
Title VI Training for Transit 
Ambassadors 



FEDERAL TITLE VI REQUIREMENTS

Objective:

To ensure that public funds are not spent in a way that 
encourages, subsidizes, or results in discrimination.  

Legal Basis:

Title VI of the Civil Rights Act of 1964 (Title VI)
42 U.S.C. § 2000d et seq.

“No person in the United States shall on the ground of race, 
color, or national origin be excluded from participation in, 
denied the benefits of, or subjected to discrimination under 
any program or activity receiving Federal financial 
assistance.”
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Title VI and Nondiscrimination 
Provisions
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Title VI (Legislation)
FTA and FHWA 

• Race

• Color

• National Origin (Including 
proficiency in English)

Environmental Justice 
(Executive Order)
FTA and FHWA 

• Low-income & Minority

Americans with 
Disabilities Act (Legislation) 

FTA and FHWA 

• Disability

Additional Guidance
FHWA

• Age

• Sex



State Level Protections 

• In addition to federal prohibitions against discrimination, 
state law prohibits discrimination in “places of public 
accommodation” across a wider range of protected 
categories, including:

– Sexual Orientation 
– Ancestry
– Gender
– Gender Identity or Expression
– Religion
– Creed
– Ancestry 
– Veteran’s Status 
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Common Interactions with the Public

• MBTA Stations & Bus Stops 
• Call Center(s) 
• Walk-ins to HQ and District Offices
• Public Meetings & Hearings
• Open Houses
• Workshops
• One-on-one Meetings
• Targeted Outreach to Stakeholders, Committees, Task Forces, or 

Study Groups
• Mailing and E-mail Lists
• Information Stands
• Social Media
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Handling Customer 
Discrimination Complaints 
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Title VI Discrimination Complaint 
Requirements 

Federal Requirement: 
Federal Law requires that all recipients of federal financial assistance 
provide customers with the right to file a complaint either orally or 
written if an MBTA employee violated their civil rights. 

FTA Reporting:
To be in compliance with Title VI of the Civil Rights Act of 1964, the 
MBTA is required to prepare and submit a complete list of all active 
investigations, lawsuits, and complaints to FTA every three years. 

Value: 
Having a firm understanding of the different type of discrimination 
complaints you will encounter is critical to the complaint intake 
process, and the overall peace of mind of the customer. 
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Discrimination Complaint 
Examples -

Seeking more information: A customer just moved to the Boston 
area. Where they used to live, they had an experience where a bus 
refused to stop for them because they are a person of color. This 
person wants to know whom to contact at the MBTA if the same 
thing occurs here. 

Simple complaint: A senior Asian passenger approaches you at 
the station to report an adverse experience she had boarding an 
inbound trolley. The passenger explained that she was having 
trouble feeding money into the fare collection box, where the 
operator appeared to be impatient and muttered under his breath 
about “these people always slow down the line.” Meanwhile, he 
allowed non-cash paying customers to board ahead of her while 
waiting until she completed her cash payment when everyone else 
was onboard. 
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Discrimination Complaint 
Examples -

Complicated complaint: A member of a local 
transportation advocacy group approaches to voice his 
concern that a proposed MBTA fare increase will have a 
“disparate impact” on low-income riders.

Third party or group complaint:  The parent of a young 
African-American male comes to you and say’s that her 
child was ordered off of a train by the conductor at 
Downtown Crossing and was temporarily required to stay 
on the platform and speak with the MBTA police.  She 
believes this was wrong and wants to address the matter 
with “someone in charge.”
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Techniques on listening to a Customer 
Complaint 
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Customers may not use the word “Discrimination” but 
instead may state that they were: 

➢Disrespected
➢Made to feel 

uncomfortable
➢Treated unfairly 
➢Put down
➢Ignored
➢Treated differently 

➢Stereotyped 
➢Targeted
➢Met with a bad attitude
➢Verbally Abused
➢Shocked 
➢Disgusted
➢Threatened 



Handling Civil Rights Complaint

Do 
➢ Provide instructions on how to file 

a complaint

➢ Follow your customer service 
etiquette training

➢ If necessary, assist the customer 
with contacting the Call Center

➢ Contact Language Line if a 
customer does not speak English 
or speaks it poorly. 

➢ Provide the customer with the 
contact information of the Office 
of Diversity and Civil Rights and 
advise that someone will follow 
up with them shortly.  

Do not  
➢ Weigh in on the merits of the 

complaints  

➢ Predict the outcome 

➢ Expect customers to use industry 
jargon, like “Title VI” or “Civil 
Rights” or “Discrimination.”

➢ Rush the customer 

➢ Share details of the complaint 
with colleagues 

➢ Become emotionally involved 

➢ Attempt to explain Title VI or 
Discrimination Law  
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MBTA Language Access 
Requirements 
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Language Considerations 

Definition of “Limited English Proficient”

FTA: 

• “Limited English Proficient (LEP) persons refers to 
persons for whom English is not their primary 
language and who have a limited ability to read, 
write, speak, or understand English. It includes people 
who reported to the U.S. Census that they speak 
English less than very well, not well, or not at all.”
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Department of Justice 
Tips and Tricks 
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• Anticipate changes in traffic volume due to seasonal 
changes, student schedules, tourism, local events, etc. 

• Use the “I Speak Card” to assist you with identifying the 
customers spoken language. 

• Use short simple sentences. Avoid compound phrases, 
double negatives, rambling phrases, colloquialisms, etc. 

• A persons English proficiency cannot be determined by 
their appearance or listening to their accent. 



MBTA Language Resources
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• Language related resources used by the MBTA that could be 
helpful include: 

• “I-Speak” Cards to identify language of speaker 

• Google Translate Application – for real-time communication with a 
LEP customers 

• Customer Call Center Support – Language Line 

• MBTA System-Maps, Title VI Notices, and other station resources

• ODCR Title VI Unit – technical assistance on language access matters



Key Considerations for Managers

Supervisors have a key duty to ensure effective language access 
and should:

• Understand language access obligations and ensure staff is 
trained to provide language access support 

• Identify and furnish resources to provide language services 

• Recruit staff with foreign language capabilities

• Coordinate with ODCR’s Title VI staff on language access 
questions or concerns

• Conduct routine survey’s for staff to understand challenges, 
resource needs, and frequently encountered 

• Provide leadership to address problems with language access 
support
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ODCR Contact and Timing Information 

ODCR Complaint Response Contact Information: 

Mail:  Office of Diversity and Civil Rights (ODCR)

10 Park Plaza 

Boston, MA 02116

Phone: (857) 368-8580; for Relay Service dial 711

E-mail: MBTACivilRights@mbta.com

Background on ODCR on Complaints:  ODCR’s Investigations Unit handles 
most complaints received from members of the public.  Customers are 
typically contacted within 24-48 hours of a complaint receipt, and active 
investigation begins shortly thereafter.   Depending on complexity, 
complaints are handled as expeditiously as possible. 

ODCR’s Title VI Unit provides information, outreach and informal resolution 
of complaint, and investigates complex civil rights matters in collaboration 
with the Investigations Unit and the Office of General Counsel, as needed. 
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