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Language Access Plan




Introduction

A. Executive Order

On July 22, 2008 Mayor Bloomberg signed Executive Order 120, which outlined two primary
responsibilities for New York City (“NYC” or the “City”) agencies:

1.

Designate a Language Access Coordinator within 45 days of the date of the Executive
Order to oversee the creation and execution of an agency-specific internal language
access policy and implementation plan

Develop such Language Access Policy and Implementation Plan by January 1, 2009

B. Background

1.

New York City’s unique customer base requires cultural competency and language access
for its limited English proficient (LEP) customers. According to American Community
Survey (ACS) U.S. Census data as prepared by the Population Division of the New York City
Department of City Planning (DCP):

NYC is home to approximately 3.4 million immigrants

Almost half of NYC residents speak a language other than English at home

1.8 million New Yorkers, or approximately % of NYC's population, identify themselves as
limited English proficient

The most common languages spoken and read by LEP individuals in NYC are:

1. Spanish

2. Chinese

3. Russian

4. Korean

5. ltalian

6. Haitian Creole

There are two federal mandates that guarantee the provision of meaningful access to
federally-funded services for LEP individuals:
a. Title VI of the 1964 Civil Rights Act:
= Prohibits federally funded agencies and programs from discriminating against
individuals based on race, religion, sex and national origin, also includes
meaningful access to LEP customers
b. President’s Executive Order 13166, “Improving Access to Services for Persons
with Limited English Proficiency” (August 11, 2000):
= |nstructs federal agencies to improve access to services by mandating that any
federally conducted or assisted program or activities (i.e., recipients of federal
funding) must provide meaningful access for LEP customers

Although these mandates cover many City social programs, Mayor Bloomberg signed the
first local law regarding language access in 2003:
a. Local Law 73 (2003), Equal Access to Human Services Law:



= Requires the NYC Human Resources Administration, Department of Homeless
Services, Administration for Children Services, and Department of Health and
Mental Hygiene to provide specific language access services and collect data on
the LEP populations that they serve.

C. Role of the Mayor's Office

The Mayor’s Office will be available to support City agencies as they create their own language
access polices and plans:
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D.

Working with Language Access Coordinators in creating policies and plans
Sharing examples of functioning Language Access Plans

Distributing leading practices for language access planning

Providing technical support as questions arise

Reviewing language access plans for compliance with Executive Order 120
Creating citywide tools/solutions for providing language access

DOT’s Language Access Coordinator

The New York City’s Department of Transportation (“DOT” or the “Department”) Language
Access Coordinator should be a current employee of the Department who:
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Acts as DOT’s Customer Service Liaison or works closely with the Customer Service Liaison
Has familiarity with customer based divisions of DOT

Has decision-making authority

Dedicates time to creating DOT’s Language Access Plan and monitors its implementation
Oversees the collection of data on current customer base as needed

Provides assessment and analysis of current programs

Provides support to Borough and DOT Unit leadership on language access services

Develops reporting tools and/or systems to capture data

Oversees the development and distributions of materials to inform DOT staff and customers
of language access programs, policies and procedures

. Liaises with the Mayor’s Office regarding DOT’s Language Access Plan and implementation

strategy

. Creates a year-end summary report of DOT’s progress and compliance with Executive Order

120



I. Agency Mission and Services
A. Mission of the Agency

DOT’s mission is to provide for the safe, efficient, and environmentally responsible movement
of people and goods in the City of New York and to maintain and enhance the transportation
infrastructure crucial to the economic vitality and quality of life of our primary customers, City
residents. Our agency's work is guided by Sustainable Streets, the Strategic Plan for the New
York City Department of Transportation 2008 and Beyond.! We are customer-driven in all our
activities. We seek opportunities to create partnerships in the provision of transportation
services through appropriate relationships and alliances. To accomplish our mission, the
Department works to achieve the following goals:

Provide safe, efficient, and environmentally responsible movement of pedestrians, goods,
and vehicular traffic on the streets, highways, bridges, and waterways of the City's
transportation network;

Improve traffic mobility and reduce congestion throughout the City;

Rehabilitate and maintain the City's infrastructure, including bridges, tunnels, streets,
sidewalks, and highways;

Encourage the use of mass transit and sustainable modes of transportation; and

Conduct traffic safety educational programs.

