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Language Access Implementation Plan (2024) 
 
The Language Access Implementation Plan explains how the agency will provide services to 
people who have limited English proficiency (LEP). 
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This Plan includes information about: 
 

1. Agency Mission and Services 
2. Agency Language Access Policy 
3. Language Access Needs Assessment 
4. Notice of the Right to Language Access Services 
5. Provision of Language Access Services 
6. Resource Planning 
7. Training 
8. Continuous Improvement Planning 
9. Goals and Actions Planning  
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[NOTE: In this section, include the signature of the LAC and the agency head/ 
commissioner, and attach LAIP. The signatures signify that agencies will take 
necessary steps to advance equity and inclusion of individuals with LEP.]  
 
 

                               
_____________________________________________________________________  

Jin Moon, Language Access Coordinator, Taxi & Limousine Commission   6/7/24         
 
 

___________________________________________________________________ 

David Do, Chairperson/Commissioner, Taxi and Limousine Commission    6/7/24 
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Section 1. Agency Mission and Services 
 
The New York City Taxi and Limousine Commission (TLC), created in 1971, is the agency 
responsible for licensing and regulating New York City's yellow and green taxi cabs, for-hire 
vehicles, commuter vans, and paratransit vehicles. The Commission's board consists of nine 
members, eight of whom are unsalaried commissioners. The salaried Chair/Commissioner 
presides over regularly scheduled public commission meetings and is the head of the agency. 
 
The New York City Taxi and Limousine Commission (TLC) is committed to regulating accessible, 
reliable, and safe transportation options for all New Yorkers. A large part of this involves 
recognizing and addressing the needs of our licensees, including those who have limited English 
proficiency (LEP). TLC licensees reflect the diversity of New York City, with 93% of the 
population born outside of the U.S. speaking more than 100 different languages. The agency 
communicates and interacts with our licensees and members of the public both in-person and 
virtually by email and social media.  
 
Some of the services offered by the different divisions of the agency include the following:  
 

 Licensing and Standards 
 
TLC’s Licensing and Standards Division processes various transactions relating to 
licensing and compliance. All units within the division work together to provide licensing 
support throughout the agency. The division also includes the call center, which 
addresses inquiries directed to the agency that range from questions about applying for 
a TLC license and what to do after leaving property in a taxicab to commending a TLC-
licensed driver for superior behavior or exemplary service. This unit is also responsible 
for developing driver education and training curriculums, auditing education providers, 
and overseeing the examination process. 
 

 Policy and Community Affairs 
 
The Office of Policy provides administrative guidance and spearheads new projects and 
initiatives within the TLC. Policy manages and conducts large research projects and pilot 
programs, such as FHV Accessibility and the Flexible Fare Pilot. Policy research focuses 
on the core areas of TLC’s regulatory power—ensuring safety, accessibility, and 
accountability—utilizing taxi and for-hire vehicle trip data and administrative data on 
drivers and vehicles. The Office of Community Affairs (OCA) is the Taxi and Limousine 
Commission’s primary public-facing unit. The office works to answer non-licensing-
related correspondence, interfaces with elected officials and sister city agencies, and 
provides language access services to the agency. Importantly, the team works closely 
with the Office of Policy to keep licensees, industry stakeholders, and the riding public 
up to date on agency rules and initiatives. 
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 Safety and Emissions 
 

The TLC Safety and Emissions Division conducts inspections of TLC-licensed vehicles. 
Each year, the team conducts over 153,000 vehicle inspections. Located in Woodside, 
the Safety and Emissions facility is a New York State licensed inspection facility, testing 
for all NYS-required safety and emissions elements such as properly functioning brakes, 
seatbelts, lights, suspension components, and emission systems. Additionally, vehicles 
are inspected for all TLC-required equipment and markings, such as taximeters in yellow 
and green cabs and base markings on livery vehicles. Only vehicles that successfully pass 
TLC inspection can be used to transport passengers for hire. 

