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ABOUT THIS REPORT

The annual Language Access Compliance Summary Report
evaluates Citywide compliance and progress with the San
Francisco Language Access Ordinance (LAO). As required by
the LAO, the annual report is submitted to the San Francisco
Board of Supervisors and the San Francisco Immigrant Rights
Commission by February 1 of each year. This year's report
covers Fiscal Year 2023-2024 (July 1, 2023 to June 30, 2024).

In addition to overseeing compliance, the Office of Civic
Engagement and Immigrant Affairs (OCEIA) assists City
departments to better meet the language needs of San
Francisco's Limited English Proficient (LEP) residents and
workers. These services include trainings, tools, resources,
and technical assistance to increase City departments’
capacity and provisioning for language access. On a limited
basis, OCEIA's Language Access Unit also provides language
assistance during public meetings to support the San
Francisco Board of Supervisors and the San Francisco
Immigrant Rights Commission.
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INTRODUCTION

San Francisco continues to uphold its long-standing commitment to
sanctuary city policies, cultural diversity, and welcoming values. Equitable
access to information and public services is fundamental to building an
inclusive city, strengthening public safety, and driving economic growth.
This year's Language Access Compliance Summary Report demonstrates our
ongoing dedication to providing multilingual services and information, even
as we navigate evolving challenges and opportunities.

San Francisco’s diversity of cultures and languages is one of our greatest
strengths. Our diversity fosters innovation, enriches perspectives, and
creates resilient communities. One in three of our residents is an
immigrant, and about 42% of our population over the age of five speaks a
language other than English at home. To meet the needs of all residents,
public services must recognize and address language diversity. Providing
information and services in multiple languages is essential to breaking
down barriers to civic engagement, economic participation, and access to
vital resources.

As the Office of Civic Engagement and Immigrant Affairs (OCEIA), we oversee
the City's compliance with the Language Access Ordinance (LAO). OCEIA
strives to advance language justice by providing technical assistance to City
departments, coordinating trainings, investigating LAO complaints, and
building community education and knowledge through deep partnerships
with community-based organizations. Together with City departments, the
Immigrant Rights Commission, and community partners, we work to ensure
that every San Franciscan can access the resources they need to contribute
and thrive.



Last year, the Board of Supervisors strengthened the LAO to ensure that
City departments are better prepared to serve Limited English Proficient
(LEP) communities. The amendments lower the thresholds for LEP
populations, which will expand the number of required threshold languages.
Additionally, the amendments introduce stronger reporting requirements to
enhance accountability and improve service delivery. These updates
represent a significant step forward in making San Francisco more inclusive
and accessible for all.

This past year, we saw significant milestones in language access. City
departments reported a record-high number of interactions with LEP clients.
Additionally, more than half of Departments increased the amount of
funding allocated to language services.

Despite these achievements, challenges persist. The number of certified
bilingual staff has continued to decline. This highlights the need for renewed
investment in training and certifying bilingual staff to meet the increasing
demand.

As Departments prepare to comply with the new requirements of the LAO,
OCEIA will continue to provide trainings, best practices, glossaries, and other
resources. This year, OCEIA is also launching an updated Department LAO
Liaison Resource Library for City employees with additional tools and
information to help Departments comply with the new amendments.

Together, we will work to ensure that San Francisco advances language
access and that all residents can access the information and services
they need.

Jorge Rivas, Jr.
Executive Director




REPORT SUMMARY

The 2024 Language Access Compliance Summary Report included federal and state
language access legislation updates. This year's report focuses on San Francisco's
Language Access Ordinance (LAO) and the amendments the Board of Supervisors passed
in 2024 to strengthen language access.

The report also provides an overview of the language access activities that have taken
place in San Francisco over the past fiscal year. This includes City departments’ self-
reported compliance data and recommendations on ways the City can improve the
multilingual accessibility of Department programs and services, along with tools and
resources to support Departments in their compliance work.

The LAO amendments aim to improve the ways the City supports Limited English
Proficient (LEP) community members. Some key changes include lowering the threshold
for required languages from 10,000 to 6,000 LEP individuals, acknowledging receipt of
translation requests within 48 hours and sharing an update on the anticipated
completion time, and continuing to translate vital information, including digital media
and signage. Along with these, OCEIA must create a “Know Your Rights” brochure and
disseminate it to Departments to post in their offices. OCEIA will also create a website to
provide updates on language access complaints and report back on a quarterly basis to
the Board of Supervisors and the Immigrant Rights Commission.

This report’'s recommendations focus on strategies Departments can use to implement
the amendments and improve their compliance with the LAO in the year ahead. They
take into consideration multiple sources of information, such as Departments’
compliance data, feedback from community-based organizations, and supplemental data
sources like language access complaints. This year's recommendations include how to
improve City departments’ staff hiring and training practices, language services budgeting
and planning, data collection methods, and language access capacity.



San Francisco Language Access Ordinance

There are more than 40 language access laws in existence in 40 states and local
jurisdictions across the United States. San Franciscans have had a local language
access law since 2001, when the City and County of San Francisco (the City) adopted its
first language access policy as the Equal Access to Services Ordinance. The City
amended the ordinance in 2009, renaming it the Language Access Ordinance (LAO)
and designating the Office of Civic Engagement and Immigrant Affairs (OCEIA) as the
Department responsible for oversight of the City's compliance with the policy. The LAO

was amended again in 2015 and 2024.

