File No. !’?JHO Committee Item No.

Board Item No. 10

COMMITTEE/BOARD OF SUPERVISORS
AGENDA PACKET CONTENTS LIST

Committee : Date

OO COOCC 00000

Board of Supervisors Meeting Date Juuy 30,1013
Cmte Board
[] Motion

]  Resolution

[[] Ordinance

[ ] Legislative Digest

[ 1 Budget Analyst Report

[] Legislative Analyst Report

m Introduction Form (for hearings)

N Department/Agency Cover Letter and/or Report

[ ] mou

[T GrantInformation Form

[ 1  GrantBudget

[[1  Subcontract Budget

[ | Contract/Agreement

[T Award Letter

[[1  Application

[1  Public Correspondence
OTHER ((Use back side if additional space is needed)
] Etkwﬁ?mwwwamt
1 [
1 [
Completed by: W\U‘?\ ‘(’]P" Q'\T : Date _/'7"/" h&)\b
Completed by: Date

An asterisked item represents the cover sheet to a document that exceeds 20
pages. The complete document is in the file.

Packet Contents Checklist ) ) 5/16/01

7153



. §

(G2 I w N - o <o co ~l (@)} @] SN w N -

o © oe] ~N O g AW N

FILE NO. 130770 U - RESOLUTION NO.

|| [Endorsing the 2013 Annual Language Access Ordinance Compliance Report]

Resolution endorsing “Advancing_ Language Access in San Francisco: Language

Access Ordinance Annual Compliance Summary Report, March 2013," issued by the

Office of Civic Engagement and Immigrant Affairs.

WHEREAS, LangUage access is a civil right affirmed at every level of government,

including the Civil Rights Act of 1964 and the U.S. Supreme Court ruling on Lau v. Nichols in

1974; and

WHEREAS, Language access is an essential key to full and meaningful participation in
a democracy for many immigrant and newcomer communities; and |

WHEREAS, San Francisco is one of the most culturally rich and linguistically diverse

“cities in the nation with over a third of the population immigrant and near.ly half speaking a

language other than English at home; and

WHEREAS, The San Francisco Bcard of Supervisors views the City's language
dlverSIty as a competitive advantage in a global economy; and '

WHEREAS, The San Francisco Board of Supervisors enacted the Equal Access to
Services Ordinance in 2001, amended it in 2009 as the Lang_uage Access Ordinance (LAO),
and hae continued to provide leadership on language access; and-

WHE_REAS, The ‘LAO is‘one of the strongest language access laws in the nation,
demonstrating San Francisco's ongoing commitment to equal and full access to services and
timely lnformatlon and

WHEREAS, The Office of Civic Engagement & Immigrant Affalrs (OCEIA) is charged
with monitoring citywide compliance and has ensured that the LAO is implemented with the

highest level of integrity; and

Supervisors Mar, Chiu ) :
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WHEREAS, The report includes community input, fact-based findings, and concrete

_ recommendatiohs on strengthening LAO efficacy and better serving Limited Engliéh Proficient

(LEP) residents; and -
WHEREAS, While most City departments continue to make progress in compliance

and recognize the importance of providing meaningful and timely multilingual acceés to City

programs, services and information, challenges remain for others; and

WHEREAS, On March 11, 2013, the San Francisco Immigrant Rights Commission
voted unanimously to adopt the findings in the 2013 LAO report; and
WHEREAS, On July 11, 2013, the Board of Supervisors held a hearing at the

| Government Audits and Oversight Committee and listened to the findings of the 2013 LAO

report from the Office of Civic Engagement & Immigrant Affairs, heard reports from Tier 1 and
Tier 2 departments for areas of improvement, and received feedback from Community—basedr
organizati,ohs_ to further-strengthening the LAO ordinance to provide better language services;
now, therefore, be it o '

RESOLVED; That the San. Francisco Board of Supervisors recognizes and
endorses the findings in "Advancing Language Access in San Francisco: Language
Ac'cess Ordinance Annual Compliance Summary Report, March 2013" and commends the
Office of Civic Engagement & Immigrant Affairs for its ongoing work; and, be it

FURTHER RESOLVED, That the San Francisco Board of Supervisors reaffirms its

commitment to improving and increasing the City's capacity to meet the needs of language

diverse residents, and encourages City agencies to increase their efforts to provide relevant

and meaningful access to public information for all San Francisco residents, regardless of the

‘languages they speék.' , : ' : .

SupeNisors Mar, Chiu ’ S :
BOARD OF SUPERVISORS  Page2
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‘Caldeira, Rick

From: True, Judson

Sent: : Wednesday, July 24, 2013 5:38 PM

To: ' , Caldeira, Rick

Subject: FW: 'Draft' Legislation Introduced - 7/23/13

Sorry, please add David as cosponsor‘for this one:

130770 [Endorsing the 2013 Annual Language Access Ordmance Compliance Report]
Sponsor: Mar

" Resolution endorsing "Advancing Language Access in San Francisco: Language Access
Ordinance Annual Compliance Summary Report, March 2013," issued by the Office of Civic
Engagement and Immigrant Affairs. REFERRED FOR ADOPTION WITHOUT COMMITTEE
REFERENCE AGENDA AT THE NEXT BOARD MEETING.

Thanks.

- Judson True

Legislative Aide

Board of Supervisors President David Chiu
City and County of San Francisco
judson.true@sfgov.org | 415.554.7451

From: Chan, Amy .

Sent: Wednesday, July 24, 2013 4:49 PM

To: True, Judson

Sub]ect RE: 'Draft' Legislation Introduced 7/23/13

We should be cospo‘nsor on the LAO report resolution.

Amy Chan

Legislative Aide

Office of Supervisor-David Chlu

President, San Francisco Board of Supervisors
City Hall, Room 279

San Francisco, CA 94102

. Phone: (415) 554-7419

Fax: (415) 554-7454

From Caldelra, Rle

Sent: Wednesday, July 24, 2013 4:27 PM

To: Chiu, David; True, Judson; Rauschuber, Catherine; Chan, Amy
Cc: Nevin, Peggy; Calvillo, Angela -

. Subject: 'Draft’ Legislation Introduced - 7/23/13

President Chiu,

Please review and make any changes on the attached ‘Draft’ Legislation Introduced from 7/23/13 and return by 10:00
a.m. tomorrow. :
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Rick Caldeira, MMC

- Legislative Deputy Director

Board of Supervisors
1 Dr. Carlton B. Goodlett Place, City Hall, Room 244
3an Francisco, CA 94102

Phone: (415) 554-7711 | Fax: (415) 554- 5163
rick.caldeira@sfgov.org | www.sfbos.org

Complete a Board of Supervisors Customer Satisfaction form by clicking the link below.
http IAwww.sfbos . org/index. aspx?paqe 104
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OFFICE OF E!VIC NGAGEMENT & EMM!GR&NT AFFAIRS

Edwin M. Lee, Mayor . ' Adnenne Pon, Executive Director
Naomi Kelly, City Administrator

March 6, 2013

Honorable Edwin M. Lee  Honorable David Chiu . | - Board of Supervisors
Mayor ' : President, Board of Supervisors City Hall, Room 244
City Hall, Room 200 City Hall, Room 279

Dear Mayor Lee, President Chiu, and Supervisors:

As you know, San Francisco’s Language Access Ordinance (LAO) requires the Office of Civic
Engagement & Immigrant Affairs (OCEIA) to oversee citywide compliance with language access
laws and to provide a summary report to the Immigrant Rights Commission, Board of Supervisors
and Mayor indicating which departments have filed their annual language access plans as required
by the LAO.

We are p‘leased to provide you with the attached Annual Compliance Summary Report which
evaluates how well city departments are complying with LAO provisions. All 26 Tier 1
departments filed their plans with- OCEIA in accordance with the LAO and the Immigrant Rights
Commission Advisor has reVIewed the summary data.

The 2013 report outlines citywide progress in complying with provisions of the LAO over the
past three years and highlights results for Fiscal Year 2011-12. Tier 1 Departments have made
significant progress to better serve and inform monolingual and Limited-English Proficient (LEP)
individuals in San Francisco and comply with the LAO. As always, there is plenty of room for
improvement and we hope the innovations and community collaborations initiated this past
year will help the City further advance language access.

Thank you for your continued leadership.and support on this important issue.

Always,

Adrienne Pon
Executive Director

cc: Immigrant Rights Commission, Mayor’s Chief of Staff, City Administrator, Department Heads

50 Van Ness Avenue, San Francisco, CA 54102
Telephone: 415.581-2360 = website: www. sfgov.org/OCEIA = Email: civic.engagement@sfgov.org
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CITY AND COUNTY OF SAN FRANCISCO
OFFICE OF CIVIC ENGAGEMENT & IMMIGRANT AFFAI

 SAN FRANCI
LANGUAGE ACC SS GRDINANC

ANNUAL COMPLIANCE SUMMARY REPORT
MARCH 2013

ADVANCING LANGUAGE é‘Zf“ 55 [N SAN FR/ SCO

m

© 2013 Clty and County of San Francisco, Office of Civic Engagement & Immigrant Affairs. All Rights Reserved
OCElAis pleased to'share this report with all interested parties with permission. To request permiission to use an excerpt from
this publication, either in print or electronic format, please contact civic.engagement@sfgov. arg
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CITY AND COUNTY OF SAN Eaﬁ@ézzsgm
IMMIGRANT RIGHTS COMMISSION

Edwin M. Lee, Mayor
Naomi Kelly, City Administrator

March 1, 2013

For nearly 16 years, the San Francisco !mmigrant nghts Commission

(IRCY has been a champion for the inclusion and integration' of San
Francisco’s immigrant residents and workers. From sanctuary city
ordinances to language rights and immigration reform, the IRC has fought
for fair and humane policies at the local, state and federal levels.

The IRC is committed to ensuring that monolingual and limited-English
proficient individuals have equal access to city services, programs and
timely information in languages besides English. As early advocates for
language rights, we applaud Mayor Edwin M. Lee, President David Chiu
and the Board of Supervisors for their ieadership, vision and continued
-commitment io meeting the  language needs of all San Francisco
residents.
The San Francisco Language Access Ordinance (LAO) was enacted in
2001 to emsure egual access fo city services for all San Franciscans,
including those with Timited proficiency in English. The LAO requires the
Office of Civic Engagement & Immigrant Affairs (OCEIA) to ensure

~ citywide compliance with language access laws and to provide a summary

report each year to the Immigrant Rights Commission (IRC), Board of
Supervisors and Mayor indicating which Tier 1 departments have filed
their -annual language access plans as required by the law. The
Commission commends the OCEIA staff, under the leadership of
Executive Director Adrienne Pon, for preparing this annual report and for
its partnership-in improving the lives of San Francisco’s most vulnerable

"“residents.

Bill Ong Hing, Chalr
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L. EXECUTIVE SUMMARY AND OVERVIEW

Relevant and meani'ngful'access to public information is a civil right. Language Access in San
Francisco became a priority in 2001 when the City enacted the Equal Access to Services
Ordinance to ensure meaningful access and the same level of service to Limited English
Proficient (LEP) persons that was available to all city residents. Since the Ordinance was
amended in 2009 as the Language Access Ordinance (LAO), the Office of Civic Engagement &
Immigrant Affairs (OCEIA) has focused its efforts on implementing one of the strongest and
most comprehensive local language access laws in the nation, as well as engaging community
organizations and city departments in an ongoing dialogue to better serve LEP residents in San
Francisco. : :

bu ;o

With post-2012 election priorities focused on the federal budget, the economy, h-éaltm.are,
immigration reform, and anti-violence efforts, it is imperative that San Francisco now focus om
the impacts of national policy changes on immigrants and LEP individuals.

San Francisco remains a city with a large immigrant and LEP population. Approximately 36
percent of the City’s estimated 812,826 residents are immigrants.1 Of all San Franciscans over
the age of five, 44 percent speak a language other than English at home, with the largest
language groups being Chinese, Spanish, Tagalog and Russian. Thirteen percent of San Francisco
households remain “linguistically isolated” with no one over the age of 14 indicating that they
speak English “well” or “very well.”? ’ '

As noted in previous LAO compliance reports, navigating the public process and obtaining
critical, timely information are often difficult, even for longtime city residents. For individuals
who speak little or no English, routine activities such as obtaining a driver’s license, seeking
services and information, taking public transportation, paying taxes, or enrolling children in

U.S.Census Bureau. (Last Revised: Thursday, 10-Jan-2013 15:07:36 EST). State and County QuickFacts. Data derived from
Population Estimates, Census of Population and Housing, Small Area Income and Poverty Estimates, State and County Housing
Unit Estimates, County Business Patterns, Nonemployer Statistics, Economic Census, Survey of Business Owners, Building
Permits, Consolidated Federal Funds Report. Washington, D.C.. The foreign born population in San Francisco County is
estimated to be 35.6 percent. Retrieved from hitp://quickfacts.census.gov/qfd/states/06/06075.html. '

A “linguistically isolated household” is defined by the U.S. Census Bureau as one in which no member 14 years oid and over (1)
speaks only English or (2) speaks a non-English language and speaks Engfish "very well." In other words, all members 14 years
old and over have at least some difficulty with English.
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school can be confusing and extremely challenging. During crisis or emergencies situations,
effective communication between local government agencies and residents, regardless of the
languages they speak, is absolutely critical to ensuring public safety and saving lives.

Background

In June 2011, OCEIA released Language Matters, a groundbreaking report focusing on language
access issues and laws at the local, state and national levels. The report also included
information on efforts by city departments to comply with San Francisco’s LAO.

In March 2012, a follow up report was issued to evaluate citywide progress in complying with
provisions of the LAO. This report looked at improvements and incremental changes while
addressing three main issues: 1) the extent to which departments were currently meeting the
spirit and intent of the LAQ, 2) language access progress and-barriers to compliance, and 3)
recommendations to further strengthen the efficacy of the LAO, ensure ongoing compliance,
and better serve and inform monolingual and Limited- English Proficient individuals in San
Francisco. The 2012 report found that while half of all Tier 1 departments reported facing no
barriers to compliance, the majority of findings, challenges and recommendations from the
previous report period remained uncorrected or were yet to be implemented. '

After three years of ongoing efforts, it is clear that most city departments recognize the need
and importance of providing meaningful and timely access to ci Yy programs, ‘services and
information in languages other than -English and continue to make pregress with LAO
compliance. - Annual Compliance Plan reporting has improved significantly, with better
timeliness, completeness and reporting of relevant data.

But challenges remain for some city departments, including budgetary limitations and/or the
lack of priority placed on language access; the absence of written protocols for serving LEP
clients; inconsistent LEP client data collection; insufficient quality and competency standards
for language services; inadequate complaint procedures and inconsistent translation of public
" notices. In the past, departments have cited a lack of funding as a major factor in not being
able to comply with the law; although this has improved significantly, funding is still cited as an
issue when it comes to expanding services beyond current levels.

~ In a March 2012 letter on language access requirements to the North Carolina Administrative
Office of the Courts, Assistant U.S. Attorney General Thomas E. Perez wrote, “Adequate funding
is a vital aspect of compliance, and we recognize that many state and local court systems
around the country-are struggling with budgetary constraints. The costs of services and the
resources available to the court system are part of the determination of what language
assistance is reasonably required in order to provide meaningful access... However, fiscal
pressures are not a blanket exemption from civil rights requirements, and our investigation has
determined that financial constraints do not preclude the AOC from taking further reasonable
steps to comply with its federal non-discrimination obligations, for several reasons.”>

? Assistant U.S. Attorney General Thomas E. Perez March 2012 letter to Honorable John W. Smith Director North Carolina
Administrative Office of the Courts. Retrieved from http://www.justice.gov/crt/about/cor/ﬁﬂeVl/030812_DOJ_Letter;to_NC_AOCpdf
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Summary Key Findings

and Recommendations

Following is a summary of key findings contained in this report and recommended
improvements. : '

Gverail
Compliance

= In general, good. Better reporting, timeliness and
completeness, with 100% participation' in
mandatory training.

= More ongoing consultation with OCEIA, increased

requests for tailored training of staff. Increased’

budgets allocated to Language Services.

. Develop guidelines,

templates
and tools to further assist city
departments.

. Clarify ambiguities in existing

ordinance.

Pata Collection &
Tracking

= |nconsistent.

More departments are collecting
data on LEP clients and using methods outlined in
" the LAO, with less reliance on general U.S. Census
Bureau numbers and increased tracking of actual
calls and interactions. However, methods vary
among departments. Lower call volumes and

fewer LEP clients served were reported — this is.

inconsistent with census and other data which do
not indicate lower demand or fewer LEP numbers.

= Tier 1 departments still face significant challenges

in tracking clients served by supervisorial district.

. Use technology

. Develop standardized citywide

‘data collection tools.

tools to
effectively collect data and track
progress.

Biiingual Public
Contact Staff
Canacity

* Slight increase in number of bilingual public

_ contact staff; ratios remain relatively stable.

= Some improvement in number of departments

reporting bilingual staff training, however training
remains inconsistent in content, breadth and
depth.

. Invest in bilingual public contact

staff and increase quality of
citywide training.

. Establish citywide standards for .

quality and "~ cultural/linguistic
competence. '

Emergency and
Crisis Situation
Protocols

= Overall, 50 percent of Her I departments have
written protocols for serving -LEP clients in
emergency situations, a 12 percent improvement
over the last two years. ' :

» Over a third of Tier 1 departments still lack

" protocols of any kind to serve LEP clients in
emergency situations.

. Establish

baseline citywide'
protocols for emergency and
crisis situations.

Budgeting for
Language Services

« Projected total FY2013-14 budget for language
services is $8.3 million, a significant increase from
the last two years.

= The most dramatic grthh was in on-site
interpretation services, which increased by 53 |

percent, from $2.1 million to $3.3 million, and
surpassed compensatory pay - for bilingual
employees as the greatest expenditure category.

. Adequately fund qinyide

translation and interpreter
services.

. Invest in citywide training and

language certification.

. Invest in community partners

who can fill language service
gaps with low-cost solutions.

Complaint
Procedures

« Inadequate. Complaints reported by departments

are inconsistent with community féedback and
anecdotal incidents of lack of access, in-language

- complaint information and processes, and bilingual
public notification.

Implement mandatory citywide
complaint processes.

Continue to invest in community
outreach and education.
Leverage community knowledge
to assist departments with

See also Guidance to Federal Financial Assistance Recipients Regarding Title -Vi

Prohibition Against National Origin

Discrimination Affecting Limited English Proficient Persons, 67 Fed. Reg. 41,455, 41,460 (lune 18, 2002). Retrieved from
http://www.dhs.gov/xlibrary/assets/crel_lep_guidance.pdf
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developing more ~  effective |
complaint processes.

Self Assessment e Significant gaps remain -between self-assessed | 1. Provide additional guidance or
adequacy of processes and improvements and assistance to departments to
pubiic percepﬁon of language services and access address deficiencies in
to city programs. procedures and processes

required by the LAO.’

2. Develop an objective tool that
incorporates community
feedback to gauge the adequacy
and quality of language services.

