
 
2023 Title VI Program Update 

 

 

 

 

 

 

 

 

 

 

2023 Title VI Program Update 
 

 

 

 

 

 

 

Approved by the IPTC Board of Directors on xxxxx, 2023 

 

 

DRAFT January 2023 

 

 

  



 
2023 Title VI Program Update 

 

i 

TABLE OF CONTENTS 
TITLE VI PROGRAM ............................................................................................................. 1 

APPENDIX A. TITLE VI NOTICES ..................................................................................... A-1 

APPENDIX B. TITLE VI COMPLAINT PROCEDURES ............................................................ B-1 

APPENDIX C. PUBLIC OUTREACH ................................................................................... C-1 

APPENDIX D. SUBRECIPIENT COMPLIANCE ..................................................................... D-1 

APPENDIX E. SERVICE STANDARDS ................................................................................ E-1 

APPENDIX F. DEMOGRAPHIC ANALYSIS ........................................................................... F-1 

APPENDIX G. ON-BOARD SURVEY .................................................................................. G-1 

APPENDIX H. SERVICE MONITORING REPORT .................................................................. H-1 

APPENDIX I. POLICY ADOPTION ..................................................................................... I-1 

APPENDIX J. EQUITY ANALYSES ..................................................................................... J-1 

 



 
2023 Title VI Program Update 

 

1 

TITLE VI PROGRAM 
This document is being submitted by the Indianapolis Public Transportation Corporation (dba 
IndyGo) to the Federal Transit Administration (FTA) in compliance with the requirements of FTA 
Circular 4702.1B “Title VI Requirement and Guidelines for Federal Transit Administration Recipients.” 
This document specifically meets the requirements of Chapter III, Part 4 “Requirement to Prepare and 
Submit a Title VI Program.” The necessary contents of each Title VI program, as outlined in Chapter III, 
are shown below with responses detailing how IndyGo has met each requirement. 

1) A copy of the recipient’s Title VI notice to the public that indicates the recipient complies 
with Title VI and informs members of the public of the protections against discrimination 
afforded to them by Title VI. Include a list of locations where the notice is posted. 

IndyGo’s Title VI notice is included in APPENDIX A. The text reads as follows: 

In accordance with Title VI of the Civil Rights Act of 1964, IndyGo operates its programs 
without regard to race, color or national origin. If you believe you have been the victim 
of a discriminatory practice under Title VI, you may file an official complaint. For more 
information on IndyGo’s Title VI Policy and the procedures to file a complaint, contact: 

Care Center Desk 
Julia M. Carson Transit Center 
201 E. Washington St. 
Indianapolis, IN 46204 
317.635.3344 
Monday-Friday: 8am. – 6 p.m. 
Saturday: 9 a.m. –12 p.m. 
www.IndyGo.net 
 

The notice is posted in the following places: 

 All revenue fixed route vehicles 
 All revenue ADA complementary paratransit vehicles 
 IndyGo website: https://www.indygo.net/about-indygo/title-vi-and-ada/ 
 IndyGo Fixed Route guidelines 
 IndyGo Access [ADA Complementary paratransit service] guidelines 
 IndyGo reception desk at 1501 W. Washington Street 
 IndyGo reception desk at 9503 E. 33rd Street 
 Reception desk at the Julia M. Carson Transit Center (CTC)  
 IndyGo lobby and Assessment lobby at 2425 W. Michigan Street 

A copy of the Title VI notice to beneficiaries, screen capture of the IndyGo Title VI website, and system 
map have been included as part of APPENDIX A.  

2) A copy of the recipient’s instructions to the public regarding how to file a Title VI 
discrimination complaint, including a copy of the complaint form. 

http://www.indygo.net/
https://www.indygo.net/about-indygo/title-vi-and-ada/
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Customers who believe they have been subjected to discrimination based on race, color, or national 
origin by an IndyGo employee can file a complaint with IndyGo. The Title VI / ADA Complaint form can 
be found on IndyGo’s website at the following address: https://www.indygo.net/about-indygo/title-vi-
and-ada/. A copy of the complaint form is provided in APPENDIX B. Complainants are instructed to fill 
out the form and mail the form to the IndyGo Director of Compliance and Civil Rights, at 1501 W. 
Washington Street, Indianapolis, IN  46222. Complainants can also call 317-614-9272 if they have 
questions.  

The form was last updated in 2022. 

3) A list of any public transportation-related Title VI investigations, complaints, or lawsuits 
filed with the recipient since the time of the last submission. 

A list of any public transportation-related Title VI investigations, complaints or lawsuits filed since the 
last submission (February 2020) is included in APPENDIX B. Since the last Title VI Program Update, 
there have been fifty-eight Title VI complaints, no lawsuits, and no investigations. 

4) A public participation plan that includes an outreach plan to engage minority and Limited 
English proficient populations, as well as a summary of outreach efforts made since the last 
Title VI Program submission. 

IndyGo’s public outreach efforts are informed and guided by the adopted Public Involvement Program 
(Updated March 2020). The program outlines stakeholders, engagement and education techniques, 
notification procedures, and how public input is considered.  

Since the previous Title VI submittal, IndyGo has conducted several focused public outreach efforts. 
These include: 

 Public outreach related to the Purple Line; 
 Public outreach related to the Blue Line; 
 Public outreach related to Red Line improvements; 
 Public outreach related to local route improvements; 
 Public outreach for the Paratransit Operational Analysis; 
 Public outreach for the Comprehensive Operational Analysis; 
 Public outreach for new facility acquisitions; 

In addition to these targeted efforts, IndyGo continues to engage the public via social media, posting 
information about route detours and public meetings. A complete summary of IndyGo public 
outreach efforts since the previous Title VI program submission is included in APPENDIX C. and covers 
the period from August 2019 to October 2022(most current data at the time of Title VI Program Update 
collection). 

5) A copy of the recipient’s plan for providing language assistance to persons with limited 
English proficiency, based on the DOT LEP guidance. 

A copy of the Language Assistance Plan is found in APPENDIX C.  

6) Recipients that have transit-related, non-elected planning boards, advisory councils or 
committees, or similar bodies, the membership of which is selected by the recipient, must 

https://www.indygo.net/about-indygo/title-vi-and-ada/
https://www.indygo.net/about-indygo/title-vi-and-ada/
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provide a table depicting the racial breakdown of the membership of those committees, and 
a description of efforts made to encourage the participation of minorities on such 
committees or councils. 

The IPTC Board of Directors is the governing body for IndyGo. Comprised of seven members, these 
members are appointed by the Mayor of the City of Indianapolis and the Indianapolis-Marion County 
City-County Council; the Mayor appoints three while the Council appoints four members. As these 
board members are not selected by the recipient, no racial breakdown is provided.  

The IPTC Board of Directors created a council to inform the board members of the concerns of 
individuals with disabilities; the Mobility Advisory Committee (MAC). The MAC provides a forum for 
riders, employers, elected representatives, and organizations to raise concerns, ideas, and propose 
solutions to improve transportation service and mobility options for individuals with disabilities. 
Individuals wishing to serve on the MAC submit an application to the Director of Mobility Services. 
Applications are considered and either approved or denied by the Chairman of the IPTC Board of 
Directors.  

At present, the MAC is comprised of 11 members; eight are White and three are Black; see Table A-1 . 
The responses are based on a survey distributed to MAC members on March 16, 2022. Recruitment for 
MAC members is based on a number of factors, including what interested parties the member is 
representing.  

