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ESTABLISHING

The fight for language
rights in San Francis-
co dates back to the
1970s with a discrimi-
nation case filed against
the San Frapcisco Uniz
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LANGUAGE ACCESS IN PR

“Limited English IS
to indivivals who dohot speak En:
glish as their primary fanguage and
who have limited ability, to read,
write, speak or understand-English.

n ation:abouts:

s services or pro-

spéak a shared langgiage other than English. San Francisco Administra-

anguage Access in Francisco is part of a broader public vision to
courage civic engagement and participation.
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21.6% of San Francisco residents
self-identify as LEP

3.8% 3.5% Over the age of 5 speak
fishtit " Vietnamese alanguage other than

English at home

CHINESE

SPANISH
.

qualify as threshold
languages under
the LAO

4.8%
Filipino
speakers
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7 United States Census Bureaw’s 2011-2015 American Community Survey.



The Language Access Ordinance requires that City departments submit annual compliance plans
summarizing their language services delivery and demographics on the clientele served. Significant
to note is that previously, only 26 departments were required to file annual reports and data; start-
ing with this report, 51 departments are required to do so. Below is compilation of the information
provided by the 49 departments out of 51 that submitted a report for Fiscal Year (FY) 2015-2016.

WIDE CLIENT
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For FY 2015-2016, City Depart-
ments reported 14.4 million cli-
ent interactions, of which 5.5% . »
were Limited English Proficient L L
(LEP) clients. Chinese had the L]
highest interaction level at 55% !!
(47% Cantonese and 8% Man- g8
darin), followed by Spanish with s a
30%. Per the American Com- a7
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TOTAL CLIENT INTERACTIONS
BY LANGUAGE

Cant

munity Survey (ACS), among the
21% of the total City population
who self-identify as limited-En-
glish speakers, 55% are Chinese
speakers, 21% are Spanish speak-
ers, 4.8% are Filipino speakers.®
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A key requirement of the LAO is
that City departments utilize suf-
ficient bilingual staff in public
contact positions, in the current
certified languages of Chinese,
Spanish, and Filipino.® For FY
2015-2016, City departments re-
ported that 26% of all public con-
tact staff are bilingual. However, of
those, only 32% of all public con-
tact staff have been certified by the
Department of Human Resources.

~_NonBilingual

8 United States Census Bureau’s 2011-2015 American Community Survey.
9 San Francisco Administrative Code, Chapter 91, Section 91.4,
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DEPARTMENTAL COMPLIANMCE INDICATORS:

OCEIA finds that overall compliance by City departments is
adequate. Forty-nine out of 51, or 96% departments submit-
ted reports. The Medical Examiner and Office of Economic and
Workforce Development did not submit reports for this report-
ing period as required by the LAO, Eight or 16% of reporting de-
partments do not have a written LAO policy. Eighty-one percent
or 40 departments offer their public contact staff training on
how to provide language services, Forty-seven out of 51 or 92%
of departments attended the mandatory LAO training in 2016,

CITYWIDE TOTAL LANGUAGE CITYWIDE TOTAL DEPARTMENT

SERVICES EXPENDITURES OPERATING EXPENDITURES
$12,831,530 88,478 167,084
CITYWIDE TOTAL LANGUAGE SERVICES EXPENDITURES BY CATEGORY

On-Site ..~
interpretation

6%

Telephohic as
Interpretation 7 A)

CITYWIDE LANGUAGE AUCESE EXPENDITURES:

The category of “Other” is the largest expenditure report-
ed by City departments representing 56% of the total bud-
get reported. “Other” includes grants made to local commu-
nity-based organizations to provide in-language outreach
and education. Most newly reporting departments have a
small budget for language services and reported language
expenses as "Other” Compensatory bilingual pay is the sec-
ond highest category representing 19% of the total budget.




DEPARTMENT SPOTLIGHTS

Create Strategic Plan
Develop a standardized system to collect and track data.
Develop a long term plan with detailed plans and clear deliverables.

Access Existing Practices

.

Complete a language access compli-
ance assessment of all DPH public
contact programs and facilities,
Create a visual map of all DPH
units/facllities that need to submit
LAO data.

Get Support from
Executives and Managers

Present a synopsis of data and pro-
posals to DPH Leadership team
Create conclse presentation explain-
ing LAD requirements

Maintain open lines of communi-
cation and be open to input and
feedback from management

Execute Deliverables

Create a language access resource list
with all DPH and Citywide Language
Access Resources for DPH staff to use
as a tool for compliance with the LAO
Create a DPH Standard Public Lan-
guage Access Notice for use in Fiscal
Year 2017-2018.

Develop a Training Module with the
HR workforce development team on
“"How to Comply with the LAD",
Create a LAO Guideline Booklet to be
distributed for Fiscal Year 2018-2019
for all DPH locations consisting of;
basic steps on how to comply with the
ordinance; standard forms required
for the Annual LAO report; language
access resource list; DPH language
access policies and procedures along
with other relevant literature,

Compile and consolidate all DPH lan-
guage access protocols, procedures
and policies into a single DPH-wide |
policy with unit/facility specific proto-
cols & procedures.

Working with DPH leadership team
to create a Patient Advisory Council
to provide input and feedback on the |
quality of services provided to LEP |
patients and clients.

Partner with the DPH HR trainer to
educate and train DPH staff on how
to comply with the Language Access
Ordinance.

Using these new tools, collect and V
synthesis updated [AO data for the
Fiscal Year 2017-2018 LAO report.




Phasing in Website Engagement

Discovery and Asseosment Phase

Conduct an extensive assessment of existing content, develop
a strategic vision, design the information architecture, rewrite
content, and guide the project development.