LANGUAGE ACCESS LAWS

FEDERAL

e Title VI of the Civil Rights
Act of 1964

e Executive Order 13166

STATE

e Dymally-Alatorre
Bilingual Services Act

e Unruh Civil Rights Act

e Government Code §
11135

The LAO requires all public-serving
San Francisco City departments to
provide equal access to information
and services for Limited English
Proficient (LEP) individuals. This
means Departments must inform
members of the public that they
have the right to language services
and must deliver the same quality of
information and services to LEP
individuals as they provide to English
speakers. In addition, Departments
must track their language access
activities and report compliance data
on an annual basis. OCEIA staff
members are available throughout
the year to provide language access
tools and guidance to Departments.



https://www.justice.gov/crt/fcs/TitleVI
https://www.justice.gov/crt/fcs/TitleVI
https://www.lep.gov/executive-order-13166
https://leginfo.legislature.ca.gov/faces/codes_displayText.xhtml?lawCode=GOV&division=7.&title=1.&part=&chapter=17.5.&article=
https://leginfo.legislature.ca.gov/faces/codes_displayText.xhtml?lawCode=GOV&division=7.&title=1.&part=&chapter=17.5.&article=
https://www.dor.ca.gov/Home/UnruhCivilRightsAct
https://leginfo.legislature.ca.gov/faces/codes_displaySection.xhtml?lawCode=GOV&sectionNum=11135
https://leginfo.legislature.ca.gov/faces/codes_displaySection.xhtml?lawCode=GOV&sectionNum=11135

Department Compliance Reporting Process

Every public-facing City department must engage in language access activities
throughout the year in order to be in compliance with the Language Access
Ordinance (LAO).

e Summer: Language access liaisons attend the annual LAO compliance training.

e By September 1: The digital compliance report submission form is available.

e By October 1: Departments must submit their compliance information online.

e By February 1: OCEIA publishes the Language Access Compliance Summary Report.

By October 1, City departments are required to submit their data on the language access
services they provided to Limited English Proficient (LEP) community members over the
past fiscal year along with other key information.

Some of the reporting questions include:
* Does the City department have a language access policy?
e What is the number of bilingual staff employed by the Department?

e What is the number of bilingual staff certified by the Department of Human
Resources (DHR)?

* How many translated materials has the Department completed in the past
year?

¢ How many phone and in-person interactions has the Department
conducted with Limited English Proficient (LEP) clients in the past year?

> ¢ How much did the Department spend on language access services in the
past year?



Language Access Complaint Process

Language access complaint forms are available on OCEIA’s website in

English, Spanish, Chinese, Filipino, and Russian.

To request additional languages:
Call 415-554-0060 or email language.access@sfgov.org.

Community members can submit a language access complaint
in one of the following ways:

ONLINE

EMAIL

IN
PERSON

Complete OCEIA's digital form

Fill out a complaint form and email it to OCEIA:
language.access@sfgov.org

Fill out a paper complaint form and mail or drop it off

in person at OCEIA's office at 1145 Market Street,
Suite #100, San Francisco, CA 94103

Call OCEIA’s office at 415-554-0600 and share the
information by phone

Visit OCEIA's office at 1145 Market Street, Suite #100
and work with an OCEIA staff member to submit the
complaint in person

For those who need additional support:

Community members can contact a community-based organization to help
them fill out and submit the form.


https://www.sf.gov/report-city-department-not-providing-translation-or-interpretation
mailto:language.access@sfgov.org
https://www.sf.gov/report-city-department-not-providing-translation-or-interpretation
mailto:language.access@sfgov.org
https://caasf.org/language-access-network/
https://caasf.org/language-access-network/
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LAO AMENDMENT OVERVIEW

In 2001, the San Francisco Board of Supervisors enacted the Equal Access to Services
Ordinance. This was amended and renamed the Language Access Ordinance (LAO) in
2009, when OCEIA was mandated to oversee compliance, and was amended again in 2015
and 2024. The San Francisco LAO is considered one of the strongest local language laws in
the nation, requiring all City departments that interact with or provide information to the
public to provide language services, meet the requirements of the LAO, and report their
data and progress on an annual basis.

The passage of amendments to the LAO in June 2024 marked the culmination of a
collaborative, multi-year process involving the Board of Supervisors, City Administrator’s
Office, Office of Civic Engagement and Immigrant Affairs (OCEIA), Immigrant Rights
Commission, and community-based organizations.

Formal discussions to amend the LAO began in 2021. In spring 2021, the Immigrant Rights
Commission hosted two special hearings to learn from community-based organizations
about the state of language access in San Francisco and explore improvements. During
the summer of 2021, OCEIA conducted a citywide Language Access Community Survey,
collecting responses from more than 2,000 individuals in 11 languages about their
experience accessing City services in their languages. The survey findings are included in
OCEIA’'s 2022 Language Access Compliance Summary Report.

In 2023, representatives from the San Francisco Language Access
Network, Self-Help for the Elderly, the South of Market Community Action
Network, and other community-based organizations shared their
assessment of community needs with the Immigrant Rights Commission,
providing recommendations on how to improve language access in San
Francisco.