Written Policies » Overall, departments remain inconsistent in | 1. Develop standards for cultural
and Quality applying objective evaluation criteria for quality and linguistic competency, along
Canirol control. : with .a certification program for
» Most departments relied solely on the certification bilingual staff that goes beyond
testing administered by the Department of Human basic language ability.
Resources to serve as quality controls. The DHR | 2. Require annual or periodic
certification process only tests for basic language training updates.

ability and is not an indicator of ongoing accuracy,
appropriateness-and competence for translation
and interpreter services performed - by bilingual
employees.

innovations and Improvements

Many changes have been implemented in San Francisco over the past three years, taking
language access to the next level. Following are highlights of efforts to assist LEP residents and
facilitate better compliance with language access laws.

Community Ambassadors Program (CAP} - CAP is a street-smart safety program designed- to
bridge tensions in the community due to cultural or linguistic differences. ~ Developed and
operated by OCEIA, the program was initiated in 2010 by community leaders and advocates
concerned about public safety and intergroup conflicts. Multiracial, multilingual Ambassador
teams speaking a total of eight different languages are assigned to “hotspots” along major
transit and business corridors in Districts 6 and 10, and as needed elsewhere. Ambassadors act
as a visible safety presence and provide residents with safety tips, language assistance, and
bilingual information on city services and programs. Ambassadors also provide language
services and other- assistance for public information meetings, community events and
emergencies. '

Community Engagement & Outreach - OCEIA has conducted extensive community outreach to
service providérs and residents on language access services.: Through the Community
Ambassadors Program and Language Services Unit, over 35,000 LEP residents have been
reached during the past three years. In 2012, OCEIA also initiated the SF WireUp! consumer
education program to educate immigrant, vulnerable and LEP residents on wireless
telecommunications scams. '

Departmént Head Approval of Annual Plans - OCEIA implemented a new requirement in 2012,
asking all Tier 1 departments to submit annual reports that were reviewed and signed by their
respective department heads. :




Language Access Community Grants - With leadership from the Board of Supervisors and
community advocates, OCEIA established the Language Access Community Grants Program in
late 2012 to increase community and city capacity to meet the language access needs of
monolingual or Limited English Proficient (LEP) individuals who live or work in San Francisco,
and underserved immigrant communities. The program emphasizes: 1) building community-
based language access leadership and capacity, 2) assessing and evaluating language access
needs:in the community, 3) assisting city departments to more effectively communicate with
and deliver services to residents who speak languages other than English, and 4) planning for
language access needs during crisis, emergency and public safety situations. Grants in three
major areas (Citywide Collaborative, Emerging Needs and Crisis, Emergency & Public Safety)
were awarded to a total of eleven community—based organizations.

Language Access Community Network and Advisory Council - OCEIA is currently working with
several community service providers to create the City’s first Language Access Network and
Advisory Council to collaborate with and advise city departments on policies, programs and
opportunltles to better serve LEP residents and workers in San Francisco, leveraging both city
'and community assets.

Language Access Community Summit - In September 2012, OCEIA hosted the City’s first
Community Summit on Language Access. Nearly 100 community-based service providers
" attended an interaetive day-long session featuring LAO training, planning, discussiens and a
resource fair by city departments.

Language Access Community Surveys - During July and August of 2012, OCEIA conducted-two
first-time baseline Language Access Surveys: 1) cne of community-based organizations warking
with immigrant, monolingual and LEP individuals to gage awareness of laws and processes,
satisfaction levels; experience, suggestions and community capacity, and 2) the other of city .
departments and how they provision services to these populations. The surveys were
conducted to help inform OCEIA of service gaps and were used to provide feedback to
department LAO Liaisons during 2012 annual training sessions. Survey participants from the
community and the City overwhelmlngly expressed interest in collaborating and developmg
joint solutions to increase access.

Language Services Unit (LSU) - In early 2011, OCEIA established the Language Services
Unit (LSU). Initiated by the Board of SupeNisors and community advocates, the LSU was
created to provide high quality, 24/7 translation and interpretation services during: crisis,
emergency and urgent public safety situations. The LSU has in-house capability in Cantonese,
Mandarin, Spanish and Russian. While the LSU was initially created to provide assistance during
emergency situations, the majority of requests for assistance have been urgent or short-
turnaround assistance for special public information projects, technical advice, and on-site
translations for meetings and hearings. The LSU has provided hundreds of document
translation and on-site interpretatidn services to both city departments and community-based
organizations serving immigrant, monolingual and/or limited-English proficient persons. The
majority of services have involved Cantonese and Spanish translations and interpretations. In
some cases, the LSU has translated or coordinated translations in other languages, including

| CITY AND COUNTY OF SAN FRANCISCO: LAO COMPLIA f\i"EQ;?,CfBGﬁamhgﬁ 3  slPage



Russian, Tagalog and Vietnamese. The unit has also handled walk-in and telephonic requests for
assistance, and reached over 10,000 LEP/monolingual city residents through multilingual
community events, meetings and convenings. '

Mandatory Citywide LAO Training - San Francisco is the only local jurisdiction with a language
access law that that also requires mandatory training of city departments. OCEIA requires this .
as part of its 'oversight responsibilities and city departments have been overwhelmingly
supportive, attending sessions for the past three years. All Tier 1 and many Tier 2 city
departments attended an interactive 2012 Language Access Ordinance Training, which also
featured community feedback, survey results, and opportunities for department
representatives to interact directly with advocates and experts. Annual trainings include the
importance of language access, changing demographics and general legal requirements, sharing
best practices, challenges and solutions, general tools and resources, and hands-on, interactive
sessions for Tier 1 departments on how to complete annual compliance plan reports. The
trainings allow OCEIA to gather direct feedback from departments on compliance challenges
and innovations.

Technical Assistance to City Departments - OCEIA iricreased ongoing technical assistance to
Tier 1 and other city departments, including recommendations for wording of notices and
signage, in-house translation and interpreter services, and identification of community and
external resources and-. low-cost solutions: OCEIA instituted an open-dsor policy .for

LAO training for city departments. LSU senier staff worked closely with Language Line, the
largest and most commonly used vendor, to assist client departments with data collection,
tailored reports, and account/billing management.

Conclusion

San Francisco remains a language access leader but more can and should be done to fully meet
the needs of LEP residents. The impbrtance of complying with language access laws is clear; the
investment in ensuring that all San- Francisco residents and workers have equal access to
information, services and opportunities to participate in meaningful and relevant ways is critical
to our future. ' '

Language Access in San Francisco is part of a broader public engagement vision that links access
to meeting core community needs, supporting immigrant integration, and encouraging civic
participation. By supporting community-based efforts to articulate needs and develop relevant,
culturally appropriate solutions; providing tools and access for meaningful and relevant
participation; and leveraging collaborative efforts among city departments, officials and
community leaders, the City can ensure that every resident and worker benefits from and
contributes to San Francisco’s overall success and well-being.

Language access should be a normal part of doing business with local government'. The City’s

goal is to communicate effectively with all its diverse communities and residents, regardless of
the languages they speak.. -

‘CITY AND COUNTY.OF SAN FRANCISCO: LAO COMPLIANCE RERDRE; #fiarch 2013 - JiPage



KEY FINDINGS

All Tier 1 departments are required by the LAO to file annual compliance plans with the Office
of Civic Engagement & Immigrant Affairs (OCEIA) by December 31 of each year. For this report
_ period, and going forward, Tier 1 Departments were asked to submit their annual plans by
December 15, 2012 to allow time for clarifications and corrections with LAO Liaisons before the

holidays.

¢

Overali campliance - In general, Tier 1 departments continue to make good faith effo rts to
comply with the LAO and recognize the importance of identifying and better serving LEP
residents. All 26 Tier 1 departments filed complete compliance plans for this report perlod
— 24 departments (92%) submitted their reports by December 15, 2012, and the remaining
two departments submitted their reports by December 18, 2012. Additionally, all Tier 1
departments participated in OCEIA mandatory training sessions held in September 2012 and
several consulted regularly with OCEIA staff throughout the year. Several departments also
req'uested tailored training sessions for their respective staffs.

Consistency in data collection processes, tracking LEP client information and reporting

relevant data - Departments are required under the LAO to use one of three methods te

etermine the number of LEP clients: 1) surveys, 2) at the point of service, and/or 3) records
from Language line or other telephomc language translation vendors contracted by the
department. Over the last two years, departments have reparted significant improvements

_ in data collection for LEP clients served. Twenty Tier 1 departments (77 percent) used one

or more of the methods listed in the LAO to track clients; and four departments (15
percent) made improvements in the data collection process, relying less on annual
estimates from the U.S. Census Bureau and tracking actual phone calls received by the

department.

Tier 1 departments reported servin-g fewer LEP clients in FY2011-12 (7.1 percent of total
client interactions) compared to 8.9 percent in FY2009-10 and 11.2 percent in FY2010-11.
This is inconsistent with U.S. Census and other data which do not indicate lower demand or
fewer LEP numbers. The decrease in reported LEP client interactions is likely due to 1)

- changes in tracking methodologies used by departments and/or 2) lack of continuity in

Cf"""

reporting due to staff turnover and reassignment of LAQ Liaisons.

Ninety-two percent of departments reported that they either currently track LEP client
demographic information or plan to track in the future, a significant increase from the 69
percent reported across Tier 1 departments two years ago. However, departments still face
significant challenges in tracking clients served by supervisorial district. Even with an eight
percent improvement over the last two years, only 31 percent reported LEP client
interactions disaggregated by supervisorial district for this report period. :
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¥ Bilingual public contact staff capacity - Tier 1 departments reported 3,247 total bilingual
public contact staff, a 5 percent increase over the last two years. The percentage of bilingual
public contact staff in relation to total public contact staff remained relatively stable at 24 -
percent, a 0.3 percent increase over the last two years. The most commonly spoken
languages by bilingual public contact staff were Spanish (8.9 percent of total public contact
staff), Cantonese (5.7% of total public contact staff), and Tagalog (2.6% of total public
contact staff).

¥ Consistency of hilingual staff training - Fifty-four percent of departments reported that
they -offer training for bilingual staff, a 12 percent improvement over the last two years.
However, content, breadth and depth of training offered to employees continue to differ
significantly among departments, ranging from basic language courses available through
City College or standardized terminology and usage, to more intense language assistance
training keyed to requirements of the LAO. '

v Emergency and crisis situation protocols - Sixty-two percent of Tier 1 departments
reported working regularly with clients in emergency or crisis situations; of those
- departments, 75 percent have written protocols for serving LEP clients in emergency -
situations. Overall, 50 percent of Tier 1 departments have written protocols for serving LEP
clients in emergency situations, a 12 percent improvement over the last two years.
However, despite the emphasis during mandatory LAO trainings over the past three years
that protocols are essential, 35 percent of departments report still not having protocols of
any kind to serve LEP clients in emergency situations.

¥ Language Needs - LEP client interactions by language remained consistent for the past two
years, with Cantonese as the most common language spoken by LEP clients (48 percent),
followed by Spanish (31 percent), Russian (4.5 percent) and Tagalog (4 percent). However,
when compared to general client interactions across all Tier 1 departments, only Cantonese
and Spanish made up miore than one percent of total client interactions (2.6 percent for
Cantonese, 1.7 percent for Spanish). '

v E*mﬁécieé FY2013-14 Expenditures for Language Access Services - Tier 1 departments
reported a projected $8.3 million FY2013-14 budget for language. services, a 32 percent
increase from $6.3 million budget for FY2012-13 and 40 percent overall increase from the
$5.9 million budget for FY2011-12. The significant increase in budget reported in the last
year may be due in part to the new budget category added for departments to report on
other associated costs, including special projects and grants, related to improving language
access services. This category accounted for $1.2 million of the total projected FY2013-14
budget (14 percent). On-site interpretation and bilingual employees remained the largest
expenditure categories, 39 percent and 32 percent respectively. Over the last two years, the
most dramatic growth was in on-site interpretatidn services, which increased by 53 percent,
from $2.1 million to $3.3 million, and surpassed compensatory pay for bilingual employees
as the greatest expenditure category.
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v Public notification of language access rights and complaint procedures - Fifty-four percent
of departments indicated that they do not publically post procedures for accepting and
resolving complaints of alleged violations of the LAO. However, 100 percent of Tier 1
departments reported that complaints are accepted in person, by phone, and in writing via
U.S. mail. While departments reported 18 complaints of LAO violations in the past year, only
a fraction of the complaints were forwarded to OCEIA as required by the LAO. Community-

~ based organizations, however, report numerous anecdotal incidents of insufficient language
access, lack of in-language complaint information, slow response to requests for language
assistance, and clients who were turned away by departments. Factors that may influence
the low number of reported LAO complaints remain the same: limited public awareness of
language access rights and complaint procedures, unavailability of translated language
rights and complaint information, lack of access to the Internet, and inability to navigate
and access information on English?based websites. Educating both city departments and the
LEP client populatidn remains vitally important. -

v Self-Assessment of Adeguacy of Internal ?mce&aes and Continuous [mprovement - Eighty-
v five percent of Tier 1 departments reported that their current processes to facilitate
communication with LEP persons are adequate and all Tier 1 departments provided goals
for improving language access or planned improvements for serving LEP clients in FY2013-
14. However, many departments reported that they plan to maintain current levels of
service, or provide the same goals for each year, such as developing written protocols,
seeking additional bilingual staff or providing bilingual certification for staff. Departments
may require additional guidance or assistance in accomplishing goals and addressing .
deficiencies in procedures and processes required by the LAO.

¥ Written nolicles and quality contrel - Seventeen Tier 1 departments (65 percent) provided
~written policies for serving LEP clients, an 11 percent increase over the last two years. Of
the nine remaining departments, six indicated that written policies were under
development. Sixty-two percent of Tier 1 departments reported having quality controls for
bilingual staff, a 4 percent increase over the last two years.

Overall, departments remain inconsistent in applying objective evaluation criteria for
quality control; three departments reported not having quality controls this report period,
despite indicating in previous reports that quality controls were in place. Most departments
relied solely on the certification testing administered by the Department of Human .
Resources to serve as quality controls. The DHR certification process only tests for basic
Ianguage ability and is not an indicator of ongoing translation/interpretation accuracy and
competence

!;_)
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. LAO REQUIREMENTS

The Language Access Ordinance (LAO) was enacted in-2001 to ensure equal access to city
services for all San Franciscans, including those with limited proficiency in English. The LAO
imposes on Tier 1 City departments the obligation to use sufficient numbers of bilingual
employees in public contract positions to provide the same level of information and services to
Limited English Proficient (LEP) persons as they provide to English speakers in each Iahguage
that meets certain language thresholds.4

AH departments designated as Tier 1 must comply | All other city departments not specified as Tier 1 that
with the full extent of the Jaw and submit Annual | provide information or services directly to the public
Compliance Plans to the Board of Supervisors, Mayor, | must comply with minimum requirements of the LAO.
and the Immigrant Rights Commission through the | Based on the extent of their work with the public, the
Office of Civic Engagement & Immigrant Affairs. ’ following departments are considered Tier 2 (Itst not
. : limited to these departmenfs}

1. - Adult Prohation Department

2. Airport (San Francisco International)} 1. 311 , :
'3.  Assessor Recorder {Office of the) 2. Animal Care and Control

4. Building Inspection {Department of) 3. Child Support Services

5. Building Management (City Hall) 4, Department of Children, Youth & Their Families

6. District Attorney’s Office 5. Office of Citizen Compléints

7. Elections (Department of) ] |6, City Administrator’s Office

8. Emergency Management (Departmento | 7. City Attorney )

9. Environment (Departiment of the) 8. Clerk of the Board of Supervisors

10. Fire Department -9.. Office of Contract Administration

11. Human Service Agency ' 10. Controller’s Office -

12. Juvenile Probation Department 11. County Clerk

13. Mayor’s Office of Economic and Workforce 12. General Services Agency

- Department 13. Human Resources

14, Municipal Transportatlon Agency 14, Human Rights Commission

15. Planning Department 15. Office of Labor Standards Enforcement

16. Police Department ‘16. MayorsOfﬂce '

17. Public Defender’s Office 17. Mayor’s Office of Criminal Justice

18. Public Health {Department of} 18. Mayor's Office Qn Disability

18. Public Library {San Francisco) 19. Mayor's Office of Housing . .

20. Public Utilities Commission 20. Mayor's Ofﬁcé of Neighborhobd Services

21. Public Works (Depariment of) 21. Medical Examiner '

22. Recreation and Park Department 22. Port of San Francisco

23. Residential Rent Stabilization and Arbitration 23. Office of Public Finance

Board 24. Purchasing ‘

24.  Sheriff's Office » v 25. Office of Small Business

25, Treasurer and Tax Collector {Office of the) 26. Department on the Status of Woman

26. San Francisco Zoo ' 27. Department of Technology

4 Départments must provide information and services in each language spoken by either a Concentrated or Substantial number
of Limited English Speaking Persons. “Concentrated Number of Limited English Speaking Persons” means either five percent of
the population of the district.in which a covered department facility is located or five percent of those persons who use the
services provided by the facility. Section 91.2(e). “Substantial Number of Limited English Speaking Persons” means either
10,000 city residents or five percent of those persons who use the department’s services. Section 91.2(k).
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Following is a summary of key requirements under the Language Access Ordinance for all city
departments that provide information to the public.

Nouyew

v

" Post notices in public areas of facilities. _
Ensure translations are accurate and appropriate.

Inform Limited English Speakmg Persons who seek services in their native tongue of the|r right to request |
translation services from all city departments. ‘

Translate all publicly-posted documents related to (1 ) serwces ‘provided and, or affectmg a person’s rights to,
determination of eligibility of, award of, denial of, or decrease in beneﬁts or (2) services into the languages
spoken by a Substantial Number of Limited English Speaking Persons ]

Designate a staff member for quality control. :

Oral interpretation of any public meeting or hearing if requested at least 43 hours in advance

Translate meeting minutes if (1} requested; (2) after the Leg!slatwe body adopts the meeting minutes; and ( )
within a reasonable time period thereafter.
Allow complaints alleging violation of the LAO.

Document actions to resolve complaints and maintain copies. of complalnts for not less than 5 yeats A copy ‘
shall be forwarded to the Immigrant Rights Commission and OCEIA within 30 days of recelpt

In addition to meetmg the above minimum requxrements Tler 1 Departments must also track and provide the
following information in their annual plans:

N

O G

Total number and percentage of limited English speakmg persons who use the depa‘tment s services IISLed by |

. An assessment of the adequacy of bllmffual staff pubhc contact posstlons
11,
i2.
13.
14,
15,
16.
17.
18.
- requirements above.

‘Changes between previous Plan submittal and current submittal.

fanguage.

Total number and percentage of limited English speaking clients residing in the super\nsorlai district in which
the department is located who use department services, listed by langLage

A demographic profile.

Total number of public contact positions.

Bilingual public contact positions.

Language access liaison. -~

Telephone-based mterpretatlon services, ,

Protocols to communicate with hm[ted English- speakmg clients.’ : :

Employee development and’ trammg strategy, and quahty control protocols for bl!mgual employees and
individuals in crisis situations. S : - S

List of all designated bilingual staff assigned to review accuracy and approprrateness of translation materials.
List of the department's written materials required to be translated by Ianguage ‘
Written copies on providing services to Litnited English Speaking Persons.

Procedures for receiving and resolving complaints of any alleged violations of the ordinance.

