FILE NO: 170151

Petitions and Communications received from January 30, 2017, through February 6,
2017, for reference by the President to Committee considering related matters, or to be
ordered filed by the Clerk on February 14, 2017.

Personal information that is provided in communications to the Board of
Supervisors is subject to disclosure under the California Public Records Act and
the San Francisco Sunshine Ordinance. Personal information will not be
redacted.

From Adrienne Pon, Office of Civic Engagement and Immigrant Affairs, submitting the
2017 LLanguage Access Ordinance Summary Compliance Summary Report. Copy:
Each Supervisor. (1)

From the Office of the Controller, pursuant to the Administrative Code Section 21A:3,
submitting Controller's Office Review of 2016 Managed Care Contracts. Copy: Each
Supervisor. (2)

From the Department of Human Resources, pursuant to Administrative Code Chapters
12B and 14B submitting a waiver request. Copy: Each Supervisor. (3)

From the Capital Planning Committee, pursuant to Administrative Code Section 3.21,
regarding the San Francisco International Airport Revenue Bonds. Copy: Each
Supervisor. (4)

From the Capital Planning Committee, pursuant to Administrative Code Section 3.21,
regarding the application to the California Board of State and Community Corrections
and Resolution and supplemental appropriation for On-Airport Hotel Project. Copy:
Each Supervisor. (5)

From Mayor Lee, pursuant to Administrative Code Section 3.104, regarding nomination
of Naomi Kelly as San Francisco City Administrator. Copy: Each Supervisor. (6)

From Mayor Lee, pursuant to Charter, Section 16.128-11. submitting the following
appointments effective on the date of the first meeting of the committee. Copy: Each
Supervisor. (7)
- Sandi Mori, Dignity Fund Oversight and Advisory Committee - term ending
January 31, 2019
- Monique Zmuda, Dignity Fund Oversight and Advisory Committee — term
ending January 31, 2019
- Allen Ng, Dignity Fund Oversight and Advisory Committee — term ending
January 31, 2019

From Mayor Lee, pursuant to Charter Section 4.117, submitting an appointment to the
Entertainment Commission. Copy: Each Supervisor. (8)
Ben Bleiman — term ending July 1, 2019



From Arline Gilmore, pursuant to San Francisco Administrative Code 96A, submitting
2016 Use of Force 4" Quarter report. (9)

From the Clerk of the Board, reporting that the following individuals submitted a Form
700 Statement. (10)

Chelsea Boilard - Legislative Aide - Assuming

Natalie Gee - Legislative Aide - Assuming

Judy Lee - Legislative Aide - Assuming

Catherine Mulkey Meyer - Legislative Aide - Assuming

From Recreation and Parks, in response to Resolution 157-99 Lead Poisoning
Prevention, submitting 2" quarter report of FY 16-17. Copy: Each Supervisor. (11)

From Unified School District, in accordance to Education Code Section 15124,
submitting election results from the San Francisco Consolidated General Election of
Proposition A. (12)

From Dwane J. Kennedy, submitting 2016 SFVAC Annual Report, ratified at the
January 10, 2017 Commission hearing. Copy: Each Supervisor. (13)

From West Area CPUC, regarding Verizon Wireless Facility for Treasure Island. Copy:
Each Supervisor. (14)

From Concerned Citizens, regarding Transportation Demand Management Program
Requirement (TDM). 3 letters. (File No. 160925) Copy: Each Supervisor. (15)

From Samantha Felix, regarding Hotel Conversion Ordinance Legislation - Preservation
of Weekly Rentals for SRO Hotels. (File No. 161291) Copy: Each Supervisor. (16)

From concerned citizens, regarding Sharp Park golf course. 41 letters. (File No.
170044) Copy: Each Supervisor. (17)

From Charley Lavery, Operating Engineers Local 3, regarding support for Naomi Kelly.
(File No. 170109) Copy: Each Supervisor. (18)

From Jon Golinger of the Harvey Milk Democratic Club, regarding the Lease of Pier 29
to Jamestown Properties for Mini-Mall. (File No. 170128) Copy: Each Supervisor. (19)

From Joanne Oberlink, Oliver Pender, and Michael LaFortune, regarding Type 48
Application (License Transfer) at 408 Clement Street. (File 170140) a (20)

From Pacific Retail VFC1, Inc, dba Vom Fass Oils Vinegars Spices, regarding a Liquor
Type 42 Beer and Wine License being added to existing Type 21 and 86 Licenses. File
No. 170149. (21)

From Liz Olson, of The Cutting Ball Theater, regarding applying for a Type 64 liquor
license. (File No. 170155) (22)



From CA Common Cause, regarding of Quentin Kopp’s reappointment to the Ethics
Commission. Copy: Each Supervisor. (23)

From San Francisco For Sensible Transit Line. Submitting petition for Writ of Mandate.
Copy: Each Supervisor. (24)

From California Energy Commission, regarding funding for local governments to offer
assistance for climate change action plans and energy efficiency innovation. Copy:
Each Supervisor. (25)

From Carol Denney, regarding Urban Shield. Copy: Each Supervisor. (26)

From concerned citizens, regarding the Fifield-Cahill (Bay Area Ridge Trail) EIR
Document. 9 letters. Copy: Each Supervisor. (27)

From Bill Rubenstein, regarding boycotting companies doing business on Trump’s Wall.
Copy: Each Supervisor. (28) '

From concerned citizens, regarding Rincon Hill Construction. 16 letters. Copy: Each
Supervisor. (29)

From concerned citizens, regarding protecting the Sanctuary city, stop detaining
Immigrants at SFO. 48 letters. Copy: Each Supervisor. (30)

From Dennis Hong, expressing his appreciation for the support with the recent fire in
Chinatown. Copy: Each Supervisor. (31)



From: Pon, Adrienne (ADM)

Sent: Wednesday, February 01, 2017 5:39 PM

To: Breed, London (BOS); Fewer, Sandra (BOS); Farrell, Mark (BOS); Peskin, Aaron (BOS);
Tang, Katy (BOS); Kim, Jane (BOS); Yee, Norman (BOS); Sheehy, Jeff (BOS); Ronen, Hillary;
Cohen, Malia (BOS); Safai, Ahsha (BOS)

Cc: Calvillo, Angela (BOS); BOS-Legislative Aides

Subject: Annual Language Access Summary Compliance Report

Dear Supervisors,

Thanks to your leadership, San Francisco has the strongest local language access law in the nation. | am pleased to
submit the 2017Annual Language Access Summary Compliance Report which evaluates how well city departments
are complying with requirements of the Language Access Ordinance (LAO). Forty-nine of 51 departments filed their
plans with the Office of Civic Engagement & Immigrant Affairs (OCEIA) on time and in compliance.