After several meetings with community members, the Board of
Supervisors passed amendments to the Language Access Ordinance in
June 2024. The Board of Supervisors also passed a resolution to guide
programmatic improvements. Together, the amendments and resolution
aim to address gaps in the City's language services and improve language
access in San Francisco.



https://www.sf.gov/sites/default/files/2024-09/Language%20Access%20Ordinance-%20Amended%20June%202024.pdf
https://viewer.joomag.com/2022-lao-compliance-summary-report-oceia/0281350001659392648

LAO Amendments: Key Changes

In 2024, the Board of Supervisors passed amendments to improve the City's language
access services. Key initiatives included:

LIMITED ENGLISH PROFICIENT (LEP) POPULATION THRESHOLD ADJUSTMENTS

The threshold for certifying a Limited English Proficient (LEP) language population was reduced
from 10,000 to 6,000 LEP individuals, effective January 1, 2026. This change is expected to
include Viethamese as a certified language, with additional evaluations to identify newly
eligible languages based on data from the U.S. Census Bureau.

NEW TRANSLATION REQUIREMENTS

Departments must translate vital information, including signage and digital content (e.g.,
websites and social media), into required threshold languages.

Departments are required to respond to public translation requests within 48 business hours
and provide updates on completion timelines.

OUTREACH AND COMMUNITY EDUCATION

OCEIA will develop and disseminate a multilingual "Know Your Rights" brochure detailing
language access rights and the process for filing complaints. This brochure will be translated
into the top 20 languages in San Francisco that are most spoken and have the highest rate of
language access needs. Departments will ensure the brochures are publicly accessible.

OCEIA will develop best practices for first responders by January 1, 2025.

COMPLAINT REPORTING ENHANCEMENTS

OCEIA will provide quarterly language access complaint reports to both the Immigrant Rights
Commission and the Board of Supervisors.

OCEIA will create a website to offer updates on the status of language access complaints and
investigations.

—_
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CITY DEPARTMENT RESPONSIBILITIES

e Comply with all requirements of the LAO

e Designate a language access liaison and attend the annual language access liaison
training

e Submit an annual language access compliance report

e Develop, adopt, and implement a Department-specific language access policy

e Coordinate and provision for all of the Department’s language services

ENHANCED/
CLARIFIED
¢ |dentify and budget for Departmental language needs
e Translate vital information, including signage and digital content (e.g., websites and
social media), into required threshold languages
NEW

e Respond to public translation requests within 48 business hours and provide updates on
completion timelines

OCEIA RESPONSIBILITIES

e Train Departments on LAO compliance and reporting requirements

e Develop tools, style guides, and resources to assist Departments with implementation

¢ |dentify language services vendors and coordinate Citywide contracting with the Office
of Contract Administration

e Provide language access consultations and technical assistance to Departments

ENHANCED/
CLARIFIED e Provide complaint reports to both the Immigrant Rights Commission and the Board of
Supervisors and create a website to share the status of complaint investigations
e Create a “Know Your Rights” toolkit
NEW

e Create a best practices toolkit for first responders




LAO Resolution: Key Changes

In 2024, the Board of Supervisors also passed a resolution to enhance language access
implementation.

Key initiatives included:
e Translation of the language access complaint form into the top 20 languages

e Development of best practices for recruiting and retaining bilingual staff

* Expansion of community employment opportunities and establishment of a community
language bank, a network of trained community-based interpreters and translators that
can increase capacity for language services

e Creation of benchmarks for Departmental investment in language access services,
based on factors such as Department size, service types, and number of Limited English
Proficient (LEP) clients

THRESHOLD LANGUAGES EMERGING LANGUAGES

Departments are required to Departments are encouraged to

translate vital information into the translate information for emerging

threshold languages. language populations.

The three threshold languages The LAO defines “emerging

are currently Spanish, Chinese, language populations” as any new

and Filipino. or smaller language population
that is at least 2.5% of persons who

Under the LAO, a “threshold share a primary language other

language” in San Francisco is a than English, or for whom there are

language population that has at identified language access needs.:

least 10,000 or more Limited
English Proficient (LEP) persons.:

1 San Francisco Administrative Code, Sec. 91.1(b)(7). As of
January 1, 2026, this number will change to 6,000 or more LEP

persons.
2 San Francisco Administrative Code, Sec. 91.2.



Introduction

During the last fiscal year (July 1, 2023 -
June 30, 2024), Departments continued to
adapt their hybrid remote/in-person
services. In November 2023, the Board of
Supervisors and other public bodies
ended remote public comment at public
meetings, and community members
shifted back to giving public comment in
person.

Throughout this period, City departments
reported a record high of Limited English
Proficient (LEP) interactions and increases
in telephonic interpretations, in-person
interpretations, language services
budgets, and translated materials.
However, Departments continued to
report a slight decline in bilingual staffing.

DEPARTMENT
COMPLIANCE

53

Departments
required to file
reports

53

Departments
filed reports

47

Departments
attended OCEIA’s
LAO training

51

Departments have
a written LAO policy



Limited English Proficient (LEP) Client Interactions

Limited English Proficient (LEP) client interactions track the total number of LEP
individuals who used a City department’s services. This data point provides a broad view
of how many LEP clients were served by each Department.