Department goals for the upcoming year and a comparison to the prevxous year s goals.

Budget allocation and strategy :

Any information requested by the . Immigrant. Rights Commission necessary for 1mplementma listed
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V. CITYWiDE COMPLIANCE REVEEW AND
METHODOLOGY

As amended in 2009, the LAO requires OCEIA to ensure citywide compliance with language
access laws and to provide a summary report each year to the Immigrant Rights Commission,
Board of Supervisors and Mayor indicating which Tier 1 departments have filed their annual

language access plans.

In 2009, OCEIA developed a standardized compliance plan fbrm to simplify the reporting
process and facilitate analysis across diverse Tier 1 departments. The mandatory reporting
form, which is based on €hapter 91 of the Administrative Code, is divided into three sections: 1)
Departmental Results, 2) Language Access Planning and, 3) Language.Access Documentation.
Tier 1 departments must complete the form and provide relevant attachments to supplement
the information requested, including written policies, assessments, goals, and protocols for -
emergency situations. = All compliance plans must be reviewed and signed by respective
Department Heads. ’ : '

'LAO COMPLIANCE METHODOLOGY BY FISCAL YEAR

JuLy {Qz* JULY: First notice

sent to depis.

SR« JIEE: Review &UG: Second reminder.
and revision of
reporiing process and

guidelines,

SEPT: MANDATGRY |
| TRAINING.

O07: One onone
dept. cotisultations
fhrough Dee.}
BN Reminder for
rept deadline,
_BEC: Anal reminder,

(28)

IP&%R. 12 LAD SUM MARY
REF‘GRT DHE . i

LATE JAH-FER: Oraf:
ared review report.

JSRAFER: Eate submissions ‘ . EEE. 1‘5. COMPLIANCE |
and follow-up with depts. - DARL {E@g@ Rgpgg‘fg [}L!E
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FoIIowrng is an overview of the LAO Process

Mandatery
Training

| Since 2010, departments have been requrred to attend mandatory training sessions. OCEIA

developed the training to reinforce LAO requirements and ratlonale Two Ievels of interactive

{ training are provided: . »
1 Mandatory Tier 1 training to remforce and clarrfy compllance reportlng requrrements The

trainings include information on collectlng, monitoring and reporting language servrces for
each ‘department. Tier 1 departments are trained on LAO legal requirements, Ianguage
access rlghts complamt procedures and cost-effective methods of trackmg data. E

+ General training to familiarize all departments providing mformatlon to the publlc (Tler 1,
Tier 2 and interested parties) with local, state and national legal requirements, LEP
demographics, and an overvrew of San Francisco’s LAO. Departments are encouraged to
‘participate in dialogue and share best practices, challenges and lnnovatlons :

+ In September 2012, a third component was added to the mandatory training to lnclude-
communlty feedback panels and rnteractlve discussion.

Reporting |
Period

Comphance plans from Tier 1 departments are due on December 15 of each year.
Departments report data from the previous complete fiscal year (July 1 to June 30).
Reminders are sent to department heads and liaisons several times during the year in
advance of the filing date. The summary compliance report prepared by OCEIA is due on
March 1 of each year to the Mayor, the Board' of Supervisors and the Immigrant Rights

Commission (IRC)

Subrmission of
Annual
Campliance
Plans

Once |ndrvrdua| Tier 1 department plans are submltted they are revrewed by OCEIA staff for

_ completeness and aceuracy. Incomplete reports are not accepted and departments must
“first correct their plans before resubmitting.- :

Annual Plan
Review and

OCEIA conducts a thorougianalysis and comparison of all submitted data. Individual

department reports are recorded and the annual summary report is prepared and reviewed

Analysis

several times. AnIRC adwsor reviews the data sections ofthe summary report in advance )

Jdmmigrant’
Rights
Caommission
G\rersig’ht

i The [RC reviews crtywrde compllance WIth the LAO and may conduct a Jomt hearlng wrth the

Board of Supervisors. The Commission is responsible for conducting outreach to LEP persons

| about their rights under the law; reviewing complaints about alleged LAO violations; working

with Departments to resolve complamts and maintaining records of complaints and their

i resolution; coordinating a Ianguage bank for Departments that choose to have translatlon
i done outside the Department and need assistance in obtalnrng translators and reviewing
' Annual Complrance Plans Most of this work is conducted by OCEIA staff on behalf of the IRC

Public

Hearings aon

By lune SOth of each year, OCEIA may request a Jomt publlc hearlng wrth the Board of

Supervisors and the tmmigrant Rights Commission to assess the adequacy of the Crty s ability

Language to provide the public with access to language serwces The Board of Supervisors may link LAO
Access compliance to the annual budgeting process. '
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V. DEPARTMENT COMPLIANCE DATA AND PLANS

This section provides a compilation of data provided by Tier 1 departments in their annual
compliance plans for fiscal year 2011-2012 {year ending June 30, 2012), submitted on or before

December 15, 2012 as required by the LAO.

Each department was asked to respond to a

standardized set of questions contained in the annual compliance plan form. The following
table is a guide to departmental abbreviations and symbols used throughout this section.

Tier 1 Degartments Abbreviation Key

APD = Adult Probation Depa:rtme.ﬁt_

ENV = Department of Erivirphmé:nf

"1 RPD = Recreation and Parks Department

ASR = Office of the Assessor-
Recorder

HSA = Human Services Agency

SFFD = San Francisco Fire Department

CHBM =City Hall Building
Management

JUV = Juvenile Probation Department

SFO'= San Francisco International Airport

-DA = District Attorney’s Office

MTA = Municipal Transportation Agency

SFPD = San Francisco Police Department

DBI = Department of Building
Inspection

OEWD = Office of Economic/Workforce
Development

SFPL = San Francisco Public Library

- DEM = Department of
Emergency Management

PDR = Public Defender- - -

- SHF-= Sheriff's Department

DPH = Department of Public Health

PLN = Planning Department

TTX = Treasurer and Tax Collector {Office

of)

DPW = Department of Public Works

PUC = San Francisco Public Utilities
Commission

Z00 = San Francisco Zoo

ELEC = Department of Elections -

RNT = Residential Rent Stab|hzat|on and
1 Arbitration Board

%_arfg&aga Abbreviztion %(ey

CAN = Cantonese -

SPN = Spanish

MDRN = Mandarin

TAG =Tagalog

RUS = Russian

VIET = Vietnamese .-

Report Legend

V= Complete information .

requirements

- = Did not provide information or d|d not meet

I,"-‘ = Partial/Incomplete information provided
AVG = Average )
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A. ‘ Compliance with Filing Bead!iﬁe & Mandatory Training

The LAO requires all Tier 1 departments to submit annual cbmpliance plans by December 31 of
each year. For this reporting period, OCEIA requested that all Tier 1 departments file their
reports by December 15, 2012 to allow adequate time for corrections and clarifications. All 26
Tier 1 Departments filed compliance plans, with 24 (92%) filing on time and the remainder filing
by December 18, 2012. All Tier 1 departments attended mandatory training in the fall of 2012
conducted by OCEIA. In summary, overall compliance, timeliness of report submittal and '
mandatory training attendance were very good. ‘

Table 1 reflects attendance at mandatory training, timeliness of report submittal, and the inclusion of key
' components required for compliance plans.

Tahie 1. Summary o

EP
APD N v v v v v v v
ASR v 4 v |V v v v v
CHBM v Vv ~ v v \ Y ~
DA v N v N v v v v
DBI v v v v N v v v
DEM v N v Y v v v ¥
DPH N v v v v v | v v
DPW v v Y v v v v v
ELEC N v v v v v v v
ENV N v v v v Iv v v
HSA | v N v v v v v v
Juv v y v v v v v v
MTA v v v v v v v v
OEWD | v v v v v v v ~
PDR .|V v o v v v v R v
PLN v - v v v v v I v
PUC v v Vo v v v v v
RNT v v v v v v v v
RPD v v v ~. v v v o |~
SFFD v y v v [v v v v
SFO v v v v v v v o~
SFPD v v v v Tv v v v
SFPL N v v v v v V- v
SHF |v N v v v v v y
TTX v 1y v N v v v v
Z00 v i v v v v v ~
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B. Summary of Changes

Table 2 summarizes changes from the previous year’s annual compliance plans as reported by departments. Tier 1
departments were asked to describe 1) planned improvements for providing fanguage services; 2) barriers to
complying with the LAO and proposed solutions; and 3) planned redistribution of resources to meet gaps in
providing language access services. Twenty-two departments (85%) reported improvements in providing language
services.

Table 2. Summary of Chan

es from FY 11-

2 in Language Services Provided b\g Departments
MPROVEMENT: Lt ke .

EDISTRIBUTION OF

APD APD reissued . policy : The updated policies | None - = The department is able
{2.01.04 ~ Personnel | advise APD staff - on L lto -~ make  staff
-Assignments: Bilingual | how- to prd\)ide reassignments. - when

Premium  and policy | language. services to i necessary and  seek
3.06.02 Client Rights and ! clients. In. addition, 1 assistance from bilingual
Access  to Services: | the newly designated ’ staff.

Language ~ - Access  for ; Spanish and Cantonese ‘

Limited English LangUége’ Deputy  Probation

Speakers. APD hired 20 | Officers will provide
new Deputy Probation | additional resources for
Officers and designated 6 | Jinterpretation and
as Spanish speaking and 1.| translation services.

___| Cantonese speaking. R B e
ASR Reinforced bilingual staff | The annual Notice of | Lack of ;| ASR can increase
by adding two more DHR- | Assessed Value letters | demographic data | publicity of LAO services,
certified -empleyees for i and FAQ’s ~are also | for customersand | provide  training to

SPN, 'CAN, and MDRN | translated to | lack of funding | bilingual staff, survey
bilingual = translation | accommodate the | available for | and assess client needs,
services. Japanese speaking i additional monitor effectiveness of
| community. -translation 3 existing programs and
i services.- | provide additional
: _ - : © . ] access toinformation.
CHBM | Brochures translated into | City ‘Hall will have a | None , "1 Call 311, :

CHN, RUS; and SPN to | welcome sign in English
accompany the City Hall | and brochures in CHN,
welcome sign. : | RUS, and SPN located
' tat all entrances. The
| implementation of the
| complaint  procedures
| log is in process for the
‘next calendar year.
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DA DA prioritizes - hiring | The DA has required | Finding wide and | The DA has a list of
bilingual staff in public | increased resources for | varied l'anguage those capable of
contact positions and the | translated materials | skills among the { providing language
use of Language Line  and placement of : specialized staff | translations that can be
telephones. 1t increased | bilingual staff in key | employed by the | called to a particular
outreach programs and { public service positions | office. ) -part of the office when
production of bilingual { and increased needed. Eight language
and trilingual materials for | translated materials lines are also available
the public through the ; overall. throughout the offices.
work of the Victim
Witness Advocacy unit. ‘

DBI DBl added SPN and CHN | DBl maintains - its ; Recovering from ; DBI - established times
language .customer 1 designated bilingual | the recession has i where public counters
information brochures for | staff level "and | resufted in re- | are staffed with bilingual
its Code ‘Enforcement 'continUes to participate | hiring challenges, | personnel to meet and
Outreach" Program and | in community outreach | and  makes it | respond to 'peak
Voice-Activated ' vopportunities to inform | difficult- to have ; demand.  Designated

| Scheduling Inspection | residents of additional ; the - bilingually | bilingual -~ staff = are
System. It reported a | language assistance its | competent staff | assigned thrqughout the
significant increase in total | staff is able to provide. | required. divisions and supervisors |
in-person and telephonic ' : can call upon such staff
language assistance. " | as-needed.

DEM None ' None None No plans te redistribute

: . resources at this time.

DPH: The report’ provides | SFGH Interpreter | HIPAA regulations i No plans to redistribute
updated budget | Services are . available :prohib'it use of j resources at this time.
information = and = an ! to all Health Centers | Internet-based . ' '
updated fist of bilingual { and Laguna - Honda ; video o
‘employees. Hospital. DPH has had | communications.

o very good success with ! It is also costly to
polycom phones - at | expand. " VM! to
i locations where  VMI | other locations.
i (video monitor ’ T
interpreters) - is  not
: . _ | available. . : : L |

DPW . DPW translated its | DPW successfully | None No plans to redistribute
harassment - prevention delive’red Title VI resources at this time.
training materials into | Education = Workshop
CHN and SPN for line staff | Trainings to 1,158 DPW

| and new-hires. In the past | employees and
year DPW trained 1,158 | administered a Public
‘employees and tracked | Participation Survey
demographic information { distributed at all
of participants ~ . at | community meetings.
community meetings. :
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ELEC ELEC expanded the criteria i ELEC - recently | None 1 'None at this time;
for _identifying precincts. rea_h‘aiyze'd_ “its  voter | . | however if staff
‘that may- need !anguage inforrﬁation .to target ,reaésignments‘ - are
assistance  on  Election ‘precincts not previously i ‘necessary, ELEC can seek
| bay, and established.; identified for language | assistance from bilingual
Community  * Network | assistance. * ELEC also’ staff. . '
meetings for cdmmunityf_' establ_ished' " regular S
based " organizations | meetings. . -with
serving  Chinese-" and | community-based
Spanish-speaking | organizations. (CBOs) to
- communities  to “share | discuss how to best
idéas on how to increase | reach out to the City’s
awareness of - and | diverse communities
participation in elections. | and .- disseminate.
. ' information.
ENV ENV  increased  “in- | ENV increased | None None
language” documents | translation of nhews
available on the website | releases-and advisories,
and - developed and | partnered with
implemented targeted “In- { organizations to
language” education and | increase ethnic media |
outreach campaigns. i participation and
' : incorporated LAO
! awareness in program
planning to ensure that
it was addressed in the -
1 design process. :
HSA Caseload data is updated | HSA re-contracted it | HSA wanted to | HSA's  services and
' and new m:ethodology is-| language - services, translate its i community partner
being used to reduce’| resulting in multiple | entire web page; ’relvation'ships _Can' be
possible duplication  of ‘providers.. These are | however, this has: leveraged to  meet
clients. E “lalso now designated | proven to be too | language service gaps.
o |.staff  within | Labor | costly. It is now | :
Relations. responsible looking ~ into |
“for. . handling | translating.  key
“translation. ' ‘programmatic
: ' pages: and listing
resources .. and
contact
: , : information. , ‘
“Juv No substantial changes. The Chief re-issued | Lack of personnel : To use internal, existing
department. memo i to. perform on- resources to maximum
i articulating the value of | site translation | advantage and  to
serving clients in their { services. ; continue ' implementing
| primary language. ' the best-practices
regarding language
access developed over
the past 6 years.
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SR Lol sihe SOLUTIONS
MTA | Provided updated | MTA expanded Increased o SFMTA bilingual staff will
demographic information; | Language "Line access; | resources ‘would continue  to . provide
updated . information for | expanded multilingual | allow " additional | written  and  oral’
public contact employees ' content on its website; | document ' Iahggage assistance as
and language Vcapabili_t'ies; ‘translated . additional | translation = and | needed and appropriate.
and updated the Language | materials, ' and | more multilingual | ’ -
Assistance Plan. ' conducted 12 language | public = contact
' {"access training sessions | staff, which .|
for its staff. would = offset |
o some translation.|
‘ costs. - Co : S
OEWD | Addition of bilingual staff | OEWD hired additional | Lack -of bilingual | OEWD - will evaluate its
: and translation feature to | bilingual staff since the | staff and | materials and " supplies
the office's website. previous LAQ plan. The | resources to train | budget to identify a
Workforce Division | current staff. training budget as well
| added a ' translation as contract budget _fdr
feature to their website i ¢ language services
that includes over 30 i vendors.
languages. ‘ :
PDR None None None No plans to redistribute
resources at this time.
PLN Introduced and. assigned { None . i None PLN will identify next |
communications manager | N - fiscal year.
as Language Access
Liaison. o
| PUC | PUC implemented | PUC implemented | None 1 PUC plans to partner
Language' Line, multi- | Language Line services ' _with. OCEIA "staff for
language LED streetlights | in the office and on the + further ‘language
campaign, .- outreach | field, and developed zsuppo"rt. ot also
campaigns, and -bilingual ; emergency crisis i implemented Language
' sur\'/e‘ys‘ for the Urban. pro{ocols - and | Line - services - for key
| Watershed Program- and | procedures to  LEP | department  divisions
Sewer;: ' System i population. ' jand plan to expand
Imprb\’/ement,Program._:-,; SR availability . for’ more
: B ; , _ : | employees. -
RNT RNT updated numbers for { RNT  continues  its | Seeking qualified | RNT has significantly
its yearly language access i-strategy of  making ; applicants for | increased its budget for
needs - survey and | more ~ documents | positions | language  access to
{ telephonic translation | accessible” in more.| requiring - a | better assist the
services usage; updated i places to try to better | langusge special | community.
performance measures for | meet the needs of its : condition. ‘ '
language access; and | LEP clients.
updated the sections on |
demand for interpreters.
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RPD . RPD reported - increased i None None ' No plans to redistribute
' interactions ~ with  LEP ' resources at this time.

individuals, ‘more

comprehensive translation |

of written materials, and a |

‘move toward providing |

translation -services at

program registration sites. :

SFFD SFFD obtained its own | SFFD obtained its own | Absence ~of a | SFFD can review staffing

: telephonic interpretation | Language Line account, | current bilingual | to ensure that there are
service account, revised | conducted an internal | certification sufficient “bitingual
its calculations for client | language survey, orally | testing and | speakers in critical
demographic  estimates . translated voicemail | [imited  funding | languages in each
and is working with the | message on i for translated | district.

Department of Human | department's mainline, | materials.
Resources to conduct a | and posted translated
new bilingual certification | materials  on its
testing to fill vacant | website.
) positions. '

SFO Signs regarding i FAA Audit regarding | None i No plans to redistribute
nondiscrimination as | Title VI comgliance | resources at this time.
required by Title IV of the preformed at SFO. in
Civil Rights Act of 1964 | March - 2012 -included
and Language Line ; review of LEP language
translation services | accessibility. o
availability ‘are = posted
both pre and post-security
in the terminals and at

o information desks. - : : .

SFPD More  accurate  data | SFPD is Jooking into ! None No plans to redistribute |
compilation .from three ; options to -streamline resources at this time.
sources: Computer | the data gathering and ' '

Assisted Dispatch” (CAD) recording process.
records, telephonic | c ’
interpretation records, |
and a two-week Airport |
Bureau survey. )
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‘SOLUTIONS

in FY2013, SFPL will

The process of

SEPL will allocate public

SFPL SFPL . analyzed - Census »

‘data, identified translation | realign service areas to | expanding print ‘contact positions = with
vendor options, . revised i meet with Census | translation - language ~reguirements
patron complaint/ | tracts. The ‘tra'nslation requires . aas needed,‘deéignate a
comment  tools, and i project, a review- with |- significant T bljdget for cultu’ralr
reviewed policies for LEP | the goal of increasing amount of staff | competency ,training;"i_
| access. : i and ~ streamlining | time ‘and | add - telephonic  and |
) | translation processes, | numerous steps | expanded . print/in-

| was completed in April | that may be | person translation _if

12012.  Systemwide | simplified with a | able, and modify existing

'_“S'ugges‘tions & | centralized entity comment/ﬂco'mpllairit_-

| Comments" form was | to oversee ‘this | process and instruments

" l'edited to  address . process. ' to capture complaints

i complaints regérding about language access

language =~ access and the LAO. -~

v barriers. o T ,

SHF SHF changed to an after- | See previous. None No plans to redistribute
hours phane system which resources at this time.
allows the caller to hear
the announcement in
English, Spanish, and
Cantonese.