Table A-1. Hispanic Ethnicity of Mobility Advisory Committee Members1 

 Service Area2 Mobility Advisory Committee 

Hispanic or Latino or 
Spanish Origin 

110,159 57% 0 0% 

Not Hispanic or Latino 
or Spanish Origin 

860,943 10% 7 64% 

 
 
 
 
 
 
 
 

 
1 Individuals were allowed to answer “Prefer not to Say” and five individuals selected that option. 
2 Table B03002, “Hispanic or Latino Origin by Race”, 2021 ACS 1 Year Estimates Detailed Tables. 
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Table A-2. Racial Breakdown of Mobility Advisory Committee Members3 

 Service Area4 Mobility Advisory Committee 

American Indian and 
Alaska Native 

3,239 0% 0 0% 

Asian 37,647 4% 1 9% 

Black or African 
American 

267,313 28% 3 27% 

Native Hawaiian and 
Other Pacific Islander 

0 0% 0 0% 

White 523,776 54% 4 36% 

Other 54,104 6% 0 0% 

Two or More Races 85,023 9% 0 0% 

 

7) Primary recipients shall include a narrative or description of efforts the primary recipient 
uses to ensure subrecipients are complying with Title VI, as well as a schedule of 
subrecipient Title VI program submissions. 

IndyGo is the designated recipient for Section 5307 (Urbanized Area Formula Grant) and Section 5310 
(Enhanced Mobility of Seniors and Individuals with Disabilities) formula funding in the Indianapolis 
Urbanized Area. IndyGo has no subrecipients for Section 5307 funds but does have subrecipients for 
the Section 5310 program. 

Title VI Compliance for Section 5310 subrecipients is handled by the Director of Compliance and Civil 
Rights, who conducts periodic reviews of IndyGo’s subrecipients.  . IndyGo ensures that all 
subrecipients are provided with a summary and checklist of Title VI program requirements, a sample 
notice to the public, sample complaint form and sample complaint procedures to all subrecipients.  
IndyGo also provides Title VI training to all potential subrecipients during the annual Section 5310 
“call for projects” meeting. Subrecipients are also provided either a copy of or link to the IndyGo Title 
VI Program Plan, which includes the IndyGo notice to the public, complaint form, and complaint 
procedures for their reference. 

Subrecipients are required to submit their Title VI Program documentation to IndyGo every three (3) 
years. The Director of Compliance and Civil Rights completes a compliance review of each 

 
3 Three MAC members selected “Prefer Not to Answer”. 
4 Table B02001, “Race”, 2021 ACS 1 Year Estimates Detailed Tables. 
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subrecipient and issues a review letter advising the subrecipient that they are either in compliance or 
that follow up is needed. Subrecipients are also monitored for Title VI compliance during site visits. All 
subrecipients also annually complete the FTA-required Title VI certifications and assurances. IndyGo 
monitors subrecipients by requiring Title VI complaint reports and a summary of public outreach and 
involvement activities on an annual basis. 

8) If the recipient has constructed or acquired a facility, such as a vehicle storage facility, 
maintenance facility, operation center, etc., the recipient shall include a copy of the Title VI 
equity analysis conducted during the planning stage with regard to the location of the 
facility. 

Facilities not considered a transit amenity, such as a bus stop, or those not evaluated during project 
development as part of a National Environmental Policy Act (NEPA) review, must adhere to the 
requirements of site equity analysis as required by Title 49 CFR Section 21.9(b)(3) and outlined in FTA 
Circular 4702.1B, specifically Chapter III-11 and 12. 

IndyGo has acquired the following facilities since its last Title VI submission: 

• Paratransit operations and call center facility at 2425 West Michigan Street, Indianapolis, IN 
• East Campus administrative and operations center, 9503 and 9050 East 33rd Street, 

Indianapolis, IN5 
• Red Line on-route bus charging facility at 6410 North College Avenue, Indianapolis, IN* 
• Red Line on-route bus charging facility at 8925 Madison Avenue, Indianapolis, IN* 
• Blue Line east termini mobility hub, 11135 East Washington Street, Indianapolis, IN* 

*Facilities marked with an asterisk did not require a site equity analysis, as those were 
evaluated during project development and the NEPA process.6 

Facilities not evaluated during NEPA were evaluated using a site equity analysis. The following site 
equity analyses are included in Appendix J. 

• Paratransit operations and call center facility at 2425 West Michigan Street, Indianapolis, IN 
• East Campus administrative and operations center, 9503 and 9050 East 33rd Street, 

Indianapolis, IN 
• Southside mobility hub, 8905 S. Madison Avenue, Indianapolis, IN7 

 
9) Additional information as specified in Chapters IV, V, and VI, depending on whether the 

recipient is a fixed route transit provider, a State or an metropolitan planning organization 
(MPO). 

IndyGo is a fixed-route transit provider in the Indianapolis urbanized area, which as of the 2010 
decennial census, had 1,487,483 persons, which exceeds the threshold of 200,000 persons.  

 
5 At the time of purchase, staff determined that a NEPA review was not required as local funding was used for procurement. 
At a later time, IndyGo staff and FTA staff determined that NEPA would be needed for the entire property. The property with 
an address of 9050 East 33rd Street was transferred to another party and is longer owned by IndyGo. 
6 This exception is noted in Chapter III-11 of the FTA C 4702.1B. 
7 This purchase was a separate parcel north of the existing property owned by IndyGo and not part of a NEPA planning 
process. 
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a. System-wide service standards and system-wide service policies, whether existing or 
new (i.e., adopted by the transit provider since the last submission). 

IndyGo adopted new Service Standards in 2018 and amended it in 2019. A copy of both meeting 
minutes are included in Error! Reference source not found. A copy of the Service Standards, as 
amended, can be found on the IndyGo website (www.indygo.net) The most significant change from 
the 2007 Service Standards is the categorization of routes into four different types: Rapid, Frequent, 
Basic, and Coverage. Rapid service is provided by the bus rapid transit routes included in the 
Comprehensive Operational Analysis (COA) and the Marion County Transit Plan (MCTP). 

IndyGo uses the following system-wide service standards and policies to evaluate transit service: 

 Vehicle Load: Vehicle load is also known as passenger load and it is defined as the percentage 
above seated capacity of a vehicle. Overcrowded vehicles can lead to safety hazards and are 
uncomfortable for passengers. Rapid service has a higher threshold for passenger load 
because passenger trips are intended to be shorter; therefore a rider will tolerate more 
crowding than if the trip is longer. 

Table A-3. Passenger Load by Service Category 

Category Passenger Load 

Rapid 150% 

Frequent 120% 

Basic 120% 

Coverage 120% 

Vehicle Headway: Frequency is the number of buses that operate per hour along a route for a 
majority of the day. Frequency is expressed by the number of minutes between bus arrivals. Service 
during the periods in the early morning and late evening are often less frequent than peak hour 
service due to reduced demand. 

Table A-4. Frequency by Service Category 

Service Category Frequency 

Rapid 10 min. 

Frequent 15 min. or better 

Basic 30 min. or better 
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Coverage 60 min. or better 

 On-Time Performance: On-time performance measures how often a bus adheres to its 
scheduled time. The better the on-time performance, the more reliable a system can feel. 
IndyGo’s current measurement of on-time performance is as follows: if a bus is less than one 
minute early or less than five minutes late at a time point, it is considered on-time.  

Table A-5. Service Reliability (OTP) Standards 

Service 
Category 

2018 Reliability 
Standard 

2021 Reliability 
Standard 

Rapid 90% 90% 

Frequent 75% 85% 

Basic 75% 85% 

Coverage 75% 85% 

 Service Availability: Service availability is determined by stop spacing. Service standards at 
IndyGo are intended to focus on providing rapid and efficient service where it can be most 
utilized by the most people. However, some routes are designed to provide coverage where 
there are fewer people but potentially important destinations.  

Table A-6. Stop Spacing by Service Category. 