3t Desion Phase
De51gn the look and feel of the site and inform the visual design
strategy.

Fine Taning Phass
Engage external consultants to focus on translation, technical
implementation, and additional design support.

Cusality & ange Phage

During the project’s final stages engage staff to enter content,
do quality assurance, and receive training on how to maintain
the multilingual web pages.

Quick Tips on
Improving
Translation
Workflow

Orpanize Al

Vital Documents
Dedicated folders with
the most updated En-
glish version and corre-
sponding translations.

Clear Workflow

A step-by-step process
on how documents
should be updated and
translated.

Documents stored in an
accessible folder.

Eagy to Identify
Documents are dated
and contain version
number and date or
version,




FILIPINO
TRANSLATION
STYLE GUIDE

COMMUNITY
INTERPRETERS
TRAINING

2015-2016 class of the
Community Interpreters

In April 2014, the Filipino language
was certified as a third required
language covered by the City's
Language Access Ordinance.

Through the implementation
process to provide Filipino lan-
guage access, OCEIA identified
common challenges associated
with Filipino translation, includ-
ing disagreements regarding the
appropriate style, terminoiogy,
and register (the level of for-
mality). This lack of agreement
reflects the historical and practi-
cal evolution of the Filipino lan-
guage and also the demographic
diversity of the Filipino American
community living in San Francisco
and the Bay Area. Since its des-
ignation as the official language
of the Philippines after 1987, the
Filipino language has continued

OCEIA partners with Cross-Cultural Com-
munications, an internationally respect-
ed expert, to provide a robust 40-hour
community interpreter training. OCEIA
provides this training to City and commu-
nity-based organizations free of charge.

to evolve and standards are con-
stantly being updated. In the Bay
Area, the Filipino community in-
cludes new immigrants as well
as intergenerational LEP Filipino
residents and workers; these dif-
ferent groups have diverse ways
of using the same language.

The Filipino Translation Style Guide
provides guidelines for translation
in the Filipino language for the
City & County of San Francisco.
It proposes a set of standards for
grammatr, syntax, and tone to be
used, and aims to enhance the
consistency and quality of City
documents translated into Filipi-
no. Identified users for this guide
are Filipino language translators,
editors, proofreaders, transla-
tion managers, and relevant bi-
lingual staff of City departments.

LANGUAGE SERVICES UNIT

Les

OCEIA's Language Services Unit (LSU) works with City departments and
community partners to advance language access for limited English profi-
cient residents, workers, and visitors, The staff has expertise in Spanish, Chi-
nese (Cantonese and Mandarin), Filipino, and Russian, The LSU assists City
departments by providing technical assistance to build capacity to achieve
both the spirlt and intent of the San Francisco Language Access Ordinance.

In July 2015, The Board of Supervisors (Board) cre-
ated an 11-month Pilot Program requiring an exten-
sive set of interpretation and translation require-
ments for Board meetings during September 1, 2015
to July 31, 2016, OCEIA interpreters attended all
regular meetings of the Board to provide interpreta-
tion services upon request, in Chinese, Spanish, and
Filipino as mandated by the LAO. The program also
required OCEIA to translate the public document
listing of all legislation introduced at each Board
meeting, and certain public notices, during that
period, The Board Information Technology division
posted translated documents on the Board website,

To operationalize and car-
ry out the Pilot Program,
OCEIA and the Office of the
Clerk of the Board (Clerk)
developed a robust part-
nership and enhanced the
process of providing inter-
pretation at Board meetings.

Documents
Translated
to Chinese
and Spanish

The Pilot Program provided
an opportunity to develop

274

a holistic approach that in- LEP

cluded all the elements of
language services planning
and implementation. It en-
hanced the current language
access work of the Board
from developing language
services materials (request
forms, complaint forms, instructions, et cetera) to
creating operational protocols and providing qual-
ity interpretation and translation services. Staff
from both offices shared their expertise and es-
tablished language services protocols that can be
adapted by other departments and commissions.

individuals
received
Interpretation
Services
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osted sighage  in all

ntintied th practzce of hmng qualified: bifingual Céndidates for= ' Depal’tment Lipdat
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facing posi , : i :
Client Interactions LEP Client Interactions: . Client Interactions LEP Client Interactions:
LEP: 12,980 By Language . : LEP; 449 By Language

ULJK] 13
Cantonese - . -
- Fillgino

- ~asw

Cantonesg

Filipino

B Hlon-LEP (30.60%) B LEP43.40%)

Bilingual Staff:

B tlon-LEP {98.5354}) LEP (14793 - -
- ' Pubhc Contact Staff
Languages Spoken

Bilingual Staff: .
Languages Spoken - B g BILINGUAL: 23

Public Contact Staff
4 BILINGUAL: 8 . , :
' i

48 Cantenese (33.33%) [ Filpino (051) &3 Mandarin (33.33%) - '»j, |- " B Cantonese (13.04%) ‘T Flfiphio (4.35% Mandarin {0%)
B Sifnguat (5.51%) B Mon-Billsgual (91.497%) El Russian {0%) £ Spanish {32.30%) B vietnamese (0%) . . ) ) o e . %1 Russian (0t) ‘5§ Spanish (82819 B Vielnamess (0%)
24 Cther (0%) R 1 Other (0%)

REQUlREMENTS MET ,
() Training for public contact staff
@ Written LAO Policy
y @ Completed mandatory tralnmg