TTX TTX implemented the use ; The use of Language | Staffing changes |-No plans to redistribute
of language Line and | Line, staff training, and and . changes in | resources at this time.’
trained staff on its use. It | use of 311 for customer | department ‘
is in the process of | services has improved : forms has !

translating forms into | customer service. delayed
Spanish and Chinese, and EE .| translation.
the phone bank has been ¢ o
transferred to 311 which
has - a comprehensive
translation system. . . e L
200 Z00 is still in  the ! ZOO "~ is reviewing | None - No plans to redistribute
' development stage of the | options for capturing | resources at this time.
Annual Compliance Plan. ; demographic
The process to capture ; information regarding
demographic information i LEP clients served.
related to requests and .
complaints that are |
submitted by an LEP client
| will be developed and "
reviewed - per legal .
parameters.
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C. Demographic Data Tracking

As amended in 2009, the LAO requires Tier 1 departments to report various demographic data.
Tier 1 departments are mandated to provide statistics on the LEP population served by each
department and a breakdown by supervisorial district. This section groups reported
demographic information, with a speCIaI emphasis on data for Limited English Proﬁuent (LEP)
individuals. : :

-Tier 1 departments do not utilize a standardized method of tracking general and LEP client
information. Departments still struggle in some areas of data collectlon including collecting
information by supervisorial district.

1. General Demographics & Tracking Methods- Table 3 provides an overview of the general client population
served by each department, as well as how each department tracked the number and characteristics of their client
populations.  Twenty-two departments (85%) reported developing mechanisms to regularly track client
demographic information. Tier 1 departments serve a wide range of city residents and also describe their clients
with a wide range of variables (age, race, language, occupation, et cetera). For this report period, most Tier 1
departments made an effort to track language data and track some specific demographic data via departmental
programs. For example the Department of Elections tracked demographic information included in voter
registration records, and the Department of Public Health tracked information through patient intake.

] RIMARY CLIENT :
APD Adult. maies between the APD tracks age race, gender and -language
Co age of 25 and 45 years old. information through client intake.
ASR Does not track. Does not track. -ASR tracks demographic information through:
' in two categories: ‘Notice of Assessed Value
: letters, which can be requested in various
languages; and Language Line StatIStICS
CHBM | City Hall tenants and City | Vendors.  and the None :
| and County of San Francisco | general public.
employees. g : v
DA Victims and witnesses of | None DA. tracks  information through: Victim
crime. ' Witness  Unit; - FOPP.  (First Offender
' | Prostitution  Program); and  Consumer
" Mediation Program. These programs’ track
oo ‘ language spoken, among other information.
DBI - Contractors,  design | Homeowners or those | DBI tracks the number of CHN and SPN
professionals,. developers | who have a. specific | bilingual phone calls received, and tracks the
and other City agency staff. | need _"or . one-time | number of customers assisted in person.
Many  have  multiple | project. This clientele .
projects and-are in the [is more likely to
department on a daily basis. | include LEP persons. . L : :
DEM | First responders, residents, | Members of the public | DEM gathers information on the languages
visitors, and workers of all | who receive ; spoken by the 9-1-1 callers who require
demographics who call 9-1- | information through | translation services.
i 1 for emergency services. the City’s 72hours.org ’ '
website, events, and
updates through the -
AlertSF system. '

'Eii%‘v"}éza%éé"éém{z%?'éééﬁ;}{éé,é&'ééééd{L'a'o"Cé;\;;ééié;elkiééé%’é%érégéf&{'"z'sié"""' S



'PRIMARY CLIENT: | SECONDARY CLIENTS . TRACKING METHOD
SF. residents  requiring | None DPH tracks Race, Ethnicity, Language, Marital
_medic_al/behavibrai health Status, Age, City of Residence, - State of
services and anyone Residence, Homeless Status, Flnanr:lal
requiring trauma services in Information (used to determme ehglbmty)
San Francisco and northern and Family Size.

: San Mateo County. : . .

DPW Residents, non-resident | Workers, students, | DPW tracks and monitors demographic
homeowners, “client | and visitors/tourists to | information at all agency-hosted community |

-agencies and businesses. San Francisco. meetings. Agency representatives complete
: a visual tally of participants and participants
voluntarily complete a survey. DPW also
tracks requests for language assistance via
walk—in customers and by phone calls.

ELEC Registered voters: age 25- | None ELEC tracks addresses, date of birth, political
44; Party Affiliation: party = preference, ethnicity/race, - -and
Democratic/None. language preference through its voter

registration system. o

ENV San Francisco residents. San Francisco | None

businesses. and
property owners. :
HSA Youth, elderly, families, | CalWorks and PAES | In general, HSA captures client’s date of birth |
: veterans, immigrants, and | participants, anyone | race, gender, etthL,, language, income and
refugees: = - » that is at or below address
) ' 200%. of the federal
poverty level.

Juv Juveniles between the ages | Parents and guardians | JPD uses the REGGO method (Race, Ethnicity,
of 11-17 who are arrested | of the youth that ! Gendér, Geography and Offense), which is a
or have been adjudicated of | come under  the i national juvenile justice best practice, and
an - offense and made a | department's also tracks clients by age, primary language,
formal ward of the court.. jurisdiction. category of charge, and length of stay.

MTA San . Francisco residents, | None Tracking methods include: through Language

’ workers, jistudents, local Line usage; requests _b‘y walk-in customers in
visitors, . non-resident the SEMTA Customer Service Center through
commuters, “transit riders, an electronic queue system, QMATIC Q-Win,
automobile . owners  and and ‘number of times mult|hngua| webpages.
drivers. s were viewed. . : :

OEWD | Office” of Small. Business | Office = of Small ; Office of Small Business and the Workforce_
tracks: adult English | Business: Adults : Division tracks various lnformatlon, including: |
speakers, small - business | Spanish & Chinese | gender, race/ethnicity, veterans status, labor
owners; Workfarce Division: | Speakers.- force status, public assistance status,
Adults, dislocated workers education status, etc.

& youth ages 18-24, -

PDR Adult and juvenile clients in | Families of juvenile | PDR inputs a client’s age, race and sex into
the criminal justice process, | and adult clients. ’ the Gideon System after the client has been
and ex-offenders utilizing ‘arraigned and/or interviewed by his/her
PDR's Clean Slate Pr-ogfam. attorney, but this information is not tracked.

PLN Residents, developers, | None None '

' property owners, business
owners,’ tenants,
consuftants, elected and
appointed officials.
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"DEPT. ! PRIMARY.CLIENT. SECONDARY CLIENTS: [ TRACKING METHO 2
PUC Adults, children, seniors, | None "The  Customer Service Bureau CaIl Center.
families and~  business | [ receives- calls via the Interactive Voice
owners/operators - within Response (IVR) and directs calls to five agents.
the City and’ County of San "The PUC tracks the number of calls received
Francisco. ' . in Spanish or Chinese. -
RNT San Francisco ' landlords, | None RNT tracks language requirements through its
i tenants, attorneys and use of . Language - Lline telephonic-based |
advocates who represent i interpreter services and its annual survey of
tenants. LEP clients. , ) ‘
RPD ~ | Youth {Ages 2-18), adults None RPD accesses information via the U.S. Census
o seniors, families, persons when - needed.” "RPD  captures some
-with disabilities, “and low- demographlc lnformatlon from mdrwduals
income families and families who sign up for' programs,
o o including age and income levels.
SFFD Residents,  visitors, or | San Francisco | Beginning November 2011, SFFD has its own
employees who work in San | residents, businesses telephonic interpretation ‘service account,
Francisco or at the San | within San Francisco, | and is now able to track client demographics
1 Francisco International | and visitors to . SF i more accurately. SF international Airport
'~ Airport at-the ‘scene of a | International Airport. : information is tracked separately, using SFIA’s
911 dispatch for a fire, telephonic interpretation services account.
rescue or medical '
emergency. _
SFO . Travelers (only 8.8% -of | None 'SFO obtains information regarding residency,
: : clients surveyed were San ' method of arriving, age,.gender, income,
Francisco residents). =~ | flight destination, and. market destination
' ' through its Annual Customer Service survey.
The survey was conducted in Engllsh, Spamsh
» : Chinese and lapanese. “
SFPD The " entire populatlon of None SFPD - tracks relevant demographlc and
i San Francisco. required information in criminal |
_investigations. The Language Access Officer
tracks interpreted language of person(s)
» served. ‘ ,
SFPL Library .card - holders - are | Patrons who may not {" SFPL patron records include patron age and
‘ primarily adults (71%) and | have an actlve llbraryb zip-code: In FY2013 SFPL is-adding a
children (15%). ,card ivoluntary language preference ldentlfler to
: : S : the Library Card application. R
SHF Adults None ‘Person(s) who require services in a language. .
o . : other than English. -
11X Business- owners, property | Administrative Does. not generally' track subsets of
bw‘ners, and other “adult | support staff of San | demographic lnformatlon within  the
users of City services. . Francisco - businesses | department or for individual service areas;
and property owners | however, there are minor exceptions where
and  industry-related | some demographic lnformat|on is available
- B professionals. for certain programs.
| ZOO Adults, children, families; | None None
' school age children and
their instructors.




2. LEP Clients Served and Tracking Methods- Twenty-three Tier 1 departments (88%) have mechanisms to track
fanguage data: 20 departments utilize one or more of the LAO-allowed methods’, and three utilize bilingual staff to
track the number of telephonic requests for service by language. The three remaining departments provided
fimited client information using partial surveys and report data.

Table 4 compares client interactions between FY 2010-11 and FY 2011-12. The total number of client interactions
as reported by departments for FY 2011-12 was 6,576,749; 469,641 (or 7%) were LEP client interactions, a
decrease of 4.1% from the previous fiscal year. Differences in LEP client interactions may be attributed in part to
the manner in which many departments changed their tracking methods during this report period, shifting from
relying on general U.S. Census data to tracking actual client interactions. :

Takle 4, Two Year Comparisen of Client Interactions

FY2011-1
APD 5,780 388 6.7% 6,131
ASR 37,000 | 1,689 | 4.6% - |36624 ]300
CHBM _ - 60 : - - 110 , -
DA . 20,210 | 3,345 | 16.6% - ' 22,751 3,533 15.5%
DBI - |.60,000 16,786 = |113% . - ' - - -
| DEM . [ 1,017,010 14,337 1.4% 980,032 14,897 1.5%
DPH 139,822 | 44473 - |31.8% 141,362 | 46,8390 | 33.1%
DPW . 805,230 - | 1,045 “loiw - B - T
ELEC [ 503,09 {27240  |54% 468,418 - | 26864 | 5.7%
ENY-  |'8455 . 3,056 . [361% - 12,500 - {2,500 20.0%
HSA 94,413 - 52,241 |553% . 132,814 - | 70,549 53.1%.
Tuv 1,926 89 46% - - 1,723 137 . . | 8.0%
MTA 789,172 . |}506. - . |01% . .. | 700,000 - | 514 . 0.1%
OEWD 5179 .- . {790 . |153% - - T T
PDR -1 29,302 | 2,756 = - |9.4% .- . 25,000 - | 1,500 6.0%
PLN - 32,000 | 148 . | 05% . . 32,000 |96 0.3%
PUC ‘812,826 - |.190,049 .. -|23.4% - - |  |805235- : {281,500 = | 35.0%
RNT 37,272 | 4560 . [122% - 31,0357 |2951 . [9.5%
RPD .. | 65000 3837 . |06% . 45000 ¢ |284 - | 06%
SFED. . | 235440 -~ [ 476 - . |02% - - 186,200 13,726 - - | 2.0%
SFO: .- | 42,000,000 {599 ... |0.0%..°. ¢ 39,000,000 | 2,574,000 | 6.6%
SFPD - - | 812,826 |1875 - |02% - . - 805,235 | 18256 | 2.3%
SFPL . 808,456 | 110,273 | 13.6% . 805,250, - | 117,978 .| 14.7%
sHF 18534 ' 529 . ]29% . 5120; . [ 861 . .. 112.9%
TIX. - ‘12,800 - | 2,607 - |204% . = . i75200 - | 37416 - . | 21.4% -
Z00 - |'225000 |0 . . 0.0% ~ ... 1 225,000 = | 0O : 0.0% .
CITYWIDE - | 6,576,749 | 469,641 7.1% i 5,642,630 | 631,067 11.2%
TOTAL® - ' I

"? Section 91.2 (k) :
s Citywide totals and percentages exclude client population information submitted by CHBM, which did not provide a 'total
client population and SFO, due to its large client population reported. For FY2011-12, SFQ’s total client population constitutes
86% of total client interactions across the 26 Tier 1 departments. Including SFQ’s reported information, the percentages of LEP
clients served for FY2010-11 and FY2011-12 are 7.2% and 1.0%, respectively.
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3. LEP interactions by Language- Table 5 shows the distribution of LEP client interactions by department and
language. Most LEP client interactions were conducted in Cantonese (48%) and Spanish (31%). Some Tier 1
depértments did not fully disaggregate LEP interactions by language, as a result, LEP clients grouped under “other
languages spoken,” which accounts for 8%, may include clients who speak Cantonese, Mandarin, Russian, Spanish,
Tagalog or Vietnamese.” : ‘

APD | 388 19 1 6 | 328 8 15 11
ASR 1,689 1,487 34 3 162 10 1 2
CHBM 60 . |15- 2 0 38" 0 Y
DA . 3,345 969 . |-164 . 3. 2,139 i3 35 |32
DBl 6786 528 ° [0 0 .| 1,500 0 o o
‘DEM: | 14,337 | 3,243 979 | 442 8,833 - | 139 224 477
"DPH | 44,473 11,593 1,262 1,436 .| 23314 - 1872 . |18 | 4101
DPW - - | 1,045 425 0 0. - | 560 60 |0 0
ELEC™* ~ | 27,240 22,885 -] - .10 1 3,949 73 214 - 119
ENV - [3056 . !1,294 423 1o 1,339. .10 0 1o
HSA | 52241. | 24,076 2,522° 5780 . [12,407 - | 2,773 1,967 2,707
juv. 89 6 o - -16 |73 - lo 2 2
MTA 506 154 66 - . 11 242 - 1 13 29
OEWD | 790 40 |40 : | 142 v N 568
PDR 2,756 187 |78 - 0 2,028 . | 78 1208 182

. PLN 148 1122 22 o 3 0 |0 1
PUC* | 190,049 | 951 - 8363 | 49,582 -} 10,115 5,699 21,130
RNT 4560 2,216 102 | s1 1,809 {102 | 153 127
‘RPD 383 § 1220 25 - o 2340 .10 0. 2
{SFFD - 476 63 15 - j24 " Jo9. - 0 2 1363
'SFO° | 599 18 77 11 | 264 1 17 - 1231
SFPD. . | 1,875, | 407 145 - |61 1,060 4 |52 . 1146
SFPL.. . | 110,273 | - : - R - - -
SHF ~ * 1529 |55 27 . lo. |45 0. 2.0
TIX. | 2607 | 1,308 197 {50 |898 . 125 8 .. |43
zoo. .jo.  io0 - 0 ~lo o o o o
TOTAL . | 470,300 {171,135 | 6,181 | 16,256 | 111,358 | 14,254 | 10,565 30,278 -
% OF I- | 47.5% 1.7% 4.5% 30.9% | 4.0% 2.9% | 8.4%
TOTAL T

(n=360,027)

"The total number of LEP interactions used to determine percentage (360,027 interactions) is less than the total number of LEP
client interactions reported (470,300 interactions) because some departments did not break out their reported totals by
language. . ‘
® Cantonese client population includes count for Mandarin client interactions.
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Figure 1 below compares LEP client interactions by department from FY 2009-10 through FY 2011-12, by réporting
period. Citywide LEP interactions as a percentage of total client interactions reported by Tier 1 departments were
8.9% for FY 2009-10, 11.2% for FY 2010-11, and 7.1% for FY 2011-12.

LEP CLIENT INTERACTIONS BY DEPARTMENT

FE.O% -
H0.0%
E 50.8%
£0.0%
<z M
E 20.0%
B 200% 7
- i ]
E:.l 168.0% ' 1 & ik
ﬁ_ ﬁ-ﬁ% T !Vv H :» H 'IV: ‘.“ﬁ;—' 2”" = H "”" - N r
m(_:;{_ngz:‘liiaﬂgiu.‘ﬁﬂm
. [=]
DEPARTMIENT

OFY2085-16 [ FY2610-11 EY2843-5X

Figure 1, LEP Client Interactions by Department and Fiscol Year

Figure 2 shows the distribution of LEP client interactions reported by eight Tier 1 departments (DA, DPH, ELEC,
ENV, HSA, OFWD, PDR, SFPL) by the supervisorial district where the interaction occurred. A total of 239,256 LEP
interactions were reported by supervisorial district as described below. Among the eight departments, 24% of all
LEP dlient interactions were located in Ristrict 9, followed by 15%_in District 3, and 12% in District 6. However,
since only 21 percent of Tier 1 departments reported LEP elient information by supervisoriai district, it is difficult to
draw any meaningful conclusions on client populations served by all Tier 1 departments by supervisorial district.

CITYWIDE LEP CLIENT INTERACTIONS BY DISTRICT
10.6% £1% '

District1
District 2
@ District 3
O District 4
C1Diistrict 3
[ District 6
@ District 7
B District 8
Diskrict 5
B District 10

\ B District11
12.2%

Figure 2. LEP Client Interactions by Supervisorial District
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Table 6 provides a description of in-language telephonic calls requested by LEP clients of Tier 1 departments. Of
the 20 Tier 1 departments that track call volumes, 85% utilize Language Line or another telephonic interpretation
provider, and 20% utilize bilingual staff to track requests for telephonic interpretation. Among the calls reported,
43% were conducted in Spanish, 32% in Cantonese, and 5% in Mandarin. Although the total call volume reported
across Tier 1 departments decreased from the previous year,B more departments now track this information (15%
more from the last report period, and a 23% increase over the previous two years).

Ta‘qle 6. Teleghone-based ing

DEP OTA
APD 114 33 8 0 58 1 17 7
ASR - 239 187 34 3 12 g 1 12
DA 287 27 8. 4 223 1 |7 | 17
DBI 6,828 5270 |0 0 1,558 0 0 0
DEM 14,337 | 3,243 979 442 8,833 139 224 477
DPH 47,698 13,905 | 2,503 |1,896 | 15,525 1,085 3,926 | 8,858
.DPW 640 1210 " lo. 0 430 | o 0" 1o
ELEC 2,750 1,750 |- 0 1,000 0 0 0
HSA 1,442 1177 . |144 87 614 20 115 1285
v 61 4 1o 0 43 1o 0 14
“MTA 506 | 154 1 66 11 242 l1 3 29
“PDR 10,165 12,042 - | 502 1 7,589 0 2 |29
PLN - 1 10 0 0 0 lg 0 i1
'RNT | 107 24 28 1 48 |3 3 lo
-RPD 383 122 25 0 234 0 o} 12
_SFFD 79 | 42 10 16 6 0 1 14 .
SFO . 570 8 175 10 260 0 . 7 210
_SFPD 1,739 | 368 141 66 970 | 4 52 . | 138
SHF 8 13 | o 0 2 o 11 |2

' ' |0 - 4

° DPH reported the most significant drop in call volume, from 132,315 telephonic requests from LEP clients last year.