 

 Enforcement 
 

The Enforcement Division of the Uniformed Services Bureau (USB) is a specialized law 
enforcement division comprised of peace officers who are designated as NYC Special 
Patrolmen. The primary mission of enforcement is to maintain public safety by deterring 
the illegal operation of unlicensed vehicles and ensuring compliance with all TLC rules 
and regulations, vehicle traffic laws, the Administrative Code, and NYC rules and 
regulations within its jurisdiction. Officers perform on-street enforcement of TLC-
licensed drivers and vehicles as well as unlicensed for-hire operators who pose a serious 
threat to public safety. In addition to its on-street enforcement role, the division also 
ensures compliance with applicable TLC rules by taxi garages, FHV bases, taximeter 
shops, and driver education schools. 

 

 Finance 

 
TLC's Finance Division is responsible for overseeing the agency's budget, procuring 
goods and services, and managing accessibility programs. The division includes the 
Owner Driver Resource Center, where licensees can seek free financial counseling, legal 
services, and other useful resources. The unit also manages the Taxi Improvement Fund 
(TIF), which supports medallion owners and drivers that place accessible vehicles on the 
road to ensure that all customers have equitable access to taxi transportation services. 
Within the Finance Division, the Cashier’s Unit is responsible for receiving payments, 
issuing receipts, and maintaining and keeping track of all monetary transaction records.  

 

 Office of Inclusion 

The Office of Inclusion was created by the Taxi and Limousine Commission in response 
to Local Law 219 of 2018 to ensure that the riding public receives equal and courteous 
service from taxis and for-hire vehicles. The unit’s main goals are to reduce service 
refusals, end discrimination by TLC-licensed drivers, develop and implement anti-bias 
training for TLC-licensed drivers and bases, advocate for drivers who have been 
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victimized by crime, and track and monitor crimes committed against TLC-licensed 
drivers. 

 

 Legal 

 
The Legal Affairs Division is the agency’s in-house legal counsel. The division provides 
legal advice for the various divisions at the TLC. The Legal Affairs Division also drafts 
agency rules, executes agreements, enforces rules, and works on litigation with the New 
York City Law Department. Additionally, it is responsible for hosting public hearings and 
meetings and making available the agency’s rules on the agency’s website. The 
Prosecutions Division investigates and litigates all violations and summonses. The Driver 
Protection Unit investigates complaints submitted by TLC licensees that allege that they 
have been subjected to illegal conduct, including failure to pay drivers what they earned 
by providing a trip, failure to return a driver’s security deposit, failure to provide drivers 
copies of documents required under TLC rules, including leases and receipts, 
overcharges of lease or vehicle purchase amounts, acts of identity theft, and retaliation 
for filing a complaint with the TLC. The unit also reviews TLC rules to improve drivers’ 
rights and regularly provides drivers’ rights trainings throughout New York City. 

 

 Public Affairs 

 
The Public Affairs Unit is the point of contact for news media, organizations, and the 
general public seeking information about agency programs, policies, procedures, and 
services. This unit is also responsible for handling press requests, updating digital 
content on the agency’s website, creating and publishing social media content and 
promotional posts across all social media platforms, and monitoring all agency social 
media channels. 
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Section 2. Agency Language Access Policy 

 
TLC’s Language Access Coordinator is located within the Office of Community Affairs, TLC’s 
primary public-facing unit. It is the goal of the TLC to ensure that LEP individuals are able to 
access agency services, participate in agency decision-making, and understand agency notices. 
Comprehensive language access services at TLC will augment the ability of consumers to 
understand their rights as passengers, licensees to navigate the agency’s regulations, and 
applicants to apply for TLC licenses. This language access plan will guide the provision of 
equitable services at TLC by reinforcing protocols and procedures for:  
 

 Providing phone and in-person interpretation to all individuals with limited English 
proficiency.  
 

 Maintaining multilingual signage advertising the availability of free interpretation 
services at all public-facing facilities.  
 

 Translating the most commonly distributed documents and communications containing 
essential licensing and passenger safety information into the 10 designated citywide 
languages under Local Law 30.  

 Identifying language needs in all outreach efforts and providing language services at 
public and community events.  

 Training all public-facing staff on how to provide language access services to individuals 
with LEP.  

 Allowing family members, friends, or other people to provide interpretation on non-
complex issues that require a quick response.  

 Keeping a list of multilingual staff. 
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Section 3. Language Access Needs Assessment 
 

TLC's assessment of its translation and interpretation needs is guided by the United States 
Department of Justice’s (DOJ) 4-Factor Analysis and the requirements described in Local Law 30 
and Executive Order 120.   