B. Direct Services Offered

DOT has a staff of over 4,000 that oversees one of the most complex urban transportation
networks in the world. Our staff manages approximately 5,800 miles of streets, sidewalks, and
highways and 789 bridge structures, including six tunnels. DOT staff installs and maintains over
1.3 million street signs, traffic signals at more than 11,900 signalized intersections, over
300,000 streetlights, 69 million linear feet of markings, and approximately 63,000 parking
meters. DOT promotes the use of sustainable modes of transportation. We design bicycle
facilities, bus lanes, and public plazas. We operate the Staten Island Ferry, which serves over 19
million people annually, oversee ferry operations on City-owned piers, and administer a
citywide program advancing the use of alternative fuels. We educate students and adults
Citywide about street safety. Our staff issues parking permits to people with disabilities, not-
for-profit agencies and governmental entities, and commercial vehicle permits for trucks; issues
construction permits for work in City streets; and manages the City's Adopt-a-Highway
program.

! Available for download at DOT’s website: www.nyc.gov/dot



http://nyc.gov/html/dot/html/about/stratplan.shtml
http://nyc.gov/html/dot/html/about/stratplan.shtml
http://www.nyc.gov/dot

Il. Agency's Language Access Goals
A. Goal of Agency's Language Access Plan

DOT'’s goal is to provide meaningful access for DOT’s LEP customers to DOT services and
materials by developing and implementing an agency-specific language assistance plan to
improve the accessibility of DOT services to eligible LEP customers.

B. Gauging Success
To know whether DOT has successfully implemented its Language Access Plan:

1. DOT’s Customer Service Group will collect data on our interactions with LEP customers
2. DOT’s Language Access Coordinator will:
a. Oversee the collection of data on current customer base as needed
b. Provide assessment and analysis of current programs
c. Develop reporting tools and/or systems to capture data
d. Oversees the development and distributions of materials to inform staff and
customers of language access programs, policies and procedures
e. Create a year-end summary report of progress and compliance with Executive
Order 120.

Ill. LEP Population Assessment
A. Utilizing the Top Six Citywide LEP Languages

1. The Department will utilize the top six citywide LEP languages in our implementation plan
based on ACS U.S. Census data as prepared by the Population Division of DCP (hereinafter
“Census data”), combined with institutional knowledge and ongoing community outreach.

2. For the Staten Island Ferry, the Department will utilize the languages identified as part of
the Federal Transit Administration’s (“FTA”) 2008 Triennial Review to comply with FTA
regulations as explained below.

3. If DOT determines that services will be provided to a group that primarily speaks another
language not included as part of the top six citywide LEP languages, DOT will make
adjustments where practicable and necessary.

B. Execution of the Department of Justice's Four-Factor Analysis

1. Asset forth in Executive Order 120, an agency’s Language Access Plan shall be developed by
undertaking the four-factor analysis, which is based on Presidential Executive Order 13166
(August 11, 2000) and policy guidance issued by the U.S. Department of Justice effective
June 12, 2002 (hereinafter “DOJ Guidance”).?

2. According to DOJ Guidance, what constitutes reasonable steps to ensure meaningful access
will be contingent on the four factors below.

267 FR 41455



The number or proportion of LEP persons in the eligible service

Factor 1 .
population

1. DOT provides direct public services citywide. Therefore, DOT utilized, and will continue to
utilize, available Census data, combined with institutional knowledge and ongoing
community outreach to determine the number or proportion of LEP persons in the eligible
service population and the breadth and scope of language services that are needed.

