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Introduction

The Mayor’s Office of Immigrant Affairs and the Mayor’s Office of Operations are pleased to submit this
third annual report to the City Council in compliance with Local Law 30 of 2017 (LL30). The Office of the
Language Services Coordinator, based in the Mayor’s Office of Operations (Ops) and the Mayor’s Office
of Immigrant Affairs (MOIA) and led by MOIA, is tasked with coordinating City agencies to ensure
meaningful access to information and public services. Since the enactment of LL30, MOIA has supported
agencies in LL30 implementation by creating and distributing guidance and language access resources,
informing language access coordinators about best practices, and working one-on-one with agencies to
address agency-specific needs.

In compliance with LL30, MOIA is submitting this third annual report to the City Council with the
following mandated components for each agency subject to the requirements of section 23-1102 of the
NYC Administrative Code:
o the name of the individual designated as the agency’s language access coordinator, including all
titles held by such individual;
e the agency’s language access implementation plan;
e information regarding how members of the public may submit language access complaints,
guestions and requests to the agency; and
e data on complaints and requests received pursuant to section 23-301 of the NYC Administrative
Code and a description of how such complaints and requests were addressed.

This report also includes:

e information regarding the outreach conducted by the Office of the Language Services
Coordinator and MOIA to assess additional service needs in other languages, pursuant to section
15(c)(3) of the NYC Charter; and

e acopy of the list of designated citywide languages (Spanish, Chinese, Russian, Bengali, Haitian
Creole, Korean, Arabic, Urdu, French, and Polish), created pursuant to section 23-1101 of the
NYC Administrative Code, as well as the data relied upon for its creation.

Overview of MOIA’s LL30 Implementation Efforts

Since LL30’s enactment in 2017, MOIA has provided oversight and guidance to support City agencies in
understanding their obligations under LL30 and advancing implementation of language access
throughout City government. MOIA has developed and disseminated guidance on the law’s
requirements and how to write a Language Access Implementation Plan, created an online portal for
agencies that centralizes helpful tools and best practices for language access, and has convened
language access coordinators every year to discuss guidance, resources and language access best
practices. Additionally, MOIA has continued to expand its provision of language services (interpretation
and translation) to other covered Mayoral offices while responding to increased demand of language
services from within MOIA. During 2019, MOIA:

e Provided technical assistance to agencies who have licenses, permits and registrations, to advise
them on how to make those materials accessible to New Yorkers with limited English
proficiency, per LL30. In consultation with the Law Department, MOIA developed and
disseminated guidance; partnered with Ops to host a convening to explain the law’s
requirements regarding licenses, permits, and registrations, and advise on implementation; and



also met with agencies to discuss their efforts to make licenses, permits, and registrations more
accessible.

e MOIA also convened language access coordinators to train them on the effective use of
interpretation services, how to develop procedures on language access, and language services
vendor management.

e MOIA expanded LL30 coordination to Mayoral offices. MOIA worked with the Law Department
to identify which Mayoral offices are covered by LL30, provided language access training to
liaisons from those offices, and provided technical assistance to offices. MOIA drafted and
posted its own Language Access Implementation Plan and also compiled one on behalf of all
mayoral offices (which was finalized and posted in early 2020).

e MOIA expanded its provision of interpretation and translation and took steps to improve the
consistency and quality of translations. MOIA is a hub for language services — for MOIA-events
and materials and for other Mayoral offices. In 2019, demand for language services increased as
did requests for rapid response translation and interpretation services, complex projects such as
print and digital multilingual content, and materials for a variety of public-facing events across
the five boroughs. MOIA produced 34% more translations and 13% more interpreters at events
than in 2018 and expanded its linguistic reach to New Yorkers who speak languages of limited
diffusion, such as Quechua, Kichwa, Nahuatl, Mixteco, Wolof, Kyrgyz, Tajik, Soninke, and
Gujarati. MOIA also created its first in-house Spanish translation unit, which translated, edited,
and/or typeset over 100 source documents. MOIA also worked to improve the quality of
translation and interpretation services provided to immigrant communities by creating and
using databases and glossaries of translations that help linguists develop more accurate and
consistent translations.

Agency Language Access Accomplishments

Over the course of calendar year 2019, City agencies have continued to make progress supporting New
Yorkers with limited English proficiency as they expand their infrastructure for language access. Agencies
have strengthened their internal capacity and infrastructure to provide language services by adding new
positions, acquiring new contracts, and hiring more bilingual staff; have expanded multilingual
resources; and have provided language access trainings to staff. A non-exhaustive list of agency
language access accomplishments in 2019 appears below.

Strengthening internal capacity and infrastructure to provide language services:

e 311 implemented upgrades to its Customer Relationship Management (CRM) system. The CRM
upgrades include a screen prompt that is presented to our call takers identifying the preferred
language selected by 311 customers. The call taker will connect the customer with an
interpreter in their preferred language as soon as the customer is engaged.

e NYC Emergency Management (NYCEM)

0 Launched a language certification program for oral and written proficiency for bilingual
and multilingual staff. Employees who pass the assessment receive a Language Testing
International (LTI) Commercial Certificate with the American Council on the Teaching of
Foreign Languages (ACTFL) rating achieved. This program was launched to increase the
agency’s compliance with language access regulations.

0 The Notify NYC program, NYC’s official source for information about emergency alerts
and important city services, expanded its multilingual capacity in 2019. New Yorkers



now can subscribe to receive the alerts in 12 languages in addition to English. Notify
NYC’s website also improved its language accessibility.

0 NYCEM also developed a process with its translation vendor for quick translation of
Wireless Emergency Alerts (WEAs) into Spanish.

e Administration for Children’s Services (ACS)

0 Transitioned its language access contract management from the Division of
Administration to the Office of Immigrant Services and Language Affairs (ISLA) in order
to centralize language access guidance and oversight in one office and increase capacity
and dedicated support for language access programs. ACS also added a new position,
ACS Language Access Contract Manager, a role dedicated to overseeing all language
access contracts.

0 Completed a survey of all ACS-contracted foster care agencies to understand their
language access needs. Based on this survey, ISLA developed a strategic plan of how to
support foster care agencies strengthen their language access work.

0 Created a working group dedicated to improving language access during family
conferencing.

0 Designed and distributed “Language Access Desk Aids” to all public-facing divisions to
provide an easy, user-friendly guide on how to access in-person and telephonic
interpretation and when each service is appropriate.

0 ACS drafted an ACS Style Guide and Glossary that will be used for translations in 2020.

e Department of Social Services (DSS) contracted with a second in-person interpretation services
vendor to increase the number of fulfilled in-person interpretation appointments and ensure
that services can be provided for speakers of languages that are less common in New York City.

e The Civilian Complaint Review Board (CCRB) hired additional investigators with proficiency in a
second language.

e The Mayor’s Office to End Domestic and Gender-Based Violence (ENDGBV) drafted a document
creation guide for internal use that incorporates plain language tips and accessibility awareness
and included written Language Access Policy in the operations manual that is currently being
finalized for Family Justice Centers.

e The Commissioner of the Department of Probation (DOP) issued an annual memo to all staff
emphasizing that the provision of language access services to LEP clients is an agency priority and
reminded staff of their major responsibilities in serving this population.

Providing language services and expanding multilingual resources:

e DSSis one of the largest providers of interpretation and translation services in New York City
government. From January 1, 2019 — December 31, 2019, DSS (including the Human Resources
Administration (HRA) and the Department for Homeless Services (DHS)):

0 Provided 366,288 instances of telephonic interpretation services. This is an average of
1,400 calls per business day and an increase of 16% since 2018. Telephonic
interpretation services were provided in 110 languages.

0 Provided 2,967 instances of on-site interpretation services,* including providing
interpretation services in 11 languages for five public hearings.

0 Translated 1,479 documents, including both Agency-generated documents and client-
provided documents used to establish program eligibility. As of 2019, all public- or

1 Spoken languages only. This number does not include sign language interpretation services.
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client-facing documents generated by HRA and all DHS manually-generated notices are
available in 12 languages.?

e The Language Access Team at the Department of Transportation (DOT) fulfilled 251 requests for
translated documents, provided in-person interpreters for 55 events and facilitated 1,183 over-
the-phone interpretations. In addition to essential documents, such as the 2020 Alternate Side
Parking (ASP) Calendar and the Staten Island Ferry Schedule, Language Access facilitated
translation of Safety Education materials, project-specific informational brochures, signs and
surveys. The ASP Parking Calendar (ASP), Staten Island Ferry Schedule and all Citywide project-
specific materials were translated into the ten designated languages, plus Italian, Yiddish, and
Greek, whereas local event or project-specific materials were translated into languages relevant
to the communities where the project or event took place. In addition to the ten designated
Citywide languages, Language Access provided translations in Hindi, Punjabi, Yiddish, Italian,
Greek, Albanian, Portuguese and Tagalog. Additionally, DOT reviewed all essential documents
and License, Permit and Registration (LPR) applications in 2019. Following review for plain
language, 40 LPR applications and related documents (totaling 51 documents) were sent to its
translation contractor for translation into the ten designated citywide languages.

e The Office of Administrative Trials and Hearings (OATH) translated all forms, applications and
informational brochures into two additional languages (Polish and French) in order to have
those materials available in the top 10 languages spoken citywide. OATH also created 3
additional informational “fact sheets” that address common issues that arise as a consequence
of receiving certain summonses. While not considered “essential documents” all fact sheets
were translated into the top 10 Citywide languages and are available in OATH’s Hearing Division
Help Centers and online. OATH also began development of two online e-learning modules that
can be completed to fulfill both 1-hour and 2-hour community service requirements for those
cases that are eligible for community service. The online modules (launched in September,
2020) are available in the top 10 Citywide languages.

e DOP utilized telephonic interpretation 6,131 times to serve clients. The agency provided in-
person interpreter services for 42 clients. For weekend and holiday court, the agency has set up
a web camera to give weekend clients access to on-demand interpretation services.

e The Taxi and Limousine Commission (TLC) published two videos with multilingual subtitles on
the agency’s YouTube channel (www.youtube.com/user/NYCTaxiChannel/videos) in the top 10
languages plus Hindi and Punjabi. TLC also translated public materials for its passenger safety
#PlateSafe campaign into the top 10 languages.

e ENDGBYV began providing conference/training participants access to interpretation options as
part of all event registrations. ENDGBV completed translation of the office’s most commonly
distributed documents after they were designed to reflect the office’s expansion (including
Intimate Partner Flyer, Stalking Brochure, Family Violence Brochure, Sexual Violence Brochure,
Human Trafficking Brochure) and translated Family Justice Center Feedback survey responses
that were received in various LL30 languages into English.

e The Commission on Human Rights (CCHR) launched a free online, interactive sexual harassment
prevention training as mandated by the Stop Sexual Harassment in NYC Act. The training uses a
story-based learning model, features scenarios drawn from real cases, and highlights the ways in
which sexual harassment commonly intersects with other protected categories, including race,
immigration status, national origin, religion, sexual orientation, gender identity, and pregnancy
and lactation. The training is available in English, Spanish, French, Haitian Creole, Polish, Russian,

2 Twelve languages include English and 11 translations.



Chinese, Bengali, Korean, Arabic, and Urdu and is accessible for people who are blind, deaf, or
have low-vision or low-hearing.

e CCHR also worked to support immigrant-owned small businesses seeking to become certified as
Minority or Women-Owned Businesses (M/WBEs) by hosting two events that provided
information on the certification process in languages spoken by immigrant business owners and
vendors in the neighborhoods in which they operate. In January 2019, the Commission hosted a
session in Bengali in Parkchester in the Bronx. In March 2019, the Commission conducted a
second session in Mandarin in Flushing, Queens. Nearly three dozen immigrant-owned small
businesses attended.

e The Department for the Aging (DFTA) opened its information and referral contact center, Aging
Connect, which has multilingual Aging Specialists and the ability to provide over the phone
interpretation in more than 240 languages through Language Line Solutions. DFTA also provided
copies of “Clients Rights” in Spanish, Chinese, Korean, Bengali, Haitian Creole, and Russian to
senior centers to be posted in prominent locations at the sites; posted videos with information
for caregivers on the agency’s website in Spanish, Chinese, Haitian Creole, Russian, Greek, and
Italian - https://www1.nyc.gov/site/dfta/caregivers/guide-for-caregivers.page; and launched an
Elder Abuse campaign, which ran in community and ethnic media outlets, on the radio, bus
shelters, Public Service Announcements, and Link NYC Kiosks. The notices were in Spanish,
Chinese, and Russian.

e The Department of Sanitation (DSNY) translated over 30 new documents into over 10 languages.

e Small Business Services (SBS) provided language services over 5,000 times at its in-person
service delivery locations (Workforcel Career Centers and NYC Business Solutions Centers). In
addition, SBS delivered over 10 events with in-person interpretation services including the
Citywide Procurement Fair targeting certified MWBE firms in April 2019.

e The Department of Environmental Protection (DEP) translated multiple public-facing documents
into the 10 designated languages, yielding 61 translations. DEP also identified the most widely
requested licenses, permits, and registrations (LPRs) and began developing supporting
documents in plain language, to assist the LEP population in completing the LPRs. For those LPRs
that have not been translated, every bureau has been instructed to provide interpretation
services for the LEP population. Instructions for using interpretive services have been posted on
DEP’s SharePoint site and are available to every DEP employee.

Providing language access training:

e The Department of City Planning (DCP) completed the language access training of all frontline
staff, including planners in the borough offices, planners who handle the public hearings,
environmental review planners, and those who staff the Zoning Help Desk as well as members
of the DCP Volunteer Language Bank (DCP staff with language skills who have volunteered to
serve as translators/interpreters if needed). DCP has trained and continues to train new DCP
hires in language access regardless of their positions.

e DFTA provided a refresher training to staff who have contact with the public on when and how
to access and use Language Line.

e The Department of Parks and Recreation (DPR) expanded its Language Access trainings, which
are now included as a part of regular ongoing training for its Parks Enforcement and Urban Park
Rangers units, and provided Language Access trainings for Recreation and Public Programs
senior staff.

e ENDGBYV provided annual Language Access training to staff in all programs within ENDGBV.


https://www1.nyc.gov/site/dfta/caregivers/guide-for-caregivers.page

ACS Office of Immigrant Services and Language Affairs completed 47 trainings on language
access and immigration issues to ACS and provider agency staff. ACS also hired a consultant to
help provide plain language trainings to public-facing divisions. The consultant conducted six
plain language trainings across ACS’s public facing divisions.



Agency Language Access Coordinators and 311 Information

As required under Local Law 30, the below chart includes:
e the name of each agency’s language access coordinator (LAC) and other titles held by the LACs
at each of their respective agencies;
e adescription of how members of the public can submit language access comments;
e the number of language access complaints and requests for additional language services
received in calendar year 2019; and
e an overview of how complaints and requests were resolved.

Members of the public can submit language access complaints and requests through 311. Complaints
may also come through other avenues for customer comments—e.g., in-person or via the agency’s
website/social media channels — as reported by the respective agencies.
e ‘“Language access complaints” refer to instances where an individual stated that they did not
receive access to information or services because of a language barrier.
e “Requests for additional language services” involve requests beyond individual interactions,
such as a general need for interpretation at a facility or agency service or materials that should
be translated into additional languages to support language access.

NOTES: While the complaints listed below are based primarily on agency data for complaints received
through 311, a few agencies receive language access complaints through other internal channels and
those complaints are also included below. In these cases, agencies have noted the channel.

Agencies provide and manage language services to support their respective in-person, over-the-phone,
and written communications with New Yorkers. 311 is rarely engaged in these direct communications.

Agency Name: 311 (DolTT)

Language Access Coordinator: Michael Hutchinson, Finance and Contracts Director

How members of the public can submit language access complaints/questions/requests: 311 can
receive complaints, questions and requests pertaining to language access from the public via several of
its channels. A customer may choose to self-serve on several of these channels (311 Online, social media
and mobile) or may call 311 directly to communicate the question, complaint, or request. The link to
self-serve via 311 Online is https://portal.311.nyc.gov/submit-feedback

Number of complaints received: 2 Number of requests received: 0

How complaints were handled: A How requests were handled: N/A
communications bulletin was shared with Call
Center personnel regarding proper procedure
pertaining to specific call types. The customer was
also contacted directly via a follow up call
regarding the incident.




Agency Name: Administration for Children’s Services (ACS)

Language Access Coordinator: Elian Maritz, Director of Immigrant Services and Language Affairs
How members of the public can submit language access complaints/questions/requests:
Members of the public can submit language access complaints, questions and requests through 311
or by reaching out to the ACS Office of Advocacy (an ACS office that is designated to hear and help
resolve complaints and concerns from the public via phone, email, and in person). Language access
questions are then routed to the relevant programmatic division and the Office of Immigrant Services
and Language Affairs, who look into the complaint and respond accordingly. In addition to these
mechanisms, ACS recently added a direct email inbox for language access complaints, questions and
requests, which is language.access@acs.nyc.gov. The email inbox information is listed on the agency
website.

Number of complaints received: 9 Number of requests received: 0

How complaints were handled: How requests were handled: N/A
These complaints were resolved by assigning each
complaint to an ACS staff, who would follow up
with the individual and assist them.
]
Agency Name: Civilian Complaint Review Board (CCRB)

Language Access Coordinator: Edwin Pefa, Investigative Manager and & Jessica Pefia, Senior
Investigative Manager

How members of the public can submit language access complaints/questions/requests: Members
of the public can submit language access complaints or ask any questions related to language access,
by visiting the CCRB’s website or by submitting a complaint via 311.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Commission on Human Rights (CCHR)

Language Access Coordinator: Nicolas A. Escobar, Policy Analyst

How members of the public can submit language access complaints/questions/requests: In addition
to complaints, questions, or requests made through 311 or directly to our staff during the course of
Commission programming, members of the public can also email our team directly at
policy@cchr.nyc.gov. This email can be found on our website in the same section as our Language
Access Plan.

Number of complaints received: 1 Number of requests received: 0

How complaints were handled: The Commission | How requests were handled: N/A
worked with internal staff and updated the
Infoline message to be available in English,
Spanish, Russian, and Chinese (Mandarin).



mailto:language.access@acs.nyc.gov
mailto:policy@cchr.nyc.gov

Agency Name: Department for the Aging (DFTA)

Language Access Coordinator: Sandy March, Senior Analyst, Planning, Research, Evaluation &
Training

How members of the public can submit language access complaints/questions/requests: The public
can submit a language access complaint by contacting NYC311 or via DFTA’s website.

Number of received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Buildings (DOB)

Language Access Coordinator: Lisa Lewis, Director of Customer Service

How members of the public can submit language access complaints/questions/requests: Limited
English Proficient customers may submit feedback by using the Customer Service feedback form on the
website or contacting the Director of Customer Service (the Language Access Coordinator).

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of City Planning (DCP)

Language Access Coordinator: Dominick Answini, Associate Counsel

How members of the public can submit language access complaints/questions/requests: Members
of the public can submit complaints or requests by calling 311 or by contacting the DCP central office
or each of the borough offices by phone (contact phone numbers on the last page of the Language
Access Plan) or by contacting Dominick Answini at (212) 720-3676, DAnswin@planning.nyc.gov.
Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Citywide Administrative Services (DCAS)

Language Access Coordinator: Latesha M. Parks, Director, Agency Support Services, Voting
Coordinator, and Language Access Coordinator

How members of the public can submit language access complaints/questions/requests: Contact
information for the language access coordinator is listed on DCAS.nyc.gov, the agency’s public site.
Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Consumer and Worker Protection (DCWP)

Language Access Coordinator: Jade Acosta, Communications Assistant

How members of the public can submit language access complaints/questions/requests: Members
of the public may submit language access complaints, questions, and requests to DCWP (formerly DCA)
by calling 311 or emailing languageaccess@dca.nyc.gov, which will connect them to the Language
Access Coordinator.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A



mailto:DAnswin@planning.nyc.gov

Agency Name: Department of Correction (DOC)

Language Access Coordinator: Diane Murray Ward, Contract Manager

How members of the public can submit language access complaints/questions/requests:

The Office of Constituent and Grievance Services (OCGS) is accessible to the public through the DOC
website, which can be translated into 103 languages. OCGS can be contacted via email and phone.

Number of complaints received: 3 Number of requests received: 0
How complaints were handled: Of the 3

complaints, two were resolved and one was How requests were handled: N/A
unfounded

Agency Name: Department of Design and Construction (DDC)

Language Access Coordinator: Craig Greene, Agency Equal Employment Opportunity Director

How members of the public can submit language access complaints/questions/requests: Complaints
may be submitted through 311. In addition, the public can also submit language access requests
through the agency website, via e-mail.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Environmental Protection (DEP)

Language Access Coordinator: Sara Pecker, Director - Special Projects & Initiatives, and Eileen Alter,
Deputy Director - Special Projects & Initiatives

How members of the public can submit language access complaints/questions/requests: The public
can submit language access complaints to the agency by contacting 311, submitting correspondence,
or through social media, as well as at outreach events.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Finance (DOF)

Language Access Coordinator: Jacqueline Gold, Assistant Commissioner, External Affairs

How members of the public can submit language access complaints/questions/requests: All public
facing areas have signs that inform the public how to file complaints, ask questions, or make requests.
If the manager of the specific area cannot provide the requested assistance, customers are
encouraged to contact 311. These complaints and concerns are then forwarded to the language
access liaison for response and correction.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

(Had there been any, they would have been (Had there been any, they would have been
referred to the Language Access Liaison for referred to the Language Access Liaison for
resolution.) resolution.)

10



Agency Name: Department of Health and Mental Hygiene (DOHMH)

Language Access Coordinator: Luis Valle, Language Access Manager

How members of the public can submit language access complaints/questions/requests:

The public can submit a complaint by calling 311 or submitting an “Email the Commissioner” webform
via the “Contact the Health Department” webpage.

Number of complaints received: 1 Number of requests received: 1

How complaints were handled: The agency aims | How requests were handled: The agency aims to
to answer all requests and complaints within 14 answer all requests and complaints within 14
calendar days in the appropriate language. calendar days in the appropriate language.

Agency Name: Department of Housing Preservation and Development (HPD)

Language Access Coordinator: Robert Turbiak, Director of Operations, Human Resources

How members of the public can submit language access complaints/questions/requests: Language
access complaints from NYC 311 will be routed through the Executive Deputy Commissioner’s office
to the appropriate program area for response. The Language Access Coordinator will track, monitor
and respond to language access complaints whether through 311 or internally, for the Agency. The
Language Access Coordinator will also be responsible for including information on complaints as part
of the annual agency reporting.