 
Factor 1: The Number or Proportion of LEP Persons in the Eligible Service Population 
 
TLC-licensed drivers represent the largest category of the agency’s licensees, numbering over 
177,000. Many of these drivers also hold additional TLC licenses (for example, drivers often own 
the vehicles they operate and are licensed as drivers and vehicle owners). TLC-licensed drivers 
reflect the diversity of New York City. Professional drivers are born in dozens of countries and 
speak over 100 different languages. Over half of all TLC-licensed drivers hail from five countries: 
Bangladesh, Pakistan, India, the Dominican Republic, and China. Over 85 percent of drivers live 
within the five boroughs, predominantly in Queens and Brooklyn. Other than English, the most 
common languages spoken by TLC licensees are Spanish, Bengali, Chinese (Cantonese and 
Mandarin), Arabic, Russian, Urdu, French, Hindi, Nepali, and Punjabi. The data on commonly 
spoken languages are tracked through calls made to the agency via our telephonic 
interpretation vendors Language Line and Voiance. 
 
Factor 2: The Frequency with Which LEP Individuals Come into Contact with the Agency 
 
TLC staff interact with the public in person at TLC’s Customer Service Center in Long Island City, 
Queens; at the Safety and Emissions Inspection Facility in Woodside, Queens; at citywide 
outreach events; and on the road during routine enforcement. Additionally, staff interacts with 
members of the public over the phone, by email, through social media, and through the 
agency’s publications and website. While TLC has reduced the need for most licensees to 
appear in person, certain transactions still need to occur at TLC offices. The Licensing Division 
alone served over 69,625 customers in CY 2023 at the Customer Service Center. At the 
inspection facility, TLC staff performed 113,362 vehicle inspections in CY 2023. Additionally, 
both TLC's Licensing and Prosecution Divisions provided telephonic interpretation for 17,251 
calls in over 30 languages in CY 2023. The Office of Community Affairs (OCA) sends informative 
emails, available resources, industry notices, and agency updates to licensees throughout the 
year. Additionally, staff shares information through TLC’s website and social media, informing 
drivers in a wide variety of ways. Outside of the 10 designated citywide languages required 
under Local Law 30, drivers have requested Georgian, Nepali, Punjabi, and Uzbek.  
 
Factor 3: The Importance of the Benefit, Service, Information, or Encounter to the LEP Person 
 
TLC is the regulatory agency tasked with creating and maintaining rules for the operation of 
taxis and for-hire vehicles, as well as safeguarding the rights of the riding public. Failure to 
provide language access services to the LEP population would negatively impact our licensees 
and a broad section of the traveling public. Language Access is important because it ensures 
that individuals with limited English proficiency are informed of, able to participate, and gain 
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access to and benefit from the services, programs, and activities offered by the agency in a 
meaningful way. By providing adequate language access services, we can help our licensees 
obtain and maintain a license with the TLC. 
 
Factor 4: Available Language Access Resources 
 
TLC relies primarily on language services vendor contracts for document translation and 
telephonic, in-person, and virtual interpretation to provide necessary language access services. 
TLC has a dedicated Language Access Coordinator within the Office of Community Affairs and 
maintains a list of bilingual staff in public-facing units that can provide interpretation for 
situations that require a quick or immediate response. TLC also relies on multi-lingual staff to 
engage directly with LEP New Yorkers at TLC offices and in the field. 
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Section 4. Notice of the Right to Language Access Services 

 
TLC displays “Interpretation Services Available” signage in prominent locations at all of its 
public-facing facilities that provide “Point to your language. An interpreter will be called.” 
instructions in 24 languages and states that interpretation is available at no cost. The agency’s 
Language Access Coordinator periodically visits public-facing facilities to monitor the condition 
and placement of the signs to ensure compliance. 
 
In 2023, TLC started a monthly pilot outreach program called TLC Mobile Van Hailin', which has 
successfully become a fully functioning agency initiative after 10 months. By combining 
teamwork, exceptional customer service, and collaboration with various units within the 
agency, the initiative brought the agency’s services to the licensees in their own communities 
across the five boroughs, creating a one-stop shop for all services offered at our licensing office. 
 