Service 
Category 

Stops per 
mile 

Ideal distance 
between stops 

Rapid 2 stops ½ mile 

Frequent 4 stops ¼ mile 

Basic 4 to 6 stops Varies based on 
context 

Coverage 4 to 6 stops Varies based on 
context 

 Distribution of Transit Amenities: The distribution of transit amenities is based on several 
factors, but a primary consideration is daily boardings at a stop. Other considerations include 
the availability of public right-of-way, access to popular destinations, ADA accessibility, and 
proximity to key transfer locations. 
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Table A-7. Amenities by Bus Stop Type 

 Amenities  Typical Ridership  

Basic Bus Stop 
Bus Stop Sign 
Boarding Pad (if possible) Default 

Bus Stop with 
Bench 

Basic Bus Stop Amenities and: 
Seating (Bench or Simme-Seat) 10-20 Boardings Per Day 

Sheltered Bus 
Stop  

Basic Bus Stop Amenities and: 
Shelter 
Lighting 
Waste Receptacle 
Seating 
Bike Racks  

20+ Boardings Daily  

Super Stop  
Sheltered Bus Stop Amenities and: 
Larger Shelter  
Near-Level Boarding 
Real-Time Information Display  
Security Cameras  
Off-Board Fare Payment 

Based on Route Service 
Category 

Rapid Transit 
Station  

All Super Stop Amenities and: 
Station Signage 
Level Boarding 
Fully Covered Platform 
WiFi 

Determined by Planning 
Effort 

Transit Center  
All Rapid Transit Station Amenities and: 
Public Restrooms 
On-Site Security 
Staffed information desk 

Determined by Planning 
Effort 

 Vehicle Assignment: IndyGo policy is to distribute vehicles equitably amongst its routes 
based on the age of the vehicle. High ridership routes are more likely to be assigned vehicles 
with higher capacity. Rapid routes are only assigned 60’ articulated vehicles. Vehicles may also 
be assigned to routes based on other factors beyond age or route ridership. 
 

b. A demographic analysis of the transit provider’s service area. This shall include 
demographic maps and charts completed since submission of the last Title VI Program 
that contains demographic information and service profiles. 

Demographic maps are contained in APPENDIX F. and additional tables discussing demographics are 
contained in the Service Monitoring Report, found in APPENDIX H.  

c. Data regarding customer demographics and travel patterns, collected from passenger 
surveys. 

The most recent on-board passenger survey was conducted in 2022. A draft report summarizing this 
information is provided in APPENDIX F.  

d. Results of the monitoring program of service standards and policies and any action 
taken, including documentation (e.g., a resolution, copy of meeting minutes, or 
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similar documentation) to verify the board’s or governing entity or official(s)’s 
consideration, awareness, and approval of the monitoring results. 

The most recent IndyGo Service Monitoring Report, as well as a resolution documenting the IPTC 
Board of Director’s review and approval of the 2023 Title VI Program Report, which included the 2023 
Service Monitoring Report, are included in APPENDIX H.  

e. A description of the public engagement process for setting the major service change 
policy, disparate impact policy, and disproportionate burden policy. 

IndyGo conducted a public engagement process in June 2013 to solicit feedback from the public on its 
proposed Title VI policies for “major service change,” “disparate impact,” and “Disproportionate 
burden”. 

f. A copy of board meeting minutes or a resolution demonstrating the board’s or 
governing entity or official(s) consideration, awareness, and approval of the major 
service change policy and disparate impact policy. 

A copy of the board meeting (See APPENDIX I. ) resolution from August 26, 2013 demonstrates the 
board’s consideration, awareness, and approval of the major service change policy and disparate 
impact policy. 

g. Results of equity analyses for any major service changes and/or fare changes 
implemented since the last Title VI Program submission. 

IndyGo conducted the following major service change/fare change since the last Title VI Program 
submission: 

• System-wide Service Changes (April 2020) 
• Route 901 Service Change (March 2022) 
• Future Service Plan (January 2023) 
• October 2021 Service Changes (January 2023) 

Each equity analysis conducted since the last Title VI Program submission can be found in APPENDIX 
J.  

h. A copy of board meeting minutes or a resolution demonstrating the board’s or a 
governing entity or official(s)’s considerations, awareness, and approval of the equity 
analysis for any service or fare changes required by this [FTA C4701.2B] circular. 

The System-wide Service Changes was reviewed and approved by the IPTC Board of Directors in April 
2020; a copy of the meeting minutes for April 23, 2020 IPTC Board of Directors meeting is included in 
APPENDIX J. The Route 901 Service Change was reviewed and approved by the IPTC Board of Directors 
on March 24, 2022; a copy of the meeting minutes is included in APPENDIX J. The Future Service Plan 
was reviewed and approved by the IPTC Board of Directors in January 2023; a copy of the meeting 
minutes for January 26, 2023 is included in APPENDIX J. The October 2021 Service Changes was 
reviewed and approved by the IPTC Board of Directors in January 2023; a copy of the meeting minutes 
for January 26, 2023 is included in APPENDIX J.  
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APPENDIX A.  TITLE VI NOTICES 
Title VI Notice to the Public 
The Title VI Policy Notice is prominently displayed in all IndyGo revenue vehicles, including ADA 
paratransit vehicles (operated by a contractor). The notice was reviewed and updated in 2022. 
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Title VI Website Screenshot 
The following is a screenshot of the IndyGo Title VI webpage, accessed November 23, 2022. A link to 
the American with Disabilities Act and the Title VI & ADA Complaint Form (in both English and Spanish) 
is available. In 2022, IndyGo updated the website to include the Civil Rights complaint form as an 
online form that can filled out on this webpage.  

https://www.indygo.net/about-indygo/title-vi-and-ada/  

Appendix Figure A-1. Screenshot of Title VI & ADA Page on IndyGo Website 
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IndyGo Network Map 
The following network map is for the IndyGo system service for service started in June 2022. The 
image was pulled from the IndyGo website on November 23, 2022. 

Appendix Figure A-2. IndyGo Network Map (June 12, 2022) 
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IndyGo System Map 
Appendix Figure A-1. IndyGo System Map (Front) 
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Appendix Figure A-2. IndyGo System Map (Back) 
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IndyGo Rider Guidelines 
The following is IndyGo’s Rider Guidelines, last updated August 2019. The guidelines provide riders 
with tips and tools to help facilitate a safe and enjoyable ride. 
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APPENDIX B.  TITLE VI COMPLAINT PROCEDURES 
Title VI Complaint Procedure - English 
IndyGo’s complaint procedure document is also its Title VI/ADA Complaint Procedure form. The form 
was updated in June 2022. The complaint form is available both in English and Spanish and can be 
downloaded from the IndyGo website: https://www.indygo.net/about-indygo/title-vi-and-ada/ 

 

https://www.indygo.net/about-indygo/title-vi-and-ada/
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Title VI and ADA Complaint Form – Spanish 
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Title VI Investigations, Complaints, and Lawsuits Summary Table 
The table covers the period between October 2019 and October 2022.  

COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 74004 2/24/2020 Race 

The individual alleged that the operator did not ask anyone for their 
fare cards or to see proof of payment. She openly was aggressive 
towards a black rider and asked for proof of her ticket. A white 
gentleman walked right past the operator and the black rider without 
having to show proof of purchasing fare. 

Closed Unsubstantiated. 
Reviewed video.  

Comment # 75301 6/18/2020 Race 

The individual reported that she boarded the bus and was getting her 
bus pass out of her pocket to show the operator when the operator 
said, "Just sit down" with an attitude. The individual reported that the 
operator didn't seem to believe that she had a bus pass and wouldn't 
let the individual show her bus pass. The individual reported that the 
operator was very rude and had a horrible attitude. The individual 
also reported that the operator did not acknowledge her when she 
exited the coach.  

Closed 
Inconclusive.  The 
video error 
prevented review 
of the video.  

Comment # 75389 6/25/2020 Race 

The individual reported that he was on the platform and the fare 
inspector wouldn't let him ride and told him that he was banned 
for the day.  The individual also reported that the fare inspector 
called him a white boy.     

Closed 
Unsubstantiated.  
Reviewed video. 
Sent supervisor to 
the location. 

Comment # 75457 6/30/2020 Race 

The individual reported that she boarded and a black female 
passenger started speaking about the individual being white and 
that she was a racist.  The individual reported that the female 
passenger and a black male started saying that all white people 
should be cut up like   "Jeffrey Dahmer" and the operator didn't 
stop the situation from escalating even though the operator could 
hear what was going on.  The individual reported that she got off 
the coach because she did not feel safe.  