@ Completed mandator trammg
@ Submitted report on time




Depar

complamt procedures and continued to |mprove Chxnese anguage website

Client Interactions
LEP; 701

[ Mon-LER (100%

Public Contact Staff
BILINGUAL: 209

8 Bilingual (05.43%) B Non-Bilingual (457%)

@ Compl ted mandatory trammg
@ Submitted report on time

LEP Client Interactions:
By Language

Cantonsse
Filiping
Mandarin

Russian

Spanish

Bilingual Staff:
Languages Spoken

ntonese (20,40 Filiping (7.68%)
papdarin {15387 Russian {1.34%)
4 Spanish (14.05%) B Vielnamese (9] B Olher (40.13%)

Depart ent trained staff on-Language

€, B
Policy, andposted signs informing pubhc of Ianguage services

Client Interactlons
§ LEP: 1,690

8 Hon-LEP (92.40%) 1 LER (7.5

Public Contact Staff
RILINGUAL: 10

i Bitinguad (2o4) B Mon-Bifingual (RO%)

() submitted report on time

LEP Client Interactions:

By Language
Cantongse

Flliping
L —

Bilingual Staff:

Languages Spoken

4G 9 @ 6 2

B Canlanase (45.45%) &

% Filiplno (18.18%)

{ Mandarin (9.00%) ] Russian (0% &J Spanish (27:27%)

4 vistnemese (0%} |

17 Gtner (0%)




ning

Client Interactions - LEP Client Interactions: jf . - Cllent lnteractlons LEP Client Interactions:
LEP; 15 By Language . g 1 : LEP: 133 By Language

Caplonese - - Cantonese
Filipino
Handarin

‘;Russjan - £ i . Russian

Spanish

0%
Vnelnamese o
Other

C

B MonLEP (ho.48%) BILER {05240 T B Mon-LEP (59.44%) Bl LEP (41.56%)

Pubhc Contact Staff Bilingual Staff: - Public Contact Staff Bilingual Staft:
i BILINGUAL: 2 Languages Spoken . 5 BILINGUAL: 9 Languages Spoken

B cantonese (0'}(‘» E\ Fllipino {50%) £7 Mandarin {0%) - - - 5 Canlonese (10%) [ Fifipino [10%; Mandatin {0%)

) - Aelariess (0% . o e e " -
B Russtan (%) 2 Spanish (50%) B Vielhamess (0%) . B Blingua (45%) B Mon Siingunl (55%) 7 Russian (0%) panish £30%) B Vietnamese {20%)

ingual (50%) B Non-Bllingual (50%)
B Other (0%) : [ Other (30%

IREQUIREMENTS MET
@ Tralnmg for pubhc contact staff

(&) "Smeittec,l'reﬁortron time




Depadlﬁéht trans
outgoing:phol

nguageLme seryices; translated
age Using universal syi Is; franslated

website: inforriation and provided bilingual staff members with-identifying buitons

Department
launched an online Ianguage access survey

Client Interactions
LEP; 121

B Yon-LEP (83.43%) B LEP {1.57%)

Publlc Contact Staff
BILINGUAL: 28

B Bilingual (30.42%) B Man-Bitingual (89.57%)

REQUlREMENTS MET
() Training for public contact staff

(@ Written LAO Policy
() Completed mandatory tralnmg
@ Submitted report on time

LEP Client Interactions:
By Language
Canlonese

I

Fifipino

Russian

S _

Sparnish

einamese

Other

I

Bilingual Staff:
Languages Spoken

B Canlonsse (12.64%) & Filipino (2.277%)
Mandarin (11.35%]) 5 Russian (2 27%)
&4 Spanish (20.45%) B vielhamese (0%) & Olher (50%)

LEP 2,723

B on-LEP {85.11% 8 LEF (4.80%)

Public Contact Staff
BILINGUAL: 7

B4 Bilingual {4, 42%) B Hon-Bingual {85 86%)

@ Wntten LAO Pohcy

@ Completed mandatory trammg
| @ Submitted report ontime

LEP Client Interactions:
By Language

Wandasin

Russian
|
Spamah

Vielnamese
Other
£

Bilingual Staff:
Languages Spoken

Canlonese (30%) [ Fllipino {10%) idandarin {30%%)
Spanish (20%) B Vietnamese {0%)
E3 Clher (Q%)




DEPARTMEN

Department. implemented: 1 Prlot program wrth ated: a departme
Language Access Policy;.ipdated website ‘with-translated Ianguage nformiation and instryét
language access requests: updated outgorng phone messages in“#threshold " language;
prowded translated brochures. ™

Client Interactions LEP Client Interactions:
008 LEP; 395 By Language

Cantonese

B NonLEP (90.06%) BB LEP [D.04%)

Public Contact Staff Bilingual Staff:
= BILINGUAL: 7 Languages Spoken

28 @ @
A .

antenese {36.36%) i Filipino {G%)

¥ Hilinguat {9 59%) 1) Mon-Billngual (20.4755)
B victnamese (0%) 55 Qther (0%)

REQUIREMENTS MET |

() Training for public contact sta

@ Completed mandatory trarmng
| @ Submrited report on trme

° E
avallabrhty ‘of language services and updated website to-

easily‘and readily available:

5 Mandarin (45:45%) 2] Russian (0') B3 Spanish (18.18%

Chent Interactions
14 LEP: 15,121

B Mon-LEP (T8.09%) B8 LEP (21 91%)

Pubhc Contact Staff
BILINGUAL: 23

£ 8llingua 59 B Non-Belingual {31.76%)

REQUIREMENTS MET _

@ Trammg for public contact staff

@ Written LAO Policy
@ Completed mandatory trai

(©) Submitted report on time

LEP Ciient Interactions:
By Language

Cartonese

Vietnamese

Cther {Unspesified Chinese)

Bilingual Staff:
Languages Spoken

7 Canlonese (38.46%) 5 Fllipine (0%)
2 Mandarin(23.08%,) 5 Russian (0%) [ Spanish (26.92%)
B Vistnames=e (03] E Other (11.64%)




e staff men ep; nakin
certification for anothet: f B ] , g services.