%Based on self-reported data. Does not include departments that did not track requests for telephonic interpretation by

language, except for ELEC and SFFD, which provided an estimate of calls received, All departments above except DBI, DPW and

ELEC use Language Line; they utilize bilingua! staff. PDR utilizes Language Line in addition to bilingual staff.
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4. LEP Clients Served by Supervisorial District- As shown in Table 7, eight Tier 1 departments (31%) reported the
distribution of their client interactions by supervisorial district.™* This is an increase of one department from the
last report period. Information by district is not tracked by most departments, particularly for those with a central
office serving the entire city or that offer services not specific to a particular district. For example, the SFPL has
branches throughout the City in addition to the main branch, and ELEC.is equipped to track voters by district but
serves the entire city. Since fewer than half of Tier 1 departments were able to break down the number of clients
served by “district; the partial information provnded in response to this question does not reflect a complete
citywide picture.

Table 7. Client Infarmation fepe ted by Depqr‘imen ts by \Uper\nsorfai District

District 1. 133,208 | 19,338 | 14.5% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL
District2 - 115,260 3,561 3.1% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL
District 3 123,721 36472 | 29.5% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL
District 4 123,199 21,166 ~17.2% | DA, DPH, ELEC, ENV, HSA, OFWD, SFPL
District 5 - 138624 10,939 " 7.9% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL
District 6 185,921 29,293 15.8% | DA, DPH, ELEC, ENV, HSA, OEWD, PDR, SFPL
District 7 127,490 10,982 3.6% | DA, DPH, ELEC, ENV, HSA, OEWD, PDR, SFPL
District 8 135,264 4,307 3.2% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL
District 9 230,222 56,471 24.5% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL
District 10 138,080 21,338 15:5% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL |
District 1T 138,470 25,389 18.3% | DA, DPH, ELEC, ENV, HSA, OEWD, SFPL

DA, DPH, ELEC, ENV, HSA, OEWD, PDR, SFPL provided client interaction information by supervisorial district.
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D. LANGUAGE SERVICES

This section summarizes the range of language services that Tier 1 departments provide to LEP
residents. As mandated by the LAO, departments must ensure that their public contact
positions are adequately filled by bilingual employees in order to serve LEP clientele.
Departments must also provide both written translations and interpretation services to LEP
residents.

1. Pubhc Contact Positions- The LAO defines a public contact position as “a position in which a primary job
responsibility consists of meeting, contacting, and dealing with the public in the performance of the duties of that
position.”* For FY 2011- 12, 3,247 out of a total of 14,550 public contact employees in Tier 1 departments were
reported as bilingual, a significant increase over past years (3,050 total bilingual employees in public contact -
positions reported.for FY 2009-10 and 3,091 reported for FY 2010-11). Table 8 provides a breakdown: of the
languages spoken by bilingual employees in bilingual public contact positions: 40% speak Spanish; 26% speak
Cantonese; and 12% speak Tagalog. =

Table 8. BiEingdai & Al Public Contact Staff hy Depaﬂtment and L:nsuage =

EPT ALLPUBIC T BILINGU ’
APD - | 104 15 14.4% 1 0 14
ASR 6 4 66.7% 2 |z | 2
CHBM 2 2 100.0% 1 1
DA © {200 67 33.5% 6. 1 32 - 21
B ST T IR B o
DEM 216 31 14.4% 5 2 16
DPH 3,500 1,001 28.6% 216  [104 |13 [383 168 |35 |82
DPW 1,100 107 9.7% 12 39 |10 42
ELEC .| 32 12 37.5% 2 2 |4 1 0
“ENV 19 10 . 52.6% 2 o- |6 1 J1
HSA 73,330, | 550 41.4% 216 | 45 41 | 215 |46 |33
v 1263 62 23.6% 21 -~ |0 1 |30 |3 1 11
‘MTA | | 239 108 45.2% 31 13 1 |26 23 5. |27
OEWD .| 84 | 13 15.5% 6. 2 0 6 1 0 2
PDR. . | 163 49 30.1% 4 T4 1 2o 2 2 7
PLN 8 2 25.0% {1 1 0 1 0 |0 . io0
PUC I'150 20 13.3% & |7 |1 |9 Jo Jo |1
. RNT 111 4 36.4% 3 |1 0 1 0 0 0
RPD 1,000 - - - - - - - N
SFFD 1,449 272 18.8% 56 15 6  |140 |18 |3 o1
SFO 314 193 61.5% |24 19 |3 37 |13 o 197
SFPD 2,164 | 443 20.5% 9% | 20 7 173 |39 5 103

2 Section 91. 2(j).

2 The LAO defines a bilingual employee as “a city employee wha is proficient in the English language and in one or more non-
English language.” Section 91.2(b).
“The breakdown of languages spoken by bilingual public contact staff may exceed the total number of bilingual public contact
staf‘f by department because one staff member may speak multiple languages. .

Bincludes Cambodian, French Greek, Japanese, Korean, Laotian, Samoan, Toisanese, and other unspecxﬁed languages.
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SFPL 743 72 9.7% a1 12 3 19 1 1

SHF 11,055 116 11.0% 32 0_ 1 70 13 0

X 123 60 48.8% 28 14 1- 34" 24 . |1 121
700 - 35 9 25.7% 0 3 0 5 0 0 1
TIER v | 833 275 86 © |-1,299 | 373 92 . 504
1TOTAL™ 13,550 3,247 24.0% | . : : . ;
% OF TOTAL | - - - 25.7% | 85% |.2.6% | 40.0% | 11.5% | 2.8% | 15.5%
BILINGUAL

PUBLIC '

CONTACT

STAFF

% OF ALL - - - 6.1% | 20% | 06% |9.6% |28% . ;07% |37%
PUBLIC - ’
CONTACT

STAFF TOTAL

2. Translated Materials- Tier 1 departments are mandated to translate written materials that provide vital
information to the public about department services and programs. As shown in Table 9, Tier 1 departments
reported producing over 1,250 translated documents. The Residential Rent Stabilization and Arhitration Board and
Department of Public Health produced the highest number of translated materials (approximately 390 and 240
translated documents, respectively) while other departments reported a wide range of types of documents
‘translated and languages. The majority of documents were translated inte Spanish and Chinese; a few included
Russian, Vietnamese, and Tagalog. Departments such as HSA, MTA, and SFPL translated materials in several other
languages such as Arabic, Gujarati, Hindi, Thai, French and Korean.

Spahish

complaint forms, and important written
documents. '

APD 18 Forms, written notices, and important
written documents. ' - ,
ASR 4 Forms, notices, .and important written | Chinese, lapanese, Russian, . Spanish,
. documents. Tagalog, and Vietnamese ’
BM . 1 Notices Chinese, Russian, and Spanish
DA 45 Applications, forms, written - notices, | Chinese, ~  Japanese, Korean, | -
) ' program materials, and ivmpo‘rtant written ; Portuguese, Russian, Spanish, Tagalog, -
documents. ' o -~ .| and Vietnamese ]
DBI - 26 Written notices and important written Chinese and Spanish
S : documents. ‘ ' ' : -
DEM Not reported | Program materials Chinese, Russian, ~ Spanish, and |
' - Vietnamese S '
DPH 236 Forms,  written — notices, program | Arabic, Bengali, . Chinese, “Russian, -
: ' materials, complaint forms, and important | Spanish, Tagalog, and Vietnamese
. written documents. ' o c
DPW 30 Written - notices, program materials, Chinese, Spanish, and Tagalog

18 RPD only provided partial information and its information is not included in the citywide totals for public contact staff.




= It

“ELEC Applications, forms, - . written notices, | Chinese, Russian, Spanish, Tagalog, and
' program ‘materials, complalnt forms, and Vietnamese :
‘important written documents. , : .
ENV’ 33 Program- materials  and informational ; Chinese, Spanish, and Tagalog
. materials. - o IR AR R ,
HSA "~ 104 Applications, forms, written  notices, | Arabic, Chinese, Farsi, French, Korean,
program materials, complaint forms, and Russla'n,' Spanish,  Tagalog, . Thai,
important written documents. = - | Vietnamese, and others '
Juv 17 Forms, written notices, complaint forms '!'Chinese, Samoan, Spanish, . Tagalog,
B ' and important written documents. - and Vietnamese ' : B
-MTA - | 230-470 Applications,. forms, = written notices, | Chinese, French, Japanese, Russian,
: program materials, complaint forms, and | Spanish, Tagalog, . Viethamese, and
important written documents. others - : o
OEWD. | 24 Applications, forms,” written : notices, | Chinese, Russian, Spanish, Tagalog,
' program matenals complamt forms and Vietnamese, and others '
important written documents. E
PDR 2 Written notices and program materials. Spanish -
PLN 5 . Written notices and program rhaterials. ~ | Chinese and Spanish
PUC 44 Applications, brochures, . fact sheets; | Chinese, Russian, Spanish, Tagalog,
‘ forms, written notices, complain’_c forms, | Vietnamese, and others
important written documents, ) :
promotional materials; and reports.
RNT = {387 -Forms,  written notices, program ; Chinese, Gujarati, * Hindi, Spanish,
r'naftenals, and important written | Tagalog, and Vietnamese -
‘ documents. ' ' o
RPD Not reported | Written notices and program materials. Chinese and.Spanishy .
SFFD 34 Forms,  written . notices, .'prog_ra'm’ Chinese, Japanese, Russian, Spanish,
o materials, complaint forms and important | Tagalog, and Vietnamese
written documents, o
SFO - 0 - S . -
SFPD 18 Forms, written notlces and program Chmese Russmn Spanlsh Tagalog, and
s : materials. | Viethamese
" SFPL- 139 Applications, forms, written notices, tests, Chinese;" Japanese, Korean, Russian,
DRI B program materials and complaint forms. | Spanish, Tagalog, and Vietnamese. -
"S:HfF'_ s Forms, = written “notices, . program’ Chinese, Russian, _Spani*sh,and Tagalog
S o materials, and complalntforms Lo : :
CTTX . 15 Applications, . forms, program matenals Chlnese Russian, Spanlsh Tagalog, and
. : and important written documents Vletnamese
z00 oY - -

" No translated documents were reported by the Department, although OCEIA assisted the ZOO with several tra nslatlons atits

request,
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. Interpretation Services & Telephonic Messages- Departments that utilize telephonic messages must also
provide these messages in each language spoken by at least 10,000 Limited English Proficient (LEP) residents.
Eighteen Tier 1 departments (69%) reported using recorded telephonic messages available in languages other than
English. The Department of Public Health and SFPL have recordings in five languages other than English. Sixteen
Tier 1 departments (62%) have greetings in at least Spanish and Cantonese; eight departments (31%) only offer
greetings in English. Twelve Tier 1 departments (46%) provided oral interpretation at public meetings or events
when requested by the public. - Table 10 is an overview of additional oral interpretation services beyond the
services provided at department offices or facilities. For example, HSA and MTA provided oral interpretation at a
significant number of public meetings, and provided interpretation in Cantonese, Mandarin, Russian, Spanish, and
Tagalog, and many other languages.

'-:‘aﬂ[e fQ Crraf iﬁferpleta ion &Telephamc Message
5 RECORDED TELEPHON
'LAN_GUAGES OTHER THAN ENGLISH :

PROVIDED ORAL INTERPRETATIO
EETINGS/HEARING:

APD - | Yes, the message is recited in Spamsh_ ' No ‘ . . A

ASR No , No, the. department does not hold any public
' : meetings or hearings.

BM No ' - | No, the department does not hold any public
’ " | meetings or hearings. :

DA Yes, in Cantonese and Spanish. No ‘ :

DBI Yes, in Chinese (Cantonese and Mandarm) and | Yes, bilingual staff provides assistance as needed.

Spanish. . - i ' : '
DEM DEM has a recorded telephonic message -in | DEM provided translation at approximately 23

Spanish, Cantonese, and TTY/TTD. DEM also | public meetings in FY2011-12, including 10 in
manages the Outdoor Public Warning System, | Cantonese, 8 in Spanish, and 5 in Tagalog.

| and in select neighborhoods with. a high
concentration of LEP residents, DEM has
instructed the Dept. of Techmology to broadcast
the message “This.is only -a-test” in Spanish or
Cantonese. L
DPH Yes, in Cantonese, Russian, Qpamsh Tagalog, and Yes, at least six in Spanish and Cantonese.
‘ Vietnamese. S b ‘ ’ '

DPW DPW has recorded 'telephonic messages in | No

Cantonese and Spanish. Staff members who
provide translation services also have recorded
messages in Cantonese, Mandarin, Spanlsh and

| Tagalog.
ELEC Yes, in Cantonese, Mandarin, and Spanish. | No* . e
ENV Yes, in Cantonese and Spanish. ' Yes, ELEC conducted 15 trainings (Spanish and
: ‘ Vietnamese) and 2 public meetings {Chinese).
HSA No ' s Yes, HSA conducted 1,012 meetings and hearings
. ' . : ' ’ ‘ ~ 1 and prowded services in 29 languages. -
Juv Yes, in Spanish. . No ‘
MTA | Yes, in Cantonese a_'n'd Spanish. : L Yes; SFMTA - bilingual staff ~provided. oral
' ' ' ‘ translations . at -50-100 meetings, primarily in
Chinese and Spanish, but also in Tagalog. and
Ru_ssnan .Staff also coordinated "language
assistance at public meetings in Russian; Tagalog
. and Vietnamese. ' '
CEWD No o - . - . 1 No . ‘ )
PDR Yes, PDR has a voicemail tree that connects | PDR does not hold public hearings or meetings,
callers to staff and programs. The message is |'but provides clients with certified court
available in Spanish, Cantonese and Mandarin. interpreters for court appearances.
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Yes, in Chinese (Cantonese and Mandarin) and (Cantonese); 3 hearings
Spanish. ' (Cantonese); and 1- hearing (Cantonese and
Mandarin). = - . . L
. PUC Yes, in Cantonese and Spanish. Yes; Chinese and Spanish oral translation services
were offered for two workshops. Five Chinese
- language tours were provided at 525 Golden
Gate Avenue. :
RNT -Yes, in Cantonese and Spanish. Yes; RNT provided interpreters at 51 hearings in
. - ' . Cantonese, Japanese, Mandarin, and Spanish.
RPD No. RPD is in the process of implementing | No
messages in Cantonese and Spanish and will be
fully implemented by Jupe 2013. . . ]
SFFD | Yes, in Cantonese and Spanish. ' SRO public education workshops were offered in
' B Cantonese and Spanish and NERT trainings were
offered in Cantonese. :
SFO No ‘No ) ’
SFPD No SFPD  provided = Cantonese and.’ Mandarin
o ) inte%pretation at two community meetings.
SFPL Regular telephonic messages are provided for | No
library branch hours by location and special
messages. These messages are available in
Cantonese, Mandarin, Spanish,  Russian,
Japanese, and English. The library’s call-in story
service, the telephone Story.Line, is available in.|... ... .
Spanish, Cantonese, and Mandarin.
SHF Yes, in Cantcnese and Spanish. - { No
11X TTX. utilizes- IVR (“pay-by-phone”) systems for-| No
thousands of electronic payments annually, and
these services are available in Spanish, Cantonese
and Mandarin. ’
1 ZOO No . No
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E. DEPARTMENTAL POLICIES AND PROTOCOLS

The LAO requires that Tier 1 departments provide a description of the procedures used to
facilitate communications with LEP clients.

1. LEP Communication Protecol- Most departments have written policies on how to communicate with LEP clients.
Table 11 indicates which Tier 1 departments reported having written policies and provided examples in their
annual compliance plan filings, as required by the LAO. Seventeen departments (65%)' reported and submitted
copies of their policies, an increase from 15 departments in FY 2010-11, and an 11% improvement overall over the
" last two years. Of the remaining nine departments that do not currently have written pohcres six indicated that
their written policies were in development.

.ab!a 1.; Dﬂgar’cmeﬂhai Pelicy on Providing Servrcec to L&:P Persons
PLES OF WRITTEN POLICY, "

APD \ APD has two written policies related to LEP clients: a bilingual premium policy,

o reissued on May 3, 2012, which outlines the process for employees to serve LEP
clients in a certified bilingual position; and a language access policy for LEP
clients, reissued on May 3, 2012, which outlines the importance of language
sérvices and how to access services when working with LEP clients.

ASR - - 1 None o

BM - CHBM is current establishing policies tc provide services to LEP persons and
T expects to have the policies available by the end of FY2012-13-

DA v o The DA's policy is te-provide services to any Limited English Speaking Person to

the best of the department s ability. Itis committed to attainingthe goals of this
Ordinance and strives to increase its ab|l|ty to serve TES people w1th each new
hire and resource. ' )

- DBI - : DB! will . draft a written pohcy in FY2012-13 on prowdlng services to LEP
customers and submit this pollcy to the Building Inspection Commlssmn for

: approval. : : C -

DEM v ‘ "DEM . Policy for Language Access Servnces for Limited Engllsh Proﬁcnent Persons

states that DEM shall provide free language assistance’ to LEP mdwrduals upon
) S requires and outlines the procedures in providing the services.: S
| DPH - " o DPH's lnterpreter Services and Language Assistance states that the department
' will provide language services: free: of charge to. patlents and outlmes the
procedures for requesting assistance. :
DPW 'V | DPW's policy "Procedure 2.2.7 Providing Access to lelted Engllsh Proﬁcnent
' Persons" addresses the processes for providing services to clients and translatmg
. accurate and approprlate materials for limited English proficient people.
ELEC v ELEC developed.a document outlining multilingual services and materials it offers
to resndents citizens, and voters. Addltlonally, every election ELEC dewses ‘a
Bilingual Poll Worker Assignment Plan and a Voter Outreach and Educatlon Plan
o specific that describes outreach goals and strategles to reach those goals '
ENV - ENV does not have a separate written policy. - o S
HSA Vv _ | HSA protocols deal with allowing' individuals to’ self-identify and recordmg
preferences, how to access mterpretatlon/translatlon services as well as who is
an acceptable interpreter for the individual.-

CITY AND COUNTY OF $4H FRANGISCO: LAO COMPUANCE REJqRGRAarcn 2013 lFage



luv

“Assessment of Procedures used to Communlcate wuth lelted Engllsh Speakmg
Persons” outlines the protocols and procedures for provndmg serwce to LEP
clients, ;

MTA

MTA’s. 2012 Language A55|stance Plan outlmes procedures and tools to
accompllsh its goal of ensurmg reasonable and meaningful access to its vital
services--and programs, " including multllmgual customer alerts outreach
materials, and translated content online.