Closed Unsubstantiated.  
Reviewed video.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 76759 9/28/2020 Race 

The individual reported that the operator did not look at her when 
she boarded.  The  individual reported that the operator continued 
to look forward despite her having a weekly bus pass from the red 
line platform that she cannot swipe, so they have to look at it. The  
individual reported that she believed that the operator behaved 
this way because she is a white women, and the bus operator 
always is always black.  

Closed Unsubstantiated. 
Reviewed video.  

Comment # 76920 10/13/2020 Race 

The individual reported that an operator inquired in a loud voice, 
as to which country the individual was from, and then further 
added, "Are you Bangladeshi or Indian?"  The individual reported 
that it appeared that the operator was under the influence  of 
drugs/alcohol/other substances, etc.  Additionally, the individual 
reported cutting their trip short and changing buses at random 
until they made it to a safer location."  The individual report that it 
was not the first time they encountered an IndyGo bus operator 
under the influence (alcohol/drugs/illicit substances), or 
intoxicated, esp. at nighttime. The individual also reported, being 
subject to harassment at the IndyGo bus terminal (200 E. 
Washington St., Indianapolis, IN 46204, USA), by fellow bus 
passengers on the bus. So much so the individual  had to press the 
Emergency Button, but the problem continues to persist. 

Closed 
Inconclusive.  The 
video was 
unavailable.  

Comment # 77253 11/6/2020 Race 
Supervisor alleged passenger discriminated against an operator 
based on race.   Closed Substantiated. 

Reviewed video.  

Comment # 77897 1/22/2021 Race 

The individual reported that she was going to the 8E bus and the bus 
pulled off without her about 5 mins earlier than it should. She 
reported that a supervisor stopped the operator from leaving, but she 
did not get on the bus because she believed the operator 
discriminated against her for being white and The  individual with a 
disability that used a wheelchair. The individual reported that she 
believed that she was being humiliated and discriminated against 
purposely.  

Closed 

Unsubstantiated. 
Reviewed video.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 78170 2/24/2021 Race 

The individual reported that an operator got on the bus and pulled off 
without him. The  individual reported that he was tired of all these 
"African operators" and how they treat people and how he's had 
issues with this particular woman for months. The  individual stated 
he reported many incidents and never heard back. He believes the 
woman is discriminating against him.  

Closed 

Unsubstantiated. 
Reviewed video.  

Comment # 78186 2/25/2021 Race 

The individual reported that another rider boarded after him and 
proceeded to sit in the seat immediately in front of him, even though 
there were lots of other seats available.  The  individual reported that 
he had his hands on the seat back, which were touched by the back 
of the other rider.  The other rider asked him to move his hands, and 
he did not.  The  individual said the operator sided with the other 
passenger.  The  individual alleged that the other rider and operator's 
actions were racially-motivated. 

Closed 

Unsubstantiated. 
Reviewed video.  

Comment # 78218 3/1/2021 Race 

The individual reported that he is an older white male who did not 
cross at the crosswalk.  Two black men wearing yellow jackets ran 
up to him, told him he must use the crosswalk, and banned him from 
the CTC for the day.  He said they refused to give their names, or 
show any identification that they were with IndyGo.  He is accusing 
them of being racially motivated for the way they ran up to him.  He 
believes they should be required to show ID if asked. 

Closed 

Substantiated. 
Reviewed video.  

Comment # 78767 4/19/2021 Race 
The individual reported that she was trying to board the bus, and the 
operator did not open her front doors, only the back. The  individual 
went to board the back of the bus after the operator customer let on 
a black female.  Then, the operator pulled off without letting her on. 

Closed 

Unsubstantiated. 
Reviewed video.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 78829 4/23/2021 Race 

The individual reported that he was trying to take a seat on a coach 
when the operator stopped him due to supposedly not wearing a 
mask. The  individual reported that he told the operator that he was 
wearing one. He explained that the operator had let the rider sitting 
next to him onto the bus, even though he wasn't wearing a mask. 
The  individual reported that he felt that was being discriminated 
against due to being white. The maskless rider next to him was 
black. 

Closed 

Unsubstantiated. 
Reviewed video.  

Comment # 78870 4/28/2021 Race 

The individual reported that exiting the Route 55 at the transit center 
beings truck by someone riding fast on their bike was riding. The 
individual reported that complained to a supervisor, who spoke to the 
individual that struck her. The individual reported that the apologized 
but that she felt she was not taken seriously because she is Hispanic 
and "they don't care."  

Closed 

Unsubstantiated. 
Contacted the 
transit center 
supervisor.  

Comment # 78966 5/7/2021 Race 
The individual reported when he boarded the coach and proceeded 
to pay the fare he was informed that he would have to buy a LUM 
card instead to ride. States when he got off the bus before the 
operator called him a "white cracker" and drove off. 

Closed 

Unsubstantiated. 
Reviewed video.  

Comment # 79266 5/28/2021 Race 

The individual reported that while she was at the retail desk to add 
money to her MyKey, the customer service representative was 
talking to security and did not see the transaction complete.  The 
individual reported that she was asked to swipe her payment again.  
The individual reported that security came out to ask her to leave 
before she could see if the second transaction went through.  Then a 
manager told her the first transaction went through.  The individual 
reported that she does not see anybody else being treated like that 
and that it was racial.  All she "was trying to do was to get to work 
without a bullet in her" or police coming. 

Closed 

Inconclusive. The 
individual did not 
recall the incident 
and gave approval 
to close the 
comment.  

Comment # 79862 6/30/2021 Race 
The individual reported boarding without their mask all the way up 
and the operator asking them to exit the coach and wait for the next 
coach. 

Closed 
Unsubstantiated. 
Reviewed video.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 79997 7/8/2021 Race 

The individual reported that an operator (a black female) told him to 
put his mask on but did not say anything to a black couple watching 
videos on their phone without earbuds while not wearing masks 
either. The individual reported being the only white passenger. The 
individual also reported that on any other occasion, an operator 
would have said something to the individuals listening to music or 
watching videos without earbuds.  

Closed 

Unsubstantiated 

Comment # 80416 8/3/2021 Race 

The individual alleged that the operator drove past his stop, dropped 
him off at the next stop and alleged said it was because the  
individual pulled the cord too late for a safe stop.  The  individual 
alleged the operator did the action because he was black and 
alleged the operator endangered his life.  

Closed 

Unsubstantiated.  
Reviewed video 
and provided the  
individual with a 
Title VI Complaint 
Form.  

Comment # 80593 8/7/2021 Race The individual reported that an operator allegedly stated that IndyGo 
was racist during a trip.  Closed 

Inconclusive. No 
video available. 

Comment # 80677 8/13/2021 Race The individual alleged race based discrimination when advised that 
he a bandana was not an acceptable face covering. Closed 

Not substantiated. 
Video reviewed 

Comment # 80724 8/17/2021 Race 

The individual reported that he board with cast on his foot and the 
operator told him he could not prop his foot on a seat.  The individual 
reported that although he asked to be notified of his stop, the 
speakers did not announce the stops and he did not pull the cord. 
The individual noticed that operator passed his stop when they got to 
the end of the line.  The individual reported that the operator told him 
he couldn't stay on the bus for a layover. He feels he's being racially 
discriminated against because he had seen other operators let black 
customers stay on the bus even during a layover.  

Closed 

Substantiated. 
Reviewed video. 
The operator was 
counseled.  

Comment # 80887 8/24/2021 Race The individual alleged that the operator drove past him while he was 
at the bus stop. Closed 

Not substantiated.  
Video reviewed.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 80915 8/25/2021 Race 
The individual alleged racial discrimination after his wheelchair 
became stuck at the top of the ramp of the coach. He alleged that 
the operator did not position the ramp correctly.  

Closed 
Not substantiated.  
Video reviewed. 

