Name and title of Language Access Coordinator:
Jade Acosta, Communications Assistant

I. Agency mission and background

The Department of Consumer Affairs (DCWP) protects and enhances the daily economic lives of
New Yorkers to help create thriving communities. DCWP licenses and regulates more than
75,000 businesses in more than 50 industries. The Agency strives to create a culture of
compliance in the marketplace by performing onsite inspections of businesses and enforcing
license regulations, weights and measures regulations and the NYC Consumer Protection Law.
DCWP also provides mediation and restitution for consumer complaints. Through the Office of
Labor Policy & Standards (OLPS), the Agency enforces various workplace laws, including Paid
Safe and Sick Leave, Fair Workweek, and protections for independent contractors under the
Freelance Isn’t Free Act by investigating complaints, conducting proactive investigations and
recovering restitution for workers. DCWP’s Office of Financial Empowerment (OFE) focuses on
initiatives that educate, empower and protect residents and neighborhoods with low incomes
so they can improve their financial health and build assets by providing free financial counseling
and coaching at NYC Financial Empowerment Centers, increasing access to safe and affordable
financial products and services and encouraging the use of NYC Free Tax Prep, which helps
eligible New Yorkers file their taxes for free and claim valuable tax credits.

Il. Agency language access policy and goals

DCWP believes that limited English proficiency (LEP) should not be a hindrance to accessing the
services and information the Agency provides. Without language access services consumers
would not be able to file complaints or know their consumer rights; business owners would not
be able to navigate the DCWP rules and regulations that govern commerce and the workplace in
New York City, nor would they be able to apply for a DCWP license; and workers would not be
able to make inquiries and file complaints. DCWP’s language access implementation plan is
intended to help staff provide excellent customer service to ensure meaningful access for LEP
New Yorkers. To ensure meaningful access for LEP New Yorkers, DCWP:

1. Translates those documents most commonly distributed to the public into the 10
designated citywide languages (English, Arabic, Bengali, French, Haitian Creole, Italian,
Korean, Polish, Russian, Simplified Chinese, Spanish, Traditional Chinese, and Urdu.);

2. Provides free interpretation services, including telephonic interpretation in up to 170
languages; and

3. Utilizes multilingual signage and collateral to inform New Yorkers of the availability of
such free interpretation services.

DCWP’s language access implementation plan describes how DCWP intends to provide such
language access services. DCWP has a language access coordinator who will facilitate the
implementation of the language access plan agency wide and serve as a resource to the Agency
on all language access issues.
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lll. LEP population assessment

The following LEP population assessment is based on the Four-Factor Analysis issued by the U.S.
Department of Justice. The factors are as follows:

1. The number or proportion of LEP persons in the eligible service population;

The frequency with which LEP individuals come into contact with the Agency;

3. Explanation of the nature and importance of the program/services for the LEP person
requiring language assistance;

4. The resources available to the Agency and the cost of providing language services.

N

Factor 1: Number or proportion of LEP persons in the eligible Service population

DCWP’s eligible service population is all New York City residents. According to the Department
of City Planning’s analysis of the 2018 American Community Survey, there are approximately
8.4 million New York City residents®. Approximately 48 percent of New Yorkers over the age of
5 spoke a language other than English at home?. Of that cohort approximately 22 percent
reported speaking English “less than well3.”

Factor 2: Frequency with which LEP Individuals come into contact with the agency

In CY2019, DCWP provided over the phone interpretation via Language Line 3,228 times.
Spanish comprised 57.6 percent of telephonic interpretation sessions followed by Mandarin
(22.2 percent), Cantonese (4.2 percent), Arabic (3.9 percent), Bengali (3.6 percent), Korean (3.1
percent), Russian (2.9 percent), French (0.5 percent), Haitian Creole (0.3 percent), and Hindi
(0.2 percent). Applicants for premises-based business licenses have the option to indicate a
language preference for inspections on their application. In CY2019, 10 percent of all applicants
indicated a preference. Top choices are Spanish (36.04 percent), Mandarin (27.25 percent),
Korean (15.07 percent), Cantonese (7.67 percent), Arabic (3.4 percent), Russian (2.97 percent),
and Bengali (1.9 percent).