The file is large- the link to the softcopy version of the report may be found here: link {http://sfgov.org/oceia/lao-
annual-compliance-reports).

High-resolution hardcopy versions of the report are being printed and will be hand-delivered to your offices in about a
week.

44.2%

of San Francisco residents over the age of 5 speak a language other than English at
home

21.6%

of San Francisco residents self-identify as Limited English Proficient

During crisis, emergency or public safety situations, we all depend on the ability to communicate effectively with our
residents. While the City continues to make significant progress to better engage, inform and serve monolingual and
Limited-English Proficient (LEP) individuals in San Francisco, there continues to be plenty of room for improvement. We
hope the innovations and collaborations implemented by OCEIA over the past seven years will help the City further
advance language access and make this a normal part of serving our diverse residents.

Thank you for your continued leadership and support on this important issue.
Please let me know if you have any questions or need additional information.
Respectfully,

Adrienne

ADRIENNE PON
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*Executive Director

‘Office of Civic Engagement and Immigrant Affairs
February 2017
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4 United States Census Bureau’s 2009-2013 American Community Survey. This is the most recent American Community Survey with
detailed data on all languages spoken at home. . -




ESTABLISHING LANGUAGE ;ACCESS IN SAN FRANCISCO
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LANGUAGE ACCESS IN PRACTICE

Language Access in San Francisco is part of a broader public vision to
encourage civic engagement and participation.

» . Request language access services. o ’9 Vlsxbly dlsplay notlces mdtca’ang that translated
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hour notice. ' . Wxth 48 hours advanced notlce provrde in- :
- .'v Request in wriﬁng'a transiation of o terpretatlon servxces at any pubhc mee” ng or -
hearlng -
: Translate meetmg notices

meeting notices, agendas, and min-
utes,’ .

agendas and mlnutes

. f‘/ Request translated wntten matenals
' that provide vital information.about:
.jithe Deparrtmentfs services or pro-
S grams. » - -
: ‘ok File an LAO complamt wnth the thce
"-.of Civic Engagement and Immrgrant
" Affairs. ’

-to indivivals who do ‘not speak En- .
glish as their primary language and Sl I
who have limited ability to read, - Translatlon < iswritten
write, speak or understand English. =7 ¢ L =

“Limited English Froﬁcient" ‘refefrsf’ lnterpretation |s spt.)kk‘en

6 Threshold languages are deﬁned as 10 000 LEP. Cxty resxdents who speak a shared language other than English. San Francisco Administra-
tive Code, Chapter 91 :



21.6% of San Francisco residents
self-identify as LEP

3.8% o Over the age of 5 speak
Russian ~~~- By .3'5/° | h h
speakers o - v.;r::x:e a language other than

English at home

CHINESE
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_spoken in San Francisco in San Francisco Bay Area

1 | 70050 9762 | 832 256 | 1735 | 817
2 73,202 890 | 487 83 534 135
3 70251 | 16,682 1,034 556 258 278
4 73,428 16,345 547 586 7798 825
5 72,706 2,593 1,611 73 | 1126 | am
6 67,628, 6,005 4,858 1,309 30 1,039
7 75,633 7220 | 1,366 454 %0 | 323
8| 77,95 990 990 290 160, 104
9 72808 | 5498 | 11,050 1,087 53 675
, 10 73,013 12,320 5,436 936 113 985
~ Different languages Different languages spoken = 75962 | 16640 | 7724 | 260 1 >

7 United States Census Bureau’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.

CITYWIDE CLIENT
INTERACTIONS:

For FY 2015-2016, City Depart-
ments reported 14.4 million cli-
ent interactions, of which 5.5%
were Limited English Proficient
(LEP) clients. Chinese had the
highest interaction level at 55%
(47% Cantonese and 8% Man-
darin), followed by Spanish with
30%. Per the American Com-
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.®

Non-Bilingual

74%

: . BN LN e :
TQOTAL CLIENT INTERACTIONS: TOTAL CLIENT INTERACTIONS
BY LANGUAGE

Cantonese

Filipino

Mandarin
Russian
i . 3%

Spanish

CITYWIDE BILINGUAL
PUBLIC COMTACT STAFF:

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.

8 United States Census Bureau’s 2011-2015 American Community Survey.

1

9 San Francisco Administrative Code, Chapter 91, Section 91.4.
4

DEPARTMENTAL COMPLIANCE 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
SERVICES EXPENDITURES

$12,531,530

CITYWIDE TOTAL LANGUAGE SERVICES EXPENDITURES BY CATEGORY

CITYWIDE TOTAL DEPARTMENT
OPERATING EXPENDITURES

$8,475,167,084

On-Site .-="~
Interpretation

6%

Telephonic [+ 73
Interpretation 7 A)

CITYWIDE LANGUAGE ACCESS 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.

Departmental
Compliance



DEPARTMENT SPOTLIGHTS
DEPARMENT OF PUBLIC HEALTH

June 2016

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

Access Existing Practices

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

June 2016

| Get Support from

Executives and Managers
Present a synopsis of data and pro-
posals to DPH Leadership team
Create concise presentation explain-
ing LAO requirements
Maintain open lines of communi-
cation and be open to input and
feedback from management

Execute Deliverables

Create a language access resource fist
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 LAO",
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
synthesis updated LAO data for the
Fiscal Year 2017-2018 LAO report.




Phasing in Website Engagement

Discovery and A ment Pha

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

¥i D
Design the look and feel of the site and inform the visual design
strategy.

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

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

Drganize All

¥ital 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.

Easy to Locale
Documents stored in an
accessible folder.

Documents are dated
and contain version
number and date or
version.
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FILIPINO
TRANSLATION
STYLE GUIDE

COMMUNITY
INTERPRETERS
TRAINING

2015-2016 class of the
Community Interpreters

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.

InApril 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, - terminology,
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

o 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.

TheFilipino 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
grammar, 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

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 spirit 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

&7

Clerk of the Board (Clerk) | Documents
developed a robust part- Translated
nership and enhanced the to Chinese
process of providing inter- and Spanish

pretation at Board meetings.

The Pilot Program provided
an opportunity to develop

274

a holistic approach that in- LEP
cluded all thev elements'of individuals
language services planning .

and implementation. Tt en- received
hanced the current language | Interpretation
access work of the Board Services

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.