Number of complaints received: 4 Number of requests received: 0

How complaints were handled: The complaints How requests were handled: N/A
were routed to the appropriate HPD Office to
handle. In all complaints the clients were able to
get assistance through the agency’s telephonic
interpretation service. The first complaint was
routed to our Division of Asset Management who
handles the NYC Housing Connect department,
and the client was able to get assistance through
the agency’s telephonic interpretation service.
The second and third complaints were routed to
our CODE Enforcement Unit. The clerical support
team in the CODE Enforcement Unit assigned the
complaint to an inspector appropriately. The
inspector followed up with the tenant using
telephonic interpretation to address the tenant’s
needs. The last complaint was routed to our
Section 8 team, which was then assigned to a case
manager to reach out using telephonic
interpretation vendor as well.
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Agency Name: Department of Parks and Recreation (DPR)

Language Access Coordinator: Karina Smith, Chief of Staff, Community Outreach & Partnership
Development

How members of the public can submit language access complaints/questions/requests:

The public can contact the Central Communications office, or the office of Community Outreach and
Partnership Development to request translation services. This information can be found on the
agency website.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Probation (DOP)

Language Access Coordinator: Phyllis R. Delisio, Assistant to Commissioner Bermudez, Diversity and
EEO Officer/Disability Rights Manager, Disability Service Facilitator, Fleet and Facilities Administrator
How members of the public can submit language access complaints/questions/requests: All events
that are open to the public are advertised with the telephone number of the agency’s LAC. DOP’s
website includes information on how to file a complaint through 311.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Records (DORIS)

Language Access Coordinator: Gerald Rosero, Special Assistant to the Commissioner

How members of the public can submit language access complaints/questions/requests: Members
of the public may submit complaints, questions or requests either by calling 311 or by submitting a
request to department staff.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Sanitation (DSNY)

Language Access Coordinator: Debra Barreto, Deputy Director, Bureau of Community Affairs DSNY
Liaison to the Mayor’s Office of Immigrant Affairs and Agency Language Access Coordinator

How members of the public can submit language access complaints/questions/requests: DSNY
continues to experience that the NYC Customer Service Center (311) handles the vast majority of
inquiries/complaints requiring interpretation. Language access complaints are typically addressed
through 311. On those rare occasions when LEP clients submit service requests by contacting 311,
Community Affairs staff triages the request and contacts the appropriate division for investigation.
The agency provides a prompt response (typically under the 14-day Citywide Customer Service
Standard to the LEP community.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

12



Agency Name: Department of Social Services (DSS) — Department of Homeless Services (DHS) and
Human Resources Administration (HRA)
*Note: DHS and HRA operate under DSS. Language access across both units is handled jointly by the
Office of Refugee and Immigrant Affairs (ORIA).
Language Access Coordinator: Marah Rhoades, Deputy Commissioner, Office of Advocacy and
Outreach
How members of the public can submit language access complaints/questions/requests: Members of
the public can submit language access complaints, questions or requests in any of the following ways:
e (all311
e CallInfoline at 718-577-1399
e Call the DHS Ombudsman Unit at 1-800-994-6494
e Speak to the Director at any walk-in sites or residential locations
e Click on “contact us” at nyc.gov/hra or nyc.gov/dhs
Email the Office of Refugee and Immigrant Affairs (ORIA) at oria@dss.nyc.gov
Number of complaints received: 17 via 311; 55 Number of requests received: 0
through other DSS channels

How requests were handled: N/A
How complaints were handled: All complaints or
comments regarding DSS/HRA/DHS received by
311 are channeled to the DSS Office of
Constituent Services. Issues are summarized by
agents and then sent as emails that are uploaded
directly into the Internet Quorum (IQ) program.
Any complaints that include a language
component are forwarded to ORIA, or to ORIA
and a specific program area for resolution. If a
complaint is solely limited to language services
concerns, ORIA will work with the program
involved to ensure that all staff are reminded of
their language access duties and address any
systematic language access concerns. If
substantive case issues are involved as well, ORIA
will work with the appropriate program to ensure
that both substantive case issues as well as
language access concerns are addressed.
]
Agency Name: Department of Transportation (DOT)

Language Access Coordinator: Deborah Siegel Baker, Administrative Staff Analyst

How members of the public can submit language access complaints/questions/requests: Members
of the public can submit a complaint, concern or question by submitting a webform to the “Contact
the Commissioner” page on the DOT website, by contacting NYC311 online, or by calling 311.
Webforms that are submitted to the Contact the Commissioner page are processed through DOT’s
Agency Response Tracking System (ARTS).

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A
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Agency Name: Department of Veterans’ Services (DVS)

Language Access Coordinator: Allen Houston, Press Secretary Allen Houston, Press Secretary

How members of the public can submit language access complaints/questions/requests: Via 311,
the “Contact Us” page on the agency’s website, email: info@veterans.nyc.gov, the agency’s main
phone line, or directly to an outreach coordinator in the field.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Department of Youth and Community Development (DYCD)

Language Access Coordinator: Andrew Miller, Senior Advocate for Community Resources

How members of the public can submit language access complaints/questions/requests: Members
of the public can call 311, Youth Connect, or contact the commissioner
www1.nyc.gov/site/dycd/about/contact/email-the-commissioner.page

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Emergency Management (NYCEM)

Language Access Coordinator: Iskra Killgore, Director, Community Engagement and Language Access
How members of the public can submit language access complaints/questions/requests:

Language access complaints can be filed by emailing languageaccess@oem.nyc.gov or calling 311.
Complaints are monitored by NYC Emergency Management’s language access cabinet and as with any
other correspondence, members of NYC Emergency Management’s language access cabinet respond
to complaints within 14 calendar days of receipt.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Fire Department (FDNY)

Language Access Coordinator: Steve Ertrachter, Executive Director of Licensing

How members of the public can submit language access complaints/questions/requests: A language
access complaint can be made by calling 311 and submitting an official request or complaint.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Landmarks Preservation Commission (LPC)

Language Access Coordinator: Zodet Negron, Director of Communications

How members of the public can submit language access complaints/questions/requests: They can
email the agency or call. LPC has a dedicated email for language access and the public information line
would handle any telephone complaints. This information is on the agency’s website.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A
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Agency Name: Mayor’s Office of Immigrant Affairs (MOIA)

Language Access Coordinator: Kenneth Lo, Deputy Director, Language Access

How members of the public can submit language access complaints/questions/requests:

Members of the public can contact MOIA through multiple channels to make a complaint or request
additional language services. MOIA has bilingual staff and telephonic interpretation to support direct
contact. This work is coordinated by MOIA’s Constituent Services Team.

e By mail: 253 Broadway, 14th FL, New York, NY 10007

e Email: askmoia@cityhall.nyc.gov

e Website contact page: https://www1.nyc.gov/site/immigrants/contact/contact.page
e Telephone (with interpretation available): (212) 788-7654

Any member of the public can also call 311 to make a complaint about language access at MOIA. 311
forwards a record of the complaint to MOIA’s Constituent Services team, which will respond to the
individual and determine a course of action. The Language Access Coordinator receives a copy of all
311 Language Access Complaints and tracks the complaints.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Mayor’s Office to End Domestic and Gender-Based Violence (ENDGBV)

Language Access Coordinator: Sara Gonzalez, Policy Advisor

How members of the public can submit language access complaints/questions/requests: Members
of the public can submit language access complaints, questions and requests through the agency
using the language access email address (LanguageAccess@endgbv.nyc.gov), through 311, or by
speaking with a member of the ENDGBV Administrative team at each Family Justice Center.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: New York City Law Department (Law)

Language Access Coordinator: Sosimo Fabian, Chief Diversity & EEO Officer; Chief, Special Litigation
Unit

How members of the public can submit language access complaints/questions/requests: Members
of the public may contact Sosimo Fabian, the agency’s Language Access Coordinator at (212) 356-
3195 with any language access complaints, questions, or requests.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A
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Agency Name: New York City Police Department (NYPD)

Language Access Coordinator: Deputy Chief John G. Cappelmann

How members of the public can submit language access complaints/questions/requests:

Public complaints regarding language access are received through 911, 311, the Civilian Complaint
Review Board (CCRB), or directly to the NYPD Internal Affairs Bureau.

Number of complaints received: 42 (incl. four via | Number of requests received: 0

311)

How requests were handled: N/A
How complaints were handled: They were 9 /

handled by the Internal Affairs Bureau, who
maintains responsibility for intake and follow-up
of the complaints.

Allegation: Fail to Provide Adequate
Interpretation/Translation Services to Persons
with Limited English Proficiency

Outcomes

Unsubstantiated: 20 (incl. all four through 311)
Unfounded: 9

Exonerated: 12

Substantiated: 1

[NYPD notes that it is not able to provide further
information, as data from personnel files cannot
be disclosed.]

- ]
Agency Name: Office of Administrative Trials and Hearings (OATH)

Language Access Coordinator: Marisa Senigo, Assistant Commissioner, Deputy Commissioner for
Public Affairs and Communications

How members of the public can submit language access complaints/questions/requests: As outlined
on OATH’s webpage on language access: “If you have questions or concerns related to translation or
interpretation services that are provided by OATH you can contact the Language Access Coordinator
by submitting this contact form and choosing ‘Language Access Inquiry/Complaint’ on the Message
Topic dropdown menu” See https://www1.nyc.gov/site/oath/about/language-access-plan.page
Number of complaints received: 1 Number of requests received: 0

How complaints were handled: It is OATH policy How requests were handled: N/A
to use a professional, third party translator or
interpreter at its hearings and trials. This ensures
that the translation is accurate and that
translation will not be a basis for future appeals
should it be found that the translation was the
source of confusion or a respondent’s inability to
understand the proceedings and their own ability
to properly defend themselves. OATH responded
to this complaint in writing, after having our
written response translated by our document
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translation vendor so that we could respond to
the complainant in their preferred language of
Spanish.

Agency Name: Office of Chief Medical Examiner (OCME)

Language Access Coordinator: Florence Hutner, General Counsel

How members of the public can submit language access complaints/questions/requests: Members
of the public can submit complaints or requests for language access services from OCME by calling
311. OCME receives email notification of any filed 311 complaints or requests from the Mayor’s
Office. This 311 email inbox is monitored by OCME’s Director of Public Affairs. If a complaint or
request for language access services was filed through 311, the Director of Public Affairs would notify
OCME’s Language Access Coordinator. The complaint or request would then be handled accordingly.
Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Small Business Services (SBS)

Language Access Coordinator: Michael Silver, Senior Policy Advisor

How members of the public can submit language access complaints/questions/requests: Public can
submit complaints via 311 and other inquiries through its website via “contact us” portal.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A

Agency Name: Taxi and Limousine Commission (TLC)

Language Access Coordinator: Wendy Marte Pilar, Language Access Coordinator & Policy Analyst
How members of the public can submit language access complaints/questions/requests: Members
of the public can submit language access complaints, questions, and requests to the agency via 311 or
write to the Language Access Coordinator at ticexternalaffairs@tlc.nyc.gov. Additionally, members of
the Language Access Cabinet notify the Language Access Coordinator if their corresponding units
receive Language Access Complaints.

Number of complaints received: 0 Number of requests received: 0

How complaints were handled: N/A How requests were handled: N/A
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Outreach Efforts

LL30 requires that the Office of the Language Services Coordinator (OLSC), in consultation with MOIA,
perform outreach in neighborhoods with a significant number of residents who do not speak LL30’s ten
designated Citywide languages in order to understand the needs of these language groups. This section
describes MOIA’s efforts to engage with immigrant communities across New York — and, as the lead for
the OLSC, to disseminate critical information and to better understand community needs related to
language access for City services.

Outreach to immigrant communities, including newly arrived and hard-to-reach communities, has been
a critical focus of MOIA’s work throughout the de Blasio Administration. Working closely with
community partners and City agencies, MOIA’s outreach and community services teams use multiple
channels to provide information to the public about City services, policies that impact immigrants in
New York, and other resources. While MOIA's Outreach and Organizing team conducts outreach and
education to speakers of Spanish, Chinese, Bengali, Arabic, Haitian Creole, and other LL30 languages,
staff also regularly work with communities who speak non-LL30 languages. Staff consistently observe a
greater need for language access services and connections to City services among communities with
higher numbers of recently arrived immigrants. This is especially true amongst numerically smaller
communities and with communities directly impacted by federal immigration policies, such as
Temporary Protected Status (TPS) and ICE enforcement. Acute needs for immigration legal services,
housing support, workers' rights presentations, and language access are more frequently identified for
speakers of Nepali, Punjabi, Tibetan, Garifuna, Quechua, Kichwa, and by other communities with more
recent immigrants. As needs are flagged, individuals are supported by the Outreach and Organizing
team or are referred to the Community Services team. With the goal of building power in immigrant
communities, the Outreach team frequently works with communities who speak non-LL30 languages to
organize in-person and virtual town halls and other events that mobilize City Commissioners and other
City officials as speakers, providing an opportunity for these communities to engage directly with the
City. For many of these communities, these town halls are often the first time their language has been
seen or heard at a City government event.

In 2019, Outreach staff implemented over 1,100 unique engagements across the City to empower
immigrant communities impacted by federal policies, share resources with New Yorkers in their native
languages, and learn about and be responsive to community needs. These engagements included more
than 130 community canvasses and 180 presentations and workshops held onsite at organizations,
libraries, houses of worship, and in schools citywide. MOIA also organized or presented information at
over 100 coalition meetings with citywide partners as part of our effort to deepen engagement and
expand access to city representatives. Much of the outreach includes engagement with residents with
Limited English Proficiency (LEP) who do not speak one of the ten designated Citywide languages. Below
are examples of outreach conducted in 2019 to communities that do not speak the LL30 languages.

e Qutreach to South and Central American communities

0 In March 2019, New York City’s first Peruvian Town Hall brought more than 1,000
Spanish- and Quechua-speaking Peruvian New Yorkers together with representatives
from MOIA, CCHR, SBS, DCWP, and other agencies for a forum on ways the City could
better serve and support the community.

0 InSeptember 2019, MOIA facilitated a coalition of community partners to organize New
York City’s first Andean Summit, which brought together more than 1,300 attendees for
Andean ancestry cultural events and a resource fair in Quechua, Kichwa, and Spanish.
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During this event, attendees raised questions about expanding the availability of City
services in Quechua.

In September 2019, MOIA hosted its second Garifuna Town Hall, serving more than 300
participants in the South Bronx, home to one of the largest Garifuna-speaking
populations in the world.

In December 2019, MOIA held two roundtable meetings with Quechua speakers and the
Consul General of Peru and discussed translating IDNYC materials into Quechua by 2020
(these materials were released in Quechua in 2020).

In December 2019, MOIA, in partnership with DWCP and CUNY, hosted a Worker's
Rights roundtable with indigenous language advocates and organizations to launch a
series of video resources for immigrant workers in Garifuna, K’'iche, Kichwa, Mixteco,
and Nahuatl.

e Qutreach to African immigrant communities

o

On May 11, 2019, MOIA tabled with IDNYC at the Muslim Women’s Institute for
Research & Development’s Spring into Health event, providing IDNYC information to
West African immigrants.

On June 22, 2019, MOIA served on a panel during the Bronx Cluster Migrant Health
Event hosted by the National Black Leadership Commission on AIDS and Christ Apostolic
Church. This event was geared towards and attended mostly by African immigrants.

In August 2019, MOIA worked with the Darfur People's Association of NY and Brooklyn
Coalition for Darfur & Marginalized Sudan to expand the agency’s presence at local
community events.

In August 2019, MOIA delivered two IDNYC presentations at Harlem Y English-learning
classes serving primarily African immigrant residents.

On September 12, 2019, MOIA co-organized alongside CCHR an African Diaspora Town
Hall with interpretation in French.

On September 18, 2019, MOIA tabled at the African Heritage Celebration at Hostos
Community College with multilingual materials.

On October 5, 2019, MOIA tabled with multilingual materials at the Muslim Women'’s
Institute Day of Dignity event attend by African immigrants in Bronx.

On November 15, 2019, the Outreach and Organizing team made an announcement on
public charge at Al-Wadud Mosque (attended by Muslims from African Diaspora) in
Manhattan.

e Outreach to Punjabi and Hindi speaking communities

(0]

(0]

In January of 2019, MOIA, along with the ThriveNYC team, conducted multiple outreach
events in Punjabi at the Sikh Cultural Center.

In February of 2019, MOIA conducted Punjabi and Hindi outreach at Shri Guru Ravidas
Sabha of New York in Woodside, Queens with regards to immigrant services and IDNYC
for the 642nd Birthday Celebration of Shri Guru Ravidas.

In April of 2019, MOIA celebrated Vaisakhi with the greater Punjabi community of New
York in partnership with multiple community-based organizations and city agencies. The
primary language spoken and the outreach materials used were in Punjabi.

In May 2019, MOIA conducted day laborer outreach to Punjabi speaking New Yorkers in
Richmond Hill, Queens.
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O In August of 2019, MOIA conducted a Public Charge Day of Action in Jackson Heights.
Two of the primary languages spoken there were Punjabi and Hindi along with Bangla,
Spanish, Chinese, and English.

e Qutreach to Tibetan and Nepali speaking communities
O In September of 2019, MOIA conducted outreach at the Annual Momo Crawl in Jackson
Heights Diversity Plaza. The outreach materials were in Tibetan and Nepali.
O Between October 2019 and December 2019, MOIA presented on IDNYC in Tibetan
language to the NY Tibetan Service Center and the NY Tibetan Community of NY and NJ.
Staff also passed out IDNYC renewal materials in Tibetan during canvasses and at
multiple events.

e Outreach to additional communities

o In April and June of 2019, MOIA conducted outreach at the Indonesian Food Bazaar in
St. James Episcopal Church in EImhurst. The outreach materials used for this event were
in Indonesian.

O InJuly of 2019, MOIA conducted outreach at the Wat Buddha Thai Thavorn Vanaram
temple in ElImhurst. The outreach materials used for this event were in Thai.

O On October 25, 2019 MOIA developed and promoted IDNYC renewal material in over
twenty languages including Farsi, Nepali, Tibetan, Russian, Georgian, Azerbaijani,
Nahuatl, Japanese, Tajik, Turkish, Urdu, Punjabi, Polish, Korean, Pashto, Greek, Haitian
Creole, Gujarati, Albanian, and Garifuna.

O On December 1, 2019, MOIA began a production of a series of informational videos in
Mixteco, Thai, Yiddish, Uzbek, Kichwa, K’iche, Arabic, Wolof, Tagalog, Punjabi, Nepali,
Mande, Indonesian, Garifuna, and Fulani to promote IDNYC renewal.

0 On December 19, 2019, MOIA attended and presented at the Eurasia Cultural Center
Inaugural 2019 gathering following a stakeholder meeting centering on the needs of
Uzbek, Tajik, Turkemn, Kazakh, and Kyrgyz New Yorkers.

Know Your Rights (KYR) forums are also a crucial part of MOIA’s work to ensure that all immigrant New
Yorkers, regardless of immigration status, understand their rights and protections under the law, and
are empowered to fully participate in civic life, despite the ever-changing federal landscape. Through the
various types of MOIA-led and funded KYR forums, MOIA is able to provide New Yorkers with accurate
information about their rights in the languages New Yorkers speak, and strengthen our work to
effectively address the concerns of immigrant New Yorkers as they navigate confusing and time-
sensitive changes to federal immigration policy. In 2019, MOIA held 1,060 Know Your Rights forums
engaging 23, 764 New Yorkers. Those KYR events were conducted in 15 languages, and in a variety of
communities across the year. Beyond the City’s top 10 designated languages, forums were conducted in
Burmese, Mandingo, Tagalog, and Tibetan.

In the coming year, MOIA will continue to work with community leaders and community-based
organizations that serve immigrants who speak languages beyond the ten LL30 languages to provide
updates, connect communities to services and resources, assess needs, and follow-up with agencies as
needed.
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List of designated citywide languages & data source

Mayor’s Office of
Immigrant Affairs

Nisha Agarwal Memorandum
Commissioner

To: Mayor Bill de Blasio and Speaker Melissa Mark-Viverito

253 Broadway

14" Fl

New Yc;?; NY 10007 From: Nisha Agarwal, Commissioner, Mayor’s Office of Immy t Affgi

Mindy Tarlow, Director, Mayor’s Office of Operations :

212.788-7654 tel

www nyc goviimmigrants . }
Subject: Preliminary Assessment of Designated Citywide Languages for Local
Law 30 of 2017
Submitted by the Mayor’s Office of Immigrant Affairs and the Mayor’s Office
of Operations in compliance with Local Law 30

Summary:

Local Law 30 requires MOIA to produce a preliminary report on the ten citywide languages. This memo
outlines the basis for selecting the top ten languages, and presents the data. It also raises some
considerations going forward.

1. Requirements

Section 6 of Local Law 30 requires the Office of the Language Services Coordinator (OLSC) [in effect,
the Mayor’s Office of Immigrant Affairs, in collaboration with the Mayor’s Office of Operations] to
“make a preliminary assessment, based on the best available data, of the ten limited English proficiency
languages likely to be the designated citywide languages when section 2 of this local law takes effect, and
report the results of that preliminary assessment to the speaker and the mayor.”'

LL30 further designates how the “Designated citywide languages” are to be determined:

¢ The top six limited English proficiency languages spoken by the population of New York city as
determined by the department of city planning and the office of the language services coordinator,
based on United States census data; and

o The top four limited English proficiency languages spoken by the population served or likely to be
served by the agencies of the city of New York as determined by the office of the language services
coordinator, based on language access data collected by the department of education, excluding the
languages designated based on United States census data.

''NYC City Council, Local Law 30, available at:
httpy/ legistar council.nyc.opov LegislationDetail.aspx?21D=2735477&GUID=DOAOECA1-4D71-47EB-B44D-5919777ED38 1 §
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2. Top six languages

As noted by City Council, Local Law 30 represents a codification and expansion of Executive Order 120
(2008).2 LL30 effectively applies the standard established under EQ 120 for determining the top six LEP
languages.

Based on its analysis of 201 1-15 American Community Survey data from the Census Bureau, the
Department of City Planning released the table, “Top Languages Spoken at Home by Limited English
Proficiency (LEP),” in February 2017. The top six LEP languages are:

Spanish
Chinese**
Russian
Bengali
Haitian Creole’
Korean

S

According to the Census numbers, there is a significant gap between the numbers of LEP speakers for the
sixth and seventh LEP languages.

3. Additional four languages

The four languages added by LL30 are determined by the Office of the Language Services Coordinator,
based on Department of Education (DOE) data, specifically the Parent’s Preferred Language report.

As part of its annual registration process, DOE collects data from parents about language spoken at home
and preferred language for written and spoken communications. The result is a dataset of over a million
records, capturing language communities in which children attend the City’s public school system across
the five boroughs.