During the initial planning stage, the Office of Community Affairs utilizes the NYC Population 
Fact Finder to survey the demographics and languages commonly used or spoken in the 
community district where the event is taking place and plan language needs accordingly 
(bilingual staff, interpreters, phone interpretation, translated materials, etc.). This ensures that 
culturally and linguistically appropriate strategies are implemented when providing services to 
both licensees and members of the public who are non-English speakers or have limited English 
proficiency. The Language Access Coordinator is also present at community outreach events to 
assist in identifying individuals with LEP and to provide interpretation services through bilingual 
staff, translation apps, and by phone. Multiple signs displaying the availability of interpretation 
services are also clearly posted in highly visible locations. 
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Section 5. Provision of Language Access Services 
 
A. Interpretation  

 
TLC currently uses the vendor Language Line Solutions, which provides telephonic 
interpretation in over 240 languages. All TLC staff members have access to telephonic 
interpretation services from any TLC telephone or TLC mobile device. The Language Access 
Coordinator provides training on how to access telephonic interpretation services, and 
instructions are also available on the agency's intranet site. Additionally, phone labels on how 
to access an interpreter by phone are posted near staff working stations. Both in-person and 
virtual interpretations are done consecutively. This is a way of interpreting in which the 
speakers make a speech or say a few sentences while the interpreter listens in and takes notes. 
The interpreter then reproduces what the speaker has said for the audience. The Language 
Access Coordinator handles all forms of communication with the interpreter regarding 
instructions and other inquiries through the primary vendor. Staff must submit all 
interpretation requests via the Language Access Request Form at least one week prior to the 
date of the event. Cancellation requests must be sent to the Language Access Coordinator 48 
business hours prior to the assignment or event. 
  
As of July 2023, the TLC also has a secondary phone interpretation provider, Voiance LLC., for 
situations where the primary phone interpretation vendor cannot provide services. While the 
TLC does not have exact data on the number of LEP drivers, we will continue to devote 
resources to translating essential documents into the 10 designated citywide languages. While 
Hindi and Punjabi are not included in the 10 designated citywide languages, they are commonly 
spoken languages by TLC-licensed drivers, in addition to Georgian and Nepali, which are also 
frequently requested. 
  
All TLC staff working in public-facing units or who interact and communicate regularly with the 
public (Base and Business Unit, Vehicle Unit, Driver Licensing Unit, Call Center, Counter 
Operations and Customer Service Unit, Compliance Unit, and External Affairs) must adhere to 
the following: 
 

 Know how to access telephonic interpretation services from your office or work phone. 
 Have the agency’s client ID or account number and the respective unit’s access codes 

readily available. Stickers or decals on how to access an interpreter should be posted on 
office or work phones. Reach out to TLC’s Language Access Coordinator for an access 
code. 

 Use headsets equipped with microphones when accessing and providing telephonic 
interpretation services. The customer will use the handset of the phone at the facility. 
For three-way conversations, the agency will consider investing in extra handsets if 
there is a need. If headsets and TLC telephones are not available or cannot be accessed 
by members of the public, consider assisting the LEP customer through bilingual staff, 
translation apps, or dialing in an interpreter through a TLC mobile device. For situations 
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that are more complex, reach out to the agency’s Language Access Coordinator for 
further guidance. 

 Do not have a conversation on the speakerphone when providing telephonic 
interpretation services in public spaces. Staff must ensure that any content and sensitive 
information discussed are not shared out loud with others. 

 
B. Translation  

 

TLC uses the services of International Language Services, Inc., a minority and women-owned 
business enterprise (M/WBE) certified with the City of New York, to translate the most 
commonly distributed English documents and communications. TLC staff trained in plain 
language best practices review and edit all public-facing documents before they are translated. 
As part of this review, TLC staff also determines whether the content is “essential” (information 
necessary to obtain or maintain a TLC license) and, as such, should be translated into the 10 
designated citywide languages and additional languages based on our licensee population. 
Additionally, the language vendor follows plain language guidelines to the extent possible, and 
linguists are advised to mimic the tone of the source materials so the translations stay true to 
the original documents. 