Comment # 81124 9/2/2021 Race The individual alleged that the operator kept asking her and her 
husband to pull up their masks but not the black passengers. Closed 

Not substantiated. 
Video reviewed 
and sent Title VI 
Complaint form.  

Comment # 81393 9/16/2021 Race 

The individual reported that a coach operator opens the door for all 
passengers, but as soon as he gets to the door, shuts it in his face, 
looks at him like he did something wrong, and drives off. The 
individual reported that he had to wait for about 30 mins for the next 
one. The individual reported feeling discriminated against because 
the operator has done this to him before. He feels he experiences 
this kind of discrimination in other places. 

Closed 

Substantiated. 
Reviewed video 
and offered a Title 
VI Complaint 
Form.  

Comment #81791 10/11/2021 Race 
The individual (a white male) reported that he was kicked off the 
coach for eating food, although he did not eat his food while on the 
coach. He reported that he did not know if he was removed because 
of his race.  The operator was a black female.  

Closed 

Substantiated.  
Reviewed video 
and counseled the 
coach operator.  

Comment # 82501 11/22/2021 Race 

The individual reported boarded an the transit center and being 
asked to show her half-price card. The individual reported feeling 
singled out.  The individual reported she was the only Caucasian 
person on the coach and that the operator had an attitude and 
delayed providing her badge number when requested.  

Closed 

Unsubstantiated. 
Video reviewed. 
Operator 
counseled about 
tone and attitude.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 82501 11/22/2021 Race The individual reported that the operator singled her out to show her 
half-price ID and was rude when she requested her badge number. 

Closed Reviewed video. 
Comment not 
substantiated for 
discrimination; but 
substantiated on 
customer courtesy.  
The coach operator 
received 
counseling on her 
attitude and tone. 

Comment # 82548 11/29/2021 Race The Individual reported that an operator initially declined to allow her 
to board.   

Closed Substantiated. 
Reviewed video 
and counseled the 
coach operator.  

Comment # 82607 12/3/2021 National 
Origin 

A Spanish-speaking individual with limited English proficiency 
reported on ongoing issue with the operator of Route 90 telling him 
he must get off at Broad Ripple Station.  He stated that the operator 
refuses to take him telling him that he's going to the garage and that 
he must deboard at the Broad Ripple Station.  The individual 
reported the felt it was due to him not speaking the language well. 

Closed 

Unsubstantiated.  
Reviewed video 
and explained 
miscommunication 
to individual and 
provided guidance 
on which route to 
take. 
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 82755 12/15/2021 Race The individual reported that a coach operator must hate white people 
because she is rude and yells.   Closed 

Inconclusive.  
Reporter was 
nonresponsive to 
attempts to 
contact to get 
additional 
information to pull 
the video to 
review the 
complaint.  

Comment # 82997 1/12/2022 Race The individual reported operator making discriminatory comments 
when they asked for directions. Closed 

Inconclusive.  
Tried locating the 
video footage and 
following up with 
the reporter.  No 
video could be 
located and the 
reporter was 
unresponsive.  

Comment # 83235 1/27/2022 Race 
The individual reported that the operator allowed him to board but 
talked about the type of masks he was wearing and was extremely 
rude.  

Closed 
Unsubstantiated. 
Reviewed video 

Comment # 83478 2/12/2022 Race The individual reported that operator uttered a racial slur. Closed  
Unsubstantiated. 
Reviewed the 
video 

Comment # 84186 3/23/2022 Race 
The individual reported being denied a ride because other individuals 
were on the platform drinking and he felt as if he was being racially 
profiled. 

Closed  

Inconclusive. 
Reviewed video.  
Requested 
additional 
information from 
the individual. 
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 84530 4/9/2022 Race 
The individual reported that it appeared that the operator was 
stopping for Caucasian people but not African American people.  The  
individual reported the operator slowed down enough but did not 
stop and that there are drunk and disorderly people at the stop.  

Closed 

Substantiated. 
Reviewed video.  

Comment # 84833 4/28/2022 Race 
The individual reported that an operator kept telling her to turn her 
phone down she did not have her phone on. The individual believed 
that it was because she was the only white person on the bus.  

Closed 

Inconclusive.  
Incorrect 
information 
provided and the 
individual was 
nonresponsive to 
requests for 
additional 
information.  

Comment # 85373 6/7/2022 Race 
The individual reported waiting for the number 4B bus when the 
Operator (a black male) "seemed to have an attitude" with the  
individual.  The  individual reported that the operator would not all 
her to board. 

Closed 

Inconclusive. 
Reviewed video.  

Comment # 85487 6/13/2022 Race 

The individual reported that as he boarded the coach another 
passenger started to harass him and the operator did not do 
anything except.  The individual reported the operator told him to 
lower his voice or he would be kicked off the coach.  The individual 
believed it was because he is a white homosexual male. 

Closed 

Inconclusive.  The 
individual did not 
respond to 
attempts to 
contact him to get 
clarification 
regarding the 
date, time, and 
incident/boarding 
location.   
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 85484 6/14/2022 Race 
The individual reported waiting for 10 minutes to board the coach.  
He reported that when he was finally allowed to board, he noticed 
that there was an African American on the coach and that the 
operator was also African American and he is Caucasian. 

Closed 

Substantiated. 
Reviewed video. 
The operator was 
counseled about 
keeping an eye out 
for passengers.  

Comment # 85525 6/16/2022 Race 
The individual reported that he asked an operator if he heard a 
conversation where passengers were talking about Caucasians.  He 
reported that operator and supervisor were aware and were not any 
help.  

Closed 

Unsubstantiated. 
Reviewed video.  

Comment # 85721 6/17/2022 Race The individual reported that the operator told him to be quiet when he 
had his phone on speaker but did not tell another passenger to be 
quiet when that passenger boarded with music playing.  

Closed Inconclusive. 
Researched and 
reviewed video for 
two coaches 
because of 
conflicting 
information 
provided by the 
individual reporting 
the issue. The 
individual was 
nonresponsive.  

Comment # 85721 6/29/2022 Race 

The individual reported that the coach drove past.  When he boarded 
the coach the operator told him to "Be quiet!"   The individual 
reported that the operator was rude. The individual felt discriminated 
against because another passenger (a female) boarded with loud 
music and the operator did not say anything.   

Closed 

Unsubstantiated. 
Reviewed video 
and contacted the 
individual for 
additional 
information.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 86067 7/21/2022 Race 

The individual reported that while he was on the coach an African 
American male made statements about white people and other 
racially motivated comments.  The individual reported the passenger 
following him.  The individual felt the operator, a black female, 
agreed with the sentiment of the passenger.  

Closed 

Inconclusive. 
Reviewed video.  

Comment # 86111 7/26/2022 Race The individual reported that he has been threatened by other patrons 
on the coach for being a "Caucasian homosexual male." The patron 
alleged that the other patrons put a gun to his head. 

Closed Unsubstantiated. 
Reviewed video.  

Comment # 86123 7/27/2022 Race The individual reported that the operator does not acknowledge him 
when he boards. 

Closed Unsubstantiated. 
Reviewed video.  

Comment # 86125 7/27/2022 National 
Origin 

The individual reported that he tried getting off the 90 Redline at the 
Broad Ripple Northbound station but the operator would not stop.  
The  individual reported feeling the operator was racist toward him 
because he is a Hispanic male.  

Closed 

Inconclusive.  The 
anonymous 
comment did not 
provide sufficient 
information 
regarding the time 
of the incident to 
locate a video to 
review.  

Comment # 80619 8/13/2022 Race 

The individual reported that during a heat advisory and operator 
argued with her saying she was knocking on the door while she was 
eating. The operator told the individual she wasn't ready to let her on 
the bus yet. The individual reported that the operator finished lunch 
and stepped off, not letting the individual board.   

Closed 

Inconclusive. The 
individual refused 
to provide the 
route or location.  
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 86587 8/30/2022 Race 
The individual reported having an employee that was being harassed 
by individuals at the bus stop.  The individual's employees reported 
individuals at the bus stop using the N-word. 