Based on an average of DOE’s data from school years 2011-2012 through 2015-2016 for preference for
written communications from the Parent’s Preferred Language Report, the top four languages that are not
included in the top six languages are:

7. Arabic
8. Urdu
9. French
10. Polish

*NYC City Council, Summary of Int. No. 1181, available at:
hutp://legistar.council.nye.zov/LegislationDetail.aspx?1D=2735477& GUID=DOAOECA 1 -4D7] -47EB-B44D-5919777ED818
' NYC Department of City Planning, “Top Languages Spoken at Home by Limited English Proficiency (LEP)” (February
2017), available at: http://www| .nyc.gov/assets/planning/download/office/data-maps/nve-

population/acs/top_lang 2015pumsSyr_nyc xlsx

¥ Census Bureau specifies that this language category includes Chinese, Mandarin, Cantonese, Taiwanese. See note about
spoken language.

% The Census data specified French Creole, which is a Census language category. In the NYC context, this effectively means
Haitian Creole.
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4. List of 10 languages

Therefore, based on averages of five-year data from the Census Bureau’s American Community Survey
and the DOE, the 10 covered languages under Local Law 30 are:

Spanish
Chinese
Russian
Bengali
Haitian Creole
Korean
Arabic

Urdu

French

IO Polish

LN U RN -

5, Discussion

* The two datasets on which the language determination is based are relatively robust, collected on a
regular basis across all communities of the City. Guidance from the Federal Department of Justice
notes school records as a potential source of language data.*

e The data from DOE captures a younger demographic of New Yorkers with school-aged children. This
dataset may therefore identify more recent or emerging LEP communities.

e We apply the five-year average for both Census and DOE data to ensure comparability as well as
stability of language data. In this way, the data represent language trends, but do not overweight data
from an individual year.

e DOE provided annual data from the Parent’s Preferred Language report over the school years 2011-12
through 2016-17. MOIA produced a five-year average of the school years 2011-12 through 2015-16,
in order to base the four additional languages on the same period as the City Planning data.

* Over the period 2011-15, DOE data indicates that approximately 33% of the parents preferred written
communication in a language other than English. Note that DOE data do not technically identify
limited English proficiency, unlike the Census.

¢ Given the City’s communication needs for service provision, the designated citywide languages
largely apply to the translation of written communications. The Census’language data, however are
technically based on three questions on the Census form that address spoken language.” The selection

bus. Department of Justice, Guidance to Federal Financial Assistance Recipients Regarding Title V1 Prohibition Against
National Origin Discrimination Affecting Limited English Proficient Persons, 67 Fed. Reg. 117 (June 18, 2002). Federaf
Register: The Daily Journal of the United States. Available at: https://'www . gpo.gov/fdsys/pke/FR-2002-06-18/pdf/02-
15207, pdf
" Questions from Census form [https://www.census.pov/
a. Does this person speak a language other than English at home?
* Yes
= No
b. What is this language? (For example: Korean, Italian, Spanish, Vietnamese)
c. How well does this person speak English?
* Very well
= Well
= Not well
* Notatall
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of languages is based on the assumption that one’s written language needs generally mirrors one’s
spoken language. Through both internal and contracted language services — telephonic interpretation,
in particular — City agencies have more capacity to support language access for oral communications.

Note that there are two forms of written Chinese: traditional characters and simplified characters.
Given the lack of data on whether readers of Chinese prefer traditional or simplified characters,
MOIA/OLSC does not currently have the basis to require a specific written form or both forms of
Chinese through Local Law 30.

While this memo addresses the determination of the designated Citywide languages, we also highlight
that Local Law 30 requires that agencies consider other data sources, including internal records, during

the process of developing their respective language access implementation plans and when providing
services.

Resources

U.S. Census Bureau
https://www .census.gov/topics/population/language-use.html

https://www?2.census.gov/programs-sutrveys/acs/about/qbyqgfact/201 6/Language.pdf’

https://www.census.gov/library/working-papers/2015/demo/SEHSD-WP2015-18.htm!

Tables

NYC Department of City Planning, Top Languages Spoken at Home by Limited English Proficiency
(LEP)
http://www | .nyc.gov/assets/planning/download/office/data-maps/nyc-

population/acs/top lang 2015pums5yr nye.xlsx

New York City, 2011-15

Total Percent

Total LEP 1,817,339 100.0

1 Spanish 888,936 48.9
2 | Chinese* 317,693 17.5
3 Russian 116,172 6.4
4 Bengali 51,276 2.8
5 French Creole 50,231 2.8
6 Korean 43,796 2.4
7 ltalian 27,565 1.5
8 | Yiddish 27,445 1.5
9 Arabic 26,635 1.5
10 [ Polish 25,169 1.4
11 [ Urdu 21,072 1.2
12 | French 20,885 1.1
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NYC Department of Education, Data from the Citywide Parent’s Preferred Language Report,
based on data tables provided to MOIA by DOE

New York City, 2011-15

Avg, Total | Percent
1 Spanish 341524 62.8%
2 | Chinese, Any 92356 17.0%
3| Bengali 24566 4.5%
4 Arabic 14146 2.6%
5 Russian 13518 2.5%
6 | Urdu 9481 1.7%
7 Haitian Creole 6641 1.2%
8 Korean 6406 1.2%
9 | French 4319 0.8%
10 | Polish 3783 0.7%
11| Punjabi 3401 0.6%
12 | Albanian 3185 0.6%

Top languages combining City Planning/Census and DOE data

City Planning/Census data DOE data
Total Percent of LEP | % of non-English
1,817,339 100.0
1 Spanish 888,936 48.9 62.8
2 Chinese* 317,693 17.5 17
3 Russian 116,172 6.4 2.5
4 Bengali 51,276 2.8 4.5
5 | qotan 50231 28| . 1.2
6 Korean 43.796 2.4 1.2
7 Arabic 26,635 1.5 26
8 [ Urdu 21,072 12 1.7
9 French 20,885 1.1 0.8
10 | Polish 25,169 1.4 0.7
Other languages for comparison
Punjabi 0.6
Albanian 0.6
Italian 27,565 1.5 0.1
Yiddish 27,445 1.5 ~0

25



Data source used to determine the designhated citywide languages

Citywide Count of Parents by Preferred Written/Spoken Language

Parents of Students in Districts 1-32 and 75*

2016-17 2015-16 2014-15 2013-14 2012-13 2011-12
Language Written [Spoken |Written [Spoken [Written [Spoken |Written [Spoken |[Written |Spoken |Written |Spoken
(AMERICAN) SIGN LANGUAGE 122 354 143 394 156 422 182 463 204 479 209 451
ACHOLI NULL 3 NULL 5 1 4 1 4 1 3 1 2
ADANGME 9 27 9 22 8 14 7 13 7 10 7 12
AFRIKAANS 259 278 297 313 332 349 369 383 402 414 431 448
AKAN 26 32 32 40 44 52 58 61 55 59 57 58
ALBANIAN 2836 2976 2990 3139 3180 3324 3361 3518 3619 3774 3856 4012
AMHARIC (AKA ETHIOPIAN) 45 47 42 47 48 48 49 49 48 46 45 46
AMOY (A.K.A.FUKIENESE) NULL 482 NULL 599 NULL 716 NULL 828 NULL 868 NULL 949
ARABIC 17465 | 17658 | 15999 | 16187 | 14496 | 14706 | 13909 | 14100 | 13486 | 13625 | 12839 | 12985
ARAUCANIAN 26 62 27 61 25 55 31 57 34 44 34 38
ARAWAK 2 2 1 1 2 2 4 3 3 2 3 2
ARMENIAN 129 133 130 132 136 140 133 137 170 175 193 196
ASSAMESE 2 7 2 6 2 6 3 6 4 7 4 7
AYMARA 1 1 1 NULL 1 NULL 2 NULL 3 NULL 3 NULL
AZERBAIJANI (AKA AZERI) 27 30 22 23 18 18 16 16 15 16 12 13
BALANTE 36 40 38 42 40 43 40 43 44 47 48 50
BALINESE 2 2 NULL NULL NULL NULL NULL | NULL | NULL | NULL NULL NULL
BALUCHI 8 9 8 9 7 8 5 6 2 3 4 3
BAMBARA 142 157 155 170 148 160 155 169 161 168 147 160
BASQUE NULL 1 1 2 1 2 1 2 1 2 1 1
BASSA NULL | NULL NULL NULL NULL NULL NULL | NULL 1 NULL 1 1
BELORUSSIAN 46 49 51 54 44 47 55 57 47 48 57 57
BEMBA 10 7 10 7 10 7 11 9 12 9 12 9
BENGALI (BANGLA IN BANGLADESH) 25608 | 26909 | 25653 | 26889 | 25091 | 26291 | 24837 | 25981 | 24107 | 25148 | 23140 | 24027
BHILI 9 15 10 16 10 16 11 18 12 17 11 15
BIHARI 23 23 29 29 35 35 34 34 33 33 33 35
BRAHUI 3 6 4 7 2 5 2 5 2 5 1 3
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BRETON 2 1 2 1 2 1 2 1 1 1 2 1
BULGARIAN 72 76 74 76 84 87 82 86 84 87 105 109
BURMESE 197 205 214 222 219 228 226 236 229 240 258 273
BUSHMAN 6 9 6 8 6 9 5 9 3 7 5 10
CANTONESE NULL 7061 NULL 7811 NULL 8505 NULL 9187 NULL 9729 NULL | 10743
CATALAN 5 6 8 9 8 9 10 10 10 10 10 10
CEBUANO 26 21 21 17 21 16 14 15 16 18 16 18
CHAM 49 83 58 115 65 125 75 140 77 138 101 162
CHECHEN 9 5 9 4 8 3 7 2 5 2 5 2
CHINESE ,ANY 94992 | 66377 | 94870 | 65580 | 93503 | 64473 | 92808 | 63830 | 91426 | 62974 | 89175 | 60993
CHUUKESE (TRUKESE) 1 1 1 1 1 1 1 1 1 1 1 1
CROATIAN 106 112 114 120 131 136 145 148 155 158 155 161
CZECH 20 22 18 20 23 25 27 31 33 37 35 39
DAGOMBA 2 2 2 2 2 2 2 2 2 2 2 2
DANISH 21 22 21 21 12 12 10 10 8 8 7 7
DARI/FARSI/PERSIAN 271 295 287 309 326 345 364 377 388 404 425 448
DUTCH 55 60 59 63 71 76 69 74 77 82 75 78
DZONGKHA 10 10 11 12 8 8 5 5 4 4 4 4
ENGLISH 1E+06 | 992034 |1053455| 1E+06 |1085859| 1E+06 |1109813| 1E+06 | 1E+06 | 1E+06 (1167573 1E+06
ESTONIAN 85 62 93 63 98 71 109 86 104 94 113 106
EWE 44 53 40 49 36 45 41 49 38 48 38 48
FANTI (AKA FANTE) 10 13 9 12 11 13 18 19 19 24 22 29
FINNISH 8 10 7 9 9 11 11 14 6 9 5 10
FLEMISH 4 5 4 5 4 5 5 6 5 6 6 7
FON 6 8 6 8 7 9 6 9 5 8 5 6
FRENCH 4023 3974 4189 4148 4314 4235 4384 4287 4347 4264 4360 4292
FULANI 848 986 915 1073 959 1125 994 1175 1007 1178 982 1121
GA 29 32 31 35 32 35 30 29 34 34 30 32
GALICIAN NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL 1
GALLA NULL 1 NULL 2 NULL 3 NULL 2 NULL 1 NULL 1
GARIFUNA 1 3 1 2 1 2 2 3 2 2 1 1
GEORGIAN 327 337 279 287 241 249 227 232 235 238 229 236
GERMAN 130 139 124 133 146 155 141 155 129 139 125 139
GREBO 2 2 2 2 2 4 2 4 NULL 2 NULL 2
GREEK 331 357 357 389 384 405 408 429 394 414 417 447
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GUARANI 16 17 18 18 20 20 29 27 31 31 35 35
GUJARATI 357 380 382 403 408 421 423 435 456 467 507 528
GURMA 5 4 5 4 5 3 4 2 6 5 7 6
HAITIAN CREOLE 5710 6251 5803 6371 6150 6695 6546 7065 6704 7192 6827 7282
HAUSA 142 157 144 162 138 157 131 148 115 130 114 130
HEBREW 283 301 299 321 334 348 357 376 361 380 411 459
HINDI 943 1002 993 1057 1014 1079 1061 1133 1114 1182 1222 1290
HMONG 1 NULL 1 NULL 1 NULL 1 NULL 1 NULL NULL NULL
HOTTENTOT 1 1 1 1 1 1 1 1 3 2 3 2
HUNGARIAN 123 128 125 130 131 133 129 131 122 125 106 109
IBO 24 28 30 32 27 30 34 39 34 39 44 49
ICELANDIC 3 3 1 1 1 2 1 2 7 8 7 7
ILOCANO NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
INDONESIAN (AKA BAHASA) 268 268 299 306 314 325 344 353 360 373 403 418
IRISH (GAELIC) NULL 1 1 2 1 2 1 2 2 5 3 5
ITALIAN 540 575 513 540 461 482 410 445 387 428 430 473
JAMAICAN-CREOLE 27 31 27 31 28 36 31 40 32 39 34 41
JAPANESE 560 589 604 641 593 627 584 610 561 591 529 556
JONKHA NULL 3 NULL 3 NULL 3 1 3 1 4 2 4
KABRE NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
KACHI 2 2 NULL NULL NULL NULL NULL NULL 1 1 2 2
KAFIRI NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
KAMBA NULL NULL 4 4 5 5 5 5 5 5 4 4
KANARESE (A.K.A. KANNADA) 2 4 2 4 2 4 2 4 5 7 5 7
KANNADA 2 2 2 2 3 3 3 3 2 2 2 2
KANURI 5 5 6 4 7 5 8 7 12 11 10 9
KAREN 6 7 6 8 4 6 4 6 13 15 18 21
KASHMIRI 2 2 3 3 2 2 1 1 1 1 1 1
KAZAKH 4 4 5 5 2 2 1 1 2 2 4 4
KHMER (AKA CAMBOGE) 41 40 45 44 52 48 66 60 84 78 90 84
KHOWAN 1 1 1 1 1 1 1 1 NULL NULL NULL NULL
KIKUYU NULL NULL 1 1 1 1 1 1 1 1 1 1
KONGO 11 10 11 10 11 10 10 10 10 10 10 10
KOREAN 5046 5190 5592 5739 6095 6223 6661 6781 7120 7285 7735 7980
KPELLE 2 3 2 3 2 2 2 2 2 2 2 2
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KRU NULL 1 NULL 1 NULL 1 NULL 1 NULL 1 NULL 1
KURDISH NULL 2 1 3 1 2 2 3 2 3 2 3
LAO 7 7 8 8 8 8 6 6 5 5 7 7
LATVIAN 5 6 2 2 6 7 8 9 10 11 9 12
LINGALA 1 1 1 1 1 1 1 1 NULL NULL NULL NULL
LITHUANIAN 20 20 20 19 23 22 26 25 29 26 31 28
LOMA NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
LUBA 1 1 1 1 1 1 1 1 1 1 1 1
LUGANDA 2 1 2 1 1 NULL NULL NULL | NULL NULL 1 1
LUNYANKOLE NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
LUO NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL 1 2
MACEDONIAN 80 102 79 117 89 135 102 150 111 160 115 164
MALAGASY 12 12 11 11 8 8 7 8 5 6 9 10
MALAY 15 16 20 21 24 27 28 33 28 34 30 36
MALAYALAM 145 167 163 207 180 225 210 259 241 289 267 320
MALINKE 34 33 33 30 32 30 40 39 42 42 46 44
MALTESE 6 7 5 6 5 6 6 7 6 7 6 7
MANDARIN NULL | 22172 | NULL | 22006 | NULL | 20957 | NULL | 20118 | NULL | 18991 [ NULL | 17816
MANDINKA (AKA MANDINGO) 488 516 538 570 582 631 585 638 595 645 585 637
MARATHI 10 11 10 10 5 5 5 5 5 5 8 8
MENDE 1 2 NULL 1 NULL 1 NULL 1 2 3 3 3
MOHAWK 1 NULL 1 NULL 1 NULL 1 NULL 1 NULL NULL NULL
MOLDAVIAN 48 69 46 69 46 69 46 69 38 63 36 62
MONGOLIAN 7 9 9 11 10 11 10 13 14 16 13 14
MOSSI (AKA MORE) 76 121 82 121 91 136 100 130 101 132 86 116
NAHUATL 241 235 219 215 206 204 211 208 216 213 211 207
NDEBELE 10 11 13 14 13 14 12 13 9 10 11 12
NEPALI 886 923 844 882 850 885 813 847 813 848 810 840
NORWEGIAN 2 2 3 3 2 2 2 3 2 2 7 7
NYANJA (A.K.A CHINYANJA) 5 6 5 6 6 6 3 3 3 3 3 2
ONEIDA 63 80 76 86 85 87 101 97 107 93 123 104
ORIYA NULL 2 NULL 1 1 2 1 2 1 2 1 2
OSSETIAN NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
PAPIAMENTO 6 5 6 5 5 4 6 7 7 8 5 6
PASHTO (A.K.A. PUSHTO) 434 457 455 484 468 493 487 513 531 562 530 569
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PILIPINO (A.K.A. TAGALOG) 556 578 627 657 708 744 777 820 870 916 937 991
POLISH 3009 3090 3243 3329 3586 3701 3864 3992 4016 4142 4208 4357
PORTUGUESE 471 486 465 478 478 489 481 496 532 550 590 607
PROVENCAL 2 2 2 2 2 2 2 2 3 3 2 2
PUNJABI (A.K.A. PANJABI) 2908 3181 3009 3293 3109 3393 3182 3443 3263 3501 3362 3613
QUECHUA 4 4 4 4 4 4 4 4 3 3 1 1
QUICHE 6 5 4 4 4 4 NULL 2 NULL NULL NULL NULL
RAJASTHANI 2 2 1 2 1 2 1 2 1 2 1 3
ROMANIAN 189 205 202 220 190 204 192 206 206 219 238 261
ROMANSCH 1 1 3 3 3 3 3 3 3 3 3 3
RUNDI 2 2 2 2 2 2 2 2 2 1 2 1
RUSSIAN 14595 | 15189 | 14327 | 14994 | 13861 | 14503 | 13417 | 14033 | 12975 | 13595 | 13011 | 13672
RWANDA 1 2 1 2 2 3 2 3 4 5 3 5
SAMOAN 5 6 6 7 6 8 8 10 9 12 13 16
SANSKRIT 8 9 9 10 7 9 7 9 8 11 8 11
SCOTTISH-GAELIC NULL NULL NULL NULL 1 1 2 2 3 3 3 3
SENECA 7 6 7 5 10 8 16 13 16 13 22 19
SENUFO 226 232 258 265 275 282 302 314 321 335 359 376
SERBIAN 88 100 95 109 95 108 103 114 89 101 89 101
SERER NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
SERI 5 5 5 6 4 5 6 8 5 7 9 9
SESOTHO 1 1 1 1 3 3 4 4 4 4 4 4
SETSWANA 7 9 8 8 9 9 11 10 12 12 12 13
SHAN 6 5 8 7 5 5 5 4 3 2 3 2
SHINA 1 1 1 1 3 3 2 2 2 2 1 1
SHLUH 10 8 12 10 10 8 10 8 10 8 13 11
SIDAMO NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
SINDHI 6 5 6 6 13 14 12 13 18 21 23 24
SINHALESE 76 93 86 104 101 116 104 120 130 146 134 151
SLOVAK 166 228 185 243 212 258 216 256 236 263 270 295
SLOVENIAN 19 19 22 23 25 26 29 30 30 33 26 30
SOMALI 3 3 3 3 4 4 6 6 8 8 10 10
SONINKE 623 653 651 668 659 683 635 659 660 677 641 662
SPANISH 326255329625 | 335274 | 338532 | 340802 | 343962 | 341469 | 344531 343689 | 346747 | 346388 | 349557
STUDENT DOES NOT SPEAK 19 22 25 25 43 40 53 50 58 55 70 66
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SUDANESE 11 11 11 11 6 6 8 8 8 8 7 7
SUKUMA 10 11 12 13 12 13 13 14 17 18 19 20
SWAHILI (AKA KISWAHILI) 10 12 11 13 9 11 9 9 11 11 11 11
SWAZI NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL 1 1
SWEDISH 35 35 40 39 36 34 37 34 25 26 22 22
TADZHIK (AKA TAJIK) 351 378 293 310 224 235 168 178 133 140 84 90
TAMASHEQ NULL NULL NULL NULL NULL NULL NULL NULL | NULL NULL NULL NULL
TAMAZIGHT 2 1 1 1 1 1 1 1 1 1 1 1
TAMIL 116 134 135 152 142 160 136 154 161 177 172 189
TELUGU 29 37 34 45 44 54 46 55 53 61 62 69
TEMNE 9 6 11 8 10 7 10 7 9 6 9 6
THAI 169 167 179 179 202 207 211 216 229 234 237 244
TIBETAN 605 640 675 699 766 792 812 835 844 870 843 860
TIGRE 28 30 31 33 35 37 40 43 44 47 46 49
TIGRINYA 9 11 10 12 11 13 13 15 10 13 6 10
TONGA 4 6 6 7 7 7 9 9 10 10 7 7
TURKISH 429 451 475 492 484 507 513 530 551 570 616 641
TURKMEN 11 12 15 16 13 14 13 14 13 14 13 14
TWI 298 331 302 335 324 359 347 374 348 373 337 358
UKRAINIAN 947 1010 979 1050 1042 1106 1047 1118 1052 1129 1093 1171
UNKNOWN 177 197 218 248 269 306 365 410 635 718 1082 1212
URDU 8989 9678 9197 9918 9381 10095 | 9470 | 10135 | 9570 | 10196 [ 9788 | 10373
UZBEK 1759 1811 1569 1605 1397 1430 1202 1230 1033 1052 857 865
VIETNAMESE 650 654 726 733 769 777 836 846 845 858 860 880
VISAYAK (A.K.A. BISAYA) 7 8 3 4 3 3 3 3 7 7 9 11
WELSH NULL NULL NULL NULL NULL NULL 1 NULL | NULL NULL NULL 2
WOLOF 316 332 318 335 327 353 324 347 330 360 296 325
YIDDISH 165 194 119 166 130 219 70 133 172 227 363 415
YORUBA 85 106 85 106 93 108 105 126 104 120 117 139
ZULU 1 1 2 2 1 1 1 1 1 2 5 6

*Includes all parents who had a student active at any point during the school year
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List of Agencies