OEWD-

Workforce Developments’ Directive 17-12 lelted English Proficiency provides
guidance and clarifies emstmg legal requirements for LEP persons by provrdmg a
description - of the- factors reCIplents should consrder in fulﬂllmg thelr
responsrbllmes to LEP persons.. ’

- PDR

Bilingual | employees .are avallable to asstst llmlted English proficient (LEP)
individuals in- person and over the telephone Language Line is also available as a
resource. - At the main lobby of our’ offices, signs are posted statlng that
interpreters are available free of. charge to LEP individuals.

PLN

PLN will develop a policy in FY2012-13.

PUC

PUC Language Access Services Policy and Procedures 2011 prowdes an overview
of procedures for serving cllents who are l|mlted Engllsh proficient and is
available on the PUC website. :

RNT

Rent Board Policy for Providing Services to LEP Persons addresses how the staff
handles calls via the Counselms Line and servmg LEP cllents as the front counter ' ’

“RPD |-

None -~

SFFD

SFFD issued General Order G.0. 11 A- 66 Language Interpretive Services. SFFD-
bilingual members, while en the scene of an-emergency incident, may assist LEP
clients or may request the assistance of a bllmgual SFPD Officer through the 911
dlspatch center. Otherwrse members utilize . telephonlc language translatlon
service. : :

- SFO

‘Language Line is used at the lnformatlon desks to provide service to LEP clients.

Once translatlon is prowded the Commumcatlons Center WIll dlspatch fire, pollce ‘
if needed. .

SFPD '

SFPD General Order 5.20 "Language Access Services for lelted Enghsh Proﬁuent
(LEP) Persons" outlines how to assist an LEP person, ldentlfy language spoken;

" | and the process for seeking a qualified interpreter.

SFPL

A separate written policy has not yet been developed ThlS |tem is being added to
SFPL’s FY14 LAQ goals. = : »

| SHF -

Policy is developed and awaiting for the Sheriff's signature.

TTX has not formalized a set of written policies. This will be addressed by the
department’s Language Access PrOJect Team.in the commg year

Z0O -

A written policy is in development.
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2. LEP Protocols for Emergency or Crisis Situations- Table 12 provides an overview of protocoels reported by

Tier 1 departments for serving LEP persons in emergency or crisis situations. Although many Tier 1 departments
are not considered first responders, 16 departments (62%) reported working regularly with clients in crisis or
emergency situations— 15 have protocols in place and 12 have these protocols in writing. Of the remaining 10
Tier 1 departments, two reported some, but not regular, contact with individuals in crisis or emergency situations
(although the MTA has LEP protocols, it reports that it does not serve clients in crisis or emergency situations on a

regular basis, and SFPL has general protocols but none specific to LEP ‘persons). Nine Tier 1 departments (35%)

lacked protocols of any kind.

Tabile 12, Protocod for Serving LE

P Persons in Crisis

S W IENTS IN CRISIS OR -

The depértme.nt's :

-APD Yes; APD often works with clients who policies: on bilingual
’ .are having a housing, mental health, | premium and language access apply to clients
] substance abuse, or other similar | in a range ‘of - circumstances, and allow it to
crises. ’ adeguately meet a client’s language needs
during a crisis or emergency situation.

ASR No None No

BM No . . None . No .

DA Yes; victims or witnesses to a crime | Employees are trained -to access bhilingual | v
being .called to testify in court and | employees; If a person is not available, they
asking the DA's Victim Witness | are trained to use a Language Line telephone.
Advocates for services. '

DBI Yes; construction-related emergencies, | Designated bilingual staff are known to aii DBI | No
such as those caused by fires, | managers/supervisors, and called on as-
earthquakes, eic. ‘ needed to provide linguistic assistance.

DEM Yes; DEM manages the 9-1-1 call | DEM does not have separate written protocols | V
system for the City and-County of San | for serving LEP clients, as all 911 callers are by
Francisco, including police, fire, and | definition in an emergency situation. Call-
emergency medical calls.’ takers are trained on how to access Language

‘ , : ' Line for translation services.
DPH Yes; medical emergencies. The department's written policy on providing | V
' ' ' services is the same for emergencies. In
| disastek situations, protocols are in place to
request _assistance from HR to provide
, information regarding bilingual employees.

DPW Yes; natural disasters, including | For staff at customer service counters, | No

flooding and earthquakes. - | designated . staff is available to provide
' ' translation. If staff is unavailable, Language
Line can be accessed by calling 311. ’

ELEC Yes; the postponement of an election | Information will be disseminated. through | V

| or the cancellation of an election (if comn"\'un.ity contacts and ethnic media. ELEC
| ordered by'the Governor of California); | will provide public notice with a voice mail.
: changes'in polling place locations.” { message stating ‘information in-language, on.
[ : its website, and with translated notices. .

ENV No None ) | No
HSA Yes; various situations, . including | HSA's policies and procedures.for LEP persons |V
‘ homelessness, domestic  violence, .are the same for emergency and non-

| physical abuse, and unemployment. | emergency situations. Some programs. have
oo specific policies and procedures that cover
| issues related to individuals in crisis.
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“JUV utilizes bilingual staff and the Language

animal escapes and human disasters.

Juv Yes; JUV provides crisis intervention to
the families it serves. Line services.
MTA No; MTA does not regularly work with | The MTA 2012 Language Assistance Plan | v
clients in crisis situétions; hdwever,- “details how to serve- LEP persons in ‘crisis or
| such situation could occur in the event emergency srtuatlons
‘of a natural catastrophe or emergency. |- - - : v ‘
OEWD | Yes; disasters such as fires and floods; | The Ofﬁce of Small Business provides | No
Office of Small Business also handles | information on actions taken in responding to
emergency situations such as evictions | and helping businesses, including LEP business
and lawsuits. owners recover from emergencies.
PDR No None - " No
PLN | No None No
PUC Yes; "the PUC may on occasion | The Communications Director or liaison lead | v
' "~ |'experience an event such as a briokén_ will utilize in- language staff for an emergency
water main or wastewater main.. ' and will contact other PUC divisions or OCEIA if
| additional support is needed. Notifications are
_distributed to ethnic media,” community
organizations, and'city agencies. :
RNT No None No
RPD | No None . ) No
SFFD Yes; FIRE works with clients in crisis | If an appropriate bilingual-member is not on | v
and emergency situations every day, | scene, crews will radio dispatch to request
i responding to.over 200 emergency | SFPD assistance. In medical situations where a
calls per day. patient requires attention, assistance from
| hospital staff will be requested.
SFO | Yes; in the event that LEP families | Empioyees are trained to call 911 from airport | V
| become separated or a family member | phones and the Communicat‘ion_s Center . will ‘
| is missing. ' » dispatch fire, paramedics . or . police “if
! necessary. Instructions on how to use
. » Language Line are provided. o
SFPD Yes; shootings, assaults, domestic | SFPD Department Bulletin directs its members | v
violence, robberies, earthquakes, and |-to contact Crisis. Response’ Services during a
fires. “homicide or when a critically ‘wounded victim
[ is involved. - ‘
SFPL ' | No; SFPL's serwces are not directly | SFPL employs a full time DPH Social Worker at { No~
: related to an emergency or crisis | the Main Library to assist with serlous issues ;
.| situation, but it occasionally’ faces | but. otherwise does. not have a separate
| crises’ situations, 'such as theft, 'protocol for LEP persons. In the event of an
overdose/ unconscmusness and | emergency, SFPL would use. multilingual and
altercatlons between patrons ‘ pictographic SIgnage 50 that everyone may
understand the directive to leave the facility.
SHF Yes; SHF works with clients who are in | SHF will translation services on the premises, | v
| custody, executing arrest warrants, | and utilize Language Line when an interpreter 1
| during the eviction process, during | is not available on the premises.
{ investigations, . and while providing
security at designated buildings.
X No None. ] : No.
200 Yes; natural disasters, dangerous | None; the written protocol is in development. | No
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F.  QUALITY ASSURANCE

The LAO mandates that all translated materials be accurate and appropriate for the target
audience. Departments must designate a staff member to ensure that all translations meet the
accuracy and appropriateness standard set in Section 91.4, subsections (d) and (e) of the LAO.
Departments that lack qualified bilingual staff must obtain checks from external translators and
are encouraged to obtaln feedback from community organizations.

1. Designated Staff to Ensure Accuracy- Twenty Tier 1 departments (77%) reported having designated bilingual
staff to ensure translation accuracy. Table 13 provides a breakdown of the number of employees who ensure
accuracy and their respective language capabilities. The majority of designated staff members provide translations
and interpretations in Spanish and Chinese {Cantonese and Mandarin).

a:)le 13 Nu **nber of and i ancuage~ Spo:(en hy Designated Sta"f ?cs;;onsm e fo; En\ur ng Tra"rs st!on Accuracy i

APD Cantonese and Spanish APD ensures: accuracy and cultural competency in
| translated materials. through staff members who have
-been tested and certified by the Department of Human
Resources as bilingual officers. '

ASR - 1 4 Cantonese, Mandarin, -1 ASR relies on Llanguage Line Services, a professional |
and Spanish transtation company, to translate its documents. ASR
- | then performs an in-house quality control by having our
DHR hbitingual-certified employees review the transiated

- documents for accuracy and cultural competency.

BM 0 ' None . : i ‘Through OCEIA.
DA 211 . | Cantonese, Mandarin, i DA sends it to a professional translator—or—nas a qualmed
Russian, Spanish, person translate the materlal :
Viethamese, Tagalog, and
other . _ - : R
DBI 25 ‘ Cantonese, Mandarin, Bilingual staff provides a draft to a Clty-ap’pro_ved vendor |
' and Spanish’ - {to ensure accuracy and cultural competency of its
' e .1 materials. DBI bilingual staff will review before printing.
"DEM 0 None . B DEM. contracts with outside vendors to ensure accuracy
and cultural competency of translated materials.
DPH 4 Cantonese, Russian, g‘MatenaIs are sent out for translations to vendors who ;
'Spanish,:Tagalog, and | also field test materials; generally for a 6th grade readmg |
Vietnamese. = . | level. Department may also work with CBO’s depending
) 'on content ard audience for materials.’ )
DPW |7 "| Cantonese, Mandarin, { DPW. translates all -written materials by utilizing its
| Spanish, and Tagalog ‘ , desngnated blllngual staff- members. and. lndependent
, ' ST | monitoring through City Reproduction and a city vendor..
ELEC 0 Cantonese; Mandarin, i ELEC utilizes professional translation services provided by
‘ Russian, and Spanish g lnterEthnlca and internal employees’ certlﬂed by the City.

| Temporary as-needed personnel are employed to assist
S | with accuracy and appropriateness of materials produced
ENV 4 - Cantonese, Mandarin, ENV ensures accuracy and cultural, ‘competency through:
Spanish, and Tagalog peer. review, use of a translation style guide, periodic
‘ ' | reviews with mtended audiences, and feedback to
! internal staff and contract translators.

CITY AND COUNTY GF SAN FRANCISCO: LAO COMPLI



OTHER METHODS OF ENSURING ACCURACY AND

Cantonese, Mandarin,

Translation request are centralized through the Labor

HSA
Russian, Spanish, Relations Division (LRD) HSA with several 'agencies' to
Tagalog, Vletnamese and provrde translat|on services. Qualified bilingual staff with
others -1 subject matter knowledge of programmatlc area review
| the translated decument for accuracy.
Juv i3 Cantonese, Mandarin, 1 JUV uses-a four-step. process to ensure accuracy and
Spanish, and Vietnamese | cultural competency that involves revrew by JUV staff ‘city
e ' : . | vendors, and community representatlves - )
| MTA 108 Cantoneése, Mandarin, 1 Translated materials are reviewed by de5|gnated SFMTA
‘ | Russian, Spanish, | bilingual staff "or through external resources, _including
Tagalog, and other | contractors and other city staff. ' o
OEWD | 2- None s | OEWD utilizes a professional translation services, bll|ngual |
I » staff, and service providers to translate documents.
PDR- 0 None The department uses the- servu:es of a, court certified
oo i translator. I :
PLN Varies Not provided Select staff review materials received from city- approved
' ' | vendors to “énsure accuracy and understandlng of
) planning termmology
PUC 6 Cantonese, Mandarin, Materials are translated- by contractors; consultants, or

' Russian, and Spanish 1 bilingual staff and then reviewed and edited by another
. : i staff member. :

‘RNT 2 Cantonese, Mandarin, Translated ‘materials are checked by members of staff_

and Spanish- i who are. cu urally and llngunstlcally proficient ‘in ‘that
vvvvvvvvvvvvvvvvvvvvvvv - | language; if staff is unavailable, materials are checked for
| accuracy by an cutside vendor.

__‘R'PD 3 Cantonese, Mandarin, 1 The staff members designated for translation into

E " | Russian, and Spanish- : Spanish, Chinese and Ru55|an are proﬂcrent in thelr

S ' o ! respective languages. -~ -
SFFD 2 Cantonese, Mandarin, i SFFD generally uses Clty—approved vendors to translate
' Spanish, and othersas | written materlals and has them verlﬁed by blllngual staff.
; needed. : ' - A
SFO 6 "Mandarin and Spanish  ; Translatlons are done by a City approved service provnder

L . R 4if needed. '

“SFPD. :| O ‘None 1 SFPD’ ut|llzes “ city—approved_'“ vendors' ~for .written
Lo "y translations. Additionally bilingual ~ staff of partner
DR : organizations ensure accuracy and cultural ‘competency.
SFPE " 1 15 Cantonese, Japanese, - [ Designated staff appointed t6 language requisitions are
B Mandarin, Russian, ‘ responsible for reviewing materials prior to publication; a
SR Spanish, and Tagalog | staff committee provides over5|ght
SHF . 0 None Every effort is made to have a bilingual- staff person
R , : .- { review the materials prior to posting and distribution.
X 10 Cantonese and Spanish- - | TTX uses language Line for the majorlty of its document
- ’ | translations. Translated materials are reviewed by

' desrgnated certified staff or submltted to an approved

_ { vendor for translation. )

Z00. {0 None | There are no translated materials at this time.
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2. Specific Training for Bilingual Staff- Table 14 summarizes the training and quality control mechanisms
implemented by Tier 1 departments. Many departments are unclear on the levels of quality control needed to
ensure accurate, quality translations. Fourteen departments (54%) reported that they offer training for bilingual

staff, a 12% improvement over the last two years; 62% of Tier 1 departments reported having quality controls for
bilingual staff, a 4% increase over the last two years. However, departments are inconsistent in stating their
evaluation criteria of are unable to assess quality objectively; three departments reported not having quality

- controls this report period, despite previously reporting that quality controls were present (ENV, PLN, and SHF).
Furthermore most departments rely solely on the certification testing administered by the Department of Human
Resources, which only tests for basic language ability, ot ongoing accuracy and quality. Although the DHR test sets
the standard for citywide bilingual pay in some languages (Spanish and Chinese), there is no additional follow-up
after the certification is rendered, nor is there a citywide language competency standard for translation and
interpretation services.

able 14, Summam of Trammg and Quality Controis for B’!inf—'v | Staif b\f i} p"r‘tn"em

Bi_Ll}NGUAL STAFF

Yes, training in basic Spanish and Cantonese is Yes alI bilmgual employees have passed a reqguired
‘available for both support staff and deputy probation i language proficiency test administered by the City and

officers. ‘ County of San Francisco, Department of Human
e Resources.
ASR No, ASR is considering providing additional training to | Yes, document translations are first done by Language -
these hilingual employees “|'tine -and then checked by DHR-certified staff. All

" -bilingual employees are expected to provide the correct
information to LEP customers. :

BM No : : None

DA No ) : Yes, DA has desighated staff who ensure the accuracy of

translated material.

DBI Yes, Bilingual staff utilized training with respect to | No, bilingual staff offers assistance in their. respective

: departmental process and  procedures To “assist ; designated areas of expertise and averall knowledge of
customers on an as-needed basis. DBi operations, although supervisory staff may provide

‘ v ' additional guality control. v
DEM Yes, DEM has offered elementary Spanish classes to | No, Langwage Line provides the overwhelming majority
i employees through City College. - ‘ i of bilingual services and DEM accesses Language Line for
) : o ) ' *. | medicalcalls because the subject is more technical.

DPH Yes, Annual Interpreter/Translation training taught by : “Yes, Employees receiving bilingual pay must be certified
the Program Director of the City College Healthcare | by taking DPH bilingual proficiency test, which tests on
Certificate program. medical interpretation.

DPW No, DPW does not have internal resources and plans | Yes, DPW utilizes a proof-reading vendor, sub-contracted '
to utilize community and OCEIA's resources. _ ‘4 through . City Reproduction for' written and prlnted

R R " | materials. : ]

ELEC Yes, ELEC developed a glossary of terminology used in | Yes, when. possible, onIy employees that - pass the

jts official materials. Al bilingual employees are i Department of Human Resources' bilingual proficiency
familiarized with these documents and the proper test hold the positions designated as requiring bilingual
usage of the terms. ELEC also takes steps to ensure |. fluency. ELEC also developed tests designed to evaluate
that its employees are sensitive to and respectful of | written proficiency in the target language and in English
different cultures, and aware of resources available ta | to allow for accurate translation. Applicants must attain

LEP clients. . an acceptable score on these tests to be considered.
ENV Yes, ENV offers City Unjversity classes. B ! No, ENV strives to pair bilingual . staff.in pubiic—facmg
' ) positions to ensure message quality.
HSA | Yes, trainings in general are designed to meet the | Yes, staff are certified as qualified bilingual through the

needs of the genera! population: however, portions of | Civil Service process, which involves testing in the-
select trainings are designed to also cover working i designated language by the HSA Examinations Unit.
with special populations, including LEP’s. )

Juv No, JUV is exploring language training; however, the | No, qualified staff members are tested by the City and
demands on training regarding changes in law and | County of San Francisco to certify bilingual status, but
practices for staff often take precedence. "JUV does not monitor ongoing bilingual skills. ‘
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), F_EVRS TRAINING FOR BILINGUAL STAFF

MTA

Yes, Title VI and Language A55|stance training is
provided to public contact employees. Training
materials include an overview of the SFMTA’s
responsibilities under Title VI and its responsibilities
under the Department of Transportation LEP
Guidance and the Language Access Ordinance.

Yes, MTA utilizes the DHR certification process and
feedback from external groups, including community
based organizations, and other external resources.

OEWD

No, OEWD does not offer training classes:.

! Yes, the Office’ of Small Business uses professional

translation services for departmental materials along
with blllngual staff.

PDR

No, training is related to the essential functions of a
position and for software used by the department.

No, the performance standards are the same for all
employees. .

PLN

No; PLN will consider in the upcoming fiscal year.

: No, PLN will consider in the upcoming fiscal year.

PUC

Yes, training includes handling in-language calls and
disseminating ‘information in appropriate client
language. Language Line Services and SFPUC

Department of Human Rescurces trainings are also
_available.

Yes, the bilingual test administered by the City and
County of San Francisco is used to verify language ability.
Within the PUC, a multilanguage Glossary of Terms and
translation reference guide is available. Communications
staff also reviews written translation materials.

RNT

Yes, RNT trains staff on the applicable requirements

of the job, including how tc_) serve the LEP community. -

Yes, the quality of services provided to the public is
monitored by’ supervisory staff who are present to audit |
interactions with clients.:

RPD

Yes, front-line staff members are trained along

National Parks and Recreation Association guidelines.
One of the training topics includes interacting with

non-English speaking clients. RPD is working to
provide training for all staff in interacting with LEP
clients.