21




Since 2001 and especially after 2009, the City has made sig-
nificant progress on language access.. - Moving: forward,
OCEIA will focus on improving the City’s capacity to provide
culturally competent language serv:ces, strengthen com-
pliance, and increase the pubhcs awareness of the LAO.
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DEPARTMENTHIGHLIGHTS = DEPARTMENT HIGHLIGHTS

Department continued the practice of hiring qualified bilingual candidates for Department updated recorded telephone greetings and- posted signage in all
customer interfacing positions. ) ) covered languages.

Client Interactions LEP Client Interactions:
TOTAL: 884,733 LEP: 12,980 By Language

Cantonesa

Client Interactions LEP Client Interactions:
TOTAL: 4,775 LEP: 449 By Language

Cantonese
vFinino

Mandarin

"CLIENTS SERVED
CLIENTS SERVED

W Non-LEP (98.53%) B LEP {1.47%) SN W Mon-LEP (90.50%) 8 LEP (9.40%)

Public Contact Staff Bilingual Staff: " Public Contact Staff Bilingual Staff:
TOTAL: 34 BILINGUAL: 8 Languages Spoken OTAL: 118 BILINGUAL: 23 Languages Spoken

B Canonese (33.33%) Filipine (0%) ' Mandarin (32.33%) 8 Cantonese (13.04%) Filipino (2.35%) i Mandarin {0%)
% Russlan (0%) % Spanish (33,.35%) M Vietnamese (0%} { {82.61% Vi ¥
3 B Biingual (18.49%) M Non-Biingual (30.51%) Russian (0%) B Spanish (32.61%) I vietnamese (D%)
Other (0%) 1 Other (0%}

B titingual {8.51%) I Mon-Bilingual {21.4%%)

i
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BILINGUAL STAFF

REQUIREMENTS MET : REQUIREMENTS MET

raining for public contact staff o ) Training for public contact staff
Written LAO Paolicy ' - {~} Written LAO Policy
Completed mandatory training Completed mandatory training

) Submitted report on time - X {7} Submitted report on time




Department mstalled mulfilingual sngnage updated nér-discrimination statement &
complaint procedures and continued to improve Chinese language websnte.

Department trained staff on LanguageLme created departmental Language'Access
Pohcy, and posted signs informing public of language services.

Client Interactions
T"b'&“HL' LEP: 701

4,000.0

=
o
23]
0
pie
=
pr
i
e |
9

M Non-LEP (100%) B LEP (0%)

Public Contact Staff
TOTAL: 218 BILINGUAL: 208

B Sitinguai (95.43%) I Non-Bilingual (4.57%

BILINGUAL STAFF

REQUIREMENTS MET
Qefs Training for public contact staff

&) Written LAO Policy
{¥) Completed mandatory training
@ Submitted report on time

LEP Client Interactions:
By Language

Cantoness

Bilingual Staff:
Languages Spoken

B Cantonese (20.40%) Filipino (7.69%)
.. Mandarin (15.38%) [ Russlan (1.24%)
Spanish {14.05%) [l Viemamese (1) &% Cther (40.13%)

Client Interactions
TOTAL: 22,516 LEP: 1,680

M Non-LEP (92.49%) BB LEP (7.51%)

Public Contact Staff
TOTAL: BG BILINGUAL: 19

& Biinguzi (20%) il Non-Bifingual (80%)

(-} Training for public contact staff
) Written LAO Policy
Completed mandatory training

Submitted report on time

LEP Client Interactions:
By Language

Cantonese

Fifiping

Bilingual Staff:
Languages Spoken

i Cantonese (45.45%) (i Filipine (18.168%)

i: Mandarin (9.09%) Russian (0%) Spanigh {;
M vietnamese (0% ED Other (0%)

(27 27%%)



: DEPARTMENTHIGHLIGHTS :
Department translated key documents into threshold languages, created depanmental Departmént created Language Access Policy, held an all-staff LAQO training and

Language Access Policy, strategically placed language services signage to be more s :
accessibie to the public and translated Appeals Process Overview in Filipino. began tracking the number and percentage of LEP clients.

Client Interactions LEP Client Interactions:

Client Interactions LEP Client Interactions:
LEP: 133 By Language

TOTAL: 2,888 LEP: 15 By Language
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M Non-LEP (99.45%) BB LEF (0.52%) . ; BB Non-LEP (53.44%) BB LEP (341.55%)

CLIENTS SERVED

Public Contact Staff Bilingual Staff: . Public Contact Staff Bilingual Staff:
ToTAL: & BILINGUAL: 2 Languages Spoken TOTAL: o0 BILINGUAL: § Languages Spoken

B Cantonese {10%} Flligine {10%) ™ Mandarin (0%)
% Russian (0%) BB Spanish (30%) H Vielnamess (20%)
2B Cther (30%;)

i Cantonsse (0%} Hipino {503} Mandarin (%)
Spanish (50%) I Viemamess (0%}

50 Yon-Biingual £53%)
1 Cner (@) $ Biingual (45%) I Nen-Bilingual {53%)

- B8 Bilingual (50%; I Non-Biingual (50%)

B,ll__‘I,N,GUALfSTAFF
BILINGUALSTAFF

raining for public contact staff
Written LAO Policy
¢ Completed mandatory training . Completed mandatory training

Submitted report on time Submitted report on time




DEPARTMENT HIGHLIGHTS

Department translated visitor guides in Chinese, acquired LanguageLme services, tanslated
outgoing phone messages; created wayfinding signage using universal symbols, translated
website inforrnafion and provided bilingual staff members with identifying buttons.

{3 Client Interactions LEP Client interactions:
TAL: 7,588 LEP: 121 By Language

sCUENTSSERVE

W bion-LEP (98.43%) B LEP (1.57%)

Public Contact Staff Bilingual Staff:
TOTAL: 92 BILINGUAL: 28 Languages Spoken
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. Cantoriese (13.64%) L Filipino (227%)
. Mandarin {17.36%} 2ussizn (227%)
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REQUIREMENTS MET

() Training for public contact staff

(&) Written LAO Policy
(© Completed mandatory training
@ Submitted report on timi

DEPARTMENTHIGHLIGHTS

Department franslated new documents fmahzed a Language Access Pohcy and
Iaunched an onhne languiage access survey.