31D (DOITT) coreeeeee et ee e e e e e e st e eeseeeeeeeseseeeeeeeseeeeee e eseeaeeeeseeaeeseeee e eetaesaeeeeeeeaseeseeeeeeeeeeeeaseeeeeeeseneens 34
Administration for Children’s SErVICES (ACS) ......eeieeciiiie ettt e ettt e et e e e e e e e e aaeeeeeabeeeeenneeaas 44
Civilian Complaint ReView BOard (CCRB) ......ccuuiiiiiiiieeecieee e eteee e ettt e e ettt e e e eetreeeeeeataeeeseasaeaeseasaeaeeanreeaesnnes 60
Commission on HUMaN Rights (CCHR) .....uuiiiiiiiie et e e s ate e e e s ate e e e s snte e e e srnraeaeeanes 68
Department for the AGING (DFTA) ... ettt e e e s e e e e aae e s e sabe e e e e sabaeessnbaeeeessseeesenasenas 76
Department of BUildings (DOB) .....coiiiuiiieiiiiiieecitee sttt e st e e e etee e e et e e e eaate e s s sabaeeeesasaeesssnsaeesenasenesennsenns 85
Department of City Planning (DCP).......ueie ettt e s e e e e e e s saaa e e e e sabaee s s sabaee e esaraeeeenaneeas 98
Department of Citywide Administrative Services (DCAS) ......cueecieeicieeeiieeeree e eeteeeetee e sreeeeareesvee s 116
Department of Consumer and Worker Protection (DCWP, formerly DCA).........ccoueeeveeeceeenieeccieeecvee e 126
Department of CoOrrections (DOC) ......cccueiecieeiiiei e ciee ettt et e e eteeesreeeetaeesreesbaeesaseesabeeessseesnseeensseesareean 142
Department of Design and CoNStrUCtiON (DDC)....c.ueeireeeiieeiieeeieeeeteeeetee e e et eesave e sbeeesaveesbeeeenreesareean 151
Department of Environmental Protection (DEP) ........c.ececueeiiieeeiiie e ettt e steeesiveesveeesaveesve e eareesavee s 163
Department Of FINANCE (DOF) ......uiiiiieciee ettt st e ettt e e te e e sate e e ebae e s abeesateeessteesabaeessseesntesesseesareenn 179
Department of Health and Mental Hygiene (DOHMH) ........cooooiiiiiiciiie ettt 215
Department of Housing Preservation and Development (HPD) ......cccouvveeicieeeeeciee ettt 235
Department of Parks and Recreation (DPR) .........eeiieiiee ittt ee e e e e e e ate e e e aae e e eeareeas 249
Department of Probation (DOP) ...ttt e et e e e tte e e e e tte e e e e bae e e e e bte e e eenbaee e e nbaeaeenrenas 270
Department of RECOIAS (DORIS) ...coeieiieeiciieie ettt e et e e e tte e e e e tee e e e e bae e e e eabeeeeeensaeeeeenbeeeeennsenas 282
Department of SANITAtion (DSNY) ...t e e e e bte e e e et e e e e e e bte e e eenbaeeeeeabaeeeenrenas 292
Department of Social Services/Department of Homeless Services (DSS/DHS) ....ccouveveeieceeeciveeeceeeennen. 310
Department of Social Services/Human Resources Administration (DSS/HRA) .....cc.cccevveeevreeireeeceeeenneen. 335
Department of Transportation (DOT) .....ccccieieiicieeeeeciee e eeiiee e eecte e e e ette e e e e etee e e e ebae e e e ebeeeeeenbeeeesenbeeeeennrenas 365
Department of Veterans’ SErvViCES (DVS) .....uii i iie et steeeee ettt e e stee s ve e s e e esbae e sbaeesaaeesnteessaeesareean 382
Department of Youth and Community Development (DYCD) .......cccveeecieeeiieesieeeciiee e eieeesree e 396
Emergency Management (NYCEM) ....ccueiiiie e cee ettt eeeesite e e tae e tveesateeeaae e sataeesaeesntaeennaeesaseean 404
Fire DepartMeENt (FDINY)....ci o iee et e st ettt e et e et e e e te e et e e st teeebaeesateeestaeessteesnsaeessseesnsaeasseesnsaeensees 413
Landmarks Preservation COmMmISSION (LPC).......eeicueieiiieiiieeiieeeiee ettt e ecteeesireesteesteeesteesnneesaneesnaeesneeean 431
R\ YL T o 0 ] ol (1Y ) IS 439
Mayor's Office of Immigrant Affairs (IMOIA).......cccueiiiiee et e e stee et e e e sare e s aeeesaaee s 455
*Mayor’s Office of Media and Entertainment (MOME) ........c..oocuieiiieeiie et saee e 468
Mayor’s Office to End Domestic and Gender-Based Violence (ENDGBV, formerly OCDV).........cccc....... 482
New York City Law DepartmMent (LAW) ....ccccueeeciee e esiieeeieeestee s e e estteesteeesseeesateessaeesnteesnsaeenneesnseeessseenn 502
New York Police DepartmMent (NYPD) ....cccc ettt ettt e et e e e etee e s eabae e e e atae e e eentae e s snraeeeennreeas 516
Office of Administrative Trials and Hearings (OATH).....c..ueiiiiiiii et 527
Office of Chief Medical EXaminer (OCIMIE) ........ooooiuiiiiiiiiiee et ettt e ettt e et e e eeetre e e eeeareeeeenreeeeennaeaean 548
SMall BUSINESS SEIVICES (SBS)..uvreiiiiiiiieeiitiie e ettt ettt e ettt e e e ettt e e ee et e e e eetbeeeeetbeeeeessseeeesseeasesreeeeenseeanan 556
Taxi and Limousing ComMmMISSION (TLC) ..cciiiuriiiiiiiiee ettt e et e e et e e e e are e e e e are e e e eareeeeeanneas 563

*new Language Access Implementation Plans
NOTE: Language Access Coordinators (LACs) listed in the agency implementation plans may no longer

occupy that position. Refer to the table starting on page 7 for the names and positions of the LACs at the
time of this report’s submission.
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Language Access Plan

Language Access Coordinator: Michael Hutchinson, Finance and Contracts Director

I. Agency Mission and Background

The 311 Customer Service Center became operational in March 2003. The mission of
311 is to provide the public with quick, easy access to all New York City government
services and information while maintaining the highest possible level of customer
service. The 311 Customer Service Center is the primary vehicle used by residents,
businesses and visitors to New York City, to obtain non-emergency government
services and information throughout the 5 boroughs. By dialing one easy to remember
telephone number, a caller can obtain information for over 4,000 services. Calls to
311are answered 24 hours a day, 7 days per week, and 365 days a year. Call taking
services include providing information, processing service requests for various City
agencies and taking complaints from callers with respect to City services, as well as,
referrals to certain City, State and Federal government agencies.

City agencies for which 311 takes service requests include, but are not limited to:
Department of Buildings; Department of Sanitation; Department of Housing,
Preservation and Development; Department of Environmental Protection; Department of
Transportation; Department of Parks and Recreation; Department of Education; Police
Department (Quality of Life); Department of Health and Mental Hygiene; Taxi and
Limousine Commission.

311 assists agencies to improve service delivery by allowing them to focus on their core
missions and manage their workload efficiently.

We also provide insight into ways to improve City government through accurate,
consistent measurement and analysis of service delivery Citywide.

Il. Agency Language Access Policy and Goals

311 has been providing telephonic interpretation services and translation services as
required in over 175 languages prior to Executive Order 120 in 2008 and Local Law 30
in 2017. All services provided by the 311 Customer Service Center is available to LEP
individuals that contact 311, regardless of language spoken. 311 is committed to
working with elected officials and members of the public, to improve service delivery to
individuals with limited English proficiency.

In 2013 the Department of Citywide Administration (DCAS) contracted with language
services vendors including Language Line Solutions and Geneva Worldwide for over
the phone interpretation and language translation services. 311 currently uses both
vendors for the respective services listed above. The DCAS master contract is designed
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to permit all City agencies to establish a Task Order under the umbrella of the contract.
Not only does this alleviate other agencies from having to undergo the arduous and
costly Request for Proposal (RFP) process, other agencies will benefit by economies of
scale offered by the contract.

311 is committed to improving the customer experience for all citizens that contact the
call center. As such, we inform our customers of the availability of interpretation
services via our IVR messaging and the connect times to an interpreter are tied to
service level agreements in our contracts with our service providers. Providing non
English callers with the option to speak in their native language or a language they are
most comfortable speaking, encourages them to contact 311 for assistance with
obtaining government services or information. Reducing wait time for our customers to
connect to an interpreter improves their overall experience and is a goal for 311.

[ll. LEP Population Assessment
Factor 1- Demographic Analysis

The City of New York has a diverse population of over 8.5 million people. Executive
Order 120 and Local Law 30 requires agencies providing direct public and emergency
public services to provide services in 10 languages. These languages were identified

by the Mayor’s Office of Immigrant Affairs based on an assessment of the US Census
data from the Department of Education. The languages are Spanish, Russian, Chinese
(Mandarin and Cantonese), Bengali, Haitian Creole, Korean, Arabic, French, Urdu,
Polish. 311 has been providing telephonic and translation services since 2003 as
required, in over 175 languages, including these languages. Monitoring of the frequency
of use of these languages is performed routinely.

Factor 2 — LEP data tailored specifically to 311

311 obtains information from other agencies that assist us in determining peak
language requirements in specific languages for targeted outreach programs. Over 94%
of limited English proficient callers to 311 request interpretation services in Spanish,
Mandarin, Russian and Cantonese. The remaining 6% are in other languages. All
limited English proficient individuals, regardless of language are eligible for
interpretation services. Providing non English callers with the option to speak in their
native language or a language they are most comfortable speaking, encourages them to
contact 311 for assistance with obtaining government services or information. During a
call with a limited English speaking individual where interpretation services are engaged
and it is determined that the call is an emergency that requires a transfer to 911, the
311 agent will immediately conference the caller along with the interpreter to 911 and
remain on the call until the operator authorizes 311 to disengage. During calendar year
2017, 311 received 20,141,764 calls, 639,521 calls required interpretation services.
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Language line provided assistance on 193,295 of those calls in 93 different languages.
Compared to calendar year 2007, Language Line has seen an increase of over 116,000
calls.

In addition to contracting with language services vendors for over the phone
interpretation and written and recorded translation services, 311 employs customer
service representatives who are able to converse with the callers in Spanish.

Language Line Solutions call volumes by Language are reviewed monthly by 311 and
quarterly by MOIA to assess changes in the LEP population.

Factor 3 — Nature and Importance of Services

311 provides callers with access to interpreters in the languages they request. Many
callers require interpretation services to assist them in obtaining access to information
that is provided by various agencies which include The Dept. of Health, Housing
Preservation Department, Department of Transportation, Human Resources
Administration, etc. Without access to an interpreter, individuals may not obtain the
information they are seeking to make informed decisions regarding the eligibility for
services offered by many City agencies.

Factor 4 — Resources available for Language Assistance

The 311 Customer Service Center provides various means for members of the public to
obtain access to City services. Messages in languages other than English have been
included in our upfront IVR messaging solution for all callers.

311 provides translation in over 100 languages on it's website, 311 online, via nyc.gov

311 utilizes the skills of its bilingual (Spanish) staff to support callers requiring
telephonic interpretation services.

311 informs the public of language assistance services on its social media and text
messaging channels and also provides assistance in languages on these channels.

Translation of cultural signs are displayed in various languages to emphasize to our
staff, Agency colleagues, and our visitors our ability to communicate with the public in
multiple languages.

311 utilizes a telephonic language interpretation and a translation services vendor with
annual costs in excess of $1,000,000 to provide these services.
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IV. Implementation: Plan Logistics
Document Translation Services:

The 311 Customer Service Center does not routinely require document translation
services to fulfill its mission of providing information to the public. However, we have
contracted with Geneva Worldwide to provide these services in any language when
required. All translation requirements (voice recordings or document translations) are
determined on a case by case basis. There are no essential documents that require
translation at the 311 Customer Service Center. 311 does not routinely distribute
documents to the public or the media, nor do we routinely place documents on the
Language Gateway. Translation of cultural signs and photographs are displayed in the
311 Customer Service Center in various languages to emphasize to our staff, or Agency
colleagues and our visitors (local and international invited delegations) our ability to
communicate with the public in multiple languages. Geneva Worldwide is expected to
adhere to the service level agreement for document translations and be accessible for
rush translation requests in the event of an emergency.

Telephonic Interpretation Services:

It is the business model of 311 to provide interpretation services for all callers 24x7x365
daily since calendar year 2003. This service is currently available in over 200 languages
(including the 10 languages covered by Local Law 30), via our telephonic interpretation
vendor, Language Line and 311 employees. This represents an increase of 25
additional languages and dialects since 2003. 311 embarked on a plain language
initiative in 2011. All content in our CRM system used by our call takers is now listed in
plain language for ease of understanding for our customers.

Service level requirements are in place for vendors providing telephonic interpretation. It
is the goal of 311 to ensure that the average time to have a telephonic interpreter in the
four most commonly requested languages (Spanish, Cantonese, Mandarin, and
Russian) is 30 seconds or less. 311 is mandated to answer 80% of all calls in 30
seconds. 311 also provide access to health and human services via its 211 dialing
protocol in over 200 languages.

311 has a contingency plan that includes redundancy provided by an outsourced
vendor. This provides for continuity of call taking services in the event of an emergency
that includes uninterrupted language accessibility. 311 maintains its ability to continue
operations despite natural disaster or other emergencies as part of its COOP
(Continuity of Operations Plan).

A multi-lingual Interactive Voice Response System (IVR) interface was introduced in
April 2008 and is currently being upgraded to enhance non English functionality. This
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service provides callers who speak Spanish, Mandarin, Russian, Cantonese, Korean
and Haitian Creole the option of listening to current 311 pre-recorded announcements
such as “alternate side of the street parking” information in their native language. This is
convenient to callers seeking this information and eliminates the need for an agent and
or an interpreter. Callers do have the option of requesting assistance after listening to
the recording in any of the other languages including the languages recently included by
Local Law 30.

The 311 Customer Service Center completed 639,521 telephonic interpretation calls in
calendar year 2017 which were comprised of 93 languages.

The center maintains an online channel (311 Online) via nyc.gov which includes the
ability to translate all 3110nline content offered in over 100 languages.

311 implemented a Text Messaging Channel for citizens to reach 311 at (311692) with
plans to communicate in numerous languages, other than the current English and
Spanish, in the future.

311 communicated in language other than English (Spanish) in our primary social
media channel on a regular basis (Dominican Day Parade or Puerto Rican Day Parade,
and provides topical information. Social media channels include Twitter and Facebook.

The 311 Customer Service Center has a Language Access Coordinator. The role of the
coordinator includes the following:

o Coordinate over the phone interpretation and document translation services via
approved vendors 311 has contracted and proactively manage the contractual
relationship for interpretation and translation services.

o Coordinate effective and timely interpretation and translation service for service
requests, complaints, and correspondence requiring translation.

o Document and report translation service requested and provided.

o Oversee the operational relationship with each interpretation and translation
vendor.

o Collaborate with DCAS, and the DolTT Citywide contracts team related to the
contract.

« Monitor service level agreements for each vendor.

o Manage all document translation requests.

e Support the training, quality assurance and operations teams at 311 for
interpreter and translator related items.

¢ Routinely monitor calls for quality assurance purposes.

o Refers problems with service through the vendor’s Voice of the Customer
Process (VOC)
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e Interact with DolTT Telephony and IT personnel regarding technical problems
encountered with Language Line Solutions and escalate to the vendor, if
required, for resolution.

The Language Access coordinator will continue to monitor, maintain, and enhance,
whenever possible, access to language services. 311 is fully prepared to provide
telephonic interpretation and translation services during day to day operations, as well
as, during emergencies.

V. Training
All frontline 311 staff are trained on providing language services as new hires.

Call Center Representatives receive 4 weeks of classroom training with an intense
emphasis on customer service skills and techniques.

As part of the training 311 Call Center Representatives (CCR’s) are trained on how to
interface with a caller who does not speak English or whose communication skills are
limited in English.

CCR’s who are unable to determine the language required by a caller will connect with
Language Line and request to speak with someone who is skilled in language
identification.

Call Center Representatives are instructed on how to handle a call when they are
unable to readily identify the caller’s language.

CCR’s utilize CTI (Computer Telephony Integration) which allows them to almost
instantly connect to Language Line Solutions and conference an interpreter to the call.

CCR’s are trained to speak to the caller through the interpreter so that the caller
receives the same service as an English speaking caller would receive.

During new hire training 311 trainers review the prescribed tips for handling Language
Line calls.

Internal bilingual Spanish staff at King Teleservices (a virtual offsite contact center
utilized to support call volumes) must pass a language assessment test approved by the
City to be qualified to handle Spanish 311 calls.

Our vendors employ professional interpreters with years of experience and highly

qualified testers to administer an Interpreter Skills Assessment Test. Additionally,
interpreters are assessed on their ability to speak clearly, remain neutral, maintain
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accuracy in both languages, process information quickly and concisely, be sensitive to
cultural differences, be professional and courteous, use appropriate industry
terminology, and understand industry practices and procedures. Newly hired
interpreters receive a three (3) week orientation program and on-going training and
coaching.

311 is an equal opportunity employer that is committed to federal, state and City EEO
laws as well as the Citywide EEO policies and procedures.

During new hire training, as part of the customer service component, 311Call Center
Representatives are trained to be sensitive to the caller’s needs and how to
professionally interact with someone who is Limited English Proficient.

311 personnel also received an EEO orientation class which addresses cultural diversity
in the workplace when communicating with external customers.

Posters written in other languages are positioned throughout the 311 Contact Center to
remind personnel about our sensitivity to the diverse population of callers to 311.

311 quality assurance staff monitors the calls to ensure that quality interpretation
services are provided as per Executive Order 120, Local Law 30, and 311 policies daily.
Customers contacting 311 are always advised of the availability of language assistance
services.

V1. Record Keeping and Evaluation

All calls to 311 are recorded and all metrics related to language assistance services are
readily accessible internally at 311 or via the vendor’s portal.

The 311 Quality Assurance Team monitors recorded calls daily for all shifts. Bilingual
quality assurance evaluators listen to Spanish calls and provide coaching and
development to CCRs. 311 supervisory staff also evaluate and coach Spanish calls. In
addition to Spanish, the Quality Assurance Team also evaluates calls handled in other
languages to ensure that the English speaking 311 call taker and the interpreter are in
synch with providing the caller with quality service.

Language Line Solutions similarly has a Quality Assurance Team that monitors live calls
without the knowledge of the interpreter. A senior language specialist provides coaching
and feedback and identifies training and developmental needs.

Language Line Solutions has a formalized process known as the Voice of the Customer

(VOC) which ensures that coaching feedback is provided in a timely manner regarding
concerns expressed by the client and of any action taken. The vendor uses the VOC
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process to target the key areas that may require a developmental program for
interpreters. 311 managers or supervisors may refer problematic Language Line calls to
the 311 language liaison for review and escalation to the vendor.
Language Line provides monthly and quarterly reports via their portal which include the
number of calls and duration of the calls at a granular level (individual calls) and for all
calls combined. 311 also maintain metrics on the volume of calls handled by our
bilingual employees.

a. Ensuring Compliance with Executive Order 120 and Local Law 30:

311 provides language access in over 200 languages and dialects. The following items
ensure compliance with EO 120 and Local Law 30:

311 monitors call volume and consumer needs daily and monthly.

All calls, including those utilizing an interpreter are recorded and retained in accordance
with 311’s Privacy Policy.

The Quality Assurance team evaluates calls handled in other languages to measure the
level of customer service.

Language Line Solutions call volumes by language are reviewed monthly by 311 and
quarterly by MOIA to assess changes in the LEP population.

311 conducts routine reviews to determine the need to hire additional bilingual
interpreters for other languages besides Spanish.

311 utilizes the vendor’s Voice of the Customer process to assess the performance of
the vendor’s interpreters.

All vendors engaged to provide Language services have contractually agreed upon
service level agreements to adhere to when providing services.

Obtaining feedback from Community Boards, Borough President’s Offices and the
Mayor’s Office of Immigrant Affairs.

Feedback from callers which may result in process improvements or complaints filed as
a result of language access problems.

Updating the Language Access Plan as required by the City.
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VII. Resource Analysis and Planning

DCAS hosts the Master Agreement with all Language Service providers. Our current
vendor for interpretation services, Language Line Solutions is considered an expert in
the industry. Geneva Worldwide provides translation services as required and was
selected by the City to do so via a competitive process.

311 and the virtual contact center (King TeleServices) continue to hire personnel who
are bilingual in Spanish to ensure language accessibility in our most requested
language.

The continued use of the Volunteer Language Bank to utilize City employees who are
bilingual in any language for the purpose of proofreading documents which have been
translated by the vendors is beneficial to the City. It has been discovered that New York
City personnel are sometimes able to make alternate recommendations for translation,
utilizing colloquialisms in the foreign language that might be more widely understood by
the population of callers to NYC 311. Internal staff is also used to evaluate IVR
recordings that are produced by the vendor using professional voice talents.

As the funding permits, the goal is to have all bilingual employees and volunteers
certified through the Language Line Proficiency Testing processes.

VIIl. Outreach and Public Awareness

The 311 Customer Service Center informs the public of language assistance services
on its IVR platform, 311 Online on the web, Social Media and Text messaging channels.
Translation of cultural signs and photographs are displayed in the 311 Customer
Service Center in various languages to emphasize to our staff, our Agency colleagues,
and our visitors (local and international invited delegations) our ability to communicate
with the public in multiple languages. 311 does not customarily distribute written
materials to members of the public.

IX. Language Access Complaints

The 311 Customer Service Center forwards all language access complaints, as well as,
language access requests from our customers pertaining to the Agency concerned, if a
contact has been established for those agencies. A copy of all complaints and requests
received from customers is sent to the Language Access Complaint mailbox to the
City’s Language Access Coordinator at the Mayor’s Office of Immigrant Affairs. All
complaints and requests from customers will be tracked via our CRM (Customer
Relationship Management) system and monitored by the 311 Language Access
Coordinator. It is the responsibility of the Language Access Coordinator to see to the
timely resolution of any complaints or requests from customers regarding 311
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specifically. 311 reports the amount of complaints received in its Language Access Plan
annually and will also report the number of “requests for language access” in that plan
document.

X. Implementation Logistics

The Language Access Liaison for the 311 Customer Service Center is Michael
Hutchinson, whose title is Contracts and Finance Director. 311 is language accessible
in over 200 languages and has been language accessible since early 2003. 311 does
not issue licenses or permits to its customers and unlike some agencies, does not have
walk in centers for the public. 311 currently meets all requirements of Executive Order
120 and Local Law 30 and continues to maintain a plain language standard which has
been implemented for several years. 311 will continue to review its policies to ensure
we maintain compliance to the laws.
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MESSAGE FROM COMMISSIONER DAVID HANSELL

It is a privilege to live, work, and serve in a progressive, international, multicultural city like
New York. At ACS, we take pride in our commitment to protect children and strengthen
families without regard for national origin, legal status, or English language proficiency.