Factor 3: Nature and Importance of the program/services for the LEP person

DCWP enforces key consumer protection, workplace, and business licensing laws. It is DCWP’s
goal to provide meaningful access to its services and information to LEP New Yorkers. Without
the availability of language access services, LEP New Yorkers could feel discouraged about filing
complaints and seeking restorative justice or be unaware of how to identify and report unlawful

1 https://www1l.nyc.gov/site/planning/planning-level/nyc-population/nyc-population.page
2 https://www1l.nyc.gov/assets/planning/download/pdf/planning-level/nyc-
population/acs/soc 2018acslyr nyc.pdf

3d.
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conduct; LEP business owners could be unaware of the laws that apply to their business and of
how to run a compliant establishment.

Factor 4: Resources available to the agency and the cost of providing language access services

DCWP had the following contracts in place to provide language access services in FY2019:
e Accurate Communication (American sign language interpretation and in-person
interpretation): $4,479.52
e Language Line Services (telephone interpretation and document translation):
$40,139.35
e Geneva Worldwide (transcription): $4,734.80
e Eriksen Translation, Inc. (document translation): $5,466.32

IV. Provision of language access services

A. Translation
Local Law 30 of 2017 (LL30) requires that DCWP identify and translate those documents most
commonly distributed (MCD) to the public into the designated citywide languages (DCL).
Beginning on July 1, 2020, LL30 requires that DCWP also translate those documents MCD for

the purposes of issuing a license, permit, or registration.

1. Criteria for Identifying Most Commonly Distributed Documents

Each year, the language access coordinator (LAC) will identify the MCD documents by first
compiling a list of documents that were made available to the public by DCWP in the previous
year, and then calculating the total number of downloads from DCWP’s website and the total
quantities distributed for each document. The top five documents, in terms of combined total
number of downloads and quantities distributed, will be considered the MCD documents and
translated into the DCL. Documents designated by the LAC as MCD will continue to be made
available in the DCL on DCWP’s website, until they reach the end of their “shelf life.”

DCWP licenses more than 50 industries. All applicants for a DCWP license must submit a basic
license application (BLA), but that is where the uniformity in the licensing process ends.
Because each industry has unique licensing requirements, some categories may require an
applicant to pass an examination before a license can be issued, while others may require an
applicant to submit several supplemental forms in addition to the BLA.

Each year, the LAC will identify the five DCWP license categories with the highest volume of
licenses issued and designate these five categories as the MCD licenses. Affixed to each DCWP
new and renewal license application is an application guide. Therefore, the MCD documents for
purposes of issuing a DCWP license are the applications guides. The LAC will ensure that the
application guides for the MCD licenses are translated into the DCL and made available on
DCWP’s website. The application guides provide new and renewal applicants with step-by-step
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instructions on how to complete the license application. The application guides will also inform
applicants that free interpretation services are available upon request. As of May 6, 2020,
DCWP’s top five license categories are:

Home Improvement Contractor (14,033)
Tobacco Retail Dealer (6,032)
Secondhand Dealer — General (4,214)
Sightseeing Guide (3,789)

Laundries (3,738)

ukwnN e

These five categories represent 40 percent of all licenses issued by DCWP. In CY2019, 90
percent of applicants that indicated a preference for business inspections to be conducted in a
language other than English applied for one of these licenses. Additionally, since the application
process for all DCWP licenses begins with the BLA, LEP New Yorkers will be able to use the
translated application guides for assistance with completing the BLA for any DCWP license.

All document translations are completed by a professional translation vendor. All public-facing
materials are reviewed by DCWP’s Communications & Marketing division for plain language
before submitting files for translation.

2. Website Translation

DCWP’s website, nyc.gov/DCWP, is supported by NYC.gov and features Google Translate
functionality for web page content. DCWP coordinates translation and posting of PDFs in
languages other than English.

B. Interpretation

Over-the-phone interpretation in up to 170 languages is available at DCWP locations where
staff serves the public, including 42 Broadway in Manhattan, Testing Station in Brooklyn, and
NYC Small Business Support Center in Queens. Special dual handset telephones are available so
staff and customers can communicate with an interpreter. Over-the-phone interpretation in up
to 170 languages is also available at NYC Financial Empowerment Centers, which OFE runs in
partnership with contractors.

When a customer indicates the need for an interpreter, DCWP staff will immediately determine
the person’s native language and offer Language Line as an interpretation service. While the
precise method for assisting an LEP customer may vary by Division, all follow the protocol
outlined below.

1. Determine which language is required. Language desktop signage and wall posters are

posted in high traffic areas to assist staff and customers. Additionally, DCWP makes
language identification cards available to frontline staff.

Last updated: 10/30/2020



If staff encounters difficulties identifying customers’ primary language, they will engage
Language Line who should be able to assist.