£} Client Interactions

CLIENTS SERVE

LEP Client Interactions:
TOTAL: 55,526  LEP: 2,723 By Language

Cantonese
Filiping

Mandarin

Sparnish

Vietnamese

M Non-LEP (95.11%) I LEP (4.89%) S

Public Contact Staff Bilingual Staff:
- TOTAL: 178 BILINGUAL: 7 Languages Spoken

BB Cantonese (”0%} Hipino {10%) [ Mandarin {30%)
Spanish (20%} .vletnamose 0%}
EE Cther (0%)

~

Training for public contact staff
() Written LAO Policy

(&) Completed mandatory training
(© Submitted report on time




DEPARTMENTHIGHLIGHTS = DEPARTMENT HIGHLIGHTS

Department implemented 11 month LAO Pilot: program with OCEIA, created a departmental Department finalized a written policy & protocol for LEP interactions, improved signage on
Language Access Policy, updated website with translated language information and instructions for partm =0 P P - S, Imp gnage.

language access requests, updated outgoing phone messages in threshold languages and :;2;}3?:‘%' rg;c;ﬁn%?/iﬁzmssw ices. and updated website fo make online translated materials
provided translated brochures. € y Y .

Client Interactions LEP Client interactions:
TOTAL: 42,000 LEP: 385 By Language
vCantcnese

Filiping

Client interactions LEP Client interactions:
TAL: 82014 LEP: 16,121 By Language

Captonsse

Vistnamess

Other

CLIENTS SERVED
CLIENTS SERVED|

B Non-LEP (85.06%) B LEF (C.94%) L M Non-LEF (78.08%) B LER (2191%)

. Public Contact Staff Bilingual Staff: . Public Contact Staff Bilingual Staff:
TOTAL: 73 BILINGUAL: 7 Languages Spoken TOTAL: 279 BILINGUAL: 23 Languages Spoken

B Cantonese (35.38%) Filipina (0%)
ol Mandarin (45.45%) i Rossian (0%) Bpanish {15.18%)
B viemamese (0% 5§ Other (0%}

B8 Cantonese (38.46%) [ Filipina (0%}
= pMandarin (23.08%) Russian (9%} &8 Spanish (26.
W Vishamsse (0%) BF Other (11.54%)

B pitingual (9.59%) I Nen-Bllingual (S0.41%) Bl sitinguat (8.24%) Il Non-Bilinguat ($1.76%)
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REQUIREMENTS MET

gg;s Training for public contact staff
() Written LAO Policy
:} Completed mandatory training :7 Completed mandatory training

Submitted report on time . I *i:j} Submitted report on time




DEPARTMENTHIGHLIGHTS : 'DEPARTMEN HiGHLEGHTS

Department obtained bilingual certification for one staff member & has requested Department streamlined an internal process for making tranélaﬂon and mterpretatlon
certification for another. . ; _ requests & designated a preferred vendor for Ianguage serwces )

Client Interactions - LEP Client Interactions:
TOTAL: 285 - LEP: 30 By Language

Cantonese

Client Interactions LEP Client Interactions:
| TOTAL: 32,400  LEP: 2,606 By Language

PRReCxAY

Fifiping
Mandarin
Russian

Spanish

CLIENTS smvw
CLIENTS SERVED

Ml Non-LEP (81.96%) ¥ LEP (3.04%) : M ron-LEP (88.47%) I,EP (10.52%)

Public Contact Staff Bilingual Staff: : Public Contact Staff Bilingual Staff:
TOTAL: 82 BILINGUAL: 24 Languages Spoken TOTAL: 45 BILINGUAL: 4 Languages Spoken
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[ Cantonese (20%) ipino {Q%) /i Mandarin (20%)
Russian {0%) & Spanish (80%) W Vienamese (2%)

B Cantonese (20.83%) Filipina (23.17%)
* Mandarin (3%) & Russian (0%} B Spanish (41.67%)
| ziinguai (10%) Il Non-Bilinguat (50%)

¥ piingual 38.71%) Il Non-Bllingaal (61.25%
B Visthamese (0%) 58 Other (8.33%) p T Cther (0%)
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REQUIREMENTS MET
() Training for public contact staff

() Written LAO Policy : ; _ : () Written LAO Policy
() Completed mandatory training (&) Completed mandatory training
@ Submitted report on time £ @ Submitted report on time




DEPARTMENT HIGHLIGHTS

Department provided translated informational brochures in six Ianguages in the
reception area.

DEPARTMENT HIGHLIGHTS o
Department followed up with all GSA departments to ensure compliance with the
LAO & provided LAO trainings for smaller departments.

£3 Client Interactions LEP Client Interactions:
m TOTAL: 554 LEDE: 81 By Language

Canioness

v

Filipino

B Non-LEP (37 75%) B LER (12.26%)
¢

Public Contact Staff Bilingual Staff:
TOTAL: 34 BILINGUAL: 6 Languages Spoken

] Cank:nese {37.50%) H Filipino (12.50%)

. Bilingual (17.65%) [l Nen-Bliingual (82.35%)
W Vishamese (©%) § Other (12.50%)
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Completed mandatory training

Submitted report on time

%) Russian (0%) Spanish (25%)

'BILINGUAL" STAFF

Client Interactions LEP Client Interactions:
TOTAL: 41,02 LEP: 78 By Language

Cantcnase

CLIENTS SERVED

B Mon-LEP (90.29%) B LEP (0.71%)

Public Contact Staff " ‘Bilingual Staff:
TOTAL: 35 BILINGUAL: 4 Languages Spoken

B Cantonese (20%) % Filipine (0%) 1 Mandarin (30%)
Spanisi (0%) M Vielnamese (0%)

8 stinguat (11.43%) W Non-Bilingual (38.57%)
B Other (40%})

} Completed mandatory training

Submitted report on time




DEPARTMENTHIGHLIGHTS

Department . translated key ‘forms into all threshold languagés acqutred LanguageLme

Services, identified bifingual staﬁ that can . provide language support & translated offlce

signage.

DEPARTMENT HIGHLIGHTS

Department finalized Language Access Policy & Proce r‘es—,émd' established: an -
internal online tool to track LEP interactions. - - R

Client Interactions LEP Client Interactions:
TOTAL: 2,080 LEP: 52 By Language

Cantonesa
Filipino
Mandarin

Russian
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W Non-LEP (87 .50%) § LEP (2.50%)

Public Contact Staff Bilingual Staff:
' TOTAL: 12 BILINGUAL: 5 Languages Spoken

¥ Cantonese {20%) Fifipino (20%) ¥ Mandarin (20%)
I Russian (0%) & Spanish (40%) 1 Vietnamese (0%}

B Silingual (41.67%) Tl Non-Eifingual (58.32%)
B Qther (0%)

Written LAO Policy

N>
() Completed mandatory training
@ Submitted report on time

CLIENTS SERVE!