We are grateful that our local and state governments have enacted policies requiring non-
discriminatory public child welfare practice. Nothing less than children’s lives and well-
being are at stake.

Given the challenges presented by the current federal administration, however, ACS has
increased our efforts to protect and support vulnerable immigrant and LEP populations.
We believe these efforts are reflected in this 2018 Language Access Implementation Plan,
which provides a detailed overview of our existing services and processes, our ongoing
efforts to strengthen and expand services to LEP constituents, and our ambitious goals and
aspirations.

Thank you for your support of this vital and challenging work.

David Hansell
Commissioner, NYC Children’s Services

45



TABLE OF CONTENTS

[.  Mission and Background
II. Language Access Implementation Plan and Goals
III. LEP Population Assessment
IV.  Provision of Language Access Services
V.  Training
VI.  Record Keeping and Evaluation
VII.  Resource Analysis and Planning
VIII.  Outreach and Public Awareness of Language Access Services
[X.  Language Access Complaints
X.  Implementation Plan Logistics

Name and title of Language Access Coordinator: Eric Brettschneider, First Deputy Commissioner

46



I - Mission and Background

The Administration for Children’s Services (ACS) protects and promotes the safety and
well-being of New York City’s children and families by providing child welfare, juvenile
justice, and early care and education services.

e Child welfare. The continuum of child welfare services ranges from preventive
services—free, confidential services such as family counseling, support groups,
crisis interventions, public benefits access, domestic violence programs, and job
skills development—to child protective and foster care services.

¢ Juvenile justice. ACS offers a spectrum of services for youth and their families at
every stage of the juvenile justice process, including community-based supportive
services; therapeutic interventions; detention services for youth in juvenile
delinquency and offender proceedings or awaiting post-adjudication placement;
and residential placement and aftercare services for youth who have been found by
the Family Court to have committed a delinquent act.

e Early care and education. ACS administers the largest publicly-funded early care
and education program in the United States, serving approximately 100,000
children, ages 6 weeks to 13 years old each year in center-based and family child
care settings. Services are provided via contracts with community-based
organizations and through child care vouchers.

II - Language Access Implementation Plan and Goals

The purpose of the ACS Language Access Implementation Plan is to ensure that language
is not a barrier to children and families meaningfully engaging in any ACS program or
service. ACS’ policy is to provide interpretation in over 200 languages and to translate
“commonly distributed” documents (as defined in section IV) into 10 priority languages
required by Local Law 30 (Spanish, Chinese, Bengali, Russian, Arabic, Urdu, Haitian Creole,
Korean, Polish and French) for children and families in New York City who are limited
English proficient (LEP).

We strive to provide LEP youth and families with meaningful access to all of the child
welfare, juvenile justice, and early care and education programs and services provided by
ACS and by our community-based contracted providers and to increase inclusion of LEP
communities in policy and planning related to ACS programs and service delivery.

Specifically, our goals are to:
1. Support public-facing staff who work with LEP clients;
2. Collect, measure, and evaluate key data; and
3. Enhance community awareness and engagement.

Goal One: Support public-facing staff who work with LEP clients

Meaningful and accurate communication between our staff and the children, young people,
and families we serve is a cornerstone of successful outcomes across every aspect of our
work. We strive to prevent language differences from undermining interventions that best
address a client’s needs. To this end, we support public facing staff with the tools,
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resources, and education they need to effectively bridge language barriers.

Goal Two: Collect, measure, and evaluate key data

Understanding the perspectives of those who have first-hand experience with ACS’s
language access program—including public-facing staff, contracted providers, language
services vendors, ACS clients, and client advocates—is a crucial part of our overall
evaluation of the program. Feedback from these key stakeholders was sought in 2017, and
the results will be utilized to deepen our understanding of how well the language access
program meets the needs of those who depend on it. Language access policies and
program decisions are informed by the best available quantitative data on community
language needs and usage of existing language access services. In addition, we will continue
to enhance our mechanisms to coordinate responses to individual, case-specific language
access concerns.

Goal Three: Enhance community awareness and engagement

Our goal is to ensure that the youth, families, and communities ACS serves are aware of
their right to free language services. Through a variety of outreach initiatives—such as our
recent multifaceted, citywide media campaign and our community-based workshops—we
are working to ensure that community members are aware of the full range of services
available through ACS and our provider agencies and feel comfortable seeking the services
that best meet their needs without fear of discrimination based on language or immigration
status. As part of our effort to reach LEP communities, we look to increase our engagement
with ethnic media and our partnerships with community-based organizations serving LEP
youth and families.

Please see the ACS Language Access Implementation Plan logistics for these three goals in
Section X.

III - LEP Population Assessment

Under Title VI of the Civil Rights Act of 1964, which protects individuals from
discrimination on the basis of their race, color, or national origin, LEP individuals are
entitled to meaningfully access federally assisted programs. In accordance with the Civil
Rights Act, Executive Order 120 and Local Law 30, ACS utilizes the U.S. Department of
Justice “Four-Factor Analysis” to determine which LEP populations our agency serves and
how to provide these populations meaningful access to programs and services.! As
outlined below, the Four-Factor Analysis accounts for the services we offer, the
communities we serve, the resources we possess, and the costs of various language service
options.

Because ACS provides a broad range of programs and services that may serve different

1 U.S. Dept. of Justice, Guidance to Federal Financial Assistance Recipients Regarding
Title VI Prohibition Against National Origin Discrimination Affecting Limited English
Proficient Persons, 67 Fed. Reg. 41,455, 41,457 (June 18, 2002).
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populations, each division within ACS completes its own annual four-factor analysis, and
ACS produces an agency-wide four-factor analysis based on the division-specific analyses.

Based on the results of the agency-wide four-factor analysis, ACS provides free in-person
or telephonic interpretation services to clients in all child welfare and Juvenile Justice
matters. The Language Access Work Group coordinates resources to further expand
interpretation services throughout our juvenile justice and early care and education
programs. ACS will continue to translate essential public documents into the 10 priority
languages (listed in section II). For ACS clients who speak other languages, oral
interpretation of essential public documents will be provided.

Importantly, many of ACS’s services are provided through community-based agencies with
ACS contracts. As recipients of federal funding, these agencies are also subject to the
provisions of Title VI and must take reasonable steps to provide LEP individuals with
meaningful access. We will continue to work collaboratively with all of our contracted
providers so that language is not a barrier to meaningfully engaging in these programs
and services.

Factor 1: Demographic Analysis

All of ACS’s child welfare, juvenile justice, early care, and education programs and services
are available to New York City’s children, young people, and families regardless of the
language they speak. According to the U.S. Census Bureau (2009-2013 5-Year American
Community Survey), New York City residents who speak English less than “very well” are
most likely to speak: Spanish, Chinese, Russian, French Creole, Korean, or Italian (see
Figure 1).

Number of LEP Individuals 5 Years and Older in NYC by Language Spoken at Home

All Others,
280,492

Arabic, 25,691
Yiddish, 27,004
Polish, 28,835

Italian, 31,339

Korean, 46,188
French Creole, =

48,533

Spanish, 889,481

Russian, 117,204

Chinese, 300,870
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Factor 2: The Frequency by which LEP individuals come in contact with ACS
ACS considers all interactions with children and families as part of the agency’s services

and engagements. For this analysis, ACS uses vendor data from instances when
interpretation services were provided in-person and telephonic.

In-person interpretation: 15,737 during 2016-2017

Mandarin &
Cantonese, 761

Russian, 496
Arabic, 290
Urdu, 101
French, 88

Spanish,
13,787

Other, 214

Telephonic Interpretation: 253,729 during 2016 -2017

Mandarin &
Cantonese

76,161
Spanish,
138,839
Russian,
12,543

Arabic, 11,231
French, 8,367

Urdu, 5899

Other, 689
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Factor 3: The importance of the benefit, service, information, and encounter to the LEP
individuals

The Language Access Work Group systematically identifies which programs, services, or
activities, if inaccessible to LEP individuals, have serious consequences. Across all ACS
programs and services, clear, accurate communication between staff and clients is critical.
ACS not only focuses on providing language access services for our full spectrum of child
welfare programs but also seeks to transfer the best practices and lessons learned through
that work to other divisions within ACS to create a coordinated system of language services
across the agency.

Specifically, this Plan reflects ACS’ commitment to providing language access services and
meeting the following over-arching goals:
e To ensure that language is not a barrier to agency services;
e To ensure that all youth and families have equal access to the services for which
they are eligible, regardless of the level of their English proficiency;
e Toinform all ACS clients that free interpretation services are always available; and
e  To train front-line staff on the importance of ensuring access to free interpretation
services for all LEP clients.

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

Based on the above analysis, ACS has contracted vendors for in-person, telephonic, and
sign language interpretation and document translation to provide meaningful language
assistance services. ACS will translate commonly distributed documents into the 10
languages required by the law and most commonly used by the youth and families we
serve: Spanish, Chinese, Bengali, Russian, Arabic, Urdu, Haitian Creole, Korean,
Polish, and French.

Since the majority of our clients are Spanish language speakers, ACS has contracted
vendors to provide on-site Spanish interpretation five days a week at 13 sites for four
hours a day.

Type of Service Vendor 2016-2017 2016- 2017
P FY Instances FY Expenditure

Telephonic Interpretation Language Line Services 253,729 requests $549,713.11
In Person-On Site Spanish(13 Accurate

3,484 t 212,311.00
DCP/FAP Offices) Communications Inc. % fequests 5212,
Ir.1 Person Interpretation (excluding Accurate' . 15,737 requests $808.212.99
sign language) Communications Inc.

Accurate Communication,

Sign Language Interpretation Inc 1,088 requests $235,984.50
Document Translation :.:Cnguage Line Services, 95 requests $27,177.74
Total Costs $1,833,399.34
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IV. Provision of Language Access Services
1-Translation Services

ACS clients who are LEP are entitled to receive commonly distributed documents in their
preferred language, if available. As stated above, ACS will translate commonly distributed
documents into the 10 languages required by the law and most commonly used by the
youth and families we serve. For ACS clients who speak other languages, oral
interpretation of essential public documents will be provided.

Commonly distributed documents are ACS documents most commonly distributed to the
public that contain or elicit important and necessary information regarding the provision
of services. ACS essential public documents relate to:

e Program participation (e.g. intake and consent forms);

e Reduction, denial, or termination of services or benefits and the right to appeal

such action;

e Actions and proceedings affecting parental custody;

e Administrative hearings, other investigations;

e Recipient’s awareness of rights, requirements, or responsibilities; and

e Time sensitive or required responses from an LEP individual.

Outreach materials such as press releases and digital communications may be considered
“commonly distributed” based on an assessment of the needs of the population affected
by the program, activity or services.

ACS is committed to incorporate plain language principle for commonly distributed
documents by using plain language, where possible, in place of technical, legal, or
specialized terms and by using layout and design strategies to make such documents and
communications easier to read, understand, and act upon. Over the years, our staff have
been trained by the former Mayor’s Office of Adult Education and MOIA. ACS will develop a
process to review and revise forms and documents previously generated by the Agency to
ensure that they meet plain language standards. In 2018, ACS will provide a refresher plain
language training for the staff of the Division of External Affairs.

Frontline workers can view and download all translated commonly distributed
documents on the ACS website and intranet. In addition, every ACS division is responsible
for delivering and distributing translated commonly distributed documents used by their
divisions to borough offices.

All translation requests for commonly distributed documents are managed by the
Division of Administration, which coordinates resources in order to further expand
translation of commonly distributed documents throughout the agency and to keep all
translated versions consistent and accurate.

ACS ensures that translation services meet the highest quality by working with the
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Department of Citywide Administrative Services (DCAS) to contract with qualified
vendors and coordinate secondary review of translations completed by bilingual staff and
culturally competent provider agencies. ACS provides feedback from youth, families,
frontline workers, and providers to DCAS to enhance the specifications for the 2018 sign
language contract renewal.

During an emergency, ACS works with the New York City Office of Emergency Management
(OEM) to make certain that we devise a unified, accurate, and timely message to the public.
Considering New York City’s ethnic and linguistic diversity ACS makes every effort to make
the information available and accessible to all LEP youth and families. During an
emergency, language assistance and the provision of language services are provided by
ACS’ language access vendors. Language access will be integrated into the agency’s March
2018 Quarterly Continuity of Operation Report (COOP).

2-Interpretation Services

Youth and families interacting with ACS staff have full access to in-person and telephonic
interpretation services in over 200 languages (including sign language) through ACS
language services vendors. Bilingual ACS staff may also provide interpretation services or
serve clients in their primary language.

Interpretation services are available 24 hours per day, seven days per week in over 200
languages and are provided in all interactions between ACS staff and clients who are
LEP, deaf, or hearing impaired. This includes but is not limited to:
e in-person interactions at ACS office sites, home and other site visits, and community
events expected to last more than one-half hour, and
e over-the-phone interactions expected to last less than one half hour, including on
ACS help lines and hotlines.

In-person and telephonic interpretation services are available for client interactions with
ACS’ contracted providers. Upon initial contact, ACS and provider agency staff inform
clients of their legal right to free language services and ask for the client’s preferred
spoken language for verbal communication in order to identify a client’s need for language
services. A Language Identification Card—a paper card that explains the right to an
interpreter in nearly 100 languages—is used to facilitate this process. Ifit is not possible
to determine a client’s primary language using the Language Identification Card,
telephonic interpretation services are used. The client’s preferred spoken language are
recorded in the client’s file. Staff records each interaction where language access services
were provided.

ACS provides interpretation in the 10 languages stated above at public hearings (not
including court hearings) and events. The New York State Office of Court Administration

is responsible for providing interpretation at court hearings.

The agency supports LEP needs during an emergency response, as part of NYC Emergency
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Management protocols, as appropriate. In 2016, all frontline caseworkers received
upgraded smart phones to access the ACS Toolkit online and telephonic interpretation
services in the field.

3- Notification of free interpretation signage

From the outset of contact with an LEP client, ACS and its provider agency staff use signage
and personnel to inform clients of their legal rights to free interpretation services when
they are communicating with ACS and its provider agencies.

ACS uses two multilingual signs created by the Mayor’s Offices of Immigrant Affairs and
Operations to provide notice to the public of the right to free language interpretation
services and of the right to contact 311 with language access complaints. Visible versions
of the two language access signs are printed internally by ACS and posted in 130 locations
across ACS sites citywide. The signage appears in at least 22 languages, including the ten
(10) designated languages. The right to language access services is also stated on the ACS
website.

Since many children and families receiving child welfare services have their initial contact
with ACS in their homes, ACS caseworkers and provider agencies use language
identification cards to identify the client’s preferred language and to inform the client of
the availability of free interpretation services upon initial contact.

If the language identification card does not contain the client’s preferred language, or the
client is unable to read the card, ACS caseworkers and provider agencies use telephonic
interpretation services to identify the preferred language and to inform the client of the
availability of free interpretation services.

V - Training

ACS provides training on language access to all newly hired public facing staff during the
on-boarding process. Language access training is provided to these new hires through ACS’
internal training department, the James Satterwhite Academy, as part of pre-service
training. In addition, all newly hired staff at contracted providers are educated on
language access obligations and how to access the tools and resources they will need to
comply with these requirements.

Once staff members complete training and are assigned to an ACS office site, language
access training is supplemented by instruction and guidance annually.

Training for all staff, including the new hires, covers the following topics:
e  The rational for language access;
e Review of agency’s language access policy;
e  How to identify when a client is LEP and how to identify their preferred language;
e  How to explain the right to access free language services;
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e  How to document preferred languages and language services use in record-
keeping systems;

e  When to use an in-person interpreter versus a telephonic interpreter;

e  Who is permitted to interpret; and

° Where to locate resources such as language identification cards, “how to” videos,
and tip sheets.

In addition to trainings on the above topics, all staff attend a one-day Working with
Immigrant Families course and a two-day Cultural Competency course. During and after
these trainings, staff with access to YouTube can view ACS’ instructional videos on
working with an interpreter in child welfare setting. These courses provide opportunities
for practice in working with an interpreter and specific topics important to immigrant
communities such as U-VISA for non-documented immigrant survivors and youths who
are victims of crime, and Special Juvenile Immigration Status (SJIS), a process of providing
legal status for non-documented abused or abandoned youth, both for which ACS is a
certifier.

In addition, a new Workforce Institute was designed to improve and expand upon staff
development and learning opportunities for frontline employees and supervisors across
all ACS Divisions. The Workforce Institute, in collaboration with the James Satterwhite
Academy, draws upon expertise at universities and other partners in the field of child
welfare, strengthens frontline coaching and supervision practices, and utilizes the most
effective learning strategies, methods, and technologies to maximize participant learning.
ACS tailors Workforce Institute training sessions to the needs of specific divisions and
specific staff whenever possible.

VI - Record keeping and evaluation

Since the passage of Local Law 73, ACS has enhanced its efforts to improve language access-
related recordkeeping and program evaluation. For example, in 2005, ACS began working
with the New York State Office of Children and Family Services to implement changes to
CONNECTIONS (CNNX)—the statewide child welfare database—in order to support better
collection of preferred language data. ACS staff who use CNNX as their record keeping
system enter all relevant information including the preferred language chosen by the LEP
client into the database. If the client speaks one language, but reads and/or writes in
another, staff indicate the latter language within the progress notes in the database. In
addition, staff documents each interaction in which language access services were
provided.

ACS ensures the quality of its language access services by:
e Addressing all LEP complaints;
e Consulting with youth and families about how well language services are meeting
their needs;
e Conducting surveys on the quality of the interpretation services with frontline
workers; and

55



e Sharing all feedback from youth, families, frontline workers, and providers with the
language contractors.

Following the expansion of 311’s capacity to take language access complaints, ACS created a
process to respond to these complaints within a 14-day timeframe.

The agency monitors the efficacy of this plan and its compliance with Local Law 30 through
the Language Access Work Group. This work group is responsible for continually assessing
the ACS language access programs and services and identifying potential improvements to
such programs and services. The members of this work group include the first Deputy
Commissioner, the Director of Immigrant Services and Language Access Affairs, and the
heads of divisions.

VII - Resource analysis and planning

ACS will continue to draw from several resources to implement this Plan:

e Language Access Work Group;

e C(Citywide Materials: ACS will use standardized signage and materials provided by the
Mayor’s Office, including the Language Identification Poster, Notice of Translation
Services Poster, and various guidance documents;

o Citywide Services: ACS will obtain translation and interpretation contracting
services through contracts held by DCAS;

e ACS Office of Advocacy, which tracks all language access complaints from the public;

e ACS’s internal training body—the James Satterwhite Academy—YouTube videos,
and the Language Access Toolkit available via ACS’s file-sharing system

e Mayor’s Office of Immigrant Affairs; and

o State and national experts who can assist ACS in identifying best practices.

VIII - Outreach and public awareness of language access services

ACS recognizes the importance of outreach and public awareness of language access
services, and ACS will continue to build on ongoing outreach initiatives. Our goal is to
ensure that the youth, families, and communities ACS serves are aware of their right to free
language services. Through a variety of outreach initiatives—such as our recent
multifaceted, citywide media campaign and our community-based workshops—we work to
ensure that community members are aware of the full range of services available through
ACS and our provider agencies and feel comfortable seeking the services that best meet
their needs without fear of discrimination based on language or immigration status.

As part of our effort to reach LEP communities, we look to increase our engagement with

ethnic media and our partnership with community-based organizations serving LEP youth
and families.

56



IX - Language Access Complaints

The Office of Advocacy monitors and responds in a timely fashion to all public complaints
regarding language access. This office is responsible for receiving, tracking and resolving
complaints through 311 and internal processes.

ACS responds to 311 complaints on language access within a 14-day timeframe.
Complaints are initially received by the Office of Advocacy, and complaints are
investigated or forwarded to the appropriate program area for follow up.

ACS includes information on language access complaints in its annual report to the
Mayor’s Offices of Immigrant Affairs and Operations.

X - Implementation plan logistics

ACS will work diligently to execute the initiatives set forth in this Plan. The following is a
brief summary of key quarterly milestones for the implementation of this Plan. The
Language Access Work Group monitors the implementation of this plan in compliance with
City, state, and federal laws. However, three individuals will play key roles in the
implementation of this Plan:

e Language Access Coordinator;

¢ Director of Immigrant Services and Language Affairs; and

e Assistant Commissioner in the Division of Administration, who is responsible for

managing all language services contracts and task orders.

Goal One: Support public-facing staff who work with LEP clients

1. Finalize the ACS Language Access Policy, which reflects the obligations of all
divisions and contracted providers (Responsible: Division of Policy, Planning and
Measurement in collaboration with Language Access Work Group).

2. Create training module on the Policy (Responsible: Division of Policy, Planning and
Measurement in collaboration with Office of Curriculum and Registration).

3. Train all public facing staff on the Policy (Responsible: Division of Policy, Planning
and Measurement in collaboration with James Satterwhite Academy).

4. Provide a yearly refresher training to all public facing staff on the Policy, related
protocols, accompanying services, and accessing the tools and resources they will
need to comply with the Policy (Responsible: Division of Policy, Planning and
Measurement in collaboration with James Satterwhite Academy).

5. To ensure that LEP families who are visited at home will receive timely and high
quality language access services (including virtual remote translation), ACS will
distribute 700 tablets to field staff (Responsible: Office of Information and
Technology).

6. Train relevant staff in the principals of plain language communications and develop
a process to ensure that commonly distributed documents are written in plain
language. (Responsible: Division of External Affairs).

7. Inaccordance to Local Law 30, identify and ensure all commonly distributed
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documents are:

a. screened for plain language;
b. translated into ACS’s 10 priority languages by vendors;
c. reviewed for quality accuracy; and
d. made accessible to staff and public (Responsible: Language Access Work

Group and Division of Administration).

Explore the implementation of an electronic system to replace the extensive
paper voucher system for accessing language access services through ACS’s
vendor contracts and reconciling payments to vendors (Responsible: Division of
Administration with Office of Information and Technology).

Goal Two: Collect, measure, and evaluate key data

1.

Conduct a formal language services evaluation and institute accountability tools
(Responsible: Division of Policy, Planning and Measurement in collaboration with the
Office of Advocacy and the Language Access Work Group).

Analyze the results of the 2017 feedback from the key stakeholders and use findings
to increase the accessibility of language access services (Responsible: Office of
Advocacy).

Every two years, conduct listening sessions among immigrant communities to gain
better understanding of their needs (Responsible: Office of Advocacy).