Client Interactions LEP Client Interactions: Chent Interactions LEP Client Interactions:
; LEP: 2,606 By Language . LEP: 30 By Language

Canlanese

Vielnamese

S Clher
G 2 i v —— —e
Bl blon-LEP (51.96%) BELEP (8.04%) - - — . 7 BB o L (05.47%) B LEP (10.50%) [ — —ow

Public Contact Staff » Bilingual Staff: . . ' 4, Public Contact Staff Bilingual Staff:
TOTAL BILINGUAL: 24 Languages Spoken i j BILINGUAL: 4 Languages Spoken

Santonese (20.63%) BT Fliiping (22.17%) ” B Cantonese (20%) 3 Fipino {0% t Mandarin {20%)

. 22 Mandarin {0% %) Y Spanish (45.67% kit 4 Russian (0% . -, . o
£ Biingual (38.71%) B Non-Bilagual (61.29% = i) P 18T » / 5 P " o i1 Russian {0 (60%) @ Vietnamese (0%)

‘ 'i@VWritten el
@ Completed mandatory 1 ammg
@ Submltted report an tim




B von-LEF(37.78%) BELLEP{12.25%)

Publlc Contact Staff
T BILINGUAL: 6

i Bilingua (17.65%) [ Non-Bilingual (82.35%)

@ Completed mandatory trammg
@ Submutted report,on, me

LEP Client Interactions:
By Language

Cantonese

25%

\fle!nam ]
[ |

Othon

6%

Bilingual Staff:
Languages Spoken

B Cantonese (37.50%) EE Filipine (12.60%)

7 Mandarin (12.50%) 15 Russlan (0%) £ Spanish (265%)

A Vielnanmst {0%) Other {12.50%)

LEP: 7

B Mon-LEP (90.70%) B LEP (0.71%)

- Public Contact Staff

; BILINGUAL: 4

Bilingeeal {11.43%) B Mon-Bilinguat (88.57%)

LEP Client Interactions:
By Language

Cantonese

0%
Other
— o %

Bilingual Staff:
lLanguages Spoken

Canlonese (; BT Fillpino {0%:) £ Kandatin (40%)
] Russian {0% Spanish (0%) B Vietnamese (0%)
7 Other (40%)}




Department translated key:
Services,” identified buhngual
signage: :

BILINGUAL

Chent Interactions
LEP: 52

A Non-LEF (97.50% B LEP (280%)

Publlc Contact Staff
BILINGUAL: 5

ailnguai (41.67%) B Non-Biingual {56.33%)

LEP Client Interactions:
By Language

Cantanese

°.
[ 0%

randari

Veﬂmmese

Other
[

Bilingual Staff:
Languages Spoken

B Cantonese (204
7 Russian (0%) B Spanish (40%) BB Vietnamess (0%)
£ Olher (0%)

Chent Interactions
LLEP: 6,326

B Mon-LEP (94.86%) [ LEF (5.14%)

Public Contact Staff
1 BILINGUAL: 38

B Billnguat (85.524%) B Non-Bilingual {34.48%)

LEP Client Interactions:
By Language

W 4andann
[
Russian

lenamese

Other
e

| S— —

Bilingual Staff:
Languages Spoken

Cantonesa (18.76%) £ Flliplno (12.50%)
andarin {18.75%) i Russian {2.08%)
& Spanish (35.42%) B Vietnamese (2.08%)
Bl Other (10.42%)




Department
walk-through™to dete
locations.

Clrent Interactions LEP Client Interactions: . E Chent Interactions LEP Client Interactions:
LEP: 78 By Language . B LEP: 5,148 By Language

Cantongse

\s’nlname‘ e

Other - ¢y Gner

- . T (1% A i .
Bl ton-LEP {82.60%) B LEP (7.32%) ‘ ” B 1lon-LEP (73.33%) BLEP(eaETY) 00 Bl _ w

Public Contact Staff Bilingual Staff: ' , Pubhc Contact Staff Bilingual Staff:
BILINGUAL: 1 Languages Spoken : - 7 RILINGUAL: 6 Languages Spoken

© &

BB Cantonese (0%) [ Filipino (0% 2 Mandarin (1004%) £ Cantpnase (32.33%) £ Filipino {18.87%)
£ Russlan {0%) £ Spanish (05 Viglnamese {Qi%) - ‘ ' S darin (0%) [ Russian (0%} B2 Spanish (16675
B8 Bitinguat (50%) B Mon-Bilingual (50%) & Russlan (0%) & Sy (B B ¥ e - #1 Bilinguat (36.20%) B Non-Bilingual {64:71%) apdarin (0%} [F Russi nl 47 B2 Spanish { 4]
¥4 Olher (0% : ‘ 5 B Vishanisse (0%) [ Ofher (32.33%)




nal communicati

Information

Client Interactions
LEP: 5,986

H Non-LEP (78.25%) LEP (21 78%)

Public Contact Staff
@ BILINGUAL: 60

Biiingusl {27.03%) B Mon-Blingual (72.977%)

REQUIREMENTS MET

S Traihing'for' public contact staff

LEP Client Interactions:
By Language

Cante
Filipino

fWlandarn
Russian

Spanish

Bilingual Staff:
Languages Spoken

Cantonese (8%) ES Fifipino (4%) & Mandarin 14%)
1 Russtan (2.67%) B2 Spanish {42.67%)
B Vieinamese (5.33%) [ Ofier (33.33%)

Client lnteractions
LEP: 34,471

B Hon LEP (92.77%) B LER {7 23%)