2. Asstated above, NYC, DOT’s customer base, has:
a. Approximately 3.4 million immigrants
b. Almost half of its population speaking a language other than English at home

c. Approximately one quarter of its population, 1.8 million New Yorkers, identifying

themselves as LEP.
3. The percentage breakdown of the most common languages spoken and read by the
approximately 1.8 million LEP individuals in the City is:

Language Percent
Spanish 50.8
Chinese 14.3
Russian 6.8
Korean 3.0
Italian 2.3
Haitian Creole 2.1

4. For the Staten Island Ferry, which must comply with FTA regulations and, therefore, Title VI
of the Civil Rights Act of 1964, DOT has additional information as DOT performed a Title VI

Update on May 9, 2008 as part of the FTA’s Triennial review. Pursuant to this Update, which

contained a separate demographic analysis based on census and internal information, DOT

determined that the top four languages in which to translate Title VI related postings on the

vessels and in the Ferry terminals were Spanish, Chinese, Korean and Russian. DOT will
continue to focus on providing meaningful access opportunities to ferry riders in those
languages.

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

Factor 2

1. DOT’s direct public services can be further divided into two categories: (1) daily services;
and (2) periodic services. Daily services are consistent, day-to-day services such as those
provided by our permit offices. Periodic services are DOT’s periodic outreach efforts which
focus on specific populations or neighborhoods, such as street safety educational programs
for students and/or adults.



2. For daily services, the Department will determine the proportion of LEP persons in the
eligible service area based on U.S. Census data, other internal data, such as available data
on DOT customers and data obtained from 311.

a. 311, New York City’s phone number for government information and non-
emergency services, provides translation services in over 120 languages to any
caller. Most DOT requests are processed by 311 and, consequently, most DOT
service requests can be made in any language. However, a small number of calls
are transferred directly to DOT divisions. The following table shows DOT’s
available data on calls requiring language assistance from 2004 to 2008°:

Grand Total 67,403 220
Parking Permit - City Employee 1,480 1
. . . Truck Permit - Restricted Use Roads 2,428 12
Authorized Parking Permits
Parking Permit - Non-Profit Organization 1,792 1
Parking Space Request 2,383 10
Authorized Parking Permits Total 8,083 24
. Sidewalk Banner Permit 592 4
Banner Unit
Street Banner Permit 287 0
Banner Unit Total 879 4
Bridge Opening for Boat Traffic 218 0
Maritime Navigation Lights Complaint 23 0
Bridges
Truck Permit - Oversize Trucks 10,018 21
Truck Permit - Special Hauling 253 1
Bridges Total 10,512 22
Customer Service - 311 Information
Line Call for DOT Commissioner 6,744 =
Customer Service - 311 Information Line Total 6,744 11
Franchises, Concessions and Large Planter Installation Application 319 1
Consents
Revocable Consents 239 1

% Language Line is the vendor with which the NYC Department of Information Technology and Telecommunications
(DolTT) entered into a citywide contract to provide translation and interpretation services.



Franchises, Concessions and Consents Total 558 2
Office of Freight Mobility Truck Route Study 1,072 4
Office of Freight Mobility Total 1,072 4
Dumpster Permit - Bronx 475 0
Sidewalk Construction Permit - Bronx 1,071 5
Street Opening Permit - Bronx 95 0
Dumpster Permit - Brooklyn 1,249 8
Sidewalk Construction Permit - Brooklyn 2,293 11
Street Opening Permit - Brooklyn 274 0
Dumpster Permit - Manhattan 10,033 33
Permit Management Sidewalk Construction Permit - Manhattan 16,304 55
Street Opening Permit - Manhattan 1,463 1
Dumpster Permit - Queens 1,106 1
Sidewalk Construction Permit - Queens 2,581 27
Street Opening Permit - Queens 270 2
Dumpster Permit - Staten Island 214 0
Sidewalk Construction Permit - Staten Island 763 0
Street Opening Permit - Staten Island 109 0
Permit Management Total 38,300 143
Roadway Repair & Maintenance Adopt-A-Highway Information 362 1
Roadway Repair & Maintenance Total 362 1
Staten Island Borough Commissioner Right Turn on Red Request - Staten Island 71 0
Staten Island Borough Commissioner Total 71 0
Traffic Safety Education Safety Education - DWI Community Service 239 2
Safety Education - Request Materials or 292 1
Speaker
Safety Education - Seniors and Disabled 27 0
Safety Education for Schoolchildren - 7 4
Manhattan
Safety Education for Schoolchildren - Bronx 55 0
68 1