A City department can use one of three methods to collect this information:

e Intake Method (Recommended): Collecting information during the Department's
intake process for all clients (members of the public who are served by or interact
with the Department), including appointments, walk-ins, public events, and outreach.

e Survey Method: Conducting an annual survey of all contacts with the public made by
the Department during a period of at least two weeks.

e Telephonic Interpretation Method: Calculating the annual total number of requests
for telephonic interpretation services.

Since Fiscal Year 2014- Total LEP Client Interactions by Language,
2015, LEP client Over Time

interactions generally
have trended upward,

2023-24

with the average number 202223
of annual client

2021-22
interactions estimated at
935,000. In the past fiscal 202021

year, City departments
reported a record high of
about 1,578,000 total LEP
client interactions, which 201718
is 48% higher than the 01617
five-year average (FY

2019-2020 through FY
2023-2024) of about 201415
1,067,000 interactions.

2019-20

Fiscal Year

2018-19

2015-16

# LEP Client Interactions

Bcan B maN BspA AL - RUS W vieT B OTH



City  departments’  aggregate  Total LEP Client Interactions by Language
interactions with LEP clients
increased by 56% from the
previous fiscal year, from an
estimated 1,012,000 interactions in
FY  2022-2023 to 1,578,000
interactions in FY 2023-2024. Year
over year, there was a 26% average
increase across all City
departments. While the total count
increased by over 560,000
interactions, this increase was not

necessarily a citywide trend, but can(23.11%) B MAN (2.72%) B SPA (48.96%)

rather driven primarily by the B FIL (0.93%) RUS (1.97%) H VIET (1.79%)
Department of Public Health (DPH). ' ’ )

DPH reported over 580,000 more B OTH (20.5%)
LEP client interactions in FY 2023-

2024 compared to FY 2022-2023.

This may be due to an adjustment

to the way the Department tracked,

collected, and/or reported their LEP

client interactions data.

LEP client interactions in Spanish and Russian saw substantial increases, with about
772,800 interactions in Spanish, a 55% increase from the previous fiscal year, and nearly
31,200 interactions in Russian, a 52% increase. Languages that saw modest increases
included Mandarin, with about 42,900 LEP client interactions, a 28% increase; and
Vietnamese, with about 28,300 LEP client interactions, a 12% increase.

However, the largest increases in LEP client interactions were seen in the Other
Languages category, which rose by approximately 1,463% in aggregate count, with
nearly 324,000 LEP interactions. Other languages include but are not limited to Arabic,
Burmese, French, Korean, Portuguese, and Turkish. The increase in LEP client
interactions in these languages was driven primarily by the Department of Public
Health, which reported 300,000 more LEP client interactions in other languages year
over year.

3 This average is inclusive of City departments that reported a
drop to 0 LEP client interactions in FY 2023-2024.



Two languages saw decreases in LEP client interactions. Filipino LEP client interactions
totaled about 14,700, representing a decrease of 23% compared to the previous fiscal
year. Cantonese, with about 364,800 LEP client interactions, saw a slight decrease of 8%
compared to the previous fiscal year.

Translated Materials

This data point represents the number of written materials that City departments
translated during FY 2023-2024. City departments must translate all vital information,
which is information that affects the public's rights, benefits, duties and/or privileges.
During the compliance reporting process, Departments are asked to report the total
number of materials translated, and upload a list of each translated document, the
languages into which each document has been translated, and the names of all individuals
who reviewed each translation for accuracy and appropriateness.

Translation reviewers can be bilingual staff members, or employees who obtain quality
checks from external individuals, such as translation vendors or bilingual staff from
community-based organizations whose clients receive services from the Department.
Translation reviews focus on assessing a document’s grammar, meaning, and readability.

In FY 2023-2024, City Total Translated Materials by Language
departments reported
about 56,200 total
translated materials.
of this total,
approximately 11,500
(21%) were in Chinese,
8,600 (15%) in
Spanish, 3,900 (7%) in
Filipino, 2,400 (4%) in
Russian, and almost
400 (1%) in
Vietnamese.

M cHi (20.56%) M SPA (15.31%) M FIL (6.98%)

RUS (4.24%) M VIET (0.68%) M OTH (52.22%)



More than 29,300 translated materials were in other languages, making up over half (52%)
of the fiscal year total. This marked the first fiscal year when translated materials in the
Other Languages category represented the majority of total translated materials Citywide,
accounting for more translated materials than any other individual language. From FY
2022-2023 to FY 2023-2024, translated materials in the Other Languages category saw an
upsurge of over 11,400%, from about 250 to over 29,300 materials. Chinese, Spanish,
Filipino, and Russian translated materials also saw dramatic increases.