 

All emails and forms of communication sent out to licensees are translated into the city’s 10 
designated citywide languages and Punjabi to ensure effective outreach, engagement, and 
communication with LEP communities. In addition to securing interpreters through the 
contracted vendor, TLC’s multilingual outreach staff are also frequently assigned to attend 
outreach events based on their language skills and the anticipated language needs of the 
audience and the community. 

 

Some examples of documents and communications translated into the10 designated citywide 
languages include: 

 

 Essential licensing guides, forms, applications, and checklists 
 Licensee-wide email blasts about TLC rules and regulations 
 Industry notices explaining new TLC rules and policies 
 TLC Driver License Exams and Renewal Course 
 Citywide distributed passenger informational materials (e.g., palm cards, flyers, videos, 

etc.) about TLC's accessible dispatch, safety, service refusal, and other agency initiatives. 
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For examples of documents commonly distributed to the public and translated into the 10 
designated citywide languages that contain or elicit important and necessary information 
regarding enforcement of the laws and rules by the agency, please see exhibits A, B, and C in the 
Appendix under Section 10.  

TLC frequently works with bilingual staff, staff from TLC-Approved Driver Education, and staff 
from industry stakeholders to ensure the quality of all our translated materials. Our reviewers 
are a mix of native speakers, bilingual, or highly proficient in the target languages, and many 
have years of experience translating and working in the for-hire industry. Moreover, to review 
high-profile documents and communications, such as our required Driver Education Exam, TLC 
has contracts with consultants certified by the American Translators Association (ATA) for all 10 
languages. Using a licensed translator, the TLC’s Public Affairs unit translates all industry 
notices—critical notices that get distributed to all TLC licensees—in the 10 languages most 
spoken by TLC licensees. TLC also regularly engages with ethnic and community media through 
our media distribution list. The agency recently adopted a new policy of switching press 
releases from PDF to HTML format, which now allows all press releases to be translated into 
numerous languages through the built-in translator on TLC’s website. 

 

C. Digital communication  

 

TLC has built-in translators available on its website. Industry notices are distributed to TLC 

licensees with translations in the 10 designated citywide languages via a licensed translation 

service. TLC communicates with City Hall to identify new ethnic and community media (ECM) 

outlets as well as maintain a distribution list of ECM outlets. TLC’s Public Affairs unit also works 

with the IT department and our Disability Service Facilitator to audit the agency website to 

increase accessibility and address any issues. As mentioned previously, the TLC works with a 

licensed translation service to ensure the quality of the translation of digital communications. 

D. Emergency communications 

While NYC Emergency Management (NYCEM) and other agencies may provide guidance and 

lead large-scale emergency responses, TLC has a bank of translated language for emergency 

communications that require quick dissemination. For emergency messages that go beyond 

those of the current bank language and that require a quick turnaround, the TLC utilizes 

expedited translation services through its contracted language services provider. During an 

emergency, the Language Access Coordinator will work closely with the TLC’s Office of 

Community Affairs (OCA) and the agency’s Emergency Management Liaison to make every 

effort to disseminate emergency communications in a timely manner that will be available and 

accessible in the 10 designated citywide languages. 
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The TLC has the following emergency communications translated into the 10 designated 

citywide languages: 

 Con Edison Power Outage 

 Conserve Energy Voltage Reduction 

 Flood Advisory 

 Hurricane 

 Severe Thunderstorm Warning 

 Tornado Warning 

 Traffic Delays 

 Travel Advisory 

 Winter Storm Warning 

The TLC is required to have the capability to maintain continuous operations in accordance with 

the City of New York’s Continuity of Operations (COOP) program, whereby city agencies will 

have in place viable and executable COOP plans to ensure the performance of their essential 

services during emergencies. This includes information on both primary and alternate operating 

facilities, as well as the continuity of management and decision-making authority of senior 

leadership in the event that senior leadership or technical personnel are unavailable or 

incapacitated. TLC has identified the agency’s essential services that must not be interrupted or 

must be rapidly and efficiently resumed within 12 hours following any emergency or significant 

disruption. 