Safety Education for Schoolchildren - Brooklyn




Safety Education for Schoolchildren - Queens 53 1

Safety Education for Schoolchildren - Staten

Island 14 0
Traffic Safety Education Total 822 9
Grand Total 67,403 220

3. The breakdown, by language requested, of calls to 311 pertaining to DOT during the same
period as the table above is as follows:

Cantonese 49 24

9

French 1 0 1

Greek 1 0 1

Italian 2 0 0

Korean 8 3 0

Mandarin 58 25 23
Other 10 0 2

Polish 0

Russian 9

Spanish 23

Unspecified 58 17 17
Grand Total 220 76 61

4. The Department will continue to monitor 311 data and Language Line’s billings pertaining to
languages required, the nature of the transactions and the duration of each transaction for
reporting purposes.

5. The Department conducted an initial poll of DOT’s Borough Offices and determined that for
daily services, there is not an extant demand for language services at the Borough Office
level. This is mainly because the majority of DOT customers seeking DOT’s daily services are
expediters, who file documents with DOT on behalf of clients for a fee, and thus are not
typically LEP customers. DOT, however, will continue to monitor demand for language
services at the Borough Offices and further efforts will be made to determine if there is a
latent demand.



6. For periodic services, DOT will use available Census data, DCP community data, combined
with institutional knowledge and ongoing community outreach, to take reasonable steps to
provide meaningful opportunities for language access.

The importance of the benefit, service, information, or encounter to the

F
actor 3 LEP person

1. The Department recognizes that within the range of services it provides some services are
prioritized. Activities such as outreach, issuance of violations, legal actions, safety tips, work
notices and the like are of highest priority. Information about and an understanding of
these activities should be effectively communicated to all persons immediately affected.

2. Other activities and materials such as technical forms and optional meetings are of lesser
importance and hence a lower priority.

The resources available to the agency and the costs of providing

Factor 4 .
language services

1. The Department will implement interpretation and translation services based on the
evaluation of pertinent data collected.

2. Fortranslation and interpretation services, DOT will utilize DolTT’s citywide contract for
Language Line.

3. According to a Task Order submitted to DolTT, DOT estimates that the usage of language
services for the next three years will be as follows:

Service Estimated Use
Telephone Interpretation 280 minutes/month
Translation 18,966 words*

IV. Implementation Plan Logistics
A. Existing Access Opportunities

DOT has already undertaken several efforts to provide services to DOT’s LEP customers.
1. For periodic services and documents related to these services, the Department already
utilizes Census and DCP data to determine language access needs.

% This is the estimated word count for the one time translation of 18 DOT Forms into the top six LEP languages.
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2. These are some examples which highlight DOT’s commitment to provide safety and
regulatory materials to DOT’s LEP customers:
a. When a new bicycle lane was installed on Grand Street in Manhattan, an
information brochure detailing the changes was created. Based on DCP data, the
Department recognized the high proportion of Chinese and Spanish speaking
residents in the neighborhood. Utilizing an existing translation contract, the

brochure was translated into both languages to be printed and distributed in the
community:

What's Happening Here?

Improved A protected
traffic flow bicycle path

SGRAND-STREET

?iVéri"’c’:k'Stre_gtfé Ch‘rys'tie Stree’g_”"_ |

A safer street
for everyone

11
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DOT’s helmet distribution initiative. Local law requires that all commercial
cyclists wear helmets. Recognizing that many of the City’s delivery workers have
limited English proficiency, DOT initially partnered with the Chinese Consolidated
Benevolent Association and Chinese Chamber of Commerce to sponsor a helmet
fitting and giveaway event for delivery workers in Chinatown. In addition to
translators on site, DOT provided a helmet waiver form and summary of bicycle
rules and regulations in Chinese. Over 1,000 helmets were distributed.