Yes, front-line staff members are trained along National
Parks and Recreation Assaciation guidelines. One of the
training topics includes interacting with non- Enghsh
speaking clients.

SFFD

No, bilingual personnel developed language testing
scenarios in Spanish. & Cantonese for the certification
test. SFFD is working with DHR to move forward with
language testing. a

Yes, persons applying for bilingual positions (excluding
NERT Instructors}) must be- DHR language certified.
Eligible * candidates for H-2 entry-level Firefighter

.positions are given.a survey w‘mch includes a portion on
i bilingual skills.

SFO

Yes, SFO is beginning an ESL program for custodial |

staff. SFO offers Language Line training and has

! purchased 'a contract with Rosetta Stone for ;

Yes, all bilingual employees must be tested and certified

‘by the City and County of San Francisco in order to

receive the b;llnaual premium.

SFPD

employees to learn other languages.

No

i No, DHR ensures SFPD employees abilities to Interpret |n
"1 one of five core lafguages. '

SFPL

Yes, bilingual staff may participate in any of the aver

100 training courses offered by SFPL that help to

enhance their Library skllls

Yes, job candidates must pass the Clty and Countys'

‘comprehenswe bilingual examination and ‘department

selection process, and is selected by a diverse panel that
focuses on the public service needs of the hiring Branch
and the Main Library. :

SHF

No

" No, SHF relies on the Department of Human Resources

to provide proficiency examinations for employees who |
wish to be certified as bilingual.

X

Yes, TTX offers training to the entire staff, but it does |
i for public contact staff, largely focused on the use of
{ Language line, but also to present and discuss issues

not offer language-specific training.

Yes, TTX held mandatory training sessions this past year

related to customer service as it pertains to language
issues. This issue is also emphasized at weekly managers’
meetings, and in the monthly meeting .-of the
department’s main customer service group,

Z00

Noj; currently the requests by LEP individuals are too |
low to warrant specific training. Once protocols are |
established the appropriate training will ~ be

undertaken.

No
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G. SELF-ASSESSMENT
The LAO allows Tier 1 departments to assess their own progress relative to compliance and
-language access goals. '

1. Public Contact Paositions- Most Tier 1 departments reported having sufficient bilingual staff to meet LAO
requirements and to serve LEP clients. Collectively, bilingual staff represented 34% of all public contact staff while
LEP clients represented 7% of all client interactions. Departments reported no significant disparities in the:
proportion of bilingual staff available relative to LEP clients served among departments.

COMPARISON OF RATIOS FOR BEE?.MGHAE. STAFFANDEEP CLIENT INTERACTIONS
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Figure 3. Rotios of Bilingua! Steff and LEP Client interactions
& i

Table 15 provides information on various positions held by bilingual staff. Public contact positions include a variety
‘of titles, for example, clerks, attorneys, engineers, public relations officers and firefighters.

Table 15. Description and Assessment of Bilingual Emp

'DEPT. | STAFF POSITIONS E EQUIREMENTS |
APD ! Clerks, deputy probation officers V-
ASR ;- Appraiser, clerks v
BM Administrative aide, senior secretary v
DA i Attorneys, investigators, victim/witness advocates v
DBI Clerks, building inspectors, typists ' Y
DEM . | Public safety dispatchers, publicsafety supervisors v
DPH .| Managers, analysts, technicians, nurses, physician specialists v
DPW . Administrative analysts, assistant engineer, public relations officers v
ELEC | Elections clerks, junior clerks, community development assistant- | V
ENV { Outreach associates v
HSA 1 Clerk typists, protective services workers, senior eligibility workers, v
social work specialists '
Juv Counselors, deputy probation officers, secretary v
MTA Public relations officers, station agents, transit fare inspectors v
OEWD | Not specified ’ v
PDR | Investigators, legal process clerks, social workers v
PLN Executive secretary and senior clerk typist v
PUC 1 Public information officers, senior water clerks, water service v
inspectors : :

RNT Citizen's complaint officers v
RPD ! Facility coordinator, recreation leader, recreation supervisbr v
SFFD Firefighters, captains, lieutenants -V

i

N

[
an

m
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AEF POSITIONS O REQUIREMENTS
Communications dispatchers, information volunteers, personnel
- analysts- '

SFPD Civilians, inspectors, police officers, sergeants v
SFPL - ! Librarian, library assistants v
SHF Not specified v
TTX Account clerks, senior collections officers, cashiers, management v

assistants ‘ :
200 . Guest services, payroll coordinator v

2. Protocols to Communicate with LEP Persons- Tier 1 departments were asked to summarize their procedures for
serving LEP clients and self-assess whether their methods to communicate with LEP clients were adequate. As
shown in Table 16, 25 departments (96%) provided a summary of their procedures for serving LEP clients. Twenty-
two departments (85%) assessed their current methods for serving LEP clients as adequate. Most departments use
bilingual staff or a telephonic language provider such as Language Line in their procedures for dealing with LEP
clients.

APD APD has bilingual staff (SPN and CAN) in the Records and Reception Unit. Staff provides | v
’ interpretation services as needed. When possible, it assigns cases to bilingual officers based
on language need. For languages other than the ones spoken by bilingual staff and for
monolingual staff, the Department uses Language Line Translation Services.

ASR Employees are famifiar with and trained to use the Language Line dual-handset phiones to | v
assist LEP persons. in-person translations required for SPN and CHN speaking persans will be- |
provided by DHR-certified blllngual employees

BM None i -

DA The office has a pers'on- designated to interpret for CAN, MDRN, cr SPN speaking people who | v
come to.the front reception area. If another language is needed, bilingual certified staff from
another division Is called upon or Language Line is used.

DBl Designated bilingual staff are known to all DBI managers/superwsors and-called on an as- | ¥
needed basis to provide linguistic assistance to an LEP client. ’ .
DEM | DEM first identifies the language spoken by the person, then will connect the caller with an | v

interpreter. The preferred method of providing services is with a qualified bilingual member; if
one is not available DEM will utilize a professional interpretation service.

DPH At minimum, all LEP persons accessmg DPH’s services are provnded telephonlc translatlon v
_services at no cost. . v : : . '
DPW DPW plans to maintain its current level of service for all interactions with LEP persons and Wl|| iV
: continue to educate employees and provnde additional resources to improve compliance.
ELEC ELEC employs a variety -of practices and policies to ensure assistance and outreach for San | v

Francisco voters, mcludmg providing transiated print materials; outreach multllmgual website,

“to ‘ensure the voting process is accessible to all members of the electorate and comply with
federal, state and municipai laws. During an election, the Department employs nearly 25
additional temporary as-needed bilingual staff to assist with tasks requiring bilingual skills. .’

ENV ENV designs its programs with the LAO policy at the front end to ensure programs meet the | v
language needs of residents and businesses in San Francisco.

HSA HSA protocols deal with allowing individuals to self-identify and recording preferences howto | v
access interpretation/translation services as well as who is an acceptable |nterpreter for the
individual.

JUV The JUV Chief provides resources, in terms. of staff time and for the costs of translatlons to | V

ensure that LEP clients can communicate in the language they best understand.
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MTA

Oral language assistance is provided primarily through bilingual public contact staff.. Public
contact employees make every effort to commupjicate with LEP customers. If a customer
requires language assistance and there is no Language Line access or an on-site bilinguai
employee available, staff members will ask available SFMTA bilingual émployee for assistance.
In the Customer Service: Center, Spanish and Ch'ihese‘ LEP clients can self-select to enter the
queue system for assistance in either language; other LEP clients can lndlcate language
preference in one of 20 languages on “Interpretation Service Available" s:gns

OEWD

The Ordinance which created the Office of Small Business Assistance Center stated that it shall
support the full diversity of San Francisco’s small businesses and support the needs of diverse

small businesses and.provide services to LEP persons.

PDR

Bilingual employees are available at the reception desk and throughout the office to assist-

fimited English proﬁcnent (LEP) individuals i in- person and over the telephone. Language Lme is
also available as a resource. : :

PLN

PLN has a separate phone line for Spanish, Cantonese and Mandarin speakers. Customers can
leave a message and receive a call back from a bilingual employee. Signage is placed at the
reception and ‘Planning Information Center offering translation services for any clients.

Additionally PLN has access to the 311 call center, which has translation services avallable

24/7.

No.

PUC

The Customer Service Bureau (CSB), Water Conservation (WC) and Communications Division

1 (CD) are the. main points of contact. for LEP clients. - Telephonic assistance is available in
"Chinese and Spanish, and materials are available in Chinese, Spanish, Tagalog, Vietnamese and
Korean.  Telephonic translation procedures will be implemented once the Language Line-

service is in place.

RNT

RNT assists walk-in clients and calls from LEP clients by first assessing the-client's language
requirements, and uses bilingual staff, if available, or utilizes telephone-based interpretation
services (Language Line) to communicate with the client. :

RPD

RPD places bilingual capable staff in communities in which their language skills are utilized
most. Requests for on-site translation services utilizing Language Line are on the rise, and RPD
is committed to meeting those needs and serving its clients..

SFFD

SFFD will utilize available bilingual personnel and try to match bilingual capabilities to LEP
client demographics in San Francisco. it may also request assistance from bilingual SFPD
personnel when appropriate or utilize telephonic interpretation service.

SFO

Language Line and hilingual employees provide translation and assistance to our clients. An
Airport contract vendor staffs the information desks on the arrivals levels and volunteers staff
the airport information desks. Most airlines also have bilingual staff available to serve clients.

SFPD

SFPD mempbers are instructed to follow the preferred order of methods to communicate with

LEP individuals: 1). Use a qualified bilingual member, 2). Use a qualified blhngual civilian or

professional interpreter, 3). Use a qualified mterpreter telephonically.

SFPL

SFPL provides core library services in multiple languages, including in-person reference and
information services and signage in select facilities, Live/telephane staff provide interpretation
if on-duty staff do not have the specn‘|c language skill at a location where it is needed.

No -

SHF

SHF has bilingual employees certified in ﬁve dlf‘ferent languages as well as Language Line to
assist clients.

TTX relies upon in-house cert!fled translators -and Language Line to supplement the
department's services. TTX also utilizes IVR (“pay-by- phone ) systems for electronic payments

{annually, and these services are available in Spanlsh Cantonese and Mandarin. TTX |s

developing written pratocols for communicating with LEP clientele.

200

Z0O0 has not had a request for any type of communication by an LEP person in the past year

& ANG ol

LEP requests would be handled on a case by case basis by the bilingual staff.




3. Self-Assessment of FY 2012-13 Plans & Goals- Twenty-two Tier 1 departments submitted goals for FY2012-13
and provided assessments of goals and improvements, reporting that: 1) they were achieving their goals, or 2)
progress was ongoing. The goals included: increasing publicity of language services, maintaining bilingual staff and
increasing translated materials.

Tasle 17. Self-Assessment of FY2012-13 Plans and Goals
GOALS SUBMITTED. FOR FY2012—1 .f";ASSESSMENT OF GOALS FROM FY2012-13
1. Maintain the current level of service for all LEPs. | APD is compliant with its goal to adhere to City standards
a) Currently, APD has posted language Access | for language services. In May 2012 it |ssued two written
information in the main receb.ti()n ‘area, inclnding pol|C|es related to serving LEP clients. .

complaint procedures for violations of. this
ordinance.-” In addition, 3 out of ‘6'. Records and
Reception staff are bilingual.'- (2 Spanish, 1

Cantonese).
b) LEP probation cases are mostly a55|gned to |
bilingual © - officers for . services.

c) Staff has been trained about the Language Line

services. Staff reviews of Langua‘ge Line continue to

be = - - extremely - positive, -
2. Adhere to the Department’s.. staff Bilingual

Premium Policy to ensure compliance with collective

bargaining - Gnit's " labof Memorandum - of

. Understanding and City policies. -
ASR ASR has incieased the number of translated forms | ASR translated vital information on its website, added |
and made letters available in languages spoken by | Japanese translations, and reinforced our bilingual
LEP clients. [t has also made its website translatable | services by adding two more DHR-certified bilingual

into commonly spoken languages and increased | employees.

publicity of its services.

BM - ~Nonew - e s - Obtained translated -brechures-from- the Offlce of Civic
. Engagement & Immigrant Affairs.

DA 1} Complete website language translation as the DA | The DA maintained bilingual employees in key: public

completes the website design. | contact positions and this vear greaty—improved the

2) Place a language proficiency emphasis when hiring | number of translated materials for victims and witnesses

backfills for the department. | of crime and the general public. it currently has advocates

3) Continue to translate informational materials into | doing community office hours at three locations, two of
core languages: Spanish, Cantonese, Mandarin, | which offer bilingual services.
Russian, Vietnamese and Tagalog.

The DA also notes that the District Attorney, George
GascGn, speaks . Spanish fluently and is very
‘supportive of the program'’s goals. . . :
DBI 1) Invite OCEIA staff to visit the department to | DBI continues to meet all language assistance needs and
] discuss its needs and how to meet LAO compliance. | goals and LEP customers express constant satisfaction at
2) implement ~a standard- ‘complaint * form. | the avallablhty of both bilingual staff and written
3) . Work with other City agencies to develop and | materials i in 'CHN and SPN.
‘ implement written policies to ensure accuracy‘ and

| applicability - of - LtAO compliance.
4) Develop, |mplement and post LAO complalnt
procedures,

5) Run a two- week survey of all customers - to
determine blhngual assistance requirements. . : .
DEM DEM's goals for FY2012-13 are the same as the ones | DEM is satisfied with its progress in meeting LEP goals.

from the previous year: to continue providing fast :
and accurate oral translation services for 911 callers
as well as accurate written materials in multrple

languages. . .
DPH DPH plans to expand VM to Primary Care Clinics, | DPH is compliant with the LAO and continues to expand
LHH, and other parts of the SFGH. VMI to LHH and the Health Centers.
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‘DEPT. | GOALS SUBMITTED FOR'FY2012-13° ASSESSMENT OF GOALS FROM FY2012-13

DPW . | DPW will educate employees about LAO comphance DPW's training department received almost 100% staff
and provide them with the resources to implement | participation in Title VI training workshops. Staff hosted
them, and ensure that employees implement Title VI | and attended dozens of community, meetings where they .
procedures when DPW is hosting a community | provided translated materials and key documents. '
meeting. It also plans to continue partnering with ’ ’
community based - organizations and media that -
serve Spanish and Chinese-speaking communities in
order to provide program and project updates.

ELEC ELEC plans to develop and implement an outreach | ELEC is meetings its Language Access Ordlnance goals for:
and voter education plan aimed " at reaching FY2012-13. For the November 6, 2012 election it utilized
communities protected by the Voting Rights Act, " communication systems within the San Francisco Unified
Section 203 and produce muliilingual voter | Schoo! District and other -city departments to:reach
education materials in preparation for the June 5, | diverse communities. Outreach personnel also took the
2012  Presidential Primary Election and the lead in accommodating new citizens throughout Northern
November 6, 2012 General Election. It - will | California, by preparing and distributing trilingual written’
collaborate with community-based organizations to | voter . registration’ cards and instructions and making
assess its multilingual materials and provide bilingual | trifingual announcements at USCIS oath ceremonies. ‘
assistance at the voting locations on Election Day. ‘ ) ’ : ‘ ) B .

ENV ENV uses its website (sfenvironment.org) as a major | ENV [aunched language pages featuring targeted high-
communications channel to reach multiple clients. It | value content online, translated select press releases and
is in an exploratory phase of making a plan to either | public information materials, and continues to plan
translate a massive number of pages in bulk with a department strategies for translation.
lesser overall quality, or go with a targeted strategy
with a higher quality. Possible strategies for
determining how to translate the website include:

Dynamic Translation services, outsourced human
translation, and page translation request forms. .
HSA 1) To develop a central repository—on the H.S.A. | Additional benefit information is -available to clients
" | intranet containing materials for staff to use in | online. Materials have been posted to the intranet,
working with bilingual dlients | however the central repository has not been realized. HSA
2) Increase client access to benefit information | also increased the budgeted amount for interpretation
3) Increase HSA's resources to translation and | and translation services.

. interpretation services. ’ s T : .

Juv JUV intends to ensure the continuous availability of | JUV is meeting its goals for FY2012-13 and recently
its "Parent Guide to the Juvenile Justice System" at | identified new materials which need to be translated.
Juvenile Hall and with community partners, and
ensure that updates are made when needed. It also
looks for guidance from OCEIA to review and refine
its protocols for - communicating with LEP |
clients, and analyze what is needed by JUV to track
LEP information by Supervisorial District. - o :

MTA | MTA plans to increase. bilingual capabilities in the | MTA met most of its goals for FY2012-13. Due to limited

| Community Outreach group and Customer Service | resources, it was riot able increase bilingual capabilities in
Center, if resources allow; survey existing language | its Community Outreach group and Customer Service
assistance documents and MTA documents to | Center. It continues to identify and prioritize documents
prioritize © translatlon and partner with OCEIA to for translation. :
provide trammg and assess the needs of LEP
customers. : i ' - . " :
OEWD | None OEWD met its FY2012-13 goals through: addition of
bilingual - staff, additional translation features for its
wehsite, leadership in coordinating appropriate city staff
and departments to provide LEP clients equitable access
to city programs , and appointment of Deputy Director as
the department lead for LAO compliance.
PDR. PDR plans to translate materials into Cantonese and | PDR is meeting LEP client needs.
Spanish and conduct a survey of clients served to | ' ‘
determine a more accurate count of clients served.
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| GOALS SUBMITTED FOR FY2012:13. "

] ASSESSMENT-OF GOALS FROM FY2012-13"

In FY 2011-12, PLN tested a public engagement
model in order to develop methodologies to better
reach people who do not normally engage in public
outreach  processes, including limited-English
speaking individuals. In the upcoming year, PLN will
be working to develop a public engagement strategy
and develop strategies, policies and procedures to
provide service to limited-English speaking
communities. )

PLN has been consistent in achieving LAO requ1rements

-PUC

| Janguages

PUC plans to continue to provide LEP clients with
exceptional dissemination of all agency policies and

|.information and enhance outreach methodology for

LEP clients. It also plans to implement additional
for its Interactive - Voice Response
telephone hne and expand avallablllty of translation
services to field personnel.

Due to budget constraints and technical challenges, there
have been no changes made to the IVR line to include
additional language choices. However, the availability of
six bilingual Customer Service staff nﬁembers Spanish and
Chinese voice mail boxes, and the Language Line service
currently meet the needs of LEP customers.

RNT

Continue . to translate documents  and increase

availability through muitiple sources.

RNT translated documents and increased distribution, and
hired interpreters when needed by clients.

RPD

In development

None

SFFD

SFFD plans to continue to provide and maintain
supply of currently available translated materials.
SFFD plans to work with DHR to conduct language
certification. testing so more employees will be
eligible for bilingual positions. SFFD also plans to
expand its ability to provide language services
telephonically and increase”resources and improve

SFFD is meeting most of its FY2012-13 goals. Progress is
ongoing for some of its goals, including identifying
additional  funding for translation materials, language
certification testing, and availability of materials online.

SFO

SFC- will continue to monitor language needs and. |.

recruit and hire bilingual volunteers to staff the
information desks.