Closed 

Title VI Complaint 
form filed, but not 
a complaint 
regarding matters 
within the 
organization's 
purview. 

Comment # 86598 8/30/2022 National 
Origin 

The individual reported that their friend of Chinese descent was 
removed from the coach for not wearing a mask. Closed.  

Unsubstantiated. 
Reviewed video.  

Comment # 86773 9/16/2022 Race A supervisor reported an operator for referring to a passenger using 
racially charged language. Closed 

Substantiated. 
Reviewed video.  

Comment # 86834 9/16/2022 Race The individual reported that her husband was discriminated against 
because he had a wound on his face and its white.   Closed 

Unsubstantiated.  
Reviewed video 
and offered the 
individual a Title VI 
Complaint Form.  

Comment # 86983 9/23/2022 Race 

The individual reported that two coaches turned off their service 
lights while he was standing at the bus stop and that the third coach 
was running late.  The individual reported that the two operators told 
him that they were going out of service and not taking passengers.  
The individual reported that this has happened multiple times. 

Closed 

Unsubstantiated.  
Reviewed video.  

Comment # 87002 10/1/2022 Race 
The individual reported that the operator questioned him about 
boarding before a female passenger and called him boy.    Closed 

Substantiated. 
Reviewed video. 

Comment # 87019 10/2/2022 Race 
The individual reported feeling discriminated against because he 
was refused service and because of a prior incident where he felt 
the operator was trying to run him over.  

Open 
Requested video. 
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COMPLAINTS DATE  
REPORTED  BASIS SUMMARY STATUS ACTION  

Comment # 87012 10/3/2022 Race 
Color  

The individual reported that while trying to board the operator closed 
the door in his face and would not open it even after he knocked. 

Closed 

Substantiated. 
Reviewed video. 
The operator's 
supervisor 
reviewed the 
video with her and 
counseled her for 
eating in her seat, 
which was the 
reason she 
reported for not 
opening the door 
for the individual.  

Comment # 87166 10/18/2022 Race 
Color 

The individual reported she has arthritis and that she asked operator 
to let her off the coach closest to her home.  She stated that the 
operator let her off at a stop not close to her home and then turn and 
stopped at a location that would have been closer to her home. 

Closed 

Inconclusive. 
Reviewed video.  

            
LAWSUITS     There were no lawsuits filed during this reporting period     

INVESTIGATIONS     There were no investigations of the agency during this reporting 
period.     
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APPENDIX C.  PUBLIC OUTREACH 
Language Assistance Plan (LAP) 
The purpose of this Language Assistance Plan (LAP) is to provide guidance on the strategies used to 
provide language assistance to IndyGo customers who are not proficient in the English language. 
While the majority of the population within the IndyGo service area speaks English as their primary 
language, there are still many who struggle with language barriers preventing them from fully utilizing 
the transportation services that are available to them. 

IndyGo is committed to providing language services to allow all residents the ability to easily utilize its 
services; the LAP is a key tool in communicating what strategies IndyGo use. The LAP is also a 
requirement of Title VI of the Civil Rights Act of 1964, which states that recipients of Federal financial 
assistance may not discriminate with regard to race, color, or national origin. Additionally, Executive 
Order 13166, “Improving Access to Service for Person with Limited English Proficiency” requires 
recipients of Federal financial assistance to “examine the services it provides and develop and 
implement a system by which LEP persons can meaningfully access those services consistent with, 
and without unduly burdening, the fundamental mission of the agency.” 

FOUR FACTOR ANALYSIS 

A Four Factor Analysis is the first step in understanding the appropriate services IndyGo should offer 
to provide access. The analysis provides IndyGo with an understanding of what languages are 
prevalent in its service area, which is the entirety of Marion County, Indiana. 

1) Number or proportion of LEP persons eligible to be served or likely to be encountered by 
the program or recipient. 

The five-year American Community Survey (ACS) population estimates were used to determine the 
number of LEP persons eligible to be served. Data from the ACS (2020) were pulled from table C16001, 
“Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over”, and 
aggregated to the top 5 languages, as shown in Table 0-7. The figures presented are for individuals 
who speak English less than “very well”, as self-reported by the individual. B16001 is used but only by 
aggregating the Public Use Microdata Area (PUMA).  

The total population above 5 years old in Marion County was 887,866. Of those individuals, over 
55,000 reported not speaking English very well; the total percent of people within Marion County not 
speaking English well was 6.2%. 

Figure C-1. Top 5 Languages Spoken at Home (2020) 8 

Total Population (5 years or older) 887,866 
 

Limited English Proficiency (LEP) 55,544 
 

Percent LEP 6.3% 
 

   

 
8 Table B16001, “Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over”. American 
Community Survey, 2016-2020. Data are a combination of all PUMA datasets in Marion County, Indiana. 
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Top 5 Languages Spoken at Home Total LEP % of Total 
Spanish 33,121 3.7% 
Other Languages of Asia  8,115 0.9% 
Chinese  1,859 0.2% 
French (incl. Cajun)  1,763 0.2% 
Yoruba, Twi, Igbo, or other 
languages of West Africa 

1,555 0.2% 

Of those 55,544 individuals, the top 5 languages are Spanish, Other Languages of Asia, Chinese, French 
(including Cajun) and Yoruba, Twi, Igbo, or other languages of West Africa. Arabic was another 
language with greater than 1,000 persons.9 

The U.S. Department of Transportation (USDOT) has adopted the U.S. Department of Justice’s 
(USDOJ) Safe Harbor Provision. This provision requires that any eligible LEP language group that 
constitutes 5% or 1,000 persons merits consideration for written language services. Written language 
differs from interpretation in that interpretation is listening and orally translating. Translation, or 
written language services, requires text in one language to be translated to another. A summary of the 
Safe Harbor rules is in Table 8. 

Figure C-2. Summary of Safe Harbor Standards and Provision of Written Language Assistance 

Size of Language Group Recommended Provision of Written Language 
Assistance 

1,000 or more in the eligible population in the 
market area or among current beneficiaries 

Translated vital documents 

More than 5% of the eligible population or 
beneficiaries and more than 50 in number 

Translated vital documents 

More than 5% of the eligible population or 
beneficiaries and 50 or less in number 

Translated written notice of right to receive free 
oral interpretation of documents 

5% or less of the eligible population or 
beneficiaries and less than 1,000 in number 

No written translation is required. 

 

In Table 9, the listing of languages in B16001 which are potential safe harbor languages is presented. 
Only one language, Spanish, exceeds 5% and 1,000 persons. All other languages only exceed 1,000 
persons. 

 
9 Table B16001, “Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over”. American 
Community Survey, 2016-2020. Data are a combination of all PUMA datasets in Marion County, Indiana. 
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Figure C-3. Number and Percentage of Persons who are Limited English Proficiency in Marion County 

Language Spoken at Home LEP Population % of All Persons 

Spanish 33,121 3.7% 

Other languages of Asia 8,115 0.9% 

Chinese 1,859 0.2% 

French (including Cajun) 1,763 0.2% 

Yoruba, Twi, Igbo, or other 
languages of West Africa 

1,555 0.2% 

Arabic 1,276 0.1% 

 

2) The frequency with which LEP persons come into contact with the program. 

The LEP analysis should also include an analysis of the likelihood that these LEP populations interact 
with IndyGo, the public transportation provider for Marion County. In examining the ACS 2020 5-year 
data (Table B08113) on the means of transportation for workers, only 7,095 of 461,418 workers use 
public transportation. Of those 7,095 workers, only 752 reported speaking English less than “very 
well”. The small number of commuters who use public transportation limits the likelihood that 
individuals other than the largest LEP group would need to access IndyGo services. The largest LEP 
group speaks Spanish at home, accounting for 585 of the 752 LEP reported in B08113. 

Requests for translation/interpretative language services are sent to Customer Care Center. Specific 
projects may also provide translation / interpretative language services.  