Total Translated Materials by Language, Over Time

2022-23 -I
2021-22 -l

2020-21 _I
2019-20 -I
2018-19 -I
2017-18 -I

2016-17 .I

2015-16 .l

2014-15 Fl
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# Translated Materials
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Percentage

Translated
Translated Increase or :
: Materials
Language Materials Decrease Five-Year Average
FY 2023-2024 Compared to 0000 &
FY 2022-2023
Chinese 11,549 + 554.71% 4,574
Spanish 8,600 + 365.87% 3,942
Filipino 3,920 +225.58% 2,400
Russian 2,380 + 580.00% 790
Vietnamese 382 + 36.43% 370
Other Languages 29,328 +11,446.46% 6,194
TOTAL 56,159 + 885.59% 18,270

The total number of translated materials increased by 886% from about 5,700 materials
in FY 2022-2023 to about 56,200 materials in FY 2023-2024. However, this increase does
not reflect a Citywide trend. Rather, it can be attributed to a sharp increase in translated
materials by Fine Arts Museums of San Francisco, which reported 0 translated materials
in FY 2022-2023, and 48,000 translated materials in FY 2023-2024. Following Fine Arts
Museums, the Office of the City Administrator (ADM) accounted for the next largest
increase in total translated materials, from about 200 in FY 2022-2023 to nearly 2,500 in
FY 2023-2024, a 1,135% increase. Year over year, there was a 38% average increase in
total translated materials across all City departments.




Telephonic Interpretations

As part of the compliance reporting process, Departments are also asked to report the
total estimated volume of Limited English Proficient (LEP) callers, call volume by language,
and the names of all interpretation service providers used, such as bilingual staff or
language services vendors.

Total Telephonic Interpretations by Language In FY  2023-2024, City
departments reported about
113,700 total telephonic
interpretations. This represents
a 93% increase over the
previous year, and reverses a
downward trend that the City
‘ experienced during the

previous three years. About half
of reporting City departments
saw an increase in telephonic
interpretations year over year.
The increase in telephonic
Total Telephonic Interpretations by Language, interpretations appears to be
Over Time driven by three City
departments: the Department
of Emergency Management -
911, Human Services Agency,
and Police Department.

B CAN (19.19%) M MAN (5.11%) Il SPA (66.32%) M FIL (0.46%)
RUS (3.33%) M VIET (1.68%) M OTH (3.91%)

2023-24
2022-23
2021-22

2020-21

Telephonic interpretations in
Spanish made up the majority
of the fiscal year total, with
about 74,900 (66%), followed by
21,900 (19%) in Cantonese,
5,900 (5%) in Mandarin, 4,600
(4%) in other languages, 3,900

2019-20

al Year

Fisc:

201819

2017-18

2016-17

2015-16

2014-15

0 25000 50000 75000 100000 125000 150000 175000 200000 225000 250000 275000 300000 325000 350000 (3%) in Ru Ssia n, 1 ,900 (2%) in
Viethamese, and 550 (0.5%) in
M can W mvaN B spA WAL 0 RUS M VIET I OTH .
Filipino.



In addition, City departments have worked during
the past fiscal year to improve their telephonic

voice messaging systems.

OCEIA shared this

recommendation in a previous Language Access
Ordinance Compliance Summary Report, and has
worked with City departments to ensure that
telephonic language services are available for LEP

clients.

Language

Telephonic

Interpretations

FY 2023-2024

Percentage
Increase or
Decrease
Compared to
FY 2022-2023

Telephonic
Interpretations
Five-Year Average
(FY 2020-2024)

Cantonese 21,870 + 54.12% 32,053
Mandarin 5,930 +145.14% 6,040
Spanish 74,921 +132.33% 85,903
Filipino 550 +142.29% 1,394
Russian 3,883 +7.80% 5,095
Vietnamese 1,944 - 9.46% 4,235
Other Languages 4,588 +10.29% 8,036
TOTAL 113,686 +92.71% 142,756




In-Person Interpretations

City departments are also asked to report the number of times their public-contact
employees provide in-person interpretation in each language.

In FY 2023-2024, City departments reported about 83,500 total in-person interpretations.
This marks a slight increase from the previous fiscal year, and continues an upward trend
in the number of in-person interpretations since the dramatic drop reported in FY 2020-
2021 after the start of the pandemic.

Total In-Person Interpretations Total In-Person Interpretations
by Language by Language, Over Time

2023-24
2022-23
2021-22
2020-21

2019-20

Year

B CcAN (23.06%) B MAN (6.53%) M SPA (57.87%) 201617

Fiscal
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2014-15

M OTH (4.15%)

0 20000 40000 60000 80000 100000 120000 140000 160000 180000 200000
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Of the 83,500 total in-person interpretations, about 48,300 (58%) were in Spanish, 19,200
(23%) in Cantonese, 5,400 (7%) in Mandarin, 3,500 (4%) in other languages, 2,600 (3%) in
Russian, 2,600 (3%) in Filipino, and 1,800 (2%) in Viethamese. These figures represent a 5%
increase from about 79,600 in-person interpretations in FY 2022-2023 to nearly 83,500 in-
person interpretations in FY 2023-2024 across all reporting City departments, which is also
above the five-year average (FY 2019-2020 to FY 2023-2024) of about 81,700. The
compliance data indicates that in-person interpretations are trending upward, with about
half of City departments reporting an increase in in-person interpretations year over year.