As part of the “Safe Streets for Seniors” outreach program, LEP needs were
assessed and presentations and Q&A were provided with real time translations.
Translated materials were also provided.

. As part of the “Zero Tolerance” outreach program done in conjunction with the

NYPD, DOT Borough Commissioners distributed brochures such as this one
warning of the dangers of double parking while loading or unloading children:
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WARNING!

DO NOT DOUBLE PARK

YOU ARE PUTTING
DREN IN DANGER!

’ _
D0 NOT double-park while loading

oF unloading children.

DO NOT block or park in a crosswalk.

DRIVE CAREFULLY!
Obey spesd limits and look out fior children.

If you miest drive, park LEGALLY and WL

e Tl -
=9

SCHOOL STREETS ARE SAFER
WHEN WE ALL FOLLOW THE LAW!

iADVERTENCIA!
NO SE ESTACIONE EN DOBLE FILA

iSI LO HACE, USTED
PONE EN PELIGRO
A LOS NINOS!

e
2

O 5o estacd dobla fils cuando
e e s ma s T

NO hiogues ni 52 sstacions an los cuces
poatonales.

JCONDUZCA CON CUIDADO!
Oherdeacs kot Emites de wlocidad y tenga
culdadn con los nifios.

PERMITIN y CAMINE.

st enae |
= (a ®\
jLAS CALLES DE LA ESCUELA 50N MAS SEGURAS

CUARDO TODOS RES PETAMOS LA LEY)
wrwnyc.govidot

e. Sl Ferry Postings. To comply with FTA regulations, postings on the vessels and

Ferry terminals notify ferry riders of their Title VI rights and the process for filing

a complaint:

13



® Filing a Title VI complaint

Spanish .

DOT is committed to ensuring that no person is excluded from
participation in, or denied the benefits of, or be subject to discrimination
in the receipt of its services on the basis of race, color or national
origin as protected by Title VI of the Civil Rights Act of 1964,
as amended (“Title VI"). If you believe you have been subjected to
discrimination under Title VI, you may address a written complaint
during regular business hours to: Director of Passenger Services,
New York City Department of Transportation, Staten Island Ferries
Division, 1 Ferry Terminal Drive, Staten Island, New York 10301. At
other times, individuals should dial 311.

Mopaua xanobwl cornacHo
Pazpeny VI

Como presentar una
guerella de Titulo VI

DOT tiers &l compromiso de asegurar que
ninguna persona sea edclida da participar,
o que == ke nieguen bensficics, o que sea
objeto de discrimiracién debido a su mza,
calor u angen nacional al ecbir senvicios,
bisio la proteceiin del Tiule W de la Ley de
Derechos Civies de 1864, tal como fus
anmandado (“Titks V17). 5i usted cree qua ha
sido objeto de discrminaciin bajo el Tiulo
W, pueds presentar una querslla por escrita,
y durants las horas de oficing, a DOT,
Director of Passanger Services, MewYork
City Departrment of Trareportation, Staten
Island Femy Division, 1 Femy Terminal Drive,
Sitaten |sland, Mew York 10301, En
cualguier otro momento, las parsonas deban
marcar 311,

Senagraven T Tpancnopra (DOT) crpesimos x
TOMy, 4TO0E LMy e GE0 oTEIIINO B
THOLITRE M M YOI W LOT W YTOhE MA KT e
BN NOQEEDTET QA DA MAN AR N NDHIH Y
DO, LIET KOMA AIA 3THHECHI

IO O 0K EH A A, 4TO N DE M0 T 240
Pagnenom WVl Tawana 0 rpasnai oo npaax
1054 1. © MRS M O CUTH S A
{Pasnen VT). Bcon Bu cummaeme, yTo