Using 2016 on-board survey data, a higher percentage of individuals report as LEP than the 2020 ACS 
data; 8.0% compared to 6.3%. For those who reported their race/ethnicity and language at home, 
Asian, Hispanic/Latino, and Native Hawaiian/Pacific Islander exceeded 40% as a total of all individuals 
who reported those races/ethnicities. Black/African American reported 715 compared to 467 for 
Hispanic/Latino for individuals reported speaking another language at home. 

IndyGo’s Customer Care Center data can be used to understand the frequency with which LEP persons 
interact with IndyGo. The Care Center, currently outsourced, seeks to employ bilingual 
(English/Spanish) speaker. All other individuals needing translation can use the Language Line, which 
supports the translation of 240 languages. From January – September 2022, 43 calls were made to the 
Language Line; all were for Spanish interpretation assistance. Call center employees assisted the 
following individuals with Spanish translation: 
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Appendix Table C-1. Number of Spanish-Speaking Individuals Assisted by the IndyGo Care Center 

Year Spanish-Speaking 
Callers** 

2020 * 

2021 469 

2022* 1,117 

* Data cannot be accessed for the time period beyond 13 months from the date requested. Therefore, 
no 2020 data was available. 

** January to October, 2022. Data from the IndyGo Call Center. This represents the number of 
individuals who press the button for Spanish. 

From September 2019 to October 2022, there were over 1.1 million users on the IndyGo website. 
IndyGo is able to extract the preferred language used by a visitor as their default setting. The following 
are the top five non-English languages used to translate IndyGo’s website in that time frame: 

Figure C-4. Top 5 Non-English Languages Used to Translate IndyGo’s Website 

Language User / % of Total 

Spanish (US) 6,357 (0.55%) 

Spanish (Latin 
America) 

5,858 (0.51%) 

Chinese 1,982 (0.17%) 

Spanish (Spain) 1,677 (0.15%) 

French (France) 1,285 (0.11%) 

 

3) The nature and importance of the program, activity, or service provided by the program 
to people’s lives. 

IndyGo provides fixed-route and paratransit service to residents of Marion County, Indiana. The 
service connects residents to employment opportunities, cultural and social engagements, and civic 
institutions. For many residents who are unable to own or operate an automobile, IndyGo’s service is 
a lifeline.  
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4) The resources available to the recipient for LEP outreach, as well as the costs associated 
with the outreach. 

Based on the previous three factors, IndyGo will commit resources to implement the strategies in the 
LAP for, primarily, Spanish-speaking individuals. IndyGo will also continue to support its existing 
strategies while evaluating the effectiveness of the existing strategies. Deficient strategies or new 
strategies that will enhance the customer accessibility for LEP individuals will be evaluated based on 
its resource-intensity and available budget.  

From September 2019 to October 2022, IndyGo spent approximately $7,452 on LUNA Language 
Services. LUNA Language Services is primarily written translation but also provides interpretative 
services. RATP Dev, an IndyGo vendor, is now responsible for the Language Line contract as part of 
their responsibilities Customer Care Center. 

LANGUAGE ASSISTANCE STRATEGIES 

Based on the Four Factor analysis above, the most predominant language spoken by LEP persons is 
Spanish. Because of this, IndyGo focuses the majority of its language assistance on Spanish-speaking 
customers. Language assistance for other languages is typically provided on an as-needed basis. 

IndyGo employs a variety of strategies to provide language assistance to LEP persons:  

1. Translation of Vital Documents 

IndyGo will continue translating its identified vital documents into Spanish and providing 
those documents on the website and available on request. IndyGo requests a ten-day 
notice for requests for written translation services for any IndyGo document, not just the 
vital documents identified below. 

IndyGo’s vital documents are identified as the following: 

• Title VI Public Notice 
• Title VI / ADA Complaint Form 
• Access (ADA Paratransit) Application 
• Eligibility Determinations for Access10 
• Fixed Route Rider’s Guide 
• Access Rider’s Guide 
• Route Maps 
• Notice of Public Meetings with Public Comments Requested 
• Employment Applications (including Access) 

 
IndyGo provides a Spanish translation of its website, including a translation of the online 
comment form. IndyGo service and schedule information is available on Google Transit, 
which supports the translation of information into many non-English languages. 
Additionally, IndyGo also provides instructions in Spanish on how to use Google Transit. 

 
10 As needed based on the potential client’s preferred language. 
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2. Translation for Other Documents and On Transit Property 

All other documents can be made available within ten business days of request: 11 

• Braille information and bus route cards for the visually impaired. 
• Interpreters for public meetings, including American Sign Language, and non-

English speakers. 
• Audio transcribing. 
• Travel trainings (for groups of 15 or more). 

 
Before project-specific public meetings and hearings, IndyGo posts advertisements in 
both English and Spanish to encourage LEP participation. Advertisements are also 
placed in a local Spanish-language publication, La Voz de Indiana.  
 
Special on-board audio and print announcements are utilized to alert customers of 
upcoming service changes, important safety messages and opportunities for public 
input. Announcements are recorded in both English and Spanish. 
 

3. Employee Training and Monitoring 
According to LEP guidance provided by the USDOT, “Staff members should know their 
obligations to provide meaningful access to information and services for LEP persons, 
and all employees in public contact positions should be properly training.” 
 
For IndyGo employees who are likely to encounter LEP persons during the course of their 
work, education about IndyGo’s LEP policies are included as part of their new employee 
orientation. All employees are made aware of the LAP document and their 
responsibilities to ensuring that the requirements set forth in this plan are met. 
Employees are also encouraged to review the FTA PowerPoint presentation titled, 
“Providing Language Access to Persons with Limited English Proficiency and Low 
Literacy.” Additional LEP training is given to employees on a case-by-case basis based on 
employee, supervisor, and customer feedback. 
 
IndyGo will seek to establish monitoring of and improve staff interactions with LEP 
persons in order to identify potential areas of need for language assistance. 
 

4. Employment of Multilingual Customer Service Staff 
IndyGo outsourced employment of Customer Care Center to a vendor. The vendor has 
access to the Language Line.  
 

UPDATING AND MONITORING THE LAP 

 
11 Per our Fixed Route Rider’s Guide (Updated August 2019). 
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IndyGo conducts ongoing internal monitoring of its language assistance practices to ensure that the 
strategies employed remain effective. This is accomplished partially through feedback from 
customers and IndyGo staff who are in frequent contact with LEP persons. If any aspects of the current 
plan are found to be ineffective, they will be revised or replaced with more suitable strategies. 

Additionally, as new technologies and strategies for language assistance become available, IndyGo 
will assess the viability and cost-effectiveness of implementing such measures.  
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Public Outreach Efforts 
The following table is a list of public outreach meetings or engagements conducted or attended by 
IndyGo staff from August 2019 to October 2022.  
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Public Involvement Program 
IndyGo’s Public Involvement Program was updated in 2020; a full copy is provided herein. 
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APPENDIX D.  SUBRECIPIENT COMPLIANCE 
Subrecipient Compliance 
Site Visit Checklist 
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Subrecipient Compliance Schedule 

Table D-1. Subrecipient Compliance Schedule 

Subrecipient 2020 
Review 

2021 
Review 

2022 Review 2023 Review 

Access Johnson County 10/7/2020 12/20/2021 
Updates only; 
email sent 
10/26/2022 

3rd Quarter 

Boner Center 10/7/2020 10/22/2021 Updates only 3rd Quarter 

Bosma Enterprises 10/16/2020 12/7/2021 Updates only 3rd Quarter 

Catholic Charities 1/29/2021 10/18/2021 Updates only 3rd Quarter 

CICOA Aging and In-Home 
Solutions 

10/9/2020 10/18/2021 Updates only 3rd Quarter 

Health and Hospital Corp. 10/14/2020 10/20/2021 Updates only 3rd Quarter 

Janus Development 
Services 

10/8/2020 10/29/2021 Updates only 3rd Quarter 

Johnson County Senior 
Services 

N/A; Review 
in 2021 
covered 
2020 

11/19/2021 Updates only 3rd Quarter 

Noble 10/16/2020 10/26/2021 Updates only 3rd Quarter 

PrimeLife Enrichment 
10/8/2020 

10/29/2021 Updates only 3rd Quarter 

Sycamore Services 12/10/2020  10/28/2021 Updates only 3rd Quarter 

Tangram 10/16/2020 
10/20/2021 

Updates only 3rd Quarter 
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APPENDIX E.  SERVICE STANDARDS 
Service Standards 
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2018 Service Standards, Amended Approval (2019) – Meeting 
Minutes 
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APPENDIX F.  DEMOGRAPHIC ANALYSIS 
The following maps were generated to meet the requirement to collect and report demographic data, 
as outlined in FTA Circular C 4702.1B, specifically Chapter IV-7.  