Pubhc Contact Staff
BILINGUAL: 23

1 Biilngual (35.98%) B Non-BHinguat (i4.08%)

LEP Client Interactions:
By Language

Caplonege

Filiping

q 4%
iandatin

Russian

%

N

I | |

Bilingual Staff;
Languages Spoken

i
e

¥ Cantpnese (26.13%) 1 Filipino (18.75%)
£1 Ldandarin (28.13%) E3 Russian (05%) &5 Spanish (26%)
B Vielhamese (0%) 1 Other (0%)




Department develope
Filipino for communic

LEP;

B Mon-LEP §28.49'%) BRLEP (1.81%)

Publlc Contact Staff
BILINGUAL: 40

B4 bilingual 22.22%) B Man-Silingual (F7.78%)

@ Tralmng for publrc conlact staff
(@ Writen LAO Policy
L © Completed mandatory trammg
' 1 % @ Submitted report on time

LEP Client Interactions:
By Language

Canloness

%

Bilingual -Staff:
Languages Spoken

Ed Cantonese (19.26%) B2 Fitipino (9.58%)
tandarin (3.23%) 1 Russian (5.45%)
B spanish (54.84%) B Vietamesa (0%) B Other (6.45%)

al :ang, 1ge Access Pollby

Cllent Interactions
LEP; 1,023

B en-LEP (80.08%) # LEP (13.92%)

Pubhc Contact Staff
BILINGUAL.: 16

Bifinguat (36 83%) B Non-Bilingual (A3.16%)

@ Completed mandatory trammg

,@~Subm|tted report on time

LEP Client Interactions:
By Language

Cantonesg

Fifiping
0%

wlaudarm

Victnamese
%
Ciher

0%

Bilingual Staff:
Languages Spoken

B cantoriege (22.22%) [ Fillpino (5.56%)
Mandarn (1867%) [ Russian (111150
Spanish {44.44%) @l Vietnamese (0%) ] Other (016}




Department ‘tedesigned website de “and interpretation
services; ensured the offer_ard avatlabllny of interpretation services & renewed
training for Ethics Commissi g

Chent Interactions LEP Client Interactions:
00 LER: 9 By Language

Cantonese
Filipino
Mandarin

Russian .

B vlon-LEP (99.68%) BB LEP (0133

Public Contact Staff Bilingual Staff:
BILINGUAL: 1 Languages Spoken

& Canlonese {0%) F Filipino (k) FE Mandarin (D9a)
B Russian (0%) 23 Spanish (100%) Bl vietnamesa (0%)

B Bitinguat (50%) B Non-Bilngual (505
4 Olher (0%)

REQUIREMENTS MET
X Training for public contact staff

Departme ated.internal-Language: Access Pollcy & setup

| stations:at the,membershrp and admlssmn ‘desks at the de Young Musetim

LEP Client Interactions:
By Language

8 Non-LEF {80.90%) B LEP (0.01%)

 Public Contact Staff . Bilingual Staft:
Languages Spoken




Client Interactions LEP Client Interactions:
LEP: 713 By Language

Canlonese
i

B Hon-LEP (99.76%) BB LEP {0.24%

Pubhc Contact Staff Bilingual Staff:
BILINGUAL: 363 Languages Spoken
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Cantonege {16.23%) £ Fitipino (5.24%)

1% Mandarin (4.83%) 5 Russian (0.79%)] B2 Spanish (53.40%

¥E Biingusl (21.54%) B Mon-Biingual (78.46%) e (a3t 4 (0-79%) £ Spanish ¢ 5
B vicinamese (1.31%) 21 Olher (21.20%)

REQUIREMENTS MET
, 3@ Trammg for publlc contact staf

listin
information for visitors in Chinese and Spanish.

Cl|ent Interactlons
i LEP: 108

B Non-LEP (89.64%) EP [10.45%)

Public Contact Staff
BILINGUAL: 1

Bllingual (25%) B Non-Bilingunl (75%)

LEP Client Interactions:
By Language

Canlonese
Filipino
Vandarin
"

Russian

Bilingual Staff:
Languages Spoken

& Cantoness {0%) E Filpine [0%) andarin (D56}
2 Spanish (100%) Bl Vietnamese {0%)
) Other (0%)




Department posted several VIdeos langt : at-ottline service
how to access them. : : :

Chent Interactions LEP Client Interactions: - ‘ LEP Client Interactions:
LEP: 81,966 By Language . : By Language
' ‘ Canlonegs

Fﬁlpmo

Hlandarin . : - A Manttarin .

Rqssian» Russian

g
Vielnamese

| 2%

Clher
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elet
=
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B Mon-LEP (59.47%) B LEP (40.53%) — T - b B NonLEP (82.05%) B8 LEP (11.08%

Public Contact Staff Bilingual Staff: . . Public Contact Staff Bilingual:Staff:
i I BILINGUAL: 698 Languages Spoken . - TETAL: 287 BILINGUAL: 29 Languages Spoken

Ganfonese (32.94%) & Filipino (7.774%,) .
dandarin (7.91%) £] Russian (8.60%) -~ - - Ny Canlonsse (20.69%) [0 Fllipino {2.45%) 3 Mandarin {0T6)
4 Spanish (29.53%) IR Vietnamese (5.14%) ) . ! ) £ Russian (3.45%] BJ Spanish (62.07%)

B Bilinguat (413.41%5) B Non-Bilingual (58.50%) Iy g
{1 Other (0.92%) £ e - H Vistnamese (3.45% Othar (8.90%)




Department i od -Languagel.i
employees to all public:contact staff, cre:

contact’staff about language access pollcy and protocols.