T [T A [ CRDA A MIALAH M3 G0N0 BaHA X,
yoazanmex & Paanene V|, Bu woxere
COpATHTACE CNMOuMen oA Kanohol 1 paboyne
M0 K flADENTODY NACCARANCKHE FOnpT
{Dire-cior of Passenger Servioes | QenagrawenTa
TRannopTa r.Hu-fopxa no anpecy: Depart-
mert of Trngportation, Staben |sland Famy D
mion, 1 Fary Tamminal Drive, Staben lzland, Now
York 10304 . B wepabodn e yaow ImonmTe No
Tenedoy 311,

Russian

@ == HeHo| oHs WM

@ bR S R T

] 100 R NS
(Tl 1 o the Civil Rights Act of 1954

Chinese

EATRR e, BT A R R A
T, e ctEE T A e
SMLUEH, FEEAECEREET
TR, (T A R

87 (Mew York ity Depariment of

Traneportation) 7 T BEFEFEE (Director of

Passenger Services) S2HH A, subke

Staten lsland Femmy Division, 1 Femy Taminal

Drive, Steen leland, Mew ork 10801,
E RS, o1 Sk,

HHTCHRERE, B AR R,

Karean

HiE

74 B2 (Clvil Rights Act of 1964) 5
oE (el o] @ Ve =ao 2| Haio], DOTSY
Ml g HEaws o slol 2 57 = o8,
IR EC FUI IR Ela ot
UEH S| Hid of o] M F2H ok 2§ wa
2HER 2D 2lguo. oty s
e A oemel 2| M 4 EE wacdn
24| &M, 1 Farry Terminal Drive, Staten
lsland, Mew York 10012| £27) of 32 8
A 18 AHE OfYUUE HE| FH449
2 S 25| Director of Passsnger
Saryices, Mew York Clty Dapartment of
Transpaortation, Staten Island Famy
Division) @23 Mo BEHADE He 28
Al E HEsE 5 2lade oleg
Al angloa Fegsg = fladd.

=7 Please visit our website ai: www.nyc.govidot, or Dial 311
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B. Timeline/Major milestones

DOT will implement additional elements to complete our plan in phases:

Outreach Interpretation Services (Volunteer Language Bank) November 2008
Periodic Services Document Translation November 2008
Creation of a Language Access Plan January 1, 2009
Telephone Interpretation Services May 2009

Outreach Interpretation Services (Non-Volunteer) May 2009

Daily Services Document Translation May 2009-2012
Translation of signage at public service centers October 2009
Training of employees in public contact positions May 2009 & ongoing

C. Responsibility for Implementing the Language Access Plan

1. The responsibility for implementing and carrying out Executive Order 120 to ensure
meaningful access for DOT’s LEP customers is shared by the Department as a whole.

2. The language access program will be overseen by the Language Access Coordinator who will
serve as the primary point of contact for implementing the plan as well as the point of
contact for Mayoral level compliance reviews.

V. Service Provision Plan
Interpretation Services

As stated above, DOT will provide interpretation services over the phone and at public
service centers through the DolTT citywide contract for Language Line. Interpretation
services will be available in the top six LEP Languages, and all other Languages supported by
Language Line.

a. For public service centers, DOT is exploring the possibility of installing dual
handset phones for the use of interpretation services.

b. For Staten Island Ferry riders, DOT is exploring the possibility of adding Language
Line equipment to the “talking kiosks” in either or both Staten Island Ferry
Terminals for the use of interpretation services.

c. DOT will not require a family member or friend to be used as an interpreter
unless the applicant/customer requests such assistance from their family
member or friend.

d. DOT will post signs and utilize other materials developed by the Mayor’s Office
to inform our customers of the availability of free-of-charge interpretation
services.
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2. Identifying the Primary language of DOT customers

a.

DOT staff, both over the phone and at service centers, should ascertain as soon
as practical whether a customer is an LEP customer and, if so, the primary
language spoken by that customer.

It is recognized that evaluating the ability of the customer to communicate
effectively is essential in providing good service.