Connections is New York State’s federally required Statewide Automated Child
Welfare Information System that provides the New York State Office of Children and
Family Services (OCFS), local districts and voluntary agencies with an automated
data system for child protective, preventive, foster care and adoption. Simply,
Connections is a single, statewide, integrated system for the collection and
recording of child welfare service information. The Division of Child Protection
made a request in March 2018 to OCFS for collection of data on preferred written
language to supplement the current collection of data on preferred spoken language
at home.

Goal Three: Enhance community awareness and engagement

1.

2.

Translate and publish select pages of the website into 10 priority languages
(Responsible: Division of External Affairs and Office of Information and Technology).
Reinforce ACS commitment to immigrant communities and LEP individuals by
reexamining and redeveloping ACS messaging to these communities (Responsible:
Division of External Affairs and the Office of Advocacy).

Collaborate with trusted stakeholders to disseminate ACS messaging (Responsible:
Division of External Affairs and Family well-Being/Community Partnership Project).
Outreach to and, when necessary, purchase advertising space in ethnic media to
promote ACS events, initiatives, programs and services (Responsible: Division of
External Affairs).

ACS will update this Language Access Implementation Plan every three years and will post
it on its website.
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NEW YORK CITY CIVILIAN COMPLAINT REVIEW BOARD
LOCAL LAW No. 30
LANGUAGE ACCESS POLICY AND IMPLEMENTATION PLAN

I. Agency Mission and Background

The New York City Civilian Complaint Review Board (CCRB) is an independent agency. It is
empowered to receive, investigate, hear, make findings and recommend action on complaints against New
York City police officers alleging the use of excessive or unnecessary force, abuse of authority,
discourtesy or the use of offensive language. The Board’s investigative staff, composed entirely of
civilian employees, conducts investigations in an impartial fashion. It also mediates complaints by
scheduling meetings with the officer, the complainant and trained mediator. The Board forwards its
findings to the Police Commissioner. On April 2, 2012, the NYPD and the CCRB signed a Memorandum
of Understanding (MOU) which conferred on the CCRB the power to prosecute substantiated cases where
the Board recommended “charges and specifications,” the most serious discipline. Since 2013, all
substantiated cases in which the Board recommends that charges and specifications be brought against an
officer are prosecuted by a team of CCRB attorneys in the agency’s Administrative Prosecution Unit
(APU). The Board is comprised of 13 board members who must reflect the diversity of the city’s
population. The city council chooses (designates) five board members, with one from each borough; the
mayor chooses five, including the chairperson; and the police commissioner chooses three who have law
enforcement experience. The mayor makes the official appointments to the board.

In fulfillment of its mission, the Board has pledged:

e To encourage members of the community to file complaints when they feel they have been

victims of police misconduct.

To encourage all parties involved in a complaint to come forward and present evidence.

To investigate each allegation thoroughly and impartially.

To make objective determinations on the merits of each case.

To recommend disciplinary actions that are fair and appropriate, if and when the investigative

findings show that misconduct occurred.

To respect the rights of the civilians and officers.

o To engage in community outreach to educate the public about the agency and to respond to
concerns relevant to the agency’s mandate.

e To report relevant issues and policy matters to the Police Commissioner.

e To offer civilians and officers the opportunity to mediate their complaints in order to promote
understanding between officers and the communities they serve.

The Board appoints an Executive Director, who as of January 2018, has staff of 168 employees, 101 in
the Investigations Division, 4 in the Mediation Unit, 6 in the Outreach and Intergovernmental Affairs
Unit, 9 in the APU, and 48 in the Administrative Division. The Administrative Division is comprised of 4
in the Human Resources Unit; 3 in the Communications Unit; 3 in the Management Information Systems
Unit, 5 in the Operations Unit, 4 in the Policy Unit, 3 in the Training Unit, 4 in the Complaint Tracking
System Team, 9 in the Case Management Unit, 5 in the Legal Unit, 4 in the Executive Staff and 2 noted
as additional staff. The CCRB is located at 100 Church Street, 10™ Floor in New York City.

In 2017, the CCRB received 4,481 complaints and it is mandated to investigate or mediate these cases
prior to the 18 month statue-of-limitation. Most of the complaints received by the agency are referred to
the CCRB by the NYPD’s Internal Affairs Bureau (IAB). In addition, civilians file complaints by calling
the CCRB directly or dialing 311. Civilians also file complaints in person, in writing, by email, via the
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agency’s website and at police stationhouses throughout the City. Although most complaints are filed by
phone — either with an investigator during normal business hours or by leaving a phone-recorded message
during non-business hours — the vast of majority of complaints require in-person statement with an
investigator so that investigators can gather more facts about the case. If the case is suitable for
mediation, and if the civilian and officer choose to mediate their complaint, complainants must attend a
mediation session with the officer and a trained mediator who is contracted with the CCRB. In 2017, the
CCRB conducted over 2,365 civilian interviews and has approximately 33,210 instances of telephone
contact with the public.

I1. Agency Language Access Policy and Goals

The CCRB aims to continue to make agency services accessible to New Yorkers with limited English
proficiency (LEP). Accordingly, the CCRB will standardize and expand its use of language access
practices for services that include communication with members of the public.

The CCRB will seek to draft regulations which set forth requirements for:

J Translating documents containing essential information regarding the agency to the public in
the 10 designated citywide languages outlined in Local Law 30.
. Making available translation and interpretation services for LEP individuals.

J Collecting data regarding the primary language spoken by these individuals and whether such
person requires language assistance to communicate with the CCRB.

. Increasing awareness regarding LEP individuals’ right to and the availability of language
access services.

Implementing this Language Access Plan will allow the CCRB to better serve the LEP population and
consequently the agency will be able to more accurately memorialize and track this population’s concerns
with respect to police misconduct.

I11. LEP Population Assessment

The CCRB will utilize the United States Department of Justice (DOJ) “Four Factor Analysis” to aid the
agency in determining its LEP client’s language access needs and to evaluate service:

DOJ Factor 1: The number and proportion of LEP persons in the eligible service population. The CCRB
has access to statistical information as to the racial and ethnic composition of the boroughs of the city
from which complaints are received. These are broken down by Community Boards, zip codes and
precincts. The CCRB also has obtained information as to the number of LEP individuals throughout the
City, both by geographic distribution and by primary languages most commonly spoken. The CCRB will
review, and periodically reevaluate, both of these sets of data to isolate areas which need additional
language access services.

DOJ Factor 2: The frequency with which LEP individuals come in contact with the agency. The CCRB
estimates that we receive about 20 requests per month for interpretive services that require outside
assistance. In the past year, the CCRB has made requests for outside interpretive services in 14 different
languages serving over 120 LEP individuals. This figure, however, underestimates the agency’s language
services because it does not include requests fulfilled by our foreign language pool of employees who
speak, among other languages, Spanish, Mandarin, Russian and Arabic. In 2017, the CCRB did not track
the number of individuals that the CCRB provides direct translation services.

Investigators first recognize LEP needs of complainants at the point of intake (in-person or by telephone).
They are trained to assess the number of individuals that require language assistance services and
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determine the language. The staff then make an immediate requires for services either in-house, and if
that is not available, with a contracted vendor.

In 2018, the CCRB will enhance our recordkeeping system to better capture both the services provided in-
house and by our vendors. With the information gathered by the data captured the CCRB will adjust its
specific services if necessary to meet the actual needs of the agency in the future.

DOJ Factor 3: Explanation of the nature and importance of the program/services for the LEP person
requiring language assistance. One of the CCRB’s primary missions is to encourage civilians to file
complaints whenever they feel they have been a victim of or a witness to police misconduct. It is
particularly important for the CCRB to provide a voice for traditionally marginalized populations such as
the LEP population. Accordingly, it is imperative that the CCRB’s core outreach material and all its
investigative materials are available in the 10 languages outlined by Local Law 30. Thus, the CCRB has
taken steps to ensure that LEP individuals have available to them the means to file and participate in the
investigation or mediation of complaints against police officers. The CCRB has identified the essential
documents within the agency that require translating into the 10 primary languages and requested funding
so that these documents can be made accessible to the entire staff and LEP community. In addition, the
CCRB will be incorporating a general correspondence letter to civilians with the 10 primary languages.

DOJ Factor 4: The resources available to the agency and the cost of providing language services. As
detailed below, the CCRB will endeavor to make greater use of resources available in-house especially
bilingual staff to reduce its reliance on contracted vendors. Given the small size of the agency, however,
some reliance of vendors will continue to be necessary. The CCRB has explored video conferencing
interpretations to expedite the response time to assist LEP individuals for languages not provided by the
in-house investigative staff.

IV. Provision of Language Access Services

The CCRB requires that its staff provide interpretation and translation services during regular business
hours to individuals whose primary language is not English and who request such services in order to
communicate with the CCRB. These services are provided either in-person at the offices of the CCRB, in
the field, or to those seeking assistance by telephone.

Over-the-phone interpretation services are available to all staff members 24 hours a day/ 7 days a week in
over 150 languages. These services can be accessed by contacting a contracted vendor.

Language identification is done by either:

. A CCRB staff person identifying the language

o The limited English proficient individual identifying their language from a Language
Identification Card (“I Speak Card”)

. The vendor identifying the language with the use of specialized linguists over the phone

Interpretation services also must be provided at the following meetings:

. Mediation Sessions
o Hearings conducted by the Administrative Prosecution Unit

Citywide Meetings

The agency holds public board meetings on a monthly basis throughout the City. These meetings are
typically covered with interpreters from a contracted vendor. Languages to be provided at these events are
determined by responding to specific language requests made by the event host(s) or expected attendees.
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Qutreach

Contact information posters are posted in every police stationhouse in Spanish. The CCRB will
periodically re-evaluate whether contact posters need to be translated into additional languages.
Additionally, all essential information on the CCRB’s website can be translated into 113 languages with
the assistance of the Google Translate tab located within the website.

In 2017, our Outreach and Intergovernmental Affairs staff conducted approximately 840 total
presentations. While the majority of the presentations were in English, some presentations were
conducted in other languages (primarily Spanish). Additionally, outreach presentations for LEP audiences
in any language will be given upon request.

Investigation/Mediation

Investigators and mediators interact with the public via phone and in-person. When an LEP individual
contacts the CCRB, whenever possible, a member of the CCRB staff who is fluent in that person’s native
language is assigned either to meet with the individual or to act as an interpreter. In the case of a LEP
individual who is filing a complaint against a police officer, if there is a staff investigator fluent in that
person’s native language, that investigator will be assigned to investigate the complaint. If the CCRB
does not have such a bilingual investigator readily available, but has someone in another job title who
speaks the LEP individual’s native language, the CCRB will, whenever possible, assign that staff person
to act as the interpreter between the LEP individual and the investigator assigned to investigate the
complaint.

If the CCRB does not have a person on staff that speaks the LEP individual’s native language, the
Operations Unit or the assigned investigator will use DCAS Language Line contract or our existing
language services vendors. The use of adult relatives or friends of the civilian as interpreters is only
permitted when time is of the essence and no other interpretation alternative is available. In these
circumstances, the LEP person is informed in their primary language about the availability of free
interpreter services and the potential problems of utilizing a related translator.

The Language Access Coordinators continuously updates the agency’s internal list of employees who are
willing and able to act as volunteer interpreters and/or translators. The goal has always been to make
interpretive/translation services more readily available in-house, thus shortening response time to requests
for such services. The CCRB will explore certifying bilingual or multilingual staff members that
volunteers to act as interpreters or translators in languages other than English through a private linguistic
testing company.

Translation of written material

The CCRB has available its most frequently and essential distributed documents, such as forms,
correspondences and informational brochures about its services translated into Spanish, Chinese, Haitian-
Creole, Italian, Korean, Arabic and Russian. CCRB brochures are also available on the agency’s website
in the languages cited above. Palm cards and printed material geared towards the LGBT community are
translated into Spanish. At the moment, when complainants are required to fill out and/or sign a
document, the CCRB has the interpreter verbally translate the information in the document. The
interpreter then reads the document to the LEP individual in his/her native language before he/she signs
the document.

By June 30, 2018, the CCRB plans to translate all essential documentation in the 10 designated Citywide

languages outlined in Local Law 30 (LL30). These languages are: Spanish, Chinese, Russian, Korean,
Bengali, Haitian Creole, Arabic, Urdu, French and Polish. Additionally, the CCRB will periodically
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review its outreach material to ensure that it complies with the Plain English guidelines issued by the
Mayor’s Offices of Adult Education and Immigrant Affairs.

Notification of Free Interpretation Signage

The CCRB will continue to develop methods to ensure that LEP individuals are aware that our services
are available to them. This will include informing staff that the agency provides or arranges for the
provision of free language assistance services and informing them of the procedure to follow when
needing such services.

In addition, the CCRB will note in its printed advertisement and social media that the agency offers free
interpretation services upon request.

The CCRB has obtained language identification or “I speak” cards for each investigative squad and at our
reception booth. This will assist staff in determining a LEP individual’s native language. The CCRB is
configured in a way that does not require directional signage (the reception booth is visible immediately
upon exiting the elevators on the 10th Floor which the CCRB fully occupies). Complainants or
individuals who enter the lobby looking for the CCRB must first sign in at the security desk, after which
the guard directs them to the 10th Floor. We will also issue “I speak™ cards to the security staff in the
lobby of the building to help them identify LEP individuals that visit the CCRB.

Emergency Preparedness and Response

In the event the agency needs to provide critical information to the public in the event of an emergency,
this message will be available in 114 languages through the agency website.

V. Training

The CCRB’s Language Access Coordinators will work with the Training Unit to develop a
comprehensive training that will reinforce to our current and new hires all aspects of LEP policy and its
implementation. The policy will be emailed to all staff, as well as distributed in hard copy at training
sessions and may be placed on the agency’s website. Topics of the training will include: the protocol of
use of bilingual staff; the procedure for providing or arranging for the provision of interpretive or
translation services means of identifying a LEP individual’s native language; and the process for referrals
to the pool of foreign language speakers or language service vendors.

A comprehensive training will be provided to frontline staff which will focus on providing “I Speak”
cards to LEP individuals and referring LEP individuals to the Language Identification Posters. Division
heads will be asked to reinforce the LEP policy and procedures including ensuring proper documentation
and tracking of LEP services, documents to aid in identifying the language requested, and how to
facilitate interpretation resources.

VI. Record Keeping and Evaluation

The CCRB will continue to record requests it receives and fills through outside sources for interpretive
and translations services.

The CCRB further intends to incorporate data regarding interpretation and translation requests into our
automated complaint tracking system (CTS). The CCRB will then have the ability to quantify the LEP
services provided by the CCRB and perform queries and cross-comparisons of data related to these
individuals in order to serve them better.
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The CCRB will also develop and implement means for evaluating the quality of the services it provides to
LEP individuals. These will include evaluating the language proficiency of the translator, whether
members of its own staff or others, as well as requesting feedback from LEP individuals as to their level
of satisfaction with the services they have received.

VII1. Resource Analysis and Planning

The CCRB will continue to utilize the resources discussed above, as well as any others that become
known or available to it, in order to assure continued improvement in the quality of the interpretation and
translation service it provides. Our automated system (CTS) coupled with the diversity of foreign
language speakers will allow the CCRB to implement its plan and policy effectively. The CCRB is
equipped to execute this very important initiative that will benefit all New Yorkers regardless of their
native language. The agency is committed to the full compliance with Local Law 30 and we are, in effect,
removing the barriers to public services that LEP individuals face. For example, by implementing the
video conference on-the-spot interpretation services to the staff, the quality and accessibility of language
assistance services will be expedited to better serve the community. In addition, in 2018, the CCRB will
be seeking to include language letters in all essential correspondence to civilians to assist in facilitating
translations.

VI11. Outreach and Public Awareness of Language Access Services

The Director of Outreach and Intergovernmental Affairs and his community outreach team make
presentations throughout the five boroughs to a wide variety of groups, including:

. High schools and colleges

o Public libraries

. Tenant associations

. Advocacy organizations

. Community groups

o Non-governmental organizations
. Religious organizations

. Community board meetings

. Precinct council meetings

. LGBTQ-related groups

. NYCHA

Ahead of every presentation, the community outreach team requests the assistance of the host entity to
identify any potential need for interpretation services. If the need arises, these events will be typically
covered with interpreters from a contracted vendor.

The CCRB will begin to explore additional ways to inform community groups, organizations and
neighborhoods that serve LEP individuals the availability of its free services to LEP individuals. The
community outreach team offers attendees of its events a CCRB brochure which describes what to do
when if you have experienced or witnessed police misconduct. This reader-friendly pamphlet details the
agency’s jurisdiction, the many ways of filing a complaint and how complaints are resolved. It is
available in eight languages. This brochure can also be accessed on the CCRB’s website
(www.nyc.gov/ccrb). By June 30, 2018, this brochure will be translated in the 10 languages outlined in
Local Law 30.
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IX. Language Access Complaints

The agency has investigative staff members who can interpret complaints for individuals who contact
311. When an individual needs assistance in another language, the agency procedure is to first seek
assistance from investigative staff that communicates in the required language. In the event that no
investigative staff can provide the assistance, then a name and contact number is documented for a future
contact with an interpreter from a contacted vendor. In the event contact is not established with the
complainant, a message would be left for the complainant to return our call. The CCRB then makes
reasonable attempts to establish communication via phone and mail with complainants. There were 631
complaints received via 311 in 2017.

The CCRB’s website provides the public with the contact name and number for the agency’s Language
Access Coordinator. The website also informs the public of the upcoming public board meetings and
provides the contact information to a member of the CCRB Outreach and Intergovernmental Affairs
should interpretation assistance be required. The website notes interpretation services are free upon
request. The agency’s annual report will include all information gathered relating to LEP assistance.

How members of public can submit Agency 311 Data (CY Description of how
language access complaints, 2017) complaints/requests
questions, and requests were addressed
In the past, the CCRB did not have any # of language access Complaints were
notifications to the public for how to complaints received via 311: | received via 311 and
submit language access complaints, 631 then forwarded to the
questions and requests. However, the intake unit. CCRB
CCRB has since inputted a notation on # of requests for language complaints were then
the CCRB website noting the language access services via 311: forwarded to the
access coordinator’s name, title, phone Unknown investigative unit and
number and email. assigned an
investigator.

X. Implementation Plan Logistics

As of January 2018, the CCRB’s Language Access Coordinators are Investigative Manager Edwin Pefia
and Senior Investigative Manager Jessica Pefia. The name, title and contact information for Investigative
Manager Edwin Peifia is currently posted on the agency’s website.

The CCRB is committed to insuring that no person is denied its services or denied timely services, simply
because that person has limited English proficiency. For this purpose, the Language Access Coordinators
will monitor the development of this Plan, its implementation and its effectiveness. The Language Access
Coordinators will review the Plan at least annually and modify it as needed. Once the final draft of the
Language Access Policy and Implementation Plan is approved by the Mayor’s Office of Immigrants
Affairs (MOIA), it will be posted on the agency’s website.
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Language Access Goal | Milestone Responsible staff Deadline

General July 1, 2018 Investigative Manager February 15, 2018
Correspondence Letter Edwin Pefia and Senior

notifying of free Investigative Manager

translation services Jessica Pefia

provided by the agency

to be included with all

mail communication

Develop comprehensive | July 1, 2018 Investigative Manager March 1, 2018

LEP policy and
implementation training
for current and new
hires

Edwin Pefia and Senior
Investigative Manager
Jessica Pena

Final Language
Assessment Report due
to MOIA

March 30, 2018

Investigative Manager
Edwin Pefia and Senior
Investigative Manager
Jessica Pefia

March 30, 2018

Enhance recordkeeping | July 1, 2018 Investigative Manager April 15,2018
regarding the number of Edwin Pefia and Senior

assistance provided to Investigative Manager

LEP individuals by the Jessica Pefia

agency

Final Version of April 2018 Investigative Manager N/A
Language Access Policy Edwin Pefia and Senior

and Implementation Investigative Manager

Plan due to MOIA Jessica Pefia

Develop a survey to July 1, 2018 Investigative Manager May 15, 2018
capture the level of Edwin Pefia and Senior

service provided by our Investigative Manager

in-house staff or private Jessica Pefia

contractors to LEP

individuals

Translating all essential | July 1, 2018 Investigative Manager June 1, 2018

documents disseminated
to the public in
accordance to LL30

Edwin Pefia and Senior
Investigative Manager
Jessica Pena

Review of Language
Access and
Implementation Plan

January 31, 2019

Investigative Manager
Edwin Pefia and Senior
Investigative Manager
Jessica Pefia

January 18, 2019
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Language Access Policy and Implementation Plan: 2018 Update

The New York City Commission on Human Rights (“The Commission”) submits this Language
Access Policy and Implementation Plan pursuant to Local Law 30 of 2017. This document is
updated as of January 2018.

Name and title of Language Access Coordinator: Edwin Tablada, Policy Analyst

AGENCY MISSION AND BACKGROUND

The New York City Commission on Human Rights (the “Commission”) is the agency
responsible for the enforcement of the New York City Human Rights Law (“City Human Rights
Law”), Title 8 of the Administrative Code of the City of New York. The City Human Rights
Law is one of the most comprehensive anti-discrimination laws in the country. It includes
protections in public accommodations, housing, and employment based on race; religion/creed;
color; age; national origin; immigration status; gender; gender identity and expression; sexual
orientation; pregnancy; disability; uniformed status; and marital or partnership status. Additional
protections are included in employment based on arrest or conviction record; status as a victim of
domestic violence, stalking, and sex offenses; unemployment status; credit history; salary
history; and status as a caregiver. More protections are afforded in housing based on lawful
occupation; lawful source of income; status as a victim of domestic violence, stalking, and sex
offenses; and the presence of children.

The City Human Rights Law also prohibits retaliation, discriminatory harassment or
violence, and bias-based profiling by law enforcement. The law further requires employers to
make reasonable accommodations for disabilities; religious observances or practices; pregnancy,
childbirth, or related medical conditions; and for victims of domestic violence, stalking or sex
offenses. Housing providers and public accommodations are also required to make reasonable
accommodations for people with disabilities.

The Commission has three primary divisions — the Law Enforcement Bureau (“LEB”),
Community Relations Bureau (“CRB”), and the Office of the Chairperson. LEB is responsible
for the intake, investigation, and prosecution of City Human Rights Law violations, including
those that raise systemic violations. CRB, through borough-based Community Service Centers,
helps cultivate understanding and respect among the City’s many diverse communities through
pre-Complaint interventions, conferences, workshops, and training sessions among other
initiatives. The Office of the Chairperson houses the legislative, policy, and adjudicatory
functions of the Commission, engages with stakeholders on policy issues, and convenes meetings
with the agency’s commissioners.