Client Interactions LEP Client Interactions:
TOTAL: 123,080 LEP: 6,326 By Language
) Camtonese
Fifipino

Mandarin

Bl Non-LEP (94.86%) H LEF (5a4%)

Public Contact Staff Bilingual Staff:
TOTAL: 55 BILINGUAL: 38 Languages Spoken

B Canfonese (18.75%}
i Mandarin (18.75%)
B Spanish (35.42%) Wl Vistnamese (2.08%)

B Blingual (55.52%) [l Nen-Bilinguzl (34.48%)
¥ Other (10.429%)

BILINGUAL STAFF

REQUIREMENTS MET

() Training for public contact staff
7} Written LAO Policy
Completed mandatory training

} Submitted report on time




DEPARTMENTHIGHLIGHTS 'DEPARTMENTH GHLIGHTS

Department updated its internal language access procedures & conducted an office Department acquired Languageline Services, hired additional blhngual staff,
walk-through to determine whether appropnate signage is posted in conspicuous increased number of translated documents & wrote a Language Access Policy.
locations.

Client Interactions LEP Client Interactions:
TOTAL: 1,088 LEP:78 By Language

Cantonese

Client Interactions LEP Client Interactions:
TOTAL: 19,302 LEP: 5,148 By Language

Cantonese

Filiping
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| cLlENTS-SmVE@
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Public Contact Staff Bilingual Staff: s Public Contact Staff Bilingual Staff:
TOTAL: 2 BILINGUAL: 1 Languages Spoken TOTAL: 47 BILINGUAL: 8 Languages Spoken

B Cantonase {0%; ipino (0% XY Mandarin {100%) 8 Cantonese (32.33%) 2% Fifipins (18.87%)
Spanish (0%} [l Vietnamese (0%) B Biingual 3529%) Bl Non-Singual (54.71%) " Mandartn (0 Russian (1%) Ej Spanish (16.87%)
28% E gual (84774

Sitinguat (50%) M NonBilngual (50%
B Siingea &%) BE Other (0%) B Vistnamese (0% 3 Other (32.33%)

BILINGUALSTAFF
BILINGUAL smw

REQUIREMENTS MET

¢ Training for public contact staff

.

Written LAQ Policy i '} Written LAQ Policy

Completed mandatory training {:7‘ Completed mandatory training

Submitted report on time *g} Submitted report on time




DEPARTMENT HEGHUGHTS

Department translated outreach materials and produced mtemal communications
publicizing Languagel.ine availability and bilingual staff.

DEPARTMENT HIGHLIGHTS

Departmen’( introduced |n—language smart devnce—optlmlzed Voter !nformatlon
Pamphlets and conducted extensive outreach to potential LEP yoters.

3 Client Interactions LEP Client Interactions:
W total:o7ssy LEP: 5,986 By Language

Filipino

Mandzrin

CLIENTS SERV

B Non-LER (78.25%) [ LEP (21.75%)

Public Contact Staff Bilingual Staff:
TOTAL: 222 BILINGUAL: 50 Languages Spoken

e 2o effjs 2o

1 Mandarln {4%)
Spanish (42.57%)

8 Bifinguat (27.03%) Il Non-Bilingual (72.87%) §
- Vielnamese {5 32%) B Other (33.33%)

BILINGUALSTAFF

REQUIREMENTS MET

-~

SZ Training for public contact staff
() Written LAO Policy

() Completed mandatory training
(&) Submitted report on time

“CLIENTS SERVE

BILINGUAL STAFF

£33 Client Interactions LEP Client Interactions:

TOTAL: 476,988 LEP: 34,471 By Language

Cantonese

Fillping

k
Ma
=

Russian
Spanish
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M ton-LEP 22 77%) BB LER (7233%)

Public Contact Staff Bilingual Staff:
- TOTAL: 84 BILINGUAL: 23 Languages Spoken

8 Cantonese (28.13%) i Filipino (18.75%)
Mandarin {25,13%) % Russian (0%) BB Spanish {25%)

B pilingual (35.54%) Wl Non-Bifingual (64.06%)
W viemamese (0%) &g Cther (0%)

REQUIREMENTS MET

Training for public contact staff
Py . -
(s} Written LAO Policy
() Completed mandatory training

@ Submitted report on time




DEPARTMENT HIGHLIGHTS - DEPARTMENT HIGHLIGHTS

Department developed pre-written translated ‘messages in Spanish, Chinese & Department launched in-language websites in Chinese, Spanish & Filipino and
Filipino for communicating with the public during an emergency. finalized Departmental Language Access Policy.

Client Interactions LEP Client Interactions:
TOTAL: 5135 LEP: 1,023 By Language

Cantonese

Client Interacttons LEP Client Interactions:
LEP: By Language
18,078 Cantonesa

Filipinc

Mandarin

'CLIENTS SERVED
cLlENTerEWEm

IR Hon-LEP (98.49%) B LEP (1.51%) 5 M Noa-LER (50.08%) B8 LER (18.97%,)

Public Contact Staff - Bilingual Staff: ““ Public Contact Staff Bilingual Staff:
* TOTAL: 180 BILINGUAL: 40 Languages Spoken TOTAL: 9 BILINGUAL: 18 Languages Spoken

B Cantonese {18.35%) X Filipino (2.58%)
7 Mandarin (3.23%) 2 Russian (5.45%)
8 spanish (54.84%) I Viethamese (0%} 5 Other (8.45%)

B8 Cantonese {22.22%) i Fiiping (5.56%)
5 Mancarn (15.87%) T Russian (11.11%)

B Puinguat (22.22%) Bl Non-Bilngual (77.78%)
B8 Spanish {44.44%) §} Vietnamesa (0%} B Other (%)

B sitinguat (16:82%) [l Nen-Bingual (83.18%,)

BILINGUAL STAFF
BILINGUAL S-TAFF

REQUIREMENTS MET : E REQUIREMENTS MET

@ Training for public contact staff | (3 Training for public contact staff
) Written LAO Policy 2 Written LAO Policy

3 Completed mandatory fraining f\ Completed mandatory training

Submitted report on time ) Submitted report on time




DEPARTMENT Hi GHLEGHTS s DEPARTMENTHIGHLIGHTS

Department redesigned website to include translated documents and lnterpretatxon Depariment created internal Language Access Policy & set up Languageline at key
services, ensured the offer and availability of interpretation services & renewed stations at the membership and admission desks at the de Young Museum. -
training for Ethics Commission staff -