ist of bilingual

Clxent lnteractlons
LEP: 245

B Non-LEP (93.30%) B LEP (5.62%)

Pubhc Contact Staff
BILINGUAL: 8

Bllinguat (50%) B Mon-Bilingual (50%)

LEP Client Interactions:
By Language

Flpino,
[
Hiandarin
|59
Russian

=

Bilingual Staff:
Languages Spoken

Chent Interactions
LEP: 624

B Hon-LEP (27.86%) BE LEF [2.14%)

Pubhc Contact Staff
BILINGUAL: 2

B Billngual (28.57%) B Non-Bilingual {71.42%)

LEP Client Interactions:
By Language

Fiiping

Mapdain

Russian

t;'pani;h

Vietnamese

Bilingual Staff:
Languages Spoken

Cantoness (68.67%) T Flilipino {0%)

fandarin {33.33%) ] Russian {0%) B Spanish (0

B Vistnamese (0%) £ Other (0%)

55)




a:policy docufment. and . bmngual Spanish:speaking staff me
: : - | d- met language access goals for th

% LEP Client Interactions: - oy Cl|ent Interactions : LEP Client Interactions:
v 15 By Language : . . reral LEP: 13 By Language
: : Canlone . Cantoneae

Flippo
| I

Mandarin

Russian

# NonLEP (85.56%) . , B Mont EF (08.41%) B8 LEP 1.60%)

Publlc Contact Staff Bilingual Staff: 7 - . Publlc Contact Staff Bilingual Staff:
BILINGUAL: 17 Languages Spoken ‘ | L g BILINGUAL: 4 Languages Spoken

P

B Contonese (15.67%) EE Filipine (27.78%) . : i B Canlonese {0%) F Fitpino [0%) F2 Mandarin (0%)
andarin (5.56%) ] Russian {0%) ¥ Spanish (33.33%) . . . ! n % Russian {0%) Spanish {25% Vietr (0%
' Bilingual (50%) B Mon-Bilingunl (50%) B Rusian {0%) & Spanish (26%) B Vietnamese (%)

Biltngual (34%) 8] Mon-Bilingual (66%) o
H viclnamese (0%) £ Other (16.674%) . . . 5 g - [ Ofther (75%)

REQUIREMENTS MET
() Training fd\r'p;jbl,irc contact staff

@: thﬁplétéd mandatqiy training
(@ Ssubmitted report on time




BILINGUAL =

Debé{rtrﬁen't, conducted extensive staff: training- and

interpretation services at some locations.

b

Client Interactions
LEP,; 6,887

B Hon-LES (35.56%) BRLEP (4.04%)

Public Contact Staff
T i BILINGUAL: 148

B Bilingual (52.86%) [ Mon-Bilingual (47.14%)

@ Written LAO Policy .
1 ©® Completed rﬁaﬁdétpry trai
@ Submitted report on time

LLEP Client Interactions:
By Language

Canlonese -
o jas%

L o%
ivtandarin

Russian
Spanish
Ty

Vienameése
Other

I

Bilingual -Staff:
Languages Spoken

antonese (25%) IR Flliplrio (20.95%)
andarin (10.81%) 2 Ruasian (068 %)
1 Spanish (22:30%5 Bl Vieinamese (5.41%%)
B9 Other (14.36%)

. B non-LEP (99.92%) B8 LEP (D53%)

Public Contact Staff
Eye) 2R BILINGUAL: 18

Bl Bliinguel (8.074%) B Non-Bilingual (91 93%
gual { | Dual )

REQUIREMENTS MET
(@ Training for public contact staff

@) Written LAO P&;Jiiéy",

@ Completed mandatory training
(® submitted report on time

LEP Client Interactions:
By Language

Vielnamese
Other

_

Bilingual Staff;
Languages Spoken

B Canlonese {26.32%) ET Filipino {21.06%)
2 Mandarin (10.63%) T3 Russian (5.28%)
2 Spanish (31.68%) B Vietnamese (0%} F Olher (5251}




the Crtm Data Warehouse,

Cllent interactions
LEP: 4,637

B Nen-LEP (99.08%) 8 LEP (0855}

Pubhc Contact Staff
BILINGUAL.: 450

B biltngual (19.03%) 8 Non-Bitingual (80.97%)

@ Training for public ';:ontact staff
@ Written LAO Pollcy

@ Completed mandatory tralmng
@ Submitted report on t me

LEP Client Interactions:
By Language

Canlenew

Fiipino

iandarin

Russian

Bilingual Staff:
Languages Spoken

Bl Cantoness (24.22%
% Mandarin (5. Russlan (2
# Spanish (55.33%) B Vietnamese (1.11%) £ Othar (0%)

Chent Interactions
LEP: 1,508

I8 Mon-LEP (94.33%) F LEP (5674)

Publlc Contact Staff
L BILINGUAL: 7

gitinguat (63.64%] B Ron-Bilinguat (36.36%)

REQUIREMENTS MET

@ Tralmng for ubhc contact staff

LEP Client Interactions:
By Language

F!‘Iplno
B 7%

Mandarin

Bilingual Staff:
Languages Spoken

D B D

nlonese (27.27%) Ei Fitipha (3.00%)

4 Mandarin (27.27%) T3 Russian (%) 5 Spanish (27.27%)

B visinamese (2.08%) 13 Other (0%)




Client Interactions LEP Client Interactions:
LEP; 3,153 By Language
Canlonese

[
Wandarin

Russian

o
F‘
Z
w

Ll
O

B Won LEP (84.66%) B LER (15 34%)

Public Contact Staff Bilingual Staff:
BILINGUAL: 18 Languages Spoken

B Cantonese (5.56%) B2 Filfipino (11.41%) &3 Klandarin {0%)
£ Russtan (0%) £ Spanish (61.91%) B Vistinamese (0%