Any member of the public who believes they have been the subject of unlawful

discrimination in New York City may contact the Commission by calling 311 or by calling the
Commission directly at (718) 722-3131.
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The Commission currently has a total staff of approximately 141 staff members with a
projected headcount of 150 staff members for Fiscal Year 2018. Most of these individuals work
in the Manhattan central office (22 Reade Street), which is where LEB is located.

AGENCY LANGUAGE ACCESS POLICY AND GOALS

The Commission is committed to making its services accessible to all New Yorkers, with
a particular focus on improving access for limited English proficient (“LEP”) New Yorkers and
standardizing the use of language access practices throughout the agency. The Commission’s
goal is that all people who seek our services, regardless of the language they speak, are treated
with dignity and respect and are afforded meaningful access to services. The Commission
recognizes that the key to building trust in historically underserved communities, such as
immigrant and non-English speaking communities, begins with communication and accessibility.
To that end, since Commissioner and Chair Carmelyn P. Malalis began her tenure in February
2015, language access has been one of her core priorities, and many of those efforts over the past
three years are reflected in this document.

Implementing this updated Language Plan will ensure that all Commission staff
understand the Commission’s commitment and prioritization of language access and the policies
and practices that are in place to operationalize this work.

LEP POPULATION ASSESSMENT

Factor 1 examines the number or proportion of LEP persons eligible to be served or
likely to be encountered by the program. The Commission’s service area includes all of New
York City.

According to the U.S. Census Bureau’s data on “Detailed Languages Spoken at Home
and Ability to Speak English for the Population 5 Years and Over: 2009-2013”, residents who
live in the New York-Newark-Jersey City area who speak English less than “very well” are most
likely to speak: Spanish, Chinese, Russian, French Creole, Korean, Italian, Polish, Portuguese,
Bengali, and Arabic.

Factor 2 analyzes the frequency with which LEP individuals come in contact with the
Commission.

LEB transitioned to a new case tracking system in 2017 which allows staff to flag the
need for interpretation and translation for each individual who contacts LEB through the
Commission’s Infoline to ensure appropriate services throughout the life of a case, regardless of
whether the case is transferred among different staff members. From January 2017 to the end of
December 2017, the Commission fulfilled 1,658 requests for interpretation through multilingual
staff and the use of Voiance, with which the Commission has a contract for telephonic
interpretation, in-person interpreters. The Commission maintains this information organized by
language, which is used to inform the Commission’s staffing needs and translation and
interpretation priorities.
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The Commission’s CRB has access to statistical information regarding the racial and
ethnic composition of the borough each Community Service Center serves and will continue to
expand and develop relationships within different racial and ethnic communities throughout the
boroughs. CRB is currently working with the Commission’s Information Technology department
to expand the system LEB uses to track its cases to include CRB’s community work. This will
allow CRB to better track language use and needs for events, meetings, and presentations. The
Commission will continue to assess the LEP populations it serves, and to offer the widest level
of language access possible.

Of the 1,658 fulfilled requests for interpretation in 2017, over one thousand, an
overwhelming majority (81%), were for Spanish, while Mandarin, Russian, Bengali, French,
Arabic, and Korean requests closely followed as the other top requested languages. These
languages, as well as the other languages mandated by Local Law 30, are all included in the
Commission’s language access policies. Based on our data, we believe that the ten languages
mandated by Local Law 30 cover an overwhelming majority of our needs. All other translation
will be performed on a case-by-case basis.

Factor 3 describes and assesses the importance of the benefit, service, information, or
encounter to the limited English proficient person.

As stated above, the Commission’s goal is that all people who seek our services, regardless of
the language they speak, are treated with dignity and respect, and are afforded meaningful access
to services. This Plan reflects the Commission’s commitment to providing language access
services and meeting the following goals:

- To ensure that language is not a barrier to services provided by the Commission;

- To ensure that everyone has equal access to our services and materials, regardless of the
level of their English proficiency;

- To inform all individuals seeking our services that free interpretation services are always
available;

- To improve data collection systems to track LEP individuals seeking the Commission’s
services; and

- To train front-line staff on the importance of ensuring access to free interpretation
services for all LEP individuals

Factor 4 describes the resources available to the agency and the costs of providing
various types of language services.

The Commission uses multilingual staff and vendor services including translation,
telephonic interpretation, and, when appropriate, on-site interpretation to speak with our clients
in their preferred language.

During Fiscal Year 2017, the Commission spent approximately $57,934 on language

access services including over-the-phone interpretation, written translation, sign language
interpretation, and on-site interpretation.
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LANGUAGE ACCESS IMPLEMENTATION PLAN
FY'1l7 VENDOR & COST BREAKDOWN

TYPE OF SERVICE VENDOR AMOUNT
Over-the-Phone Interpretation Voiance Language Services $3,268.75
Total for Over-the-Phone Translations $3,268.75
Written Translation Services Language Line Services $21,579.36
Language Bank $1,155.00
Legal Interpreting Services $8,428.00
Eriksen Translation Services $9,450.65
Total for Written Translations |  $40,613.01
Sign Language Interpreting Services | Legal Interpreting Services $8,050.00

Accurate Communications $534.54
Total for Sign Language Interpreting $8,584.54
On-site Interpretation Legal Interpreting Services $5,467.76
Total for On-site Interpretations $5,467.76
GRAND TOTAL $57,934.06

PROVISION OF LANGUAGE ACCESS SERVICES

A. Law Enforcement Bureau

The Commission will continue to provide interpretation services in all available
languages through its staff members’ language capacity, the Citywide Volunteer Language Bank
(“VLB”), and phone interpretation through its contract with Voiance. LEB staff members
currently speak 23 languages, up from approximately six languages three years ago, and can
therefore provide customer service to the public in those languages from the time of the initial
call to the Commission’s Infoline through an investigation of a complaint and into the trial phase
of the prosecution of a case. When LEB does not have a staff member available to speak a
person’s language directly, LEB hires professional interpreters for in-person intake and witness
interviews or uses Voiance for telephonic interpretation. For written translations, LEB first uses
the Volunteer Language Bank, and if unavailable, hires a professional translator.

LEB interacts with members of the public by phone and in a variety of face-to-face
meetings. A member of the public will generally contact LEB by calling 311 or by calling the
Commission’s Infoline directly. LEB’s Infoline staff can conduct the initial phone assessment in
six languages (Spanish, French Creole, Arabic, Hindi, Urdu, or Nepali). If the individual speaks
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a language other than the six identified, Infoline staff immediately call a phone interpreter
through the Commission’s vendor, Voiance. If an appointment is made for the individual to meet
with an attorney, supervisors who assign intakes attempt to assign an attorney who speaks that
language for the interview. If no staff with the requisite language skills are available, the attorney
will use phone interpretation by Voiance during the interview.

LEB’s intake form is currently translated into Spanish, which is, by a large margin, the
most commonly used language by members of the public accessing LEB’s services after English.
Nearly 1/3 of all LEB staff speak and read in Spanish and can therefore review the form directly
without need for translation. For all other languages, when the individual arrives for an intake
appointment, the attorney or other staff member who speaks the person’s language meets with
them to verbally translate the form to them, fills out the form in English, and then proceeds with
the intake. If no staff members speak the person’s language, then the staff member performs the
same function with assistance of an interpreter by phone through Voiance, or in some instances,
with a professional in-person interpreter the Commission has hired for the appointment.

LEB has translated fifteen commonly distributed documents (defined as documents that
are regularly sent to parties in the investigation, enforcement, and mediation processes) into ten
languages in addition to English: Bengali, Spanish, Haitian Creole, Russian, Chinese, French,
Korean, Urdu, Polish, and Arabic. LEB also sends out an insert with service of all
correspondence in the enforcement process containing an advisory in 23 languages that the
document contains important information about the case and provides a phone number of an
LEB staff person to call for verbal, over-the-phone interpretation of the document. The Office of
the Chair (“OC”) is also in the process of translating four core documents it regularly uses in
communicating with parties—when parties appeal LEB determinations, for example—into the
above languages. The Commission will continue to assess the language access needs of the
agency and of the population it serves.

B. Community Relations Bureau

For any outreach events, public hearings, or trainings, CRB accommodates any
interpretation requests through the use of portable simultaneous interpretation headset equipment
owned by the Commission. CRB provides invitations to events in multiple languages and notes
on the invitation how one may request language interpretation.

CRB continues to make outreach and public awareness of the Commission’s services and
expanded language capacity an integral part of its work by collaborating with the offices of local
elected officials and community-based organizations to have mobile pre-intake clinics, days of
outreach and visibility, and by displaying our signage and literature in all available languages in
CRB’s Community Service Centers and at public events. Many CRB presentations are given in,
or interpreted into, Spanish, Russian, French, Mandarin, Haitian Creole, Bengali, Hindi, and/or
American Sign Language by Commission staff. These languages were chosen based on staff
capacity and community need.

C. Commission-Wide Policies and Practices
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The Commission currently has signage developed by the Mayor’s Office of Immigrant
Affairs in conspicuous locations at its main location and at its four satellite Community Service
Centers that advises members of the public of their right to free interpretation.

The Commission now requires that all staff complete a language access questionnaire
during the on-boarding process so that the Commission’s Language Access Coordinator can
track the Commission’s in-house language capacity as it continues to grow. The Commission’s
total language capacity as of January 2018 is 36 languages spoken agency-wide.

As the Commission develops new print and web materials for large-scale distribution, it
will continue to use a certified outside vendor to translate print materials into the following ten
languages: Bengali, Spanish, Chinese, Korean, Russian, French, Haitian Creole, Arabic, Polish,
and Urdu. The Commission will continue to work to ensure that its literature is written in plain
language and is translated accordingly. The Commission also uses internal staff to review
professionally translated materials.

TRAINING

The Commission requires that all staff receive regular training on language access and
how to provide appropriate services to LEP members of the public who are accessing the
Commission’s services. The Commission will continue to train all staff as to all facets of this
policy and its implementation on an annual basis and all newly hired staff will be trained on this
policy during the on-boarding process. Topics of the training will include: the protocol for use of
bilingual staff; the procedure for providing or arranging for the provision of interpretation
services; means of identifying a LEP individual’s primary language; the use of Voiance phone
interpretation services; and cultural competency for working with LEP individuals. The training
is, and will continue to be, conducted by the Managing Director for Education, Restorative
Justice, and Development and is regularly updated with approval from the agency’s Language
Access Coordinator.

RECORD KEEPING AND EVALUATION

The Commission will continue to track requests for both interpretation services and
translations through LEB’s case-tracking system and will build out this capacity as other agency
departments are added to the new tracking software. It will also develop and implement means
for evaluating the quality of the services it provides to LEP individuals. This may include
seeking feedback from LEP individuals as to their level of satisfaction with the services they
have received through evaluation forms and/or surveys after trainings, presentations, and
meetings. Commission staff also receive feedback on the accuracy and effectiveness of
interpretation and translation services, particularly at Commission-led events or initiatives, from
our community partnerships with houses of worship, advocacy groups, and community
organizations that serve a wide range of LEP populations across the city. The Commission’s
Language Access Coordinator, in partnership with staff in all departments, will monitor the
efficacy of this plan and compliance with Local Law 30.
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RESOURCE ANALYSIS AND PLANNING

The Commission will continue to utilize the resources discussed above, as well as any
others that become known or available to it, in order to assure continued improvement in the
quality of the interpretation and translation services it provides. The Commission is committed to
full compliance with Local Law 30. The Commission will continue to prioritize the hiring of
individuals with existing contacts and relationships with communities that have not historically
been served by the Commission, including certain LEP communities, and will prioritize the
hiring of individuals that have the skills to increase the Commission’s language capacity.

OUTREACH AND PUBLIC AWARENESS

CRB is working to increase its outreach to various immigrant communities throughout
the City and regularly partners with community-based organizations, houses of worship, sister
agencies, local elected officials, and others to expand the Commission’s reach and connect with
immigrant and LEP communities.

The Commission will make available all of its latest agency publications in ten languages
other than English. These publications are available for download on the Commission website
and in print on demand. The Commission releases content in Spanish and other languages on all
Commission social media. The Commission will also continue its ongoing efforts and investment
in New York City’s diverse community media outlets. Through persistent outreach and
advertising placement in media most relevant to the communities the Commission serves, the
Commission has kept an open dialogue with some of our city’s most vulnerable and hard-to-
reach communities. The Commission will continue to produce its advertisements in various
languages to be placed effectively in ethnic print media, including Arabic, Bengali, Spanish,
Chinese, Korean, and Urdu, and in FY 17 ensured 100% of all radio and print advertising was
either in community or ethnic media. The Commission will continue to focus its advertising
budget on community and ethnic media in multiple languages moving forward. Further, all
future large-scale public information campaigns by the agency will include strategic outreach to
the large number of ethnic media that serve LEP communities in the five boroughs in the form of
advertisements, press stories, and panel discussions with reporters and editors working at these
media outlets.

LANGUAGE ACCESS COMPLAINTS
The Commission’s Language Access Coordinator will monitor all complaints submitted

through 311 or made internally and is responsible for receiving, tracking, and resolving
complaints.

IMPLEMENTATION PLAN LOGISTICS
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The Commission is committed to ensuring that no person is denied services or denied

timely services simply because they have limited English proficiency. Further, the Commission
is committed to ensuring that all members of the public who seek the Commission’s services are
treated with dignity and respect. To that end, the Language Access Coordinator, Policy Analyst
Edwin Tablada, will oversee the implementation of this plan, as well as monitor its effectiveness.
The Language Access Coordinator will review the Plan at least annually, and modify it as
needed.

The Commission will continue to:

*®

Train all staff on the updated Language Access Plan and cultural competency in working
with LEP individuals;

Prioritize the hiring of staff to increase internal language capacity to reflect the
Commission’s service population;

Ensure social media content is consistently published in Spanish, English, and other
languages;

Develop trainings and presentations in Spanish, Russian, French, Mandarin, and Haitian
Creole, and eventually additional languages;

Perform strategic outreach to ethnic media that serve LEP communities in the five
boroughs in the form of advertisement, press stories, and panel discussions with reporters
and editors working at these media outlets;

Create citywide media campaigns with components translated into languages other than
English;

Translate major Commission materials into ten languages in addition to English;

Plan outreach events to LEP communities; and

Improve data collection systems to track LEP individuals seeking the Commission’s
services.

75



Department for the Aging (DFTA) Language Access Policy and Plan
Fiscal Year 2018

The New York City Department for the Aging Language Access Plan complies with Local Law 73 and Executive
Order No. 120 of July 2008, titled Citywide Policy on Language Access to Ensure the Effective Delivery of City
Services. DFTA has had a Language Access policy and plan since fiscal 2009. This updated Plan includes
requirements of Local Law 30, which went into effect on July 1, 2017.

1. DFTA Mission and Background

Agency Mission

The NYC Department for the Aging’s Mission is to work to eliminate ageism and ensure the dignity and quality-of-life
of New York City's diverse older adults, as well as to support of their caregivers, through service, advocacy, and
education.

DFTA is the lead Mayoral agency addressing public policy and service issues affecting older New Yorkers. Through
its community partners and direct service units DFTA serves more than 200,000 older New Yorkers and their
caregivers. DFTA is also the largest agency in the Federal network of Area Agencies on Aging (AAA's). In this
capacity, the Department advocates on legislative, regulatory, and socio-economic issues that affect older adults.

The goals of DFTA'’s programs and initiatives are to:

- promote and support the independence of older New Yorkers;

- eliminate ageism;

- inform and educate the general public about aging issues, services, supports, and opportunities for older New
Yorkers and their families;

- be a catalyst for increased resources to enhance and expand programs and services for older New Yorkers;

- ensure the provision of quality services fairly and equitably to older New Yorkers; and,

- enhance and expand effective, productive partnerships with consumers, advocates, private and public
organizations.

Services Provided by the Department for the Aging
DFTA provides the majority of its services through contracts with community-based and other organizations. DFTA-
funded core community services include:
- Senior centers: The Department currently funds over 240 senior centers, located in every Community Board
and are attended by nearly 30,000 individuals daily.

- Case management: Case Management is the gatekeeper for DFTA funded in-home services such as home
delivered meals, home care, and friendly visiting. All clients receiving an in-home service funded by DFTA
receive a comprehensive assessment from a case management agency.

- Home delivered meals: The Home Delivered Meals program provides nutritious meals to older New Yorkers
while creating greater choice to address the future needs of a growing homebound population.

- Home care: The Home Care program is designed for low-income seniors 60 years and older who have unmet
needs in activities of daily living and do not qualify for Medicaid or other ongoing insurance-funded home care.
The goal of this program is to maintain seniors safely at home and prevent or at least delay the placement of
frail elderly individuals into more expensive Medicaid-funded nursing homes.
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- Transportation: The Department provides transportation for older adults through contracted non-profit
organizations. These providers transport frail older New Yorkers who have no access to, or cannot use public
transportation, for the purpose of attending senior centers and essential medical and social service
appointments.

- Caregiver services: DFTA provides oversight of ten contracted Title IlI-E National Family Caregiver Support
Programs. These community based organizations support caregivers by providing information on long term
care topics and resources, assisting caregivers in accessing benefits and entitlements, offering individual
counseling, support groups, and care-related training, linking with in-home, congregate, and overnight respite
care, and offering supplemental supportive services. Grandparents or other older relatives who are solely
responsible for raising their grandchildren age 18 and under are also eligible for services, as are older adults
caring for their adult disabled child.

- Naturally Occurring Retirement Communities (NORCs): DFTA oversees the city-funded Naturally Occurring
Retirement Community Supportive Service Programs (NORC SSPs), which provides social work services,
assistance with health care management, wellness activities, and other social and educational programs.
There are currently 28 NORC SSP contracts funded by DFTA.

- Elder abuse prevention and intervention services: Through this program, seniors who are experiencing any of
several forms of maltreatment (physical, sexual, financial, psychological, and/or active or passive neglect) by
someone who has a special or “trusting” relationship with the elder (a spouse, a sibling, a child, a friend, a
caregiver, etc.) are provided with direct services. The objective of elder abuse intervention strategies is to
increase the client’s sense of control and self-acceptance and to provide a range of legal and social service
options for ending abuse.

DFTA provides the following core services directly:

- Health insurance information counseling and assistance (HIICAP); HIICAP conducts public outreach
presentations and workshops for older adults, community partners, and other groups on Medicare, Medicaid,
Medigap, Elderly Pharmaceutical Insurance Coverage (EPIC), private health insurance and Medicare’s
preventive services. HIICAP’s counselors are state certified who provide assistance with Medicare Part D
prescription plan selection and enrollment by appointment and over the telephone, among other services.
HIICAP has 33 community based sites citywide that offer 15 different language capabilities.

- Senior employment: DFTA's Senior Employment Unit provides, training, and employment opportunities for
adults 55 and older, including job search skills workshops, career advisement, job fairs, and computer
technology and customer service training. The SCSEP training components include a variety of online
courses geared toward helping participants become more successful in their job search.

- Caregiver/grandparent information and assistance: The Caregiver Resource Center consists of social workers
who offer support through the provision of information, assistance, and referrals to individuals caring for older
New Yorkers; consultation is provided to professionals who request guidance for their clients; and
informational sessions on relevant long term care topics are conducted for caregivers, professionals, seniors,
and the community at large. These presentations include areas such as Alzheimer's disease, caregiving,
residential alternatives, and community resources. These sessions are offered in English, Spanish and
Mandarin. In support of the Department’s Health Promotions Unit, workshops on the evidenced-based Chronic
Disease and Diabetes Self-Management programs are conducted in Mandarin and Cantonese.

- Elderly crime victims information and support: The Elderly Crime Victims Resource Center provides direct

services to crime and elder abuse victims and training to groups that work with older adults on how to identify
signs and provide intervention. The ECVRC and its community partners — including the Mayor’s Office to
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Combat Domestic Violence and the Family Justice Centers of Brooklyn, Queens, Manhattan ,the Bronx and
Staten Island — provide crisis intervention, counseling, advocacy, information and assistance, limited
emergency financial assistance, and legal services referrals.

- One-on-one free assistance to older persons who need help with checkbook maintenance and bill paying: The
Bill Payer Program works to assist low income seniors in paying their bills on time, while protecting them from
financial exploitation. The program helps financially vulnerable seniors to remain in the community with the
assurance that their monthly financial obligations have been met.

For more information about DFTA's services, please visit our website at: www.nyc.gov/aging.

2. DFTA Language Access Policy and Goal

Individuals are considered to be of Limited English Proficiency (LEP) when they are not able to speak, read, write or
understand the English language at a level that allows them to interact effectively with service providers. In keeping
with the Department's mission to serve older New Yorkers, DFTA is committed to ensuring that limited English is not
an obstacle to older LEP individuals.

DFTA's language access goal is to facilitate aging services access and utilization by older LEP individuals. The goal
will be met through the following objectives:
- Ensuring DFTA staff, provider and public are aware of and knowledge about DFTA's Language Access Policy;
- Providing staff with access to and usage of the Language Line and New York City Volunteer Language Bank;
- Requiring providers contracted with the NYC Department for the Aging to have plans and policies in place to
address the needs of LEP individuals as per the Department’'s General Standards of Operation;
- Monitoring contract agency compliance with standards;
- Translating commonly distributed documents in the 10 designated citywide languages; and
- Ensuring that other documents and announcements, identified by DFTA programmatic units, are translated
into the top 10 languages of Older New Yorkers and/or the City’s 10 designated citywide languages;
- Implementing a protocol for Provision of Language Access Services by DFTA's Staff.

3. LEP Population Assessment (Application of the US Department of Justice Four
Factor Analysis)

Factor 1: The number and proportion of LEP older individuals in New York City

Primary Languages of Older New Yorkers

Based on the American Community Survey (ACS) 2011-15 data, the top ten most frequent non-English languages
spoken at home by older New Yorkers 60+ are Spanish (20.%); Chinese (6%); Russian (4%); Italian (2%) French
Creole (2%); French (1%); Greek (1%); Tagalog (1%); Korean (1%); and Polish (1%).

The Primary Languages of DFTA's Clients Served During Fiscal 2017

During Fiscal 2017, DFTA served over 200,000 older New Yorkers and their caregivers; of those:
- 32,989 speak a primary language other than English; and,
- 26,636 can't speak, read, or understand English.

The language breakdown of all DFTA clients whose primary language is not English is as follows:

- Spanish (57%)
- Chinese - includes Cantonese, Mandarin and other dialects (32%)
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- Russian (5%)
- Korean (2 %)
- Polish (1%)

- Other! (3%)

Factor 2: The frequency with which LEP individuals come into contact with the agency

The table below shows the number and of, and frequency with which LEP individuals came into contact with DFTA -
funded core programs during Fiscal Year 2017. The most common languages spoken among these individuals who
can't speak, read or understand English are: Spanish (57%); Chinese (24.7%); Russian (7.7%); Korean (5.1%); and
Polish (1.2%).