Client Interactions LEP Client Interactions:
TOTAL: 800 LEP: 1 By Language

Cantonese

Client Interactions LEP Client Interactions:
TOTAL: LEP: 210 By Language
1 ,‘,va TFT Cantonese
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I Nor-LEP (39.88%) B LEP (0.13%) g : W Non-LEP (29.95%) B LEP (0.01%)

CLIENTS SERVED|3

Public Contact Staff Bilingual Staff: . Public Contact Staff Bilingual Staff:
OTaL: 2 BILINGUAL: 1 Languages Spoken Languages Spoken

AFF

B Cantonese (0%) fiipino (0%) i Mandarin (%)

i Russian (0% Spanish (100% Vietnamese (0%,
8 Biingual (50%) M Non-Bilingual (50%) ssian (0%) B Spanish (100%) M )
B3 Other (0%)

BILINGUALSTAFF
BILINGUALS

Eel

EQUIREMENTS MET

"< Training for public contact staff ‘ Training for public contact staff
Written LAO Policy ‘ (¥} Written LAO Policy
» Completed mandatory fraining (+*} Completed mandatory training
Submitted report on time =) Submitted report on time




DEPARTMENT HIGHLIGHTS
Department conducted more outreach to LEP communities, including involving
bilingual staff in critical events.

DEPARTMENTHIGHLIGHTS
Department produced translations of intake forms for discrimination complaints,

translated front door sign listing office hours & translated front desk signs to include
information for visitors in Chinese and Spanish.

Client Interactions LEP Client Interactions:
LEP: 313 By Language

Cantonese

Filipino
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M NonLEP (92.76%) BB LER (0.24%)

© Public Contact Staff Bilingual Staff:
TOTAL: 1,585 BILINGUAL: 363 Languages Spoken

Cantonese {16.23%; 13 Filipino {5.24%)}

i ) 28 Spanish (53.40%
B Bilingual 121.54%) Il Non-Biiingual (78.46%) ussian (0.78%) &8 Spanish (53.40%)

BILINGUALSTAFF

REQUIREMENTS MET

$% Training for public contact staff
Written LAO Policy
(%) Completed mandatory training

Submitted report on time

"CLIENTS SERVE

BILINGUALSTAFF

£ Client Interactions LEP Client Interactions:
TOTAL: 1,042 LEP: 109 By Language

B ron-LEP (B2.54%) 8 (EP (10.28%)

Public Contact Staff Bilingual Staff:
TOTAL: 4 BILINGUAL: 1 Languages Spoken

8 Cantonese (0%) ] Rlipino (8%) % Mandarin {03}
Russian (0%) 1B Spanish (100%) IR vienamese (0%}

& Siingual (25%) I Non-Bilingaal {75%)
1 Cther (%)

REQUIREMENTS MET




DEPARTMENT HIGHLIGHTS -

Department posted several VIdeOS in multiple languag&e that outline servxces and

how to access them

Department trans!ated an updated Guide to the Juvenile Justlce System as wellas a

video into the covered languages.

) Client Interactions
TOTAL: 202,233  LEP: 81,966

CLIENTS SER\Q/E

B Non-LEP (58.47%) I LEP (40.55%

Public Contact Staff
TOTAL: 1,808 BILINGUAL: 698

BE Rilingual (43.41%) Il Non-Blingual (56.53%)

BILINGUAL STAFF

REQUIREMENTS MET

\’, )} Training for public contact staff
() Written LAO Policy

@ Completed mandatory training
@ Submitted report on time

LEP Client Interactions:
By Language

Cantonese

f?mpino

Mandarin

Bilingual Staff:
Languages Spoken

B Cantonese (32.84%)
% Mandarn (7.91%;) 5 Russian (5.80%)
Spanish (39.83%) Wl Vietnamase (5.12%})
¥ Other (0.92%)

'CLIENTS SERVE

£3 Client Interactions
TOTAL: 878 LEP: 97

Ml Non-LEF {83.95%) B LEP (11.05%}

Public Contact Staff
TOTAL: 287 BILINGUAL: 29

8 silingual (10.10%,) Wl Non-Bilingua (85.80%)

BILINGUAL STAFF

REQUIREMENTS MET
::} Training for public contact staff

)} Written LAO Policy
~} Completed mandatory training

} Submitted report on time

LEP Client Interactions:
By Language

Bilingual Staff:
Languages Spoken
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8 Cantonese (20.658%) Filipino (3.45%) . Mandarin (0%)
Russian (3.45%) Spanlsh (:>2 07%)
M Vvistmamase (3.45%) [Z Other (6.90%)



DEPARTMENTHIGHLIGHTS DEPARTMENT HIGHLIGHTS

Departmént iranslated key documents and outreach materials into Filipino. Department installed Languageline signage, created and distributed a list of bilingual
employees 1o all public contact staff, created a Language Access policy and notified public

contact staff about language access policy and protocols.

Client interactions LEP Client Interactions:
TOTAL: 28,172 LEP: 624 By Language

Cantanese

. Client Interactions LEP Client Interactions:
TOTAL:3700  LEP: 245 By Language

Filipino

CLIENTS SERVED
CLIENTS SERVED

M ron-LEP (93.38%; B LEP (6.62%) : . W Non-LEP (87.86%) 8 LEP (2.14%)

. Public Contact Staff Bilingual Staff: ‘ - Public Contact Staff Bilingual Staff:
S TOTaL: 18 BILINGUAL: 8 Languages Spoken AL T BILINGUAL: 2 Languages Spoken

B Cantonsse (66.87%) Filipina (0%)
;L Mandarin (33.33%) 1] Russian (0%) Spanish {0%)
B vietnamese (0%) R Other (0%)

B Biingual (50%) Ml No-Biingual (50%) Bl Bitinguat (28.57%) M Non-Bifinguai (7 1.43%

BILINGUAL STAFF

REQUIREMENTS MET
{¥) Training for public contact staff

(> Written LAO Policy

Completed mandatory traini (3 Completed mandatory training

o’

s, -

-3 Submitted report on time : ) Submitied report on time
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DEPARTMENT HIGHLIGHTS

Department  created language access ‘procedures in’ & policy document and

educated staff on language access.

DEPARTMENTHIGHLIGHTS

Department created LAQ policy, hired a bilingual’ Spamsh-speakmg staif member “began
fracking LEP interactions & established -and met language access goals for the 15-16

fiscal year.