Percentage Increase In-Person

In-Person

: or Decrease Interpretations
Language Interpretations :
FY 2023-2024 Compared to Five-Year Average
FY 2022-2023 (FY 2020-2024)

Cantonese 19,253 + 8.33% 24,927
Mandarin 5,449 +14.07% 4,805

Spanish 48,312 +11.68% 41,145

Filipino 2,588 - 12.86% 3,256

Russian 2,593 - 47.00% 2,418
Viethamese 1,826 +14.99% 2,164

Other Languages 3,462 -20.18% 2,957

TOTAL 83,483 +4.88% 81,672

Bilingual Staffing

The annual compliance report requires Departments to provide information about their
bilingual staffing, including both non-certified and certified bilingual employees. Certified
bilingual employees are employees who have passed the language proficiency testing
administered by the Department of Human Resources (DHR). Bilingual employees who are
not certified are individuals who identify as bilingual but have not taken the certification
test. The figures listed below are estimated numbers of public contact staff and may not
represent the full number of bilingual employees for all City departments.

In FY 2023-2024, City departments reported about 2,600 bilingual employees, which is a 2%
decline from the previous fiscal year's estimate of 2,640 bilingual employees. Both figures
fall below the five-year average (FY 2019-2020 to FY 2023-2024) of about 2,680 bilingual
employees and are well below the peak of nearly 6,000 bilingual employees in FY 2016-2017.



Language

Bilingual Staff
FY 2023-2024

Bilingual Staff
Five-Year Average
(FY 2020-2024)

Certified
Bilingual Staff

Five-Year Average
(FY 2020-2024)

Certified
Bilingual Staff
FY 2023-2024

Cantonese 746 741 619 646

Mandarin 286 311 186 222

Spanish 939 943 796 864

Filipino 200 239 108 131

Russian 65 73 53 65

Vietnamese 69 85 53 68

Other Languages 292 289 39 58

TOTAL 2,597 2,682 1,854 2,054

Total Bilingual Staff

P City departments reported that
5500 | \ """""""""""""""""""""""""""""""""""""""""""""""""""""" about 1,850 bilingual employees
5000 | / \ """"""""""""""""""""""""""""""""""""""""""""""""" have been certified by DHR, a 15%
4500 [ \ """"""""""""""""""""""""""""""""""""""""""""""""""""""" decrease from the previous fiscal
4000 | \ """""""""""""""""""""""""""""""""""""""""""""""" year's estimate of 2,200 certified

ESW """ \ """"""""""""""""""""""""""""""""""""""""""" bilingual employees. The number of

R L S S certified bilingual employees in the
200 [ past fiscal year falls below the five-
D | I I R B S S year average of about 2,050
T | T [ R s B R certified bilingual employees.
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Language service budgets include
translation and interpretation services,
bilingual pay and compensation,

Overall Language Services Budget multilingual community outreach efforts,
and production of multilingual materials,

among other costs.

The amount of money City departments
spent on language services increased by
14% from approximately $14.91 million in
FY 2022-2023 to $17.02 million in FY 2023-
2024. This figure continues to fall below
the five-year average (FY 2019-2020 to FY

2023-2024) of about $17.80 million.

Language Services Budgets

Language Services Budget ($)

4000000

However, more than half of City
departments reported increases in their
Pt language services budgets, reflecting a

positive Citywide trend.

The top five City departments that showed the largest percentage increases in
language services budgets were:

Department FY 2022-2023  FY 2023-2024 % Change $ Change
San Francisco $14,394.00 $173,937.90 +1108.4% $159,543.90
International Airport
Treasure Island

. $300.00 $3,511.00 +1070.3% $3,211.00
Development Authority
Public Works $6,000.15 $49,050.88 +717.5% $43,050.73
UG L TR $3.000.00 $22,577.21 +652.6% $19,577.21
Workforce Development
Fine Arts Museums of San $16,650.00 $59,118.00 +255.1% $42,468.00
Francisco




SNAPSHOT OF SAN FRANCISCO

1in 3 San Francisco residents is an immigrant.

With 34% of its residents born outside of the U.S., San Francisco
remains one of the most culturally and linguistically diverse
cities in the country.

836,321 34%

Foreign-born

i *
Total population residents

18% 42%

Limited English Residents (over the age of 5)
speak a language other than

Proficient (LEP) English at home

40+

Languages spoken
in San Francisco**

* United States Census Bureau's 2019-2023 American Community Survey

** These estimated numbers represent a departure from previous reports due to a change in how the United States Census Bureau
categorizes and codes language data. In 2016, the code list was revised to match the ISO-639-3 standard. The Census Bureau also
reports that the ACS estimates are samples of the total population and there may be languages spoken that are not recorded.

A detailed list and explanation of how the Census Bureau defines and uses language coding and tabulation are available here.


https://www.census.gov/data/tables/2013/demo/2009-2013-lang-tables.html
https://www.census.gov/data/tables/2013/demo/2009-2013-lang-tables.html

Diistrict
Daia

San Francisco's Supervisorial
Districts, from the highest to
lowest percent Limited English
Proficient (LEP) population.

District Total Population

11 80,433
71,120
74,705
72,041
76,087

Source: United States Census Bureau's 2019-2023 American Community Survey

LEP Population

28,418
19,983
18,542
17,695
16,212




RECOMMENDATIONS

Looking Back

In last year's Language Access Compliance Summary Report, OCEIA recommended
that City departments:

e Build capacity for language access

e Hire and retain bilingual staff and budget for language services

e Improve their data collection through best practices and trainings

Departments showed some improvements in these areas over the past fiscal year. For
example, they increased budgeting for language services, and reported a record
number of in-person interactions with Limited English Proficient (LEP) clients.
However, Departments still need to improve their data collection methods and their
ability to hire and retain bilingual staff.