Map 1 – Base Map with Minority Population 
The following is a base map of IndyGo’s service area, overlaid Census block groups with transit 
facilities. Local bus stops are excluded from this map, with the except of stops with shelters, to 
preserve the visualization literacy of the map. 
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Map 1B – Recent and Planned Transit Facilities 
The following is a map of the recently constructed transit facilities and transit facilities planned to be 
constructed within the next five years.  
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Map 2 – Concentration of Minority and Poverty Populations 
The following map visualizes those block groups with a minority population and poverty population 
greater than the average for the service area. 
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APPENDIX G.  ON-BOARD SURVEY 
Survey Analysis Report 
In 2022, ETC Institute conducted an on-board passenger survey on behalf of Indianapolis Public 
Transportation Corporation (IndyGo). A total of 2,711 passenger surveys were collected between 
September 6, 2022 and October 3, 2022. The surveys were collected and analyzed to determine 
demographic characteristics and travel patterns of IndyGo riders. A summary of the analysis and 
findings from the passenger survey are detailed in this report. 

Key Findings from Passenger Survey 

Analysis of the passenger survey attempted to identify key travel patterns among IndyGo transit 
riders, determine the demographic characteristics of a typical IndyGo rider, and compare findings to 
general population trends within the IndyGo service area. Key findings from the on-board passenger 
survey are as follows: 

Demographics 
• 54 percent of riders are female and 46 percent are male. 
• More than 40 percent of riders are between the age of 19 and 34. 
• 70 percent of riders could not use a vehicle in lieu of their transit trip. 
• The majority of riders, about 75 percent, are employed either full-time or part-time. 
• More than 50 percent of riders have a household income that is less than $25,000. About 90 

percent of riders have household incomes less than $60,000. Less than 2 percent of transit 
riders have household incomes greater than $100,000. 

 
Travel Patterns 

• Home and work are the most common origin and destination points. 
o 48 percent of trips originate at the rider’s home while 36 percent end at their home. 
o 22 percent of trips originate at work and 24 percent end at work. 

• Walking is the primary mode of first and last mile mobility. 
o 94 percent of riders walk to the bus stop to access transit. 
o 94 percent of riders walk the last mile of their trips. 

• In the absence of IndyGo transit services, 27 percent of riders would not have made their trip, 
highlighting the importance of transit. 

o Without transit, the remaining passengers would have turned to the following 
alternatives: 
 22 percent would have ridden with someone else; 
 11 percent would have walked to their destination; 
 29 percent would have taken a taxi, Uber, or Lyft; 
 5 percent would have driven themselves; 
 5 percent would have bicycled; 
 The remaining would have used car share, taken a shuttle, taken transit to a 

different location, or found some other form of transportation. 
Fares 

• The most popular method of fare types are: 1 trip (cash on bus), 1 day pass, and MyKey (Tap 
card). These three fare types account for 75 percent of trips.  

o Nearly 72 percent of passengers pay full fare. About 8 percent pay the disabled fare 
and 4.5 percent pay the senior rate. 
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Typical Rider 

In 2022, IndyGo’s typical weekday passenger is a Black/African American female between the ages of 
35 and 49. The typical passenger is employed with a household income under $25,000 per year. The 
current IndyGo rider is transit dependent with limited access to a vehicle. The rider uses transit to 
travel to and from home and work. They start their transit trip by walking to their stop and end their 
trip by walking to their destination. If IndyGo services are not available, the rider completes their 
journey by riding with a friend, walking, or skipping the trip. She uses cash on the bus and walks less 
than ¼ mile to and from the bus stop. She only takes one stop to arrive at her destination. 

Around 58 percent of Indianapolis residents are white, 27 percent are Black or African American, 10 
percent are Hispanic or Latino, two percent are Asian, and the remaining three percent of residents 
are American Indian, Pacific Islander, or two or more races. with a friend or skip the trip. 

Demographic Comparison 

Compare minority riders with non-minority riders and low-income riders with non-low-income riders. 

 

Table G-1 Summary of Selected Survey Responses for Minority and Non-Minority Riders 

 Minority Rider Non-Minority Rider 
Income 77% with household incomes 

under $35k 
73% with household incomes 
under $35k 

Employment 78% employed, 53% full-time 73% employed, 52% full-time 
Trip Purpose 27% destined for work 25% destined for work 
Fare Type 65% use 1-trip cash or day pass 61% use 1-trip cash or day pass 
Vehicle Access 71% had no access to a vehicle 

during their trip 
67% had no access to a vehicle 
during their trip 

Without Transit 25% would have not made trip 
without transit 

29% would not have made trip 
without transit 

Accessing Transit 94% walked to transit 91% walked to transit 
 

Table G-2 Summary of Selected Survey Responses for Low-Income and Non-Low-Income Riders 

 Low-Income Rider Non-Low-Income Rider 
Employment 72% employed, 49% full-time 87% employed, 65% full-time 
Trip Purpose 24% destined for work 29% destined for work 
Fare Type 65% use 1-trip cash or day pass 62% use 1-trip cash or day pass 
Vehicle Access 77% had no access to a vehicle 

during their trip 
65% had no access to a vehicle 
during their trip 

Without Transit 31% would have not made trip 
without transit 

18% would not have made trip 
without transit 

Accessing Transit 93% walked to transit 92% walked to transit 
Language 7% speak a language 

other than English at home 
10% speak a language 
other than English at home 
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Passenger Survey 
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APPENDIX H.  SERVICE MONITORING REPORT 
Service Monitoring Report 
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Service Monitoring Board Action Item 

[TO BE INSERTED AFTER BOARD APPROVAL} 
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APPENDIX I.  POLICY ADOPTION 
Adoption of Major Service Change, Disproportionate Burden, and 
Disparate Impact Policies 
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APPENDIX J.  EQUITY ANALYSES 
IndyGo completed several equity analysis, as required, for a variety of projects.  

Service and Fare Equity Analyses: 

• System-wide Service Changes (April 2020) 
• Route 901 Service Change (March 2022) 
• Future Service Plan (January 2023) 
• October 2021 Service Changes (January 2023) 

Site Equity Analyses: 

• Paratransit operations and call center facility at 2425 West Michigan Street, Indianapolis, IN 
• East Campus administrative and operations center, 9503 and 9050 East 33rd Street, 

Indianapolis, IN 
• Southside mobility hub, 8905 S. Madison Avenue, Indianapolis, IN12 

Major service changes and fare equity analyses require the IPTC Board of Directors to review and 
adopt the analysis. Meeting minutes for those IPTC Board of Directors’ meetings are included in this 
appendix. Site equity analysis do not have to be reviewed and approved by the IPTC Board of 
Directors.  

  

 
12 This purchase was a separate parcel north of the existing property owned by IndyGo and not part of a NEPA planning 
process. 
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System-wide Service Changes 
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System-wide Service Changes Minutes 
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Route 901 Service Changes 
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Route 901 Service Changes Minutes 
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Future Service Plan 
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Future Service Plan Minutes 
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October 2021 Service Changes 
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October 2021 Service Changes Minutes 
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Paratransit Operations and Call Center Facility 
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