Number of Contacts Limited English Proficiency

with DFTA funded Yes No Total
programs Clients| Percent Clients| Percent Clients| Percent
Less than 10 times 10,782 38.4% 90,526 46.3%| 101,308 45.3%
10 ~ 24 fimes 4,213 15.0% 27,668 14.1% 31,881 14.2%
25 ~ 49 times 3,213 11.4% 21,075 10.8% 24,288 10.9%
50 ~ 99 times 4,176 14.9% 28,286 14.5% 32,462 14.5%
100 ~ 199 times 3,553 12.7% 18,951 9.7% 22,504 10.1%
200 and more times 2,141 7.6% 9,146 4.7% 11,287 5.0%
Total 28,078 [ 100.0%| 195,652 | 100.0% ([ 223,730 | 100.0%
Average Contacts 55.4 imes 43.4 imes 44.8 imes

In FY2017 DFTA provided more than 600 over the phone interpretation in more than 20 languages through its
Language Line Services. The table below shows the languages for which translation was provided and the number
of calls for each.

Language Number of Calls

Spanish 259

Russian 90

Chinese 157

Korean 39

[EEN
[N

Haitian Creole

Arabic

Polish

French

Bengali

Romanian

Italian

Farsi

Greek

Hindi

W W w0 (NN ||

Fuzhou

! Other includes fewer than 100 clients. Language distribution: Abkhazian, Afrikaans, Albanian, American Sign Language, Amharic, Arabic, Armenian, Bengali Bangla, Bulgarian, Burmese,
Cambodian, Catalan, Cherokee, Corsican, Creole, Creole Spanish, Croatian, Czech, Dakota, Dutch, Egyptian (EGY), Esperanto, Estonian, Farsi, Finnish, French, French Creole, Georgian, German,
Greek, Guarani, Gujarati Haitian Creole, Hebrew, Hindi, Hungarian, Indonesian, Interlingue, Irish, Italian, Japanese, Kirundi Kurdish, Latin, Latvian Lettish, Lingala, Lithuanian, Macedonian, Malay,
Malayalam, Maltese, Marathi. Moldavian, Nepali Persian, Portuguese, Punjabi, Rhaeto-Romanc, Romanian, Samoan, Serbian, Serbo-Croatian, Sindhi, Singhalese, Slovak, Slovenian, Somali
Sudanese, Swahili, Swazi, Swedish, Tagalog, Taiwanese, Tamil, Tegulu, Thai Tibetan, Toishanese, Turkish, Twi, Ukrainian, Urdu, Uzbek, Vietnamese, Yiddish, Yoruba.
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Albanian

Fukienese

Hungarian

German

Laotian

Turkish

N RSN DS

Portuguese

Factor 3: The importance of the benefit, service, information, or encounter to the limited English
proficient person.

All of DFTA’s programs and services are important to ensuring older adults are safe and secure, and age well in their
communities. The lack of, or delay of access to, translation or interpretation services can have serious implications
for LEP older adults and their caregivers trying to access these services.

Factor 4: Resources available to the agency and the costs of providing the various language
services.

DFTA's current resources include Language Line Services, which offers translation and interpretation services in
over 170 languages, and DFTA's multilingual staff who can competently assist LEP individuals in the languages they
speak. DFTA also contracts with translation providers for document translation. Costs for these services can be
made available upon request.

4. Provision of language access services

Protocol for Provision of Language Access Services by DFTA's Staff
- All DFTA staff interacting with potential clients and/or service information seekers will take the following steps
in providing service to walk-in individuals:
— When a walk-in customer appears to be LEP, staff will attempt to verbally ascertain the primary language
spoken by the customer.
— If verbal communication is unsuccessful, staff will use a Language Identification Card to facilitate
communication. Language ldentification Cards will be available in all reception areas and units.
- When individuals visiting DFTA'’s offices need language services, they will be assigned to a bilingual staff
person who speaks his/her language if available.
- If an appropriate bilingual worker is not available, Language Line interpreter services will be accessed.
- Callers to direct service units or individuals contacted by phone will be asked their preferred language for
communication if it appears they are LEP and interpretation services will be provided.

Primary language will be tracked in DFTA’s Correspondence Tracking System (CTS) and correspondence, including
mail and emails to specific LEP persons will be translated into the language the individuals speak if requested.

Translation and interpretation services will be provided primarily by Language Line or any other certified vendors with
whom the agency contracts in the future. Other services available to clients through the agency’s contract with
Language Line include video interpretation, on-site interpretation, and document translation. All DFTA’s direct
services units have access to the Language Access line.

The department will also register with and use the Volunteer Language Bank for reviewing translations.

Translation of essential service documents and announcements
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Essential service documents and announcements identified by DFTA programmatic units, will be translated into the
top 10 languages of Older New Yorkers and/or the City’s 10 designated citywide languages where applicable. Using
the data included in the four factor analysis, DFTA’s priority, given current limited resources, will be to translate
documents into the languages that best meet the needs of the New York City’s senior population or target areas. The
top ten languages spoken by New York City's seniors include three languages not included in the citywide
deS|gnated languages - Italian, Greek, and Tagalog. The department will:
Maintain a list of specific documents requiring translation from DFTA Bureau Heads.
- Develop a protocol for staff requests for formal translation of DFTA documents.
- Provide translated routine documents to DFTA’s contracted providers (e.g.: consent forms, contribution
requirements, complaint procedures, etc.).
- Maintain a record of documents translated during the fiscal year and languages into which they were
translated.

Use of Plain Language

Documents targeted for translation will be written in plain language to ensure that information is accessible to a range
of literacy levels. Staff responsible for developing these documents will receive plain language training. Documents
will be reviewed for readability and clarity, and edited where necessary, prior to translation and dissemination to the
public. When appropriate or feasible, multilingual taglines or graphics will be added to documents written in English
to assist LEP individuals in understanding the information provided, and to inform them that free language assistance
is available.

Signage

Multilingual signs will be placed in the reception areas of the programs who receive walk-ins informing visitors of the
availability of free interpretation services. Signs will be in the ten designated citywide languages, which includes the
top five languages spoken by New York City's seniors.

Addressing language access needs in the agency’s emergency preparedness and response
Materials produced for publication by DFTA's Bureau of Emergency Preparedness (BEP) will be translated in the 10
citywide designated languages (see appendix for a list of the commonly distributed documents distributed by BEP).
Information on emergency preparedness to community partners will be in the languages most commonly spoken by
their communities. Language Access will also be incorporated into DFTA's Continuity of Operations Plan (COOP)

5. Training

DFTA's Center for Organization Development and Strategic Initiatives develops and conducts or facilitates language
access and cultural competency trainings for direct service staff, supervisors, and program officers who are
responsible for monitoring contracted providers. (See appendix for copy of curriculum).

6. Record Keeping and Evaluation

The department will maintain records of all language services provided by the agency. A formal tracking system will
be developed and each direct service unit will be required to document all language services provided on a monthly
basis.

Based on the information gathered from each unit, the Language Line invoices, and 311 data, the Language Access
Coordinator will prepare quarterly reports for DFTA’s Executive staff. DFTA will also maintain a record of the number
of bilingual interpreter staff providing services and the language they are proficient in, as well as a list of documents
that have been translated and disseminated.
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All providers contracted with the NYC Department for the Aging are required to have plans and policies in place to
address the needs of LEP individuals and compliance will be monitored as a part of the provider's assessment. As
per the Department’s General Standards of Operation (Standard 2 Compliance 2.1 and 2.2):

Compliance 2.2. The program is linguistically and culturally competent.

The program has a language access plan that includes these provisions:

— The program will provide on-demand language assistance free of charge to persons with limited
English proficiency (LEP). At minimum, the program will have a telephonic interpretation service
contract or similar community arrangement with a language interpretation services provider to
assist LEP individuals.

- The program will inform persons with limited English proficiency of the availability of free language
assistance at its location. Notice will be in writing designed to be understood by LEP individuals.

— The program will train staff that have contact with the public in the timely and appropriate use of
these and other language services.

Compliance 2.2. The program is culturally competent.

All service activities reflect (1) understanding of the needs, characteristics, cultural expectations and
preferences of different ethnic groups residing in the community; (2) sensitivity and responsiveness to
issues relating to culture, religion, socioeconomic status, gender identity, sexual orientation and
immigrant adjustment; (3) sensitivity to cultural barriers impeding service utilization, including but not
limited to language barriers; and (4) knowledge of linguistically and culturally competent service
providers in the community and City, and ability to refer individuals to these providers when needed.

All services are provided with respect for cultural differences, preferences and styles of communication,
and with skill in assisting individuals in overcoming cultural and linguistic barriers. As appropriate to
the type of services provided, cultural preferences are respected - e.g. through foods served, holiday
celebrations, social activities and program communications.

7. Resource Analysis and Planning
Implementation of the Plan, coordination and management of translation services, and ensuring compliance with
Local Law 30 will be provided by the following DFTA staff:

Deputy Assistant Commissioner of the Office of Management Analysis and Planning (OMAP) and the Director of
Planning, Policy and Analysis (PPAU) will supervise the Language Access Coordinator whose responsibilities

include:

Facilitating the coordination/implementation of Language Access Policy;

Coordinating Language Access Policy and Plan Implementation with key DFTA staff;
Reviewing (monthly) the use of language interpretation services (Language Line, Volunteer
Language Bank, etc.) to identify new needs and ensure suitability of contracted translation
providers to DFTA needs;

Coordinating with the Volunteer Language Bank on translation confirmation requests;
Keeping records/notes on items that need to be added to, and/or changed/updated in, the
Language Access Plan annually;

Tracking, and preparing reports on, Language Access Plan implementation;
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Working with the Supervisor of Policy and Correspondence (SPC) to update the Language Access
Report to the Mayor’s Office of Immigrant Affairs;
Preparing monthly, quarterly and annual reports on Language Access.

Deputy Commissioner for Program Operations:
Ensure implementation of Language Access Policy, as it pertains to DFTA's Bureau of Community Services,
Bureau of Long Term Care, Bureau of Active Aging and Bureau of Health Care Connections.

Director of Public Affairs:
Ensure that DFTA’s public announcements and key publications are translated into the 10 designated
citywide languages and\top 10 languages of older New Yorkers.

DFTA General Counsel:
Provide supervision to DFTA’s General Services unit; this is the unit responsible for the procurement and
management of the Language Line contract.

Director of the Center for Organization Development and Strategic Initiatives:
Develop and conduct language access and cultural competency trainings for direct service staff,
supervisors, and program officers who are responsible for monitoring contracted providers.

8. Outreach and Public Awareness

The department will keep the updated Language Access Policy posted on its website in the top 5 languages in NYC
where all stakeholders (Internal staff, providers, older New Yorkers, general public, etc.) can have access to it.
Annual reminders about DFTA's Language Access Policies will be sent from the Commissioner to staff and
providers, with DFTA’s language access policy attached and the location on the Internet referenced. A copy of the
Language Access Plan will be included in New Staff Orientation materials.

9. Complaint Procedure

Information about how to file a complaint is included in each internal and external provider Bill of Rights and
Grievance Procedures, which are distributed to clients and/or posted in public areas as well as are located on
DFTA's website. This year DFTA will be posting the contact number of the language access coordinator, as well as
the procedure for filing language access complaints, in the top 10 languages, on DFTA's website. The language
coordinator will be responsible for keeping a log of all complaints, and ensuring that all complaints are addressed in a
timely manner.
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10. Implementation Plan Logistics

Language Access Goals

Milestones

Identify a Language Access Coordinator.

The Department is in the process of identifying the coordinator.

Develop a tracking system to track complaints and document language
translation services provided.

The Department has been working on building and programming a new
Correspondence Tracking System that will track all of the agency’s correspondence,
complaints, including those language access related, as well as internal and external
requests for translation.

Develop a complaint form and post on the internet.

Develop a protocol for staff requests for formal translation of DFTA
documents.

Incorporate Language Access into the Continuity of Operations Plan
(COOP)

Ensure that multilingual staffers are tapped to table at disaster service
assistance centers and multilingual materials provided.

Develop a system to monitor whether language services are being
provided by contracted providers.

Ensure that all Programs and In-House Units have Language Cards
Posted

Assess who has cards and who does not
Purchase cards to distribute for posting.
Distribute cards and follow-up to confirm that they have been posted.

Review the Clarity of Materials to be Translated.

Review documents for clarity (plain language) prior to translation.

Identify and Prioritize Documents for Translation.

Identify which essential documents are to be translated into which languages and
the priority for translation.

Convene the first biannual multi-Bureau Language Access Meetings.

PPAU will meet with Bureaus twice yearly to evaluate and report on actions taken to
meet language access goals and priorities.
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Introduction

Language access is critical for New York City’s diverse communities. The city is home to approximately 3.4
million immigrants, and almost half of all New Yorkers speak a language other than English at home.
Approximately a quarter of New York City’s population, or 1.8 million New Yorkers, identify themselves as
limited English proficient.

Executive Order and Local Law

Executive Order 120 of 2008 established a uniform policy and standards for translation and interpretation
services for City agencies that have direct interaction with New Yorkers. It required that each City agency
designate a Language Access Coordinator, develop a language access implementation plan and provide
interpretation services for the top six languages spoken in New York City.

Local Law 30 of 2017 strengthens language access services for people with limited English skills and
expands the list of designated citywide languages to 10. It requires City agencies that provide direct
services to the public to translate their most commonly distributed documents into the top 10 citywide
languages. It also requires agencies to provide telephonic interpretation in at least 100 languages and to
develop a language access implementation plan to be posted on an agency’s website.

Role and Responsibilities of the Language Access Coordinator

The Language Access Coordinator at the Department of Buildings is Lisa Lewis, Director of Customer
Service. In this role, she has the following responsibilities:

e Works with agency stakeholders to creating a language access plan, monitor its implementation
and maintain current and relevant policies and procedures

e Collects and evaluates customer data and program effectiveness

e Communicates with the Mayor’s Office of Immigrant Affairs and the Mayor’s Office of Operations
on language access plan implementation strategy

e Develops and distributes materials to inform staff and customers of language access programs

e Convenes, supports, and maintains up-to-date contact information for staff assisting with the
language access program

e Coordinates and assesses training to ensure staff is prepared to provide meaningful language
access to LEP customers

e Oversees citywide contracts related to language access services (interpreting, translation, and
cultural competency) to ensure quality assurance and cost benefits
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I. Agency Mission and Background

The New York City Department of Buildings (The Department) ensures the safe and lawful use of more
than 900,000 buildings and properties by enforcing the Building Code, Zoning Resolution, and other
applicable laws. Each year it reviews over 60,000 construction plans, issues over 110,000 new and
renewed permits, performs over 300,000 inspections, and issues 12 types of licenses, registrations, and
certificates. It facilitates construction by continually streamlining the permit application process, and
delivers services with integrity and professionalism.

DOB architects and engineers evaluate construction plans, verifying they meet Building Code and zoning
requirements. Inspectors monitor job sites to enforce building code and zoning regulations, and issue
violations when appropriate. The Department issues a Certificate of Occupancy (C of O), which documents
the legal use and/or occupancy of a building, when the required sign-offs are obtained. Administrative and
support staff are dedicated to meeting the needs of the public by providing excellent customer service and
developing streamlined operations that are effective and ensure public safety.

Permits

Alterations — Room
additions, conversions
and renovations
Construction Equipment -
Fences, sheds, chutes,

Fire Alarms

Fire Suppression Systems
Foundation/Earthwork
Fuel Burning/Storage
Mechanical and HVAC

Plumbing Systems
Residential Work —
Decks/porches, garages,
fences, fireplaces, pools,
water heaters, etc.

scaffolds, etc. (Heating, Ventilating and Signs
e Curb Cuts Air Conditioning Systems) Sprinklers
e Demolition & Removal New Building Standpipe Systems
e Electrical Systems Construction Subdivisions

Elevators

Licenses (issued and renewed)

Master Plumbers

Master Fire Suppression
Piping Contractors (Class
A,BandC)

Welders (Classes 1-4)
Engineers (Stationary and
Portable)

Hoisting Machine
Operators (Class A and B)

Registrations

Construction Superintendents

Filing Representatives

Places of Assembly (PA)

Hoisting Machine
Operators (Class C)
Master Sign Hangers
Special Sign Hangers
Master Riggers

Special Riggers

Elevator Inspectors
Elevator Agency Directors
Oil Burning Equipment
Installers (Class A & B)

Climber or Tower Crane
Riggers

Site Safety Coordinator
Site Safety Managers
Cement Testing
Laboratories

Master Electrician
Special Electrician

e General Contractor
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Il. Agency's Language Access Policy and Goals

A. Language Access Policy
The Department provides both interpretation and translation services to ensure LEP individuals
have access to the information and services they need. This includes notifying customers of their
rights to free language services and enforcing the provision of these services through staff
training and outreach.

B. Agency Language Access Goals

The Department of Buildings aims to provide meaningful access to services and materials by
updating and continuing to implement an agency-specific language assistance plan for our
Limited-English Proficient (LEP) applicants, homeowners, business owners and other customers.
This year this includes:

e Evaluating current policies and developing new internal and external training and

outreach initiatives.

e Recruiting more internal bilingual volunteers.

e Identifying documents for translation that affect public and worker safety.

e Implementing plain language guidelines and providing cultural sensitivity resources.

lll. Limited English Proficiency (LEP) Population Assessment

The Department of Buildings utilizes the top ten designated citywide languages to provide services
to LEP customers. We vary the delivery of these services based upon the frequency of contact or
anticipated contact of LEP customers. Reasonable steps are taken to accomplish our goals but at the
point at which costs approach or exceed the benefits, alternative methods of delivery of language
services will be evaluated and appropriate changes made.

A. Execution of the U.S. Department of Justice's Four-Factor Analysis

e Factor 1: The number or proportion of LEP persons in the eligible service population
The Department determined the proportion of LEP persons identified based on data
obtained from 311 and an internal survey of our customers. Our 2017 assessment is that
less than one percent of customers who visit or contact our borough and central offices are
persons who are Limited English Proficient. Data is also taken from the American
Community Survey made available by the NYC Department of
Planning: https://www1.nyc.gov/site/planning/data-maps/nyc-population/american-comm
unity-survey.page.
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How members of public | Agency 311 Data Description of how

can submit language (CY 2017) complaints/requests were
access complaints, addressed

questions, and requests

By calling or submitting | # of language
an online request to 311 | access complaints

received via 311: 0 N/A

# of requests for N/A
language access
servicesvia 311: 0

Factor 2: The frequency with which LEP individuals come into contact with the agency
The Department tracks the number of LEP customers we encounter by requiring units to
provide a monthly report of the customers who receive services from staff volunteers. We
also monitor the monthly billing reports from the language interpretation vendor:

Language |(Vendor |Volunteer
Cantonese 2 1
Mandarin 43 2
Spanish 29 16
Korean 8

Russian 4

Arabic 1

French 1

Hungarian |1

Polish 1

Punjabi 1

TOTAL 91 19

Factor 3: The importance of the benefit, service, information, or encounter to the LEP
person

It is the Department's intent to provide meaningful access to all customers and eligible
individuals but with limited resources our focus is on the activities that directly impact
public safety including outreach, issuance of violations, vacate orders and stop work orders,
legal actions, and life and safety notices. Information about and an understanding of these
activities should be effectively communicated to all persons immediately affected.

Factor 4: The resources available to the agency and the costs of providing language
services

We will budget for and utilize the current vendor contracted by the NYC Department of
Information Technology and Telecommunications, Language Line Services, Inc., for
telephone interpretation and Geneva Worldwide for document translation services. We will
also make use of the citywide and internal volunteer language bank and actively recruit
more internal volunteers.
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Provisions of Language Access services

The Department of Buildings provides language access services in line with the citywide
designated languages through staffing and contracts. We currently provide in-person
interpretation with onsite volunteers, use Language Line Services, Inc. for telephone
interpretation and Geneva Worldwide for document translation. Throughout our borough
offices, we have posted multilingual signage in high traffic locations informing customers of the
availability of free interpretation services. The Department will identify and translate the most
commonly distributed or requested materials by our customers that provide information related
to public and worker safety. We will review and revise documents following the plain language
guidelines prior to translation. We will include materials about emergency preparedness and
response as key documents needing translation.

A. Translation Services

Identify Essential Documents
We conducted an internal survey and found the following documents to be essential to
assisting our customers based on public safety and frequency of request. We will make the
following documents available in the designated citywide languages:

- AEU-2: Certificate of Correction

- LS-4: No Access Notice

- Stop Work Order

- Vacate Order

- Notice of Violation
The translation of these documents and their availability will be shared with ethnic and
community media. We will continue to identify documents that pertain to public and worker
safety.
Plain Language Guidelines and Standards
The Chief Customer Officer has provided citywide training on plain language standards and
will review all documents before translation. In addition, she will provide training to staff
who draft service notices and other communication documents to ensure compliance.
Service Notices, Press Releases and Website Content
The internal language access committee will address having content available in other
formats in addition to PDF and images so that the tools available on nyc.gov allow for these
documents to be translated.
Ensure Quality of Translations
The Department will obtain translation services only from vendors who have a master
contract with the City through an extensive RFP process. Vendors will have internal proofing
and editing processes. When available, the Department’s bilingual staff will review
translated documents for quality, accuracy and appropriateness of terminology. Based on
customer feedback and standards created by the internal language access committee,
internal staff will be evaluated for effectiveness in providing translation services. Internal
outreach will also be conducted to identify staff that is proficient in other languages.
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B.

Interpretation Services

Types of agency interactions that require translation services

- In-person office visits (telephonic interpretation)

- Telephone interactions (telephonic interpretation)

- Inspector visits to properties (telephonic interpretation)

- Materials provided on the website, at meetings and throughout our offices that
communicate essential public and worker safety information and by request.

Identify LEP individuals and their primary language
Evaluating the ability of the customer to communicate effectively is essential in providing
great service.

- If customers does not verbally identify their primary language, staff are trained to
ask for the language that they speak at home

- If staff cannot identify a LEP customer's language by asking, they are instructed to
use a Language Identification Card that is available at every service location and
provided to all inspectors. The message underneath each language states: "Point to
your language. An Interpreter will be called."

- If the interaction is by telephone and the language cannot be identified, staff is
instructed to call the Language Line and seek assistance from the vendor to identify
the language.

Provided Interpretation Services
The Department will provide (spoken) interpretation in over 100 languages by our
existing bilingual staff volunteers and paid vendor, Language Line. The contract is in
place with Language Line Services. As the staff of the Department of Buildings has
grown, we will work to identify new volunteers that can provide interpretation services.
Ensure Quality of Interpretation Servic