2 lingual (11.18%) B Hon-Bilingual (88,82%)
4 Other (2

= | BILINGUAL

REQUIREMENTS MET

X{ Trammg for pubhc contact staff

B Non-LEP (17.83%) ¥ LEP {32.17%)

Pubhc Contact Staff
j 7,700 BILINGUAL: 2,606

B Biimgnat (35.84%) B Non-Bilingsal (65 16%)

| REQUIREMENTS MET

@ Trammg fo publ:c contact staff

@ Completed mandatory ammg
S Submitied report on time

LEP Client Interactions:
By Language

Cantonese

Vietnamese

| o 5%
Olher
. %

Bilingual Staff:
Languages Spoken

#Fe =0 eils we

g

¥l Caulonese (22.65%) [" Filiping (17.86%)
F Mandarin (10.08%) T Russlan {1.57%)
7 Sparish (22.98%) B \/lctnamese (2.81%)
] Other (12.27%)




Client Interactions
LEP; 340,340

B Non-LER (hd 584 B LEP (5.30%)

Public Contact Staff
TOTAL: BILINGUAL: 75

B Bilingual (10.52%) B Mon-Bitingual (BO:98%R)

REQUIREMENTS MET
(2) Training for public contact staff

LEP Client Interactions:
By Language
Carnlones
i T 63w
{Fmpi:m —

Mandarin

Russian

Bilingual Staff:
Languages Spoken

B8 Canlonese (46.67%) [ Filiping (0%) &1 Mandarin (12%)
[ Russian (267%) B Spanish (2533%)
A vichanmse (0% B Other {13.33%)

Cllent Interactions
TAk: LEP: 52,000

B Hon-LEP (B7.37%) B8 LEP{22.053%)

Pubhc Contact Staff
BILINGUAL: 23

B Bitingural (100%) B Noa-Blinguat (0%)

REQUIREMENTS MET
@ Trammg for publlc contact staff

LEP Client Interactions:
By Language

Canlonese

Bilingual Staff:
Languages Spoken

antoness (34.78%) B Filipno (B.70%)

[El Mandarin {8.70%) & Russlan:(0%) 5 Spanish (47.83%)

I8 Vielnamese {0%) F Other (0¥}




Depa m nt approved specmcfundm

BILINGUAL |

Chent Interactions
LEP: 258

B Non-LEP (a%) BB LEP (23%)

Public Contact Staff
BILINGUAL: 70

B2 Bliingual {5.047%) Bl Non-Blficgual (24.96%)

REQUIREMENTS MET

LEP Client Interactions:
By Language

Canlonssa

e
iandarin
T
Russian )
[ . o
Spanish

= _43%

Vieinamese

Bilingual Staff:
Languages Spoken

antonese (21.43%) [ Filipine (10%)
Mandarin (14.29%) I Russian {2.836%)
B Spanish {21.43%) B Viemamese (1.43%)
1 Olher (28.57%)

eters at Town Hall ﬁ:’leem,lg .

B Won-LEP {100%) B LEP [0%)

Public Contact Staff
BILINGUAL: 5

Blfnguat (71 42%; B8 Non-Bilingual (28 57%)

| REQUIREMENTS MET

% Tralmng for pubhc conr ct staff

LEP Client Interactions:
By Language

Bilingual Staff:
Languages Spoken

® @

H Canlonesa (33.33%) ! Filipine (16.67%)
Mandarin (16.67%) £ Russian (16.67%
£ Spanish (16.67%) B Vielnamesa (0%} Lother {0%}




DEPARTMENT ]

Department began printing. recreational | program catal

year):in all covered Ianguages

votimes per

B Hon-LEP (99.30%) 8 LEP (0E1%)

Public Contact Statf
BILINGUAL: 54

1 Blingual {6.75%) &l Mon-Bllingual (93.26%)

LEP Client interactions:

By Language

Canlonsse

#landarin

Russian

Bilingual Staff:
Languages Spoken

fF

[BILINGUA

Chent Interactions
T¢ LEP; 5,132

B Moo LEP [88.01%) B LEP(11.85%)

Public Contact Staff
et} BILINGUAL: 5

E Bitingual (50%) B Non-Bilinguat {(50%)

REQUIREMENTS MET

() Training for public contact staff |

@ Written LAO Policy

@) Completed mandatory tralmng
@ Submitted report on time

LEP Client Interactions:
By Language

Bilingual ‘Staff:
Languages Spoken

® @ @

A Ganlonese (42.86%) F Fllipino (%)

7 Mandarin (14 20%) £ Russian (0%) [ Spanish (28.57%)

B vielnamese (0%) [ Olfver {14.20%)




nglial by DHR.

B oniLES (99354 T LEP {0.85%)

Publlc Contact Staff
T BILINGUALf 111

[ Bningual (9.60%) B MonBitngual (80.313%)

@ Subrﬁitted’ report on time

LEP Client Interactions:
By Language

Canlenese

FHiD‘i_AHAO o
‘handarin -

Russian

Bilingual Staff:
Languages Spoken

[ Cantonese (24.55%) B Filipinc (18.18%)

fE Mandarin (0%) i Russian (0.91%) E8 Spanish (56:45%)

# vicinamese (0.91%) 4 Olher (0%)

Departmen acquired Langliagekine acct
broch res |n threshold Ianguages & establis!

