bus stops, including safety 

concerns, construction, or a lack of pedestrian/bicycle infrastructure  

 

 
3 https://www.fdot.gov/docs/default-
source/transit/Pages/BestPracticesinEvaluatingTransitPerformanceFinalReport.pdf  

https://www.fdot.gov/docs/default-source/transit/Pages/BestPracticesinEvaluatingTransitPerformanceFinalReport.pdf
https://www.fdot.gov/docs/default-source/transit/Pages/BestPracticesinEvaluatingTransitPerformanceFinalReport.pdf
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For demand response, low productivity can be caused by numerous problems including: 
 Lack of awareness from the public that the service exists - Marketing and 

outreach can improve public awareness and generate ridership for the service 
 Scheduling issues - Are shift changes or driver breaks staggered or do they 

occur at one time? Are trips going to the same area being grouped together? 
 Customer no shows or cancellations - Is there a high rate of no-shows and late 

cancellations? 
 Vehicle availability - Are there too many vehicles being operated and not enough 

demand? 

Tracking performance for each demand response service can help to understand trends 
that may be specific to a given region and/or identify if issues are occurring during 
specific times of day or day of the week.  

 

Cost per Boarding 

What It Is  
Cost per boarding is a way to measure how much it costs to transport one person on a 
single one-way trip. 

Discussion 

Fixed Route 

Nationally, in urbanized areas under one million people, operating cost per passenger 
trip ranged between $5.88 and $11.38 in 2018 between the 25th and 75th percent of 
agencies.4 Adjusted for inflation, the high end of that range is $13.48 per passenger trip 
in 2022. Urban transit agencies that also serve suburban and rural geographies are 
expected to be on the higher end of the spectrum because they cover more miles to 
reach fewer people in lower-density areas.  

As a regional transit provider, The S operates in urban, densely populated areas like the 
City of Modesto, as well as rural communities like Empire and Hughson.  These intercity 
routes increase the overall cost per rider on fixed route.       

Demand Response 

Demand response service can be deployed in many ways. Many factors can make a 
service more expensive to operate, just as many factors contribute to the demand to ride 
the service.  

 

 
4 US DOT NTS: https://www.transit.dot.gov/sites/fta.dot.gov/files/docs/ntd/data-product/134401/2018-ntst_1.pdf 
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The S currently operates two demand response models: Point-to-point Dial-A-Rides, 
where people can go anywhere in the zone; and scheduled-point Shuttles. A first-/last-
miles service is also a common use of demand response.  

 

Factors that contribute to costs include: 

 Policies that influence the number of vehicles (size of zones, eligibility) 
 Software 
 Fare 
 Whether drivers need CDL licenses  

 
Factors that contribute to demand include: 
 Ease of use of scheduling, canceling and modifying a trip 
 Ease of taking a trip 
 Usefulness of zones 

 

In general, demand response is deployed where running fixed routes would be cost 
prohibitive for the expected level of productivity, or where productivity would be low 
because of density and population size. Therefore, we expect demand response to cost 
more than fixed route service, but to be a better investment than low-productivity fixed 
routes.  

Demand for service can be artificially constrained by the resources available to run the 
service or if the model of demand response doesn’t match rider needs. The S currently 
prioritizes ADA paratransit trips and has large, overlapping service zones. Where zones 
are smaller, costs per boarding are lower.  

More vehicles will mean shorter wait times, but can only improve ridership to a certain 
extent since demand response is deployed in areas with lower populations and 
densities. If average trip lengths are short, fewer vehicles can be deployed to cover 
smaller zones.  

With driver shortages across the United States, some agencies are turning to smaller 
vehicles in rural areas where drivers do not have to meet the same licensing 
requirements needed to drive larger buses. This may be another avenue worth exploring 
for reducing costs to provide service where passenger loads are likely to remain low.  
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Guidelines 

Fixed Route  

The S should work towards a systemwide average of $18 per boarding, with a goal of 
under $10 per boarding for high frequency local routes. This higher systemwide average 
takes into account the more rural nature of the service area.  

Demand Response 

Point-to-point style demand response service in areas that can support this type of 
service delivery should aim to be under $40 per boarding.  

Software that will dynamically dispatch to allow people to schedule trips on the same day 
and get picked up in under an hour should be tested to improve ridership and reduce 
costs per boarding.  

Strategies to Address 
Because The S serves a large area, fixed route costs can be managed by maintaining a 
balance between routes in urban areas that have lower costs with the higher costs 
expected on routes that cover longer distances in lower density areas. 

At the route level, changes to demand by time of day may indicate an adjustment of 
service frequency or service span. Changes to key destinations on routes may also 
indicate a route needs to be updated. 

Demand response costs per boarding can be modified by adjusting the type of demand 
response service, the zone size, scheduling policies, eligibility criteria, vehicles available 
per zone, and types of drivers needed to provide the service.  

Any demand response service whose costs are within 10% of the cost of complementary 
ADA paratransit should be analyzed for modification. Long-term low performance 
signifies services should be evaluated as potential candidates for alternative service 
delivery models, such as coordination with human service agencies, and non-emergency 
medical transportation.  

 

6 NEXT STEPS 
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The next step of the planning process will be to incorporate feedback from public 
outreach to develop routes and update service characteristics recommendations. 
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STANISLAUS REGIONAL TRANSIT AUTHORITY 
 

RESOLUTION 2022-069 
RESOLUTION ADOPTING THE 2022 TITLE VI PROGRAM REPORT 

 
WHEREAS, the Stanislaus Regional Transit Authority (“Authority”) is a joint powers agency 

whose members are the City of Modesto and the County of Stanislaus, and which was created to 
consolidate transit services countywide with the exception of the City of Turlock; and  

 
  WHEREAS, the Federal Transit Administration (FTA) issued Circular FTA C4702.1B 

(Circular), effective October 1, 2012, setting forth requirements and guidelines for compliance 
with Title VI of the Civil Rights Act of 1964 (Title VI), which ensures that public services, including 
transportation, are provided in a nondiscriminatory manner; and  

 
  WHEREAS, in order to comply with Title VI requirements and the guidelines in the Circular, 

all recipients of federal grants and assistance must submit an initial Title VI Program Title VI 
Program Report; and  

 
 WHEREAS, thereafter the Authority is required to submit a Title VI Program Report every 

three years to evidence continued compliance with the regulations and guidelines; and  
 
 WHEREAS, staff has developed a Title VI Program Report, attached hereto as Attachment 

“A”), evidencing the Authority’s compliance with Title VI; and  
 
 WHEREAS, the Title VI Program Report is consistent with Title VI requirements. 
 

NOW, THEREFORE, BE IT RESOLVED, the Board of Directors hereby adopts the StanRTA 
2022 Title VI Program attached hereto as Attachment “A”.  

 
BE IT FURTHER RESOLVED that the Board of Directors authorize the Chief Executive 

Officer or his designee to: 
 

1. Include evidence of the Board’s consideration and approval of the Authority’s Title VI 
Program in the final StanRTA Title VI Program Report; and  

 
2. Submit the Authority’s final Title VI Program and Triennial Update to the FTA; and   

 
3. Take any other steps necessary to give effect to this Resolution, including responding to 

any follow-up inquiries from the FTA. 
 

 The foregoing Resolution was introduced at a regular meeting of the Stanislaus Regional 
Transit Authority, on the 23rd day of June 2022.  A motion was made and seconded to adopt the 
foregoing Resolution.  The Motion was carried and the Resolution was adopted. 
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