Although the impact of an emergency cannot be predicted, planning for operations to continue 

for a minimum of up to 30 days can mitigate or reduce any negative impact on TLC’s core 

mission. To ensure this capability, TLC has prepared a COOP plan with an all-hazards approach to 

use as a management framework that will establish operational procedures and guide the 

restoration of essential services regardless of the nature of the disruption. The agency’s 

Language Access Coordinator, Jin Moon, serves as the point person for the coordination of 

language access during an emergency in situations when there is a sudden increase in the need 

for language access services in a language other than the city’s 10 designated citywide 

languages and works closely with the agency’s emergency management liaison, Andrew Riley, 

Deputy Director of Operations. 

All content and text on the TLC website is human-translated and proofread. Users with LEP are 

able to change their preferred language on the webpage by selecting the language from the list 

in the top right corner. In cases of emergencies, multilingual outreach is conducted by bilingual 

staff and through phone interpretation. 
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When required, social media can be translated through a combination of auto-translation and 

proofreading by TLC employees fluent in a particular language. TLC’s Public Affairs unit values 

ethnic and community media and regularly engages with stakeholders. Numerous ethnic and 

community media (ECM) outlets are included in our distribution list, and we also have an 

outreach strategy to expand ECM coverage. We recently worked with the Spanish-language 

publication El Taxista to include a monthly column from the Commissioner. Other than English, 

Spanish is the number-one language spoken by TLC licensees. 
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Section 6. Resource Planning 

To ensure equitable language access for members of the public who are LEP, the Language 

Access Coordinator reviews language access metrics each year to determine the sufficiency of 

available resources to meet the current LEP population's needs and recommend any necessary 

budget resource allocation changes. 

 

A. Bi-/multi-lingual staffing 

 

Some TLC staff in public-facing units speak a language other than English. The TLC will utilize 

bilingual staff to provide interpretation in situations and interactions that are casual and non-

complex. For all community outreach and public events, the Language Access Coordinator will 

use the NYC Population Fact Finder to survey the demographics and languages commonly used 

or spoken in the region where the event is taking place and plan language needs accordingly, 

whether there is a need for bilingual staff, interpreters, phone interpretation, free interpretation 

signage, translated materials, etc. TLC’s Enforcement Unit will keep and maintain a list of 

bilingual enforcement officers that can be reached when an interpreter is not available or 

cannot be reached. TLC’s Safety & Emissions (S&E) Unit will also keep and maintain a list of 

bilingual inspectors and the languages spoken by those inspectors. TLC staff can reach out to the 

Language Access Coordinator if they are interested in becoming certified in the non-English 

language. This will save the agency money on contracts and help develop staff talent. 

 
B. Language service vendor contract 

TLC’s Language Access Coordinator maintains records of the agency’s language services through 

monthly invoices and reports from our interpretation and translation vendors. Spending for 

contracted services with language vendors is tracked through a spreadsheet that contains the 

name of the project, request date, completion date, the total price of the project, and any 

additional notes. TLC will use metrics from the contracted language access providers to report 

requests for interpretation and translation services. 
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TLC has the following contracts in place: 

 

Vendor name  Procurement 
method  

Purpose of the 
contract  

Language(s) 
provided by 
the vendor  

Period of 
contract  

Total award 

amount of 

contract 
International 

Language Services   
MWBE Non- 
Competitive 

Small Purchase 

Interpreter and 
Translation  

Services   

Over 173  
languages 

July 1, 2022, ~ 
June 30, 2025  

$450,000.00 

Language Line  Task Order Telephonic 
Interpretation  

Services 

Over 240  
languages 

June 1, 2022, ~ 
June 2, 2025  

$282,042.88 

Voiance (CyraCom 
International, Inc.) 

Task Order Telephonic 
Interpretation  

Services 

Over 200  
languages 

July 1, 2023, ~ 
June 30, 2024  

$1,000.00 

 

C. Partnership with Community-Based Organizations (CBO) 

 

TLC currently has no partnerships with community-based organizations (CBOs) to provide 

language access services to bridge the gap between the city government and community 

members that are LEP. The agency plans to collaborate with CBOs in the upcoming years.  
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Section 7. Training 
 

TLC’s Language Access Coordinator will work with various departments across the agency to 
facilitate language access training for all staff who communicate regularly and directly with the 
public who may have LEP. Training may be virtual or in-person and includes information on 
complying with EO120 and LL30, the agency’s language access policies, protocols for all 
language service requests, steps to access an interpreter over the phone, best practices for 
providing language access, and ways to communicate effectively and respectfully with LEP 
individuals. 
 