Client Interactions
- TOTAL: 18,172 LEP: 2,158

'cuanrssggven

Ml Non-LEP (86 56%) B LEP (13.34%)

Public Contact Staff
TOTAL: S BILINGUAL: 17

B siingual (34%) I Non-Bilingual (66%:)

BILINGUAL STAFF

REQUIREMENTS MET

) Training for public contact staff
' Written LAO Policy
Completed mandatory training

} Submitted report on time

LEP Client Interactions:
By Language

Cantonese___ .

Filipine

S
Mandarin

Spanish

Vigtnamese

Bilingual Staff:
Languages Spoken

B Cantonese (16.67%) lipino (27.76%)

T Mandarin (5.56%) 7 Russian (0%) B8 Spanish (33.33%)

W Vielnamese (%) [ Cther (168.57%)

JCUENTSSERVED

Client Interactions
TOTAL: 318 LEP: 13

M Non-LEP (85.41%) B8 LEP (1.58%)

Public Contact Staff
TOTAL: & BILINGUAL: 4

& Silingual (50%) Il Non-Bilingual (50%)

BILINGUALSTAFF

@ Submitted report on time

LEP Client Interactions:
By Language

Cantonese

Filipino

Other

Bilingual Staff:
Languages Spoken

ﬂ'cartonfﬁe (0%} Filipine (0%) i Mandarin (O%)
¥ Russian (0%} BE Spanish (25%) M Vietnamese (0%
T Other (75%)



DEPARTMENT HIGHLIGHTS

Department implemented Filipino in all printed notices and finalized a glossary of
Planning-related terms.

DEPARTMENT HIGHLIGHTS

Department conducted extensive staff training and began providing Ilve video
interpretation services at some locattons

ﬁ Client Interactions
TOTAL: 158,577  LEP: 6,887

CLIENTS ¢

" Mon-LEP (©556%) B LEP (434%)

Public Contact Staff

B Ritingual (52.86%) Il Non-Bilingual {47.14%)
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REQUIREMENTS MET

) Training for public contact staff

Written LAO Policy
Completed mandatory training

Submitted report on time

TOTAL: 285 BILINGUAL: 148

LEP Client Interactions:
By Language

Cantonese

Bilingual Staff:
Languages Spoken

. Cantonese (25%) FH Filipino {20.95% 6)
T Mandarin {10.85%) ussian (0.88%,
ﬁ Spanish (22.30%) Ml Vietnamese (5.41 "a,
T Other (14.85%)

CLIENTS gzﬁvm

BILINGUAL STAFF

nt Interactions
1230000 LEP: 174

M Non-LEP (32.42%) B LEP (0.58%)

Public Contact Staff
TOTAL: 223 BILINGUAL: 18

Bl Rilinguat (8.57%) I Non-Bifingual (31.93%)

() Training for public contact staff

 Written LAO Policy

Completed mandatory training

Submitted report on time

LEP Client Interactions:
By Language

Cantonese

Mandarin
Russian
i

Sparnish

Bilingual Staff:
Languages Spoken

8 Cantonese (26.32%) £ Filipine (21.08%)
7, Mandarin {10.53%) Russian (3.26%;)
Sparnish (31.55%) M Vietnamese (0%) i Cther(5.28%)




DEPARTMENTHIGHLIGHTS DEPARTMENT HIGHLIGHTS

Department has implemented language tracking through the Crime Data Warehouse Department conducted anannual language access survey for a!l vnsrtors to: the Port
conducted meetings with community stakeholders and partnered with advocacy groups to office :
provide training for staff: " .

Client Interactions LEP Client interactions:
| TOTAL:28.588  LEP: 1,508 By Language

Cantonese

£ Client Interactions LEP Client Interactions:
W rortaL:7os382  LEP: 4,637 By Language

- S —

Mandarin

SE,R!\_IE_D"

CLIENTS SERV

CLIENTS

B Non-LEP (95.35%) Hl LEP (L65%) ) ) | . : B Hon-LEP (34.33%) BB LEP (5.67%)

Public Contact Staff Bilingual Staff: .* Public Contact Staff Bilingual Staff:
OTAL: 2,385 BILINGUAL: 450 Languages Spoken = TOTAL: 1 BILINGUAL: 7 Languages Spoken

Cantonese (24.22% Filipino (10.22%) . S B Canionese (27.27%) flipino (2.09%)
“: Mandarln (6.57%) [7] Russian (2.44%%) - i Mandarin (27.27%) B Russian (0% Spanish (27.27%.
*) 2 A BB Bilinguel (53.54%) M Non-Sliingus! (36.38%) (2727} an (0%) & Sp )

B Bllingual (19.03%) Il Non-Bliingual (§0.97%)
Spam:h #5352%) W Viemamese (1.11%) B Other (0%} E Vietnamese (9.08%) E Other (0%}
)

BlLINGUALSTAFF%

REQUIREMENTS MET XPE REQUIREMENTS MET

(&) Training for public contact staff () Training for public contact staff

(@ Written LAO Policy ' ‘ 2 () Written LAO Policy
+3 Completed mandatory training \ @} Completed mandatory training

@ Submitted report on time f i @f Submitted report on time




DEPARTMENTHIGHLIGHTS = ' DEPARTMENTHIGHLIGHTS
Department translated signage for lobby and front of building in 5 languages: Department hired additional bilingual staff & examiners and educated more directors
N and managers on LAO compliance.

—

Client Interactions LEP Client Interactions:
TOTAL: 290,585  LEP: 238,864 By Language

Client Interactions ' LEP Client Interactions:
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'DEPARTMENT HIGHLI GHTS

Department translated 70° documents dunng Fiscal Year 201 5 16.
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DEPARTMENT HIGHLIGHTS

Depariment approved specific funding for Language Access for the first time.

DEPARTMENTHIGHLIGHTS

Department translated documents and provided interpreters at Town Hall meetmgs

£} Client Interactions LEP Client Interactions:
TOTAL: 12,768 LEP: 256 By Language
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() Submitted report on time
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. Training for public contact staff

Written LAQO Policy
Completed mandatory training
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DEPARTMENT HIGHLIGHTS

Department began printing recreational program cataiogue (produced fve tlmes per Department translated addmonal documents including key documents in Fl lpmo
year) in all covered languages. B
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DEPARTMENT Hi GHL%GHFS

Department had 30 additional employees certified as bxhngual by DHR.