Looking Forward

Given the recent amendments to the Language Access Ordinance (LAO) and the City's
current economic climate, it is imperative for Departments to establish a dedicated
language services budget and plan to enhance services for LEP community members.
Language access is key to ensuring that all community members can stay informed
with accurate information and continue to access the City services they need. Building
capacity through the hiring and training of bilingual staff, ensuring accurate
Departmental data collection, and allocating a robust language services budget can
significantly enhance the quality of language services provided by Departments.



Planning for Implementation of New Amendments:

Language Services Budgeting

The successful implementation of the LAO amendments depends on the work of each
City department. First and foremost, it is essential for each Department to ensure that
it has a planned language services budget for the new threshold language(s) that will
take effect on January 1, 2026. This includes planning for interpretation in the new
language(s), as well as the translation of all vital materials, including forms,
applications, information about outreach events, and anything that affects the rights,
benefits, duties and/or privileges of an LEP individual.

Without a proper budget, Departments may struggle to meet the need, which can
create barriers to crucial services and information. A well-planned language services
budget will enable each City department to proactively address these challenges,
ensuring equity, compliance, and effective communication with all residents.

Training City Staff

Training City staff about the LAO and its new
amendments is imperative to ensuring that
City departments are in compliance and
ready to provide services to members of the
public. OCEIA hosts an annual language
liaison training for City departments and
provides various capacity-building tools.
These include style guides, best practices for
interpretation, guidelines for identifying
vital information, accurate data collection
methods, and instructions on submitting
the annual data compliance report.




Recruiting, Hiring, and Retaining Bilingual Staff

As City departments work to comply with the new requirements of the LAO, they must
build their capacity to provide services in multiple languages. One of the most effective
ways of doing this is to prioritize recruitment, hiring, and retention of bilingual staff.
Bilingual staff are experts in City department programs, services and terminology.
Having a robust list of culturally competent bilingual employees in the Department
removes the barriers to access for LEP individuals. Forward-thinking strategies for
recruiting bilingual staff, ensuring diversity, and fostering retention will further
enhance access and equity in service delivery for all San Franciscans.

Resources for City Employees

In order to assist City departments with improving their language services and meeting
the new requirements of the LAO, OCEIA is launching a new and improved Department
LAO Liaison Resource Library for City employees. This resource library has existed for
years to provide City employees with helpful tips, tools, best practices, and glossaries.
This year's edition includes updated slides from previous LAO trainings, the full text of
the amendments, and OCEIA’s new digital form to request translation, interpretation
services, and interpretation equipment.

LAO SHAREPOINT
RESOURCE LIBRARY

An internal site for City
department LAO liaisons

For questions, contact OCEIA:
language.access@sfgov.org



https://sfgov1.sharepoint.com/:u:/r/sites/ADM-OCEIALAOResourceLibrary/SitePages/TopicHome.aspx?csf=1&web=1&share=EYxCS2qKz3pKh0qVlobk1r8B01Vi8d4hFGufRBEW090Hfg&e=N4iD1q
https://sfgov1.sharepoint.com/:u:/r/sites/ADM-OCEIALAOResourceLibrary/SitePages/TopicHome.aspx?csf=1&web=1&share=EYxCS2qKz3pKh0qVlobk1r8B01Vi8d4hFGufRBEW090Hfg&e=N4iD1q

“While the City remains a national leader in
language access, much remains to be done
to continue fighting for full inclusion of our
LEP community.

The City must continue to make every effort
to ensure City departments comply with the
Language Access Ordinance and remove

barriers to participation in City processes...”

- San Francisco Administrative Code, Sec. 91.1(b)(14)



DEPARTMENT
HIGHLIGHTS

All Department compliance data
required by the Language Access
Ordinance (LAO) can be viewed
online at:

sf.gov/languageaccess



http://sf.gov/languageaccess

DEPARTMENT LIST: FISCAL YEAR 2023-2024

e Adult Probation

e Appeals, Board of

e Arts Commission

e Asian Art Museum

e Assessor-Recorder

e Board of Supervisors, Clerk of the Board

e Building Inspection, Department of

e Children, Youth and Their Families,
Department of

e Child Support Services

e District Attorney’s Office

e Early Childhood, Department of

e Economic and Workforce
Development, Office of

e Elections, Department of

e Emergency Management,
Department of (911)

e Environment Department

e Ethics Commission

e Fine Arts Museums of San Francisco

e Fire Department

e Homelessness and Supportive
Housing, Department of

e Human Rights Commission

e Human Services Agency

e Juvenile Probation

e Mayor's Office

e Mayor's Office of Housing and
Community Development

e Municipal Transportation Agency

e Planning Department

e Police Accountability, Department of

Police Department

Port of San Francisco

Public Defender’s Office

Public Health, Department of
Public Library

Public Utilities Commission

Public Works, Department of
Recreation and Parks

Rent Board

San Francisco Film Commission
San Francisco International Airport
San Francisco Zoo