The Language Access Coordinator regularly attends MOIA-led workshops and refresher training 
sessions that provide guidance on serving LEP individuals, updates on new language access laws 
and requirements, ensuring language access services are readily accessible and available, plain 
language use, and the importance of providing meaningful access to those with LEP. Periodic 
and on-demand employee workshops and training sessions are attended by staff in public-facing 
units to provide awareness of language-related resources available to the public and how to use 
the agency's internal Language Access Request Form. 
 
Employees are instructed not to use instant translation apps like Google Translate when 
communicating with an LEP individual, and these should only be used in situations that need a 
quick or immediate response. Bilingual staff may only be used to provide interpretation in 
casual and non-complex situations. Before attending outreach and public events, the Office of 
Community Affairs assesses the need for in-person interpretation and ensures that there are 
bilingual staff that speak the language of the demographic area of the service population. At 
these events, individuals' preferred languages are recorded and tracked through driver intake 
forms.  
 
At TLC’s Uniformed Services Bureau (USB), which engages in inspection and enforcement 
functions, there is great diversity with respect to languages spoken by officers and inspectors. 
Officers within the field and inspectors in the inspection facility are aware of the additional 
languages spoken by their colleagues. When they engage an LEP individual and neither they nor 
their partner speaks the same language, they will first ask for assistance from one of their 
colleagues. If there is no one available who speaks the same language as that individual, they 
will then utilize TLC’s vendor, Language Line, for which they have been trained to use. 
 
Due to each unit’s tasks and work location, language access training and protocols may vary. 
 
A. Telephonic Interpretation 

All TLC staff working in public-facing units or that interact and communicate regularly with the 

public are trained on how to provide phone interpretation services and must adhere to the 

following: 

 

 Know how to access telephonic interpretation services from your office or work phone. 
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 Have the agency’s client ID or account number and the respective unit’s access codes 

readily available. Stickers or decals on how to access an interpreter should be posted on 

office or work phones. 

 Use headsets equipped with microphones when accessing and providing telephonic 

interpretation services. The customer will use the handset of the phone at the facility. 

For three-way conversations, consider investing in extra handsets. 

 Never put a conversation on speakerphone when providing telephonic interpretation 

services in public spaces. Staff must ensure that any content and information discussed 

are not shared out loud with others. 

 

TLC’s Language Access Coordinator manages and keeps a daily log of telephonic interpretation 

requests in all languages to ensure that staff provides culturally and linguistically appropriate 

customer service to individuals with LEP. Ensuring the quality of language services is critical to 

communicating effectively with the public and TLC licensees who are LEPs. 

  

TLC will continue to work to expeditiously resolve language access complaints and monitor all 

feedback and suggestions received from the public. Staff responsible for the intake and review 

of 311 complaints and written correspondence will forward them to the Language Access 

Coordinator, who will ensure these complaints are received and addressed. The agency's 

number of language access complaints will be included in all annual language access 

assessments. Any program beneficiary, program participant, or member of the public with LEP 

who believes that the agency’s language access services have not been adequate may file a 

written complaint by contacting TLC’s Language Access Coordinator, Jin Moon, at 

Jin.Moon@tlc.nyc.gov. 

  

B. In-Person/Virtual Interpretation 

All in-person or virtual interpretations are done consecutively. This is a way of interpreting in 
which the speakers make a speech or say even a few sentences while the interpreter listens and 
takes notes. The interpreter then reproduces what the speaker has said for the audience. The 
Language Access Coordinator handles all forms of communication with the interpreter regarding 
instructions, additional dates, and other inquiries through the primary vendor. 
 
Staff should submit all interpretation requests via the agency’s Language Access Request Form 
at least one week prior to the date of the event. Cancellation requests must be sent to the 
Language Access Coordinator 48 business hours prior to the assignment or event. 
 