Client interactions
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DEPARTMENT HIGHLIGHTS :
Department acquired Languageline account, translated two key program & service
brochures in threshold languages & established a tracking system of LEP visitors.
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DEPARTMENTHIGHLIGHTS i DEPARTMENTHEGHLEGHTS ‘

Department conducted in-language outreach for public events ‘staffed. bY blhngual Department placed multilingual language services sxgnage at the receptlon desk and
employees. : provided a bi-annual presentation to staff -on language access requrrements. SR

£33 Client interactions LEP Client Interactions: '3 Client Interactions LEP Client Interactions:
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Department added multi-language visitor information pages to its website and included
multilingual anncuncements in its emergency evacuation system.
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CITY AND COUNTY OF SAN FRQNC!SC@

OFFICE OF CIVIC ENGAGEMENT & IMMIGRANT AFFAIRS

Cutwn oL, Lm,‘ Wlaryor Adregnm Tom, Executive Dlrccmf
Naomi Kelly, City Sdministrator

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, linguistic, and economic
barriers to ensure that San Francisco's diverse residents have equal access to City services and opportunities to participate
and contribute in meaningful ways to the success of the community and to the City.

Program Areas:

Community Ambassadors Safety Program | Community Grants: Citizenship, Deferred Action, Day Laborers, Language Ac-
cess | Community Outreach & Consumer Education | Language Access & Services |Immlgrant Integration | Immigrant
Rights Commission .

Main Office:

50 Van Ness Avenue | San Francisco, CA 94102

Telephone: 415.581-2360 | website: www, sfgov.ora/QCEIA_ |
Email: civic.engagement@sfgov.org

Staff:

Adrienne Pon, Executive Director
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Maricela Alvarez, Administrative Programs Coordinator
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From: Reports, Controlier (CON)

Sent: Wednesday, February 01, 2017 4:03 PM

To: Calvillo, Angela (BOS); BOS-Supervisors; Gosiengfiao, Rachel (BOS); BOS-Legislative Aides;
Kawa, Steve (MYR); Howard, Kate (MYR); Hussey, Deirdre (MYR); Tsang, Francis; Elliott,
Jason (MYR); Steeves, Asja (CON); Campbell, Severin (BUD); Newman, Debra (BUD); Rose,
Harvey (BUD); SF Docs (LIB); CON-EVERYONE; Garcia, Barbara (DPH); Wagner, Greg
(DPHY); Guevara, Diana (DPH); Cao, Stella (DPH); Abanilla, Kathleen (DPH); Dario Elizondo,
Virginia (CAT)

Subject: Issued: Controller's Office Review of 2016 Managed Care Contracts

Pursuant to the Department of Public Health’s Managed Care Contracts Ordinance approved by the Board of
Supervisors in 2016, the Controller's Office provides a year-end review of term and reimbursement rates for
contracts in which DPH provides health services in a managed care arrangement with insurers and which
exceed $1 million in revenue. During the 2016 calendar year this included a contract renewal with Anthem
Blue Cross and amendments with the San Francisco Health Plan. Both of these are arrangements extending
the longstanding services DPH and other local entities provide to San Francisco’s low-income population via
Medi-Cal. :

To view the full report, please visit our website
at: http://openbook.sfgov.org/webreports/details3.aspx?id=2406

This is a send-only e-mail address.

For questions about the report, please contact Michael Wylie at michael.wylie@sfgov.org

Follow us on Twitter @SFController



CITY AND COUNTY OF SAN FRANCISCO OFFICE OF THE CONTROLLER
Ben Rosenfield
Controller

Todd Rydstrom
Deputy Controller

MEMORANDUM

TO: Barbara Garcia, Director
Greg Wagner, Chief Fiscal Officer
Department of Public Health (DPH)

FROM: Michael Wylie, Project Manager
Carla Beak, Performance Analyst
City Services Auditor, City Performance Unit, Controller’s Office

DATE: February 1, 2017

SUBJECT: Controller’s Office Review of 2016 Managed Care Contracts Pursuant to the
Contracts Waiver Ordinance in Administrative Code Section 21A.3

I. Executive Summary

Under Administrative Code Section 21A.3, the Controller’s Office is directed to provide a
review of the terms of any contracts utilizing this code’s waiver of the City and County of San
Francisco’s (the City) regular contract approval process. This review includes conducting an
analysis in coordination with the Department of Public Health (DPH) of the payment rates for
health services in the contracts.

The Controller’s Office review of the managed care contracts negotiated by DPH in 2016 has
found that the contracts generally meet the terms and intent of Administrative Code Section
21A.3 (hereafter referred to as the “ordinance”). This memorandum summarizes these reviews.
The Controller’s Office will be providing more detailed reporting of each contract review,
including contract and benchmark rates, via confidential memos to DPH.

San Francisco is a “Two-Plan” county with one commercial plan (Anthem) and one public plan
(San Francisco Health Plan). Contracts with both Plans were reviewed in 2016.

1. Anthem Blue Cross. [The Agreement effective on October 15, 2016 between DPH, doing

business as San Francisco Health Network (“SFHN” or “HOSPITAL”), and Blue Cross of
California, doing business as Anthem Blue Cross (“ANTHEM”™)]

415-554-7500 City Hall « 1 Dr. Carlton B. Goodlett Place « Room 316 » San Francisco CA 94102-4694 FAX 415-554-7466



The contract with Anthem Blue Cross (Anthem) is a renewal of an existing, expiring contract
between the City and Anthem to provide health services to the City’s low-income population
via Medi-Cal Managed Care. The anticipated revenue received during the contract is
between $11 million and $13 million annually. While the contract waiver ordinance was
created for new managed care commercial contracts, the amendments in 2016 with Anthem
in general met the requirements for review outlined in the ordinance.

The review concluded:

e The contract is anticipated to generate over $1 million in reimbursements or revenue
to the City to provide health care services at DPH facilities.

e The contract term is within the timeframe of the ordinance (ends by December 31,
2020).

o The rates of reimbursement for health services meet the standards in the ordinance
(equal to or higher than Medi-Cal fee-for-service rates as appropriate to the pending
contract specifications).

There are several services in the contract for which the rates could not be directly compared
to those of Medi-Cal. In these cases, the Controller’s Office reviewed historical data and
determined the financial impact of these services to be immaterial to the review.

2. San Francisco Health Plan. [The Agreement amendments effective on July 1, 2016
between DPH, doing business as San Francisco Health Network (“SFHN), acting on behalf
of the City and County of San Francisco (“City”), and San Francisco Health Plan (“Health
Plan”, “SFHP”). Includes Amendment Number Thirty which updates rates applied to
hospital and professional services provided by SFHN as a part of the Community Health
Network (“CHN”) medical group and Amendment Number Four which updates rates applied
to hospital services provided by SFHN for North East Medical Services as part of the NMS
medical group]

The contract with SFHP is based on a longstanding relationship between various City entities
and community providers to 