If an LEP customer is unable to identify its primary language spoken, we will call
Language Line and request an interpreter.

Language Line's staff will assist in identifying the customer's language.

DOT staff will also use any materials developed by the Mayor’s Office to aid in
identifying an LEP customer’s primary language such as a language identification
posters and “l Speak” cards.

NVYC
| speak...

Attention agency employves: Fleaze call an interpratar,
this custormar equires languags s=sistanca. See reverse
side far lamguage.

B. Translation of Written Materials

For the translation of written DOT materials into the top six citywide LEP Languages as
required, DOT will utilize the DolTT citywide contract for Language Line.

1. Essential Documents
Based on DOJ Guidance after applying the four-factor analysis an agency may
determine that the translation of vital written materials into the language of each
frequently-encountered LEP group eligible to be served and/or likely affected by the
recipient’s program is necessary. Such written materials to be translated could include:

a.
b.
C.

Consent and complaint forms

Intake forms with the potential for important consequences

Written notices of rights, denial, loss, or decreases in benefits or services, parole,
and other hearings

Notices of disciplinary action

Notices advising LEP persons of free language assistance

Written tests that measure competency for a license, job, or skill for which
knowledge of English is not required that does not require knowledge of English
Applications to participate in a program or activity or to receive benefits or
services
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2. The extent of an agency’s obligation to provide written translations of documents
should be determined by the agency on a case-by-case basis, looking at the totality of
the circumstances in light of the four factor analysis.

3. DOT has determined that the following documents meet the criteria established by the
U.S. Department of Justice:

Alternate Side Parking Calendar
Bicycle Rules and Regulations Brochure®
City Racks Application
City Racks Repair Request Form
DOT FOIL request Form
Municipal Parking Field Permit Application
Parking Card Application
Sidewalks Brochure
Parking Permit —Clergy Application
. Parking Permit for People with Disabilities (“PPPD”) -City application
. PPPD -State application
. PPPD-Lost or Stolen
. PPPD-Never Received
. PPPD-Permanent Vehicle Change Application
. PPPD-Renewal
. Staten Island Ferry Schedule
. Truck Rules and Regulations Guide
. Street (Holiday) Lighting application

LN EWNE
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a. Pursuant to a Task Order submitted to DolTT, DOT has requested translation of
these essential documents into the top six LEP languages.

b. Hard Copies of the above translated documents will be made available upon
request or via DOT’s website (see below).

4. DOT will incorporate plain language guidelines and standards® into all translated
materials so that documents are easy-to-read.

C. DOT’s website

The Mayor's Office, in conjunction with DolTT, is developing an online language access
policy pertaining to websites which the Department intends to follow where practicable. A
copy of DOT’s Language Access Plan and all translated DOT essential documents will be
posted online.

> DOT’s Bicycle Rules and Regulations Brochure has already been translated into Chinese and Spanish.
® A copy of “Easy-to-Read NYC: Guidelines for Clear and Effective Communication” is available at
www.nyc.gov/easytoread
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D. Signage at Public Service Centers

Mayor’s Office signage will be posted in all DOT public service centers, including the permit
offices in each Borough, to notify DOT customers of the availability of free-of-charge
interpretation services. DOT will also post directional signage where feasible.

Free Interpretation Service Available

Michasl . Blaambery
Mayor

Tregeni me gishi guhén teaj. Do 18 thEmasim nje
pérkthyes. Pérkibyes: do 18 memmel falas pér ju.

B e

English Tronsbation:

Thaia rvedpaaie

Ut g il e Al e

=1t / Bengall

artelrs wratg e [ eea ) gews MiETEIDe wied ot
et sy STy ofow

J Ay 0O (' O B NS -
ngais [ French

Paimlez vers volre langue el on sppellera wn
isterprete qui vous sera founy gratusement

Edapnxt § Greak

Anifen o vl e on S kaddnoupe fva Bagaumds
O Supppetog oog mopépranl dapeay.

