


What is the LAO? 
The LAO is a local language law that was signed into law by Mayor Ed Lee in 2015; formerly an ordinance 
enacted in 2001. This law ensures meaningful access and the same level of service to Limited English 
Proficient (LEP) persons that are available to all city residents. 

Our department's approach to language access. 

? Define the Scope of LAO 

? Develop a Strategic Plan and Set LAO Goals 

? Understand Stakeholders Roles 



• Present to DPH Leadership Team 
• Complete assessment and generate a report with data of all DPH 

units and facilities >50 of their compliance/non-compliance 
• Create a Language Access Resource List 
• Create a DPH standard public notice 

• By October 1, 2017: Collect and synthesize data required by LAO ordinance to be included in 
the LAO FY15/16 annual repo rt . 

B v End of FY :J.7 -:J.B 

• Develop a training module 
• Create a Language Access Ordinance (LAO) Guideline Booklet 
• Compile and consolidate all DPH language access protocols, procedures, and policies into a 
DPH-wide policy with unit/facility specific protocols and procedures as an addendum . 

• Work with DPH leadership to ensure procedures are developed in a timely manner to collect 
and track data required by LAO 

• Liaison will partner with the DPH HR trainer to educate and train 
DPH staff on how to comply with the Language Access Ordinance 

• By October 1, 2018: Collect and synthesize data required by the LAO 
ordinance from 50+ units to be included in the LAO 2016/2017 
annual report. 

• By October 1, 2019: Collect and synthesize data required by-the LAO 
ordinance from 50+ units to be included in the LAO 2017 /2018 
annual report. 



LANGUAGE ACCESS ORDINANCE 3 YR. HIGHLIGHTS 

2014 Report Data Inconsistent 

2015 DPH HR LAO Role Centralized 

2016 Annual Data is Reliable & DPH Invited to Present at 
CCSF Annual LAO Trailing. 

2017 DPH Featured in 2016 CCSF LAO Report 

2017 DPH Hires an Analyst to Work on LAO 

2017 DPH Presents to SF Language Access Network 
Community Partners 



DPH LAO STATISTICS FOR FY 1 S/16 

~~~¥~e:~ 
·~~-.l_· ··,,;: ~. -

Public Contact 
Employees 

Bilingual Public 
Contact 
Employees 

. Certified Bilingual 
Employees 

·. Members Of the 
Public Served 

8,500 The Largest City Department 

7,700 91% of total EE's have contact with the public. 

2,606 34 % of the total EE's who have contact with the 
public self identify as bilingual. 

1,122 Of the bilingual EE's who have contact with the 
public 43 % have been certified bilingual by DPH. 

290, 685 82 % of the public serviced self identified as 
proficient in a language that is not English. 

238,864 Language 
Spanish 
Cantonese 
Vietnamese 
Mandarin 
Russian 
Filipino 
Other 

Total I% of Total 
113, 548 I 47.5 % 
65633 I 27.5 % 
11, 764 I 4.9 % 
9,467 I 4.6 % 
6, 537 I 2.7 % 
6, 238 I 2.6 % 
18, 955 I 7.7 % 

230 192 Passed and were Certified Bilingual in : 
SPAN (127), CAN (64), MAN (22), FIL (11), RUS (2), 
VIET (1), Korean (1), Burmese (1) 



L ·crrag1uage l ·nt:e:rrp;r-Le ·trart:i,on servi·eres 

English Translation: You have the right to request an interpreter at no cost to you. 
Please point to your language. An interpreter will be called. Please wait. 

Cantonese I Jk J/{iif 

~1f*l;f!J~>J<-tl:~Jtl¥J1'~fto mUtil±\~1¥Jm!~ o W~ft~~~BIUf, ~~IH1*o 

Mandarin I /ii!!/Jlf 
~1f*l;f!J~>J<-tl:~Jtl¥J JJ~ft o mUtil±\~1¥Jm!~ o JJ~ft~~~BIUf, ~~f1*o 

Filipino I Filipino 
Kayo ay may karapatang humiling ng libreng tagapagsalin. Mangyaring ituro ang inyong wika. Tatawagin ang isang 
tagapagsalin para sa inyo. Mangyaring maghintay po. 

Russian I PyccKuu 

Bbl viMeeTe npaso Ha yc11yrvi 6ecn11aTHoro nepeso,a,YviKa. YKa>KviTe, no>Ka11yVlcTa, Ha Saw .s:i3blK. nepesop,YviK 6yp,eT 
Bbl3BaH. no>Ka11yVICTa, nOP,O>K,lJ,VIT9. 

Spanish I Espanol 
Usted tiene derecho a un interprete gratis. Por favor, sef\ale su idioma y llamaremos a un interprete. Por favor, espere. 

Vietnamese I Tieng Vi~t 

Quy vj c6 quy~n dU'Q'C mot thong djch vien mien phi. Xin chi vao ngon ngCr cua quy vj. Chung toi se gQi mot thong djch 
vien. Vui 16 ng cha trong giay lat. 



Best Practices for Success 

o Continue to Track & Report Reliable Data 

Io Create Resource Tools I 
I o Train Staff on Language Access I 

I o Educate Members of the Public I 
Continue to Meet our Strategic Plan Goals 



? What are the challenges or obstacles that get in 
the way of addressing language access well? 

Answer: Dedicated Resources 

? How is our department trying to improve 
language access and what support is 
needed? 

Answer: We Have Dedicated Resources!! 
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