Chent Interactlons
LEP: 2

B Mon-LEP (97.92%) B} LEP (2.03%)

Pubhc Contact Staff
BILINGUAL: 1

Biflngual (¥6.67%) B Mon-Rilingual {83334

REQUIREMENTS MET
@ Tralnmg for pubhc contact staff

(@ Witten LAO Policy
@ Completed mandatory trammg %
@ Submitted report on hme

LEP Client Interactions:
By Language

Canloness

Fliipino

Russian

Bilingual Staff:
Languages Spoken

i Cantansae (0%) B Aliplne (0%} 77 Mandarin {0%)
17 Russian (0%} 5 Spanish (6%) B Vielnamese {0%)
£ Olhier (100%)




r public events staff

: Chent Interactions
LEP: 1,020

I ron-LEP (95.90%) B LEP (3:011%)

Pubhc Contact Staff
BILINGUAL: 111

) Blingual (56.47°4) B Mon-Biiingual {33.53%)

HEQUIREMENTS MET

LEP Client Interactions:
By Language

Canlenese

Fi{ipinn N

tandarin

Russian

Spanish

Bilingual Staff:
Languages Spoken

Cantonese {32.03%) [ Filipino {14.06%)
Mandarin (14.84%) [2] Russian {0'%) 28 Spanish (21.80%)
B Vistnamese (0.78%) [ Olher (16.41%)

DEPARTIVIEN

Department placed

on to staff-onTang

g
'access requireme

CI ent Interactions
LEP: 7

B ton L £F (05.73%) I8 LEP (4.27%)

Public Contact Staff
BILINGUAL: 31

@ Completed mandatory trammg
@ Submltted report on lime

LEP Client Interactions:
By Language

Canlenese
Filiping
i

Russian

T

Spanish
Vietnamess

Other

Bilingual Staff:
Languages Spoken

i Cuntonese (20.45%) Filigino (6.62%6)
tdandarin {4.55%) £ Russian -) B2 Spanish (22.73%)
B Vienamese (0%}




Department added multx !anguage vxsnor mformatton pages 1o its websi
muitilingual announcements in its emergency evacuation system.

KN.A‘
w;w &

BILINGUAL

Client Interactions
TRTAL:S0 LER: 210

B MonLEP (80.98%) LEP {0.02%)

Publlc Contact Staff
BILINGUAL: 8

& Bilinguat (22.22%) B Mon-Bllingual {77.78%

REQUIREMENTS MET

(@ Training for public contact staff

(@ Written LAO Policy

@ Completed mandatory tralnlng

LEP Client Interactions:
By Language
Cantcnese
Fiipino

T Haw

andarn

Russlan

Sparnish

Viglnamese

bLher
I D%

Bilingual Staff:
Languages Spoken

S & @

fandarin (%) E Rassian (O‘m £ Spanish {37.50%)
B Vielanesi (0%) £ Other {12.50%)
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OCEIA promotes civic participation and inclusive policies that improve the lives of San Francisco’s residents, particularly im-
migrants, newcomers, underserved, and vulnerable communities. OCEIA seeks to bridge cultural, finguistic, and economic
barriers to ensure that San Francisco’s diverse residents have equal access to City services and opportunities to participate
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City Hall
1 Dr. Carlton B. Goodlett Place, Room 244
San Francisco 94102-4689
Tel. No. 554-5184
Fax No. 554-5163
TDD/TTY No. 554-5227

BOARD of SUPERVISORS

MEMORANDUM

TO: Adrienne Pon, Executive Director, Office of Civic Engagement and
Immigrant Affairs '

FROM: Erica Major, Assistant Clerk, Government Audit and Oversight Committee,
Board of Supervisors

DATE: March 27, 2017

SUBJECT: LEGISLATION INTRODUCED

The Board of Supervisors’ Government Audit and Oversight Committee has received
the following proposed legislation, introduced by Supervisor Fewer on March 21, 2017:

File No. 170312

Hearing on departmental compliance with the Language Access Ordinance,
including a review of the 2017 Language Access Ordinance Annual
Compliance Report implementation and recommendations; and requesting
the Office of Civic Engagement and Immigrant Affairs to report.

If you have any comments or reports to be included with the file, please forward them to
me at the Board of Supervisors, City Hall, Room 244, 1 Dr. Carlton B. Goodlett Place,
San Francisco, CA 94102.




~ PrintForm .

Introduction Form

By a Member of the Board of Supervisors or the Mayor:' - ' - S S

Time, stamp

I hereby submit the following item for introduction (select only one): 71 Pl for mesting date

1 1. For reference to Committee. (An Ordinance, Resolution, Motion, or Charter- Amendment)

] 2. Request for next printed agenda Without Reference to Committee.
.3. Request for hearing on a subject matter at Committee.
L] 4. Réquest for letter beginning "Supervisor inquires"
[C] 5. City Attorney request.
] 6. Call File No. from Committee.
] 7. Budget Analyst request (attach written motion).
[] 8. Substitute Legislation File No.
[ 9. Reactivate File No.
] 10. Question(s) submitted for Mayoral Appearance before the BOS on
Please check the appropriate boxes. The proposed legislation should be forwarded to the following:
1 Small Business Commission [1 Youth Commission [[] Ethics Commission
[] Planning Commission [] Building Inspection Corﬁmission

Note: For the Imperative Agenda (a resolution not on the printed agenda), use a Imperative Form.

Sponsor(s):

Supervisor Sandra Lee Fewer

Subject:

Language Access Ordinance Compliance and Recommendations

The text is listed below or attached:

Hearing in conjunction with the release of the 2017 San Francisco Language Access Ordinance Annual Compliance
Report, to receive a status update on departmental compliance with the LAO; and requesting the Office of Civic
Engagement and Immigrant Affairs to report on implementation and recommendations.

Signature of Sponsoring Supervisor: hﬂm é&(’ %w/w

For Clerk's Use Only:

Pana 1 nf1
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