2. Use Language Line as the primary tool for providing interpretation services. Staff is
given a Quick Reference Guide with Client ID Number, Access Codes, and basic
instructions. A copy of the Quick Reference Guide is also posted on the agency’s
intranet.

3. At the direction of a division director or direct supervisor, staff may ask a colleague
within their division to assist with on-site interpretation on a voluntary basis;
however, staff should engage Language Line first before asking a staff member to
interpret.

4. If a customer brings an interpreter, make sure the customer knows that free
interpretation services are available. Never allow minors to serve as interpreters.

5. Staff are encouraged to bring any language issues that arise to the attention of their
Division Director and the LAC.

C. Notification of free interpretation signage

Wall posters and desktop signage (please see appendix) promoting free interpretation
assistance are in high traffic areas where DCWP serves the public, including:

e DCWP Licensing Center at 42 Broadway, Lobby
e Collections and Settlement Unit Divisions, 42 Broadway, 5th floor
e Consumer Services, OLPS, Legal Divisions, 42 Broadway, 9th floor

e NYC Small Business Support Center in Jamaica, Queens

Field Inspectors carry a handout promoting free interpretation (please see appendix).

D. Emergency activation

Senior Leadership assesses the situation, determines what information needs to be relayed to
the public, and assigns Communications & Marketing staff to draft communications.

Communications & Marketing determines the best ways to convey information to the public,
which would include 311, the DCWP website nyc.gov/DCWP, and social media channels.

e NYC.gov features web page translation functionality.
e 311 can provide assistance in up to 170 languages via Language Line.
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V. Training

A copy of the new language access implementation plan and the quick reference guide
is available to all DCWP staff via the agency’s intranet.

The LAC will review the language access implementation plan with Division Directors.
During new hire orientation, the Training and Employee Relations Specialist will provide
an initial introduction to language access resources prepared by the LAC.

An annual email from the LAC reminding staff of the importance of Language Access,
where to find the language access plan, quick reference guide, dual-use headsets, and
who the LAC is.

Subsequent training will be provided by Division Directors for job-specific
responsibilities.

VI. Record keeping and evaluation

DCWP will maintain records of interactions with LEP customers.

Requests for interpretation are noted on Language Line reports (invoices), including Call
Detail (language, time, date, duration) and Call Detail Summary Report.

Requests for professional document translation and in-person interpretation are in the
Financial Information Tracking System (FITS), including estimate and final invoice.

The LAC will review and evaluate language access data and information annually,
including a review of qualitative feedback from Division Directors. Assessment of this
information will include general monitoring of the language access plan for LL 30
compliance; review of any complaints received; and, when necessary, recommendations
to update the implementation plan to address emerging issues.

VIl. Resource analysis and planning

DCWP’s Human Capital Division will continue to explore expanding job titles to include
multilingual capacity in the preferred job skills category.

DCWP’s Human Capital Division will collaborate with Division Directors seeking to hire
staff at DCWP to make certain that potential candidates are notified of DCWP’s and the
City’s commitment to multilingual capacity for public-facing positions.

Based on feedback from the LAC, DCWP’s Finance Division will work to maintain,
expand, and renew contracts for over-the-phone interpretation, document translation,
and on-site/in-person interpretation, as necessary.

VIII. Outreach and public awareness of language access services

DCWP will advertise the availability of language access services on its website
nyc.gov/DCWP, via social media, in press releases and public materials. Staff who
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conduct community outreach will include general information about the availability of
language access services at the Department.

e DCWP public awareness campaigns and major initiatives are, and will continue to be,
translated into multiple languages.

e DCWP will continue to ask stakeholders and partners if translation or interpretation is
needed to serve target populations. If DCWP is hosting an event and interpretation is
needed, DCWP will either make multilingual staff available to deliver the presentation or
procure professional interpretation services. If DCWP is invited to co-host an event with
an organization, DCWP will either make multilingual staff available to deliver the
presentation or procure professional interpretation services if the host organization is
unable to provide interpretation.

e DCWP will continue to distribute translated materials to support outreach efforts to
target populations.

IX. Language Access complaints
e DCWP’s LAC will receive, track, and respond to complaints about language access via
311 and social media.
e The LAC will review complaints and update the implementation plan to address

emerging issues, as necessary.