Kreydl / Haltian Creole
1

cage dwilt ou sou kang ou pale & epl n ap rele yon
enlEprét pon on, Mo ba ou sbvis entéprét la gratls

BTG T e eTE Thie BB AU Layn
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Pollskd / Polish

Prossg wekazad swdj jgeyk 1 wessdemy Humaczs
Themacza zapewnimy bezplatmie.

Portuguis / Portuguese
Indaque s fulinmas. Uhm imlrprete ser ctamade
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Irura po ang inyoag wika
Izamg tapasalin ang ipapkakaleob nang libre s8 iy
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E. Outreach

To notify DOT’s customers about the services we are offering for DOT’s LEP customers, as
stated above, DOT will post signs in all public service centers, and will post DOT’s Language
Access Plans and all translated essential documents in our website. DOT will also explore
other ways to reach DOT’s LEP customers through DOT’s Communications Office.
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VI. Training

DOT’s effective commitment to Executive Order 120 requires a trained and knowledgeable
staff. DOT intends to implement the following training guidelines:

1. DOT’S Language Access Coordinator will provide a one-time orientation on DOT’s
language access programs, policies and procedures to all current DOT employees in public
contact positions. This orientation will include training on how to identify a customer’s
primary language. DOT’s Language Access Plan will be provided at the orientation and will
also be posted on DOT’s website. Training is expected to start by May 2009.

2. Information on DOT’s language access policies and procedures will also be transmitted to
new DOT employees in public contact positions as part of their new hire orientation. Such
new employees will also receive a copy of DOT’s Language Access Plan.

3. DOT’s Language Access Coordinator will make managerial and supervisory staff, even if
they do not interact regularly with LEP persons, fully aware of DOT’s Language Access Plan
in order to reinforce its importance and ensure its implementation by staff.

4. DOT’s Language Access Coordinator will oversee the development of the necessary
internal documents and materials to inform staff of DOT’s language access programs,
policies and procedures.

5.  Language Line will conduct training sessions for DOT employees who will be using their
service and equipment, and also provide tools and documents to guide employees.

6.  Cultural sensitivity training will be provided as part of mandatory customer service
training developed by the Mayor’s Office Customer Service Group and administered
through DCAS.

VII. Record Keeping and Evaluation

To evaluate the quality of our language access services, maintain records of such services and
to promote compliance with Executive Order 120 the Department will:

Maintain records pertaining to the requests for services in non-English languages.
Track feedback from LEP clients and from staff.
Create a year-end summary report of progress and compliance with Executive Order 120.
Utilize Language Line’s guidance on how to ensure quality in interpretation and
translation. According to Language Line, every completed transaction is quality checked
by a proof reader or editor before delivery to the customer.
5.  Viathe Language Access Coordinator review DOT’s Language Access Plan periodically for
the following:

a. Changes in the frequency of encounters with LEP language groups

b. Changes in resources including new technologies, additional resources, and

budget availability
c. Effectiveness of existing language assistance to LEP persons

PwnNpeE
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d. Whether identified sources for assistance are still available
e. Need to contract for additional interpreter services

VIIl. Resource Analysis and Planning

Based on the analysis of DOT’s institutional knowledge combined with ongoing community
outreach, 311 data, and DOT’s current resources, to implement the Department’s Language
Access Plan, the Department will:

1.  Utilize the citywide contract between DolTT and Language Line Services, Inc. to provide
training, foreign language interpretation and translation services.

2.  Utilize the Department’s existing volunteer language bank, when possible, to verify
translation services and serve as real time translators for walk-in customers and at
presentations. DOT will work to rely less on the volunteer language bank and more on
regular contract services.

3.  Utilize the Mayor's Office of Operations and the Mayor’s Office of Immigrant Affairs to
obtain assistance pertaining to the development and execution of the Department’s
Language Access Plan.

4.  Utilize any signage or other materials currently being developed by the Customer Service
Group of the Mayor’s Office of Operations to provide meaningful access opportunities.
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