C. Document Translation 

At TLC, all documents are translated into the city’s 10 designated citywide languages unless 

requested otherwise. Agency staff will review documents to ensure that they are written in 

plain language with no excessive use of abbreviations, jargon, and other technical terminology 

mailto:Jin.Moon@tlc.nyc.gov
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before submitting a document translation request via the agency’s Language Access Request 

Form. When submitting a document translation request, staff should indicate the deadline or 

the due date and the languages that need translation. It should be noted that the standard 

turnaround time for document translations is typically 7–10 business days. 
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Section 8. Continuous Improvement Planning 

 

The TLC remains committed to developing and improving ways to maintain communications 

with the members of the public that have LEP. The Language Access Coordinator will periodically 

evaluate the agency’s language access plan and policies to ensure that they work effectively for 

the organization and the needs of the service population. The agency will continue to collect 

and monitor accurate and reliable data on interpretation and translation services from all 

public-facing units in addition to data provided by language access providers to evaluate and 

assess language needs. 

 

TLC will continue to: 

 

 Conduct an assessment by collecting and analyzing relevant data to understand and 

identify the specific challenges and needs of the communities impacted by language 

access. 

 Evaluate and improve available resources translated into the city’s 10 designated 

citywide languages and acquire additional resources that might be helpful to LEP 

individuals. 

 Monitor the utilization rates of the different types of language access services used 

throughout the agency. 

 Collect preferred language data collected through driver intake forms and during intake 

processes for all outreach events. 

 Determine whether simultaneous or in-person interpretation formats are needed for 

outreach events, public hearings, and other agency initiatives. 

 Resolve language access complaints and suggestions submitted by individuals with LEP. 

 Stay current on community demographics and collaborate with community-based 

organizations that specialize in providing services to immigrant and/or LEP populations 

that can assist with tasks that a language service might not be able to do, for example, 

finding and connecting with local communities, building trust and engaging with them, 

identifying communities with unique needs, and assisting in ensuring high quality, 

accuracy, and speed of language service delivery. 
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Section 9. Goals and actions planning 
 

Priority Language Access Need Root Causes(s) Language Access Goal 

Ensure commonly distributed documents 

and all communication are translated in 10 

designated citywide languages in addition 

to Punjabi. 

TLC drivers speak more than 100 

languages and there was an 

increase for demand in 

translations in Punjabi. 

To be more inclusive of the 

languages spoken by TLC’s 

driving community.  

Adapt existing Language Access Training to 

an online/virtual platform to ensure staff 

unable to attend in-person trainings can 

receive. 

 

All TLC staff in front-facing units 

must know how to provide 

interpretation services over the 

phone. 

To eliminate barriers and 

ensure that all TLC licensees 

and members of the public 

have meaningful and equitable 

access to our services. 

 

Incorporate consideration of language 

access in emergency 

notifications/communications. 

Most TLC licensees have limited 

English proficiency (LEP), so it is 

important to have emergency 

communications translated into 

the languages they speak.    

To ensure that emergency 

communications are 

disseminated quickly to all TLC 

licensees in the languages that 

are commonly spoken by the 

community.  

Action Steps/ Milestones Staff Responsible Timeline 

Continue to translate all commonly 

distributed documents, flyers, and written 

forms of communication into 10 

designated citywide languages and 

Punjabi. 

 

Upload and update all recently translated 

documents on TLC’s website.  

 

Office of Community Affairs  

 

Licensing & Standards Division 

 

Public Affairs Unit  

 

 

 

 

 

Ongoing  

Adapt existing Language Access Training to 

an online/virtual platform. 

 

Office of Community Affairs  

 

Operations, People & Innovation 

Division 

 

 

 

2025-2027 

Create and translate notices for all types 

of emergency communications into the 10 

designated citywide languages and 

Punjabi. 

 

 

Office of Community Affairs  

 

Operations, People & Innovation 

Division 

 

 

 

Ongoing through 2024 
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Section 10.  Appendix  
 

Exhibit 1: Typical email blast sent out to licensees announcing a Notice of Public Hearing and 
Opportunity to Comment on Proposed Rules translated into 11 languages other than English.  
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Exhibit 2: Example of TLC Industry Notice translated into 10 languages other than English posted 
on the agency’s website.  
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Exhibit 3: An example of a palm card for passengers translated into Spanish.  
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Exhibit 4: Flyer describing Interpretation Services provided by Language Line Solutions, TLC’s 
telephonic interpretation provider. 
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Exhibit 5: Flyer describing how TLC employees can access Interpretation Services provided by 
Language Line Solutions, TLC’s telephonic interpretation provider. 
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