X. Implementation plan logistics

Language Access Goal Milestones Responsible Staff Deadline
Finalize the agency list of Identify the top five most commonly |e  Language Access March 2,
covered LPRs and distributed licenses. DCWP will Coordinator 2020
accompanying material, as translate the application and renewal | ¢  Communications &
well as MCDs. packets for these five categories. Marketing
Example application packet: e General Counsel
https://www1.nyc.gov/assets/dca/do |e Licensing
wnloads/pdf/businesses/LicensingCh
ecklist-TobaccoRetailDealer-
English.pdf
Identify the top five most commonly
distributed documents.
Audit and update/create any Post language desktop signage and | e Language Access June 1,
new supporting materials (in wall posters promoting free Coordinator 2020
English) that will be required to interpretation assistance in high e Communications &
make LPRs accessible (this traffic areas to assist staff and Marketing
may include instructions or customers. e Division Heads
information about getting help Post si d add t bsite that
with interpretation) _OS s.lgnage ap add fo website tha
licensing materials for the five
categories have been translated into
the 10 languages.
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Conduct a plain language Communications & Marketing Language Access June 1,
review of materials to be division will review all identified Coordinator 2020
translated materials for plain language and Communications &
revise as needed prior to translation. Marketing
General Counsel
Licensing
Finalize plain language Language Access June 1,
updates of materials to be Coordinator 2020
translated Communications &
Marketing
Submit materials to translation Language Access June 1,
vendor Coordinator 2020
Communications &
Marketing
Administration
(Finance)
Review translated materials, Language Access June 15,
where applicable Coordinator 2020
Communications &
Marketing
Make materials available to the Language Access June 15,
public. Coordinator 2020
Communications &
Marketing
External Affairs
Licensing
Plan for how staff will be made Post copy of updated language Language Access June 15,
aware of the multilingual LPR access implementation plan and Coordinator 2020
materials necessary guides on the agency’s Division Heads
intranet Licensing
Provide presentation on language Administration
access resources during new hire (Human Capital)
orientation
Annual email to Agency on all
information regarding language
access
e Division heads to provide division-
specific training to staff

Exhibits

Wall Poster
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Consumer
Affairs

English We will help you in the language you prefer.
Ask for free interpretation assistance at Reception.

Spanish Le ayudaremos en el idioma que prefiera. Solicite
asistencia de interpretacion sin costo en la Recepcion.

Arabic b Sl Zalll ehe i,
LY i (e Ulaa 4y 5t daa il 5aclica callal

Bengali SR WA TR SN AEAE XA FHE
fAETTTe-a AR areE Tweas SR TN TREeE S I

Simplified BAGeAl S IR iT BiE 5 Rt Er s,
Chinese BEEMSE MR T RENFHIEE.

Traditional - B{FAEEF IMRITH0SE S AR ELE,
Chinese  —eamiit o PARAN B (2B,

Haitian N ap ede ou nan lang ou pitoc a. Mande &d
Creole entépretasyon gratis nan Biwo Resepsyon an.
Italian Vi aiuteremo nella vostra lingua preferita. Chiedete

I’'assistenza gratuita di un interprete alla reception.

Korean  l&tal: Qo] Mul2E AT =Pk
A oA #8 F9 MU AE 254 2.
Russian Mbl MOXem NpefocTaBUTb BaM MOMOLLb Ha A3bIKE,

KOTOPbIA Bbl NpeanouynTaeTe,
Ana nonyuyeHuna GecnnaTHbIX yCNyr nepesoja
obpalyantech B peructpatypy (Reception).

Inspector Handout/Desktop Signage
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Department of
Consumer Affairs

Interpretation Service Available

English Translation:

Hello, I'm an inspector from the City's Department of Consumer Affairs. Please point to your language, and | will call an interpreter for

the inspection. Language assistance is free.

Arabic e T

SV ool ellgradl Yt Zall 8yll o hte bl Loye
Ale 281 Bielun dotis . hestil] pomie el o elizad I

Korean
CIR= e el x%t Aol A S5t 4
ZAHAUH, 9 AE7bs Aol

ZAEAE ﬁ’%ﬁH = Aol ] e

=1 g
2 BB ok
D HFA T

AE= S

FaEMEAE FELYT.
Bengali i@l 71 | Mandarin w0 T
Ziat, i BT &7 (S FE SIRM e s Department of W R T ,}ﬁﬁ%%%)%‘ﬁfj@@%ﬁ o AR
Consymer Affaits) & #R* SRjels T0T ST oIy ot ¢E, 54‘1* FrAfES s e E—friFn ;}gmgﬂ
e, 98 S A Gy e (TSI ST i ! o GMEIR S B R o
RIS ST STl (el &3
Cantonese BEEsE 720 | Polish Polski

57, MEANHEESHRNARE,. SEITiEN
TPRMAAEEE, e R — IS kBN EE. 8
u%ﬂ&fi?\Eﬁaﬁﬁ’]o

‘Witam, jestemn inspektorem z Miejskiego Wydziatu Do Spraw
Klientow. Prosze wybraé jezyk, po czym zadzwonig po thumacza
w eelu przeprowadzenia kontroli. Pomoc thimacza jest
bezptatna.