Sheriff's Office

Status of Women, Department on the
Technology, Department of
Treasurer and Tax Collector

War Memorial

City Administrator Departments

311 (Customer Service)

Animal Care and Control

City Administrator (Central Office)
Civic Engagement and Immigrant
Affairs, Office of

County Clerk

Labor Standards Enforcement,

Office of

Mayor’s Office on Disability

Medical Examiner, Office of the Chief
Transgender Initiatives, Office of
Treasure Island Development Authority
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Total Has a Training for Completed
budget for written public mandatory
Department language LAO contact LAO
access policy staff training

Adult Probation $ 41,760

Appeals, Board of

Arts Commission $ 41,751

Asian Art Museum

Assessor-Recorder $ 24,898

Board of
Supervisors, $ 45,334
Clerk of the Board

Building Inspection,

$ 2,773,673
Department of

OARCAROAROAROAROARCS
OARCAROAROAROAROARCS
OARCARCARCARCAROARCS




Department

Children, Youth
and Their Families,
Department of

Total
budget for
language

access

$ 411,431

Training for
public
contact
staff

Completed
mandatory
LAO
training

Child Support
Services

$ 16,500

District Attorney’s
Office

$ 105,996

Early Childhood,
Department of

$ 58,396

Economic and
Workforce
Development, Office of

$ 22,577

Elections,
Department of

$ 2,528,896

Emergency
Management,
Department of (911)

$ 55,196

ORIORECARCARCARCOARS
ORIORECARCARCANCOARS
ORIORECARCARCARCARS




Total
budget for
Department language
access

Environment

Department $198,917

Has a
written
LAO

policy

9,

Training for
public
contact
staff

©

Completed
mandatory
LAO
training

9,

Ethics
Commission

9,

9,

@

Fine Arts Museums

of San Francisco $59.118

Fire Department

Homelessness and
Supportive Housing, $ 82,404
Department of

Human Rights
Commission

Human Services

$ 1,228,415
Agency




Total Training for Completed
budget for public mandatory
Department language contact LAO
access staff training

© ©

Juvenile Probation $ 36,304

Mayor's Office

Mayor’s Office of
Housing and
Community
Development

$ 29,718

Municipal
Transportation $2,611,514
Agency

Planning

66,113
Department ¥

Police Accountability,
Department of

Police Department  $ 891,558

ORRCARCIROINOROINC




Department

Port of San
Francisco

Total
budget for
language

access

$5,417

Training for Completed
public mandatory
contact LAO
staff training

Public Defender’'s
Office

$ 116,199

9,
9,

Public Health,
Department of

$ 3,392,942

Public Library

$ 758,294

Public Utilities
Commission

$ 130,851

Public Works,
Department of

$ 49,051

Recreation
and Parks

$ 103,461

Rent Board

$ 158,790

@
@
9,
9,
9,
©
9,
9,




Total Training for Completed
budget for public mandatory
Department language contact LAO
access staff training

San Francisco Film
Commission

San Francisco

International Airport $173,938

San Francisco Zoo

Sheriff's Office $ 206,282

Status of Women,
Department on the

Technology,
Department of

WIOWOOO®
OMCIHCIOMOICIES

Treasurer and Tax

Collector 388,449

War Memorial

®
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City Administrator

Department

Total
budget for
language

access

Has a
written
LAO

policy

Training for
public
contact
staff

Completed
mandatory
LAO
training

311

(Customer $ 65,546 @ @

Service) ( ::)
Animal Care

and Control $ 14,133 @ @ @
City Administrator @

(Central Office) $ 53,883 (::) < :)
Civic Engagement

e @ @ ©
Affairs, Office of

County Clerk $ 464 @ @ @




City Administrator

Department

Labor Standards

Enforcement,
Office of

Total
budget for
language

access

$ 16,920

Training for
public
contact

staff

Completed
mandatory
LAO
training

Mayor’'s Office
on Disability

$ 13,417

Medical Examiner,
Office of the Chief

$1,181

Transgender
Initiatives,
Office of

$0

ONEOREONENC

Treasure Island
Development
Authority

$ 3,511

40



About OCEIA

The Office of Civic Engagement and Immigrant Affairs
(OCEIA) is a policy, compliance, direct services, and
grantmaking office.

OCEIA’s current programs and initiatives include:
e Civic Engagement
e Community Safety
e Immigrant Assistance and Inclusion
e Immigrant Economic Inclusion
e Newcomer Support Services
e Language Access

In addition to overseeing compliance, OCEIA assists City
departments, the Mayor’s Office, and the Board of Supervisors
to better meet the needs of residents and workers for whom
English is not a primary language. These services include
trainings, tools, resources, and technical assistance to
increase capacity and provisioning for language access
services. On a limited basis, OCEIA’'s Language Access Unit also
provides direct translation and interpretation assistance.



OCEIA

sf.gov/oceia

Follow OCEIA on social media:

sf_immigrants

@ /sfgov.oceia
® oceia_sf

Y .


https://www.instagram.com/sf_immigrants/
https://twitter.com/OCEIA_SF
https://sf.gov/oceia
https://www.facebook.com/sfgov.oceia

SAN FRANCISCO OFFICE OF
CIVIC ENGAGEMENT
& IMMIGRANT AFFAIRS