Farsi L |
13.‘:] MMUKM@)&AJ%‘BJ‘)‘Q&JJDQA‘?M

L b pla sl e e B s GLET ) 368 HB30 500 05
MLJJAU&_!‘JMAJJK_}LAJA ﬁ)“s‘-'L}“L“"PJ""‘d-'

Portuguese Portugués
Ol4, sou um inspetor do Departamento de Defesa do
Consumidor da Cidade. Por favor, indique seu idioma &
chamarei um intérprete para a nspec¢fo. A assisténcia com
idiomas € gratuita.

French Frangais
Bonjour, je suis Inspecteur au Département des

consommateurs de la ville. Veuillez m’indiquer votre langue

et j appellerai un interpréte pour ’inspection. Le service
d'interprétation est gratuit.

Punjabi Urreht
AZ H B, 1 AT 2 SIS HHieT 2 Higa €8
g Agag3T If 9w S99 g ST 2 O a9 wE o
79 T 9 gITHE § 5% Beidr| I AT HeS I

Haitian Creole Kreyol =11
Alo, mwen se yon enspekte Depatman Zafe Konsomate Vil la.
Tanpri lonje dwet ou sou lang ou pale a, epi m ap rele yon
entepret pou enspeksyon an. Gen ¢d nan lang ki gratis.

Russian Pycckumit -]
3npasctByiite! S HHCTIEKTOP TOPOACKOTO YIIPaBICHIT

TIO ZeaM ToTpeduTeneil. YKaKuTe cBOMH SI3LIK, 1 MBI

BEI30BEM IIePCRONINKA IS IPOBEASHILT IIPOBEPKH.

[TepeBox IpexoCcTaBIIeTCS GeCIIIATHO.

Hebrew nmaay

15010 B 222 ST YD NNDNRT NP DU TPan R o
DIPA TNED AN KPP D2Rw 170 00bw aown by waxnh
ohwnD TIND WK PNNINHD wrews

Spanish Espatiol
Hola, soy inspector del Departamento de Asuntos del
Consumidor de la ciudad. Sefiale su idioma y llamaré a

un intérprete para la inspeccion. El servicio es gratuito.

Hindi U |
THES, H UET & IUAFAT HSd HAHe [GHAET H U
ﬁﬁ%glm%wgﬁﬁaﬁsﬂ?ﬁﬁﬁm &g

mﬁvmaﬁwmﬂlwmﬁaw%l

Thai e F1

aina mmmuﬂuwmammmimmmun wuﬂnﬂﬁnwuﬁmmmﬁma

v
ﬂim]‘ﬁﬂﬂﬂﬂ]ﬂ]mﬂiﬂmlm ﬁlJ'IT‘Iﬁ]'lﬁ]‘”TVISWWﬂﬂﬂﬁ@ﬁ]uﬁ'lﬁiuﬂ]iﬂﬂﬁﬂuu
ﬂ'ligl‘lii‘l'll.luvlﬂﬂﬂﬂﬂ_liﬂﬁ

Italian Ttaliano
Buongiorno, sono un ispettore del Dipartimento Municipale per
la Tutela dei Consumatori. Per favore indichi la sua lingua, in
modo che 10 possa chiamare un interprete che mi affianchi
durante l'ispezione. 1'assistenza dell'interprete € gratuita.

Urdu o, 1
-uyﬂ|d4|t$uﬁijJjA|M5\AA/ﬁwumcjlﬁ
AR (e b ¢ a0 L8 il (S Ol (A (Sl 2 |
,_M_xs.AAA.AéuLU Suj}q}i\;\;).mn_su\ __\LS

Japanese H&#E 1

bid, MEEEEERORER T, ZEMOSE
%_ ?‘E;El« Mol i A OBRICER 2T FE e LE
T, BREDT AL AR C ORI 2T £,

Vietnamese Tiéng Viet
Xin chao, toi 1a thanh tra cta City’s Depa.rtment of Consumer Affairs
(B Dic trich Vin dé Nguol Tiéu Dung ctia Thanh phb). Vui long

chi vao ngcn nglt clia quy vi, t61 s goi mot phien dich dén frg giup
vide kidm tra. Dich vu trg gitip ngdn ngit dirge cung cAp midn phi.
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