SFQ is.able to serve-clients adequately with bilingual staff,
volunteers, and Language Line. )

SFPD

Norie

Dept: Bulletin DB 12-132 "Providing Language Access
Services to Limited English Proficient (LEP) Individuals"
outlines the duties and responsihilities of SFPD members
in relation to Dept. General Order 5.20; video for Limited
English Proficient (LEP) is in progress; SFO officers were
retrained; and digital recording devices were purchased to
allow for recorded statements. '

SFPL

Update demographic reports to 2010 Census data,

develop a strategy for enhancing translation of print’
materials, and implement policies: and procedures»

that address specific needs of LEP patrons.

SFPL is in the process of renewing its GIS license through
partnership with the: Dept. of Technology and ‘arranging
contracts for language services with Language Llne and a R
translation vendor for printed materials. '

SHF

Continue to-provide the same level of service to
clients through bilingual staff and Language Line, and

identify additional staff that speak a foreign.language-

but are not yet certified through DHR.

SHF is meeting its FY2012-13 goals.

The Language Access Project Team will be
responsible for facilitating an internal awareness
campaign of LAO requirements and the use.of
Language Line. It will also assist in determining and
implementing written protocols and procedures. as
required by the LAO and prioritize the translation of
documents and signage in public service areas.’

TTX implemented the use of Language Line and trained
staff on its use. It is in the process of having all forms
translated into Spanish-and Chinese and the phone bank
has been transferred to 311 which has a comprehensive
translation system. This has improved TTX's customer
service. ) :

200

Z0O0 plans to determine what is required by the LAO
and assess and- adjust its current processes,and
materials for communicating with the public. It also
plans to develop a protocol for front-line staff and
determine if additional systems are needed. '

Goals are ongoing.
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H. COMPLAINTS : o

The LAO requires departments to allow the public to make complaints alleging violations of the
LAO in each language spoken by a Substantial Number of Limited English Speaking Persons.'®
All departments are required to document actions taken to resolve each complaint and
maintain copies of complaints and documented resolutions for a period of not less than five
years. A copy of each complaint must be forwarded to the IRC and OCEIA within 30 days of its
receipt. Tier 1 departments must provide information on their LAO complaint processes in their
‘annual compliance plan filings. :

1. Complaint Procedures- Table 18 describes complaint procedures used by Tier 1 departments. Most complaints
are reviewed by a specific.unit or officer within the department. Fourteen Tier 1.departments (54%) reported
having written complaint procedures, and only 12 departments {46%} reported that complaint procedures were
publically posted. While this is an 8% improvement over the last two years, information reported by departments
remains inconsistent with information reported by community-based service providers.

Although city departments are required by the LAO to forward complaints to OCEIA, in FY2011-12, only four
complaints regarding LAO violations were forwarded, three of which concerned Tier 1 departments. However,
annual compliance plans reveal that departments reported receiving a total of 18 LAO complaints in FY2011-12,
100% of which were resolved internally and accounted for 0.04% of all complaints received by Tier 1 departments.

Table 18 Comc[dmt :’FGC:uJFES b\i Depart”mnt

“ DESCRIPTION OF PROCEDURE:

APD \' v Aftera complaint is accepted, the supervisor is notified. Am investigation is conducted
and the conclusions of the invéstigation are discussed with the employee(s),
complainant, and Chief or supervisor. _If the complaint is determined to be well
founded, appropriate action is initiated. If unfoundeu that -cenelusion is-also fully
communicated to all involved parties. '

ASR - Vv All external complaints are addressed first by the manager of the Public Service Un|t
: and, if necessary, by the Deputy Assessor-Recorder.
BM - - CHBM is working on complaint policies as part of its services to LEP persons. It expects )
this to be available by the end of FY2012-13.
DA v oo - | The office manager will accept the complaint and forward to the staff member

designated for ensuring the accuracy and appropriateness of the translation. After
review, a solution will be presented to the District Attorney or their designee. A copy
of the complaint is forwarded to the Commission within 30 days of its receipt.

DBI - - BRY ~ = | When a complaint is received, an inspector or other staff will investigate. If merited, a
notice of violation may be written and posted; if the owner fails to respond, a second ]
notice is provided. Failure to respond then generates a Director’s Hearing. In worst
cases, the matter may be referred to the City Attorney or the property may be liened.

DEM - - DEM staff members review the Computer Aided Dispatch system to identify any delay -
' in translation, then send a complaint to Language Line if necessary.
DPH v v .| Patient’s rights are posted in public areas and included in the admitting packet. When

a complaint is received, it is assigned to a patient advocate to investigate and respond.
-Complaints may be resolved in person or by phone but always followed up in writing.

DPW v . - Complaints are investigated and recorded according to DPW's procedures under the |
Title VI Procedure 3.3.7-Processing Discrimination Complaints “National Origin.”
ELEC Vo \Y A complaint may be submitted through a Comment Form- or online Contact Form,
S which are available in Chinese and Spanish on the website and at the reception desk.
ENV - - "“| ENV does not have a written LAO complaint process. Concerns are addressed and

resolved within program areas or forwarded to the appropriate agency for resolution.

*® as defined by section 91.2(k) means either 10,000 City residénts, or 5 percent of those persons who use the Department's
services. ’
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HSA

HSA will acknowledge receipt of the complaint and schedule a telephone or .in-person
interview to obtain specific details; if submitted in any language other than English,
HSA will translate the complaint in advance. Depending on the outcome of the
jnvestigation, the client will be notified of the results and any actions taken:

Juv

JUV has an ombudsman for youth placed in Juvenile Hall and Log Cabin Ranch to
handle complaints within 48 hours. The Chief’s executive assistance provides forms
for parents wishing to make a formal complaint.

MTA

Complaints regarding LAO violations are handled as Title VI discrimination complaints.
Once received, the division manager will review the complaint form and perform
follow-up. LAO complaints will be forwarded to OCEIA within 30 days of receipt.

OEWD

Complaints may be received in person or writing. Complaints are routed to the Deputy
Director ar Supervisor of the related Division who will then reach out to the individual

'directly to assess the problem.

PDR

Complaints should be addressed to PDR's Human Resources Manager. Complaints

:forms are available in the reception area and personnel are. avallable to assist LEP

individuals in completing the form as needed. .

PLN

In the event of a complaint, staff would resolve it by using Language Line or bilingual
staff. The complaint is forwarded to the Communications Manager who would work
with the client, interpreters and staff to resolve the complaint.

PUC

The' Language Access Compliant Form is transiated into Chinese and Spanish and
available online and in the Customer Service area. Complamts may be f||ed with
Customer Service by phone or mail, or with OCEIA.

RNT

Individuals may submit a complaint by requesting to speak to a supervisor, writing to
the department or contacting 311. Complaints are forwarded to a supervisor for
investigation.

RPD

Complaints are taken seriously and responded to in a timely fashion. RPD staff
receives complaints in person, via telephone, in writing, and electronicaily. . ..

SFFD

Complaints may be submitted through any method, and the complaint form is
available online. Ali complaints are handled by managerial staff and/or forwarded to
the Chief of Department, depending upon the nature and severity of the complaint.
Complaints are generally handled on a case-by-case basis. o

SFO_

Title 'VI nondiscrimination policy and complaint procedures are posted on the SFO

| website and signs for Language Line translation are posted both pre and post security

and at information. Complaints in person are handled by Airport staff and the
information desks. Telephone complaints are handled by the Customer Service Office,

'SFPD

Complaints directed at SFPD members are handled by the Office of Citizen Complaints.
For each complaint, an OCC investigator is assigned. Once an investigation is
completed, a determjnation is made. Depending on the determination made, the
complaint may be forwarded to the Police Chief and the Police Commlssmn for further

| examination and determination of penalty.

SFPL

In 2012, SFPL revised the comment form to include an option for commentlng/
complaining about access to services in the patron’s language and translated the form

| into Chinese, Russian, and Spanish. In 2013, SFPL will begin tracking responses per the

LAO and the farm will be translated into an additional 2-3 languages.

SHF

Depending on the circumstances, foliow up.is performed either by the Investlgatlve
Services Unit or referred to other appropriate staff for resolution. A grievance system
is in place in the jail system to respond to complaints from prisoners.

X

TTX utilizes a Customer Service Feedback {CSF) response form to receive service
ratings and to field complaints. Complaints are copied and provided to the section
supervisor or manager in question.for follow-up. If the language spoken could be
ascertained, the follow-up comes from an appropriate bilingual staff member.

Z00

Complaints generally submitted through public contact staff, the Visitor Comment
Form, the Education Department Office or the'Human Resource Office. The complaint |
is then referred to the appropriate department for handling.

CIT"' ‘“45 "OU’\!TY OF SA!\ F%ﬁ

CISCO: LAG COMPLIANCE Rﬂﬁﬁ .ivarrﬁ 02 silpa

m
Un




2. Method of Receiving and Resolving Complaints- Table 19 summarizes the methods used by departments to
receive and resolve complaints. Fourteen Tier 1 departments (54%) have written complaint procedures. Twelve
Tier 1 departments (46%) reported that complaint procedures are publically posted, either online or at the service
site. The most common methods for accepting or receiving complaints are in-person, by telephone and by mail, all

of which are accepted by all Tier 1 departments.

The most common method of resolving complaints mirrors

methods to receive complaints: telephone (96%), U.S. Mail (96%) and in person (88%). Although most departments
have complaint mechanisms, it is unclear whether they provide their general forms.in languages other than
‘English. OCEIA developed & standard complaint form in Spanish and Chmese and provided this tool during the
mandatory training sessions conducted in fall 2011 and 2012; to date 18 departments (69%) reported

incorporating this form into their procedures.

a’:ia 13, Methods for ;&ccepung and Resolving Compbmgs by Depa

ment
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. FY2013-14 PLANNED GOALS & IMPROVEMENTS

The LAO requires that each Tier 1 Department’s annual compliance plan include planned- goals
and improvements for the upcoming fiscal year.

1. Goals and Improvements- Twenty-five departments (96%) provided their goals and planned improvements to
providing services for LEP clients for FY 2012-13, as summarized in Table 20. The most commonly reported goals

include: translating additional materials, educating and training employees,

procedures regarding the LAO. In addition, 19 departments (73%) plan to make improvements of some kind to

and developing policies and

their procedures for communicating with LEP clients for FY 2013-14. Some of the proposed improvements include:
hiring additional bilingual staff, publicizing interpreter/translation services, and translating more documents.

'33.4

SUMMARY OFJM oS

- APD

APD plans to increase the level of service for all’

APD bllmguai ofﬁcers are in CORE training and

its webpage in Chinese and Spanish; establish a
language interpretation account number; maintain
an updated list of bilingual employees; and

LEPs, provide training regarding LAO policies for | will be tested for language proficiency and
staff, and ensure that the department is compliant ‘certified” by the Department of Human
with City bolicies. " | Resources in 2013; it will add Cantonese to its |
' ' recorded telephonic greeting; post translated
sngnage in the reception area and implement
and apply the Bilingual Premium Policy.

ASR Consider displaying a language identification ;| ASR will publicize the availability of translation |

' poster in the reception area to help identify an LEP | services. '
person - an_d his/her language; and. increase

: publicity of LAO services to LEP communities.

BM. | Look into providing bilingual certification for staff. | None

DA Complete website language translation; place a | The DA believes it needs to expand the office’s

' language = proficiency emphasis when  hiring 1 in-house ability to ensure multi-lingual capacity
backfills; and translating information material into | and intends to translate more materials for the
core languages as they are developed. public. : :

DBI Maintain sufficient bilingual staff to meet LEP | As the economy recovers and the demand for
client needs; work with the Dept of Technology to | DBI professional services increases, the addition
ensure accurate. translation of materials posted . of staff, including bilingual staff, willensure that
online; 'and develop and update multllmgual' DB! will be able fo keep pace with market
brochures and make available online and i in print.” ;| demand. S :

DEM Continue -to provide fast and accurate oral | None.

‘translation services for 9-1-1 callers, as well as | -
accurate written materials in multiple langdages. : ‘
DPH DPH's goals are to improve the quality. of | DPH strives to improve the quality of interpreter
' interpreter services available. It has found greater | services provided by in-person interpreters, VM,
efficiencies with regard to quality through the use | and internal interpreters via polycom bhones.
of Polycom phones. 1t added 8.5 FTE to Interpreter ' ‘
Services and an exam is in process through DPH
and DHR. It will continue to review needs and add
language waivers to positions, as appropriate. .
DPW DPW plans to explore adding translated content to | DPW will update its website to direct LEP |

persons to bilingual staff for information and as
the website is developed, work with Language
Line staff and other .vendors to assist in web-
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ELEC ELEC will develop and implement an outreach and : None

| voter education plan for the November 5, 2013 |
Municipal Election - and " the June '3, 2014

| Consolidated Gubernatorial Primary Eléction. It will

'__partner with cor’nmun’i"cy—based _organizations,

| media and press to disseminate information about
multilingual services and * provide "adequéte
language assistance at the polls on Election Day.

ENV ENV will continue to increase the number of | None
translated education and. outreach materials
available cnline, partner with ethnic media to
communicate with diverse audiences, and design
and produce education and outreach material.

HSA To develop a central repository on the HSA : None
intranet containing materials fo'r staff to use in :
working with bilingual clients and to develop web
content in main languages. : . .

Juv JUV's goals remain the same, with the addition of | The LAO Coordinator'is constantly aware of new
translating the complaint procedures and the | forms that are in need of translation and will
complaint letter and Chief's response into Chinese | initiate the translation protocols as these forms
and Spanish. are identified. '

MTA MTA plans to increase. bilingual capabilities in the | MTA will continue partnering*v.rith other entities

| Community Outreach group and Customer Service | serving LEP popuJatlons review documents for

| Center; survey language assistance documents and translation, increase .outreach efforts, conduct
MTA documents to prioritize transiation; parfner “trainings for public contact staff, increase
with OCEIA to continue providing training; and | translated content. on website and -centinue to
maintain partnerships with ~~ community | refine and improve its Language Assistance Plan,
organizations to meet the needs of LEP customers. policies and procedures.

OEWD | OEWD plans to add language Line to provide | OEWD is interviewing for positions for the Invest
telephonic translation services; leverage its | In Neighborhood Team and seeking bilingual
community-based organization partners and | staff to assist and work directly with LEP
resources; translate materials disseminated to the | persons. It also plans to contract with Language
public; partnef with OCEIA; and work with other | Line Services. '

Tier 1 departments to identify best practices. - S
PDR Translate Clean Slate program materials intoi PDR plans. to translate Clean Slate program
1 Spanish and Chinese and written notices of rights | materials. into Spanish and Chinese and written
| into Chinese. notices of rlghts into Chinese.

PLN PLN plans to develop LAO department pollcy and | PLN plans to establish a policy and procedures

procedures. for improving access to information for limited
English speaking individuals.

PUC | PUC will continue informing LEP clients of all | Attention will be given to hire multilingual staff
‘agency policies; implement Language Line Service | when opportunities arise. ‘PUC is working to
agency-wide and provide telephonic interpretation | ensure that all print collateral materials and the
for field personnel;  enhance - outreach | website are available in Spanish and Chinese.
methodology; and explore implementati'on of in- i The PUC is also developing a multilingual survey
language audio and virtual tours of 525 Golden | for events, and exploring multilingual social

- | Gate. co ‘ ' media outreach. ' :

RNT Continue to translate documents and increase | None
availability through multiple sources.
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RPD

None

RPD WI” continue to provide service options,
mcludmg telephone and in-person translation
services at-all 12. reglstratlon sites throughout
the city. . RPD will develop® a”wrltten policy for
LEP interactions, and include standard Iahguage
on written materials- mformlng the pubhc of
translated materials. -

SFFD

SFFD will work with- OCEIA to obtain demographic

data; identify and translate additional materials,
assess and review bilingual assignments and”

language certification testing, and explore
opportunities to partner with the community.

SFFD ‘will conduct DHR language certlflcatlon
testing, reassign bilingual  positions and/or
restructure bilingual incentive to premium pay,
look into more bilingual NERT Instructors, and
dispatch of volunteer language liaisons.

SFO

SFO will monitor language needs and recruit
bilingual volunteers to staff the information desks;

strive to- hire qualified - candidates for, staff

positions with bilingual capabilities; and translate
the website into other languages. L

The SFO webhsite will be translated and available
in other languages '

SFPD-

Recruit for SFPD officers for blhngual certchatlon
incorporate an LEP scenario in the Domestic
Violence Unit's public service video; and print

' laminated placards in five core languages to advise

walk-in reportees or victims-of crime to wait for a

-certified interpreter or inform them that a

translation service is being-summoned.

SFPD plans to incorporate an LEP victim scenario
in its domestic violence video; print translated
cards notifying walk-in clients. of language
services at station PSAs, and continue to
coordinate training and staff development
regarding language access.

SFPL

SFPL plans to identify and implement methods of

tracking library user language needs/preferences,

within  departmental  policy and  privacy
restrlc’nons increase public and staff awareness of

.Llanguage Access Ordinance reguirements  and
| expectations; and increase access to Library
"] resources and services through translation and-

interpretation services.

_SFPL moniters language  needs for collection
-materials, programs, and in-person services and

adjusts sLafﬁng, program development, and
materials  acquisition assumptions , accordingly.
Several new tools for.FY2014 include: Language
Line . services, print translation vendors, GIS
mapplng of * city demographlcs and. Library
resource usage, system for tracking complalnts
and signage in all library facmtles

SHF -

SHF plans to continue maintaining its level of
service for LEP clients.

None

FTX will continue its internal campaign regarding
LAO requirements; encourage and monitor use of
Language Line; identify and prioritize documents

to be. translated, including signage for public

service areas; introduce a mare formal process for
complaints related to the LAO; determine. and

| implement - a formalized - training and . quality
| controls for bilingual staff; and develop written

protocols for communicating with LEP clients.

TTX will continue its internal campaign regarding’
LAO requirements; éhcourage and monitor use’
of language Line throughout servit'e'a_reas_; and
develop written protocols for communication
with LEP clientele. '

Z00

ZOO0 plans to determine what is required by the
LAO and assess and adjust its processes and
materials for communicating with the public. It
also plans to develop a protocol for front-line staff
and determine if additional systems are needed.

The ZOO will assess its processes and materials
for communicating and develop a protocol for
front line staff to refer any LEP requests to a
specific office or pasition. It will also determine if
additional systems are required.
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Table 21 summarizes department plans to hire additional bilingual staff. Alf Tier 1 departments indicated that-
current levels of bilingual staff are adequate in meeting LEP client needs and LAO requirements. Seven Tier 1
departments {27%) indicated that once vacant positions became available, they would consider filling them with
bilingual staff. :

Table 21, Pians to Hire Additional Bilingual Staff

DEPT. PLANS TO FILL VACANT PUBLIC CONTACT POSITIONS. WITH' BI!.lNGUAL STAFF. IN FY2012-13"

APD - None

ASR i None

BM None : -

DA " | The DA places a premlum on qualified candidates who have language capacity as part of the
recruitment process. As positions become vacant during FY2012-13 it will continue to work to hire
the most quallﬁed staff with language access capaCIty

DBI None '

DEM None

DPH ) None -

DPW None

ELEC None

ENV None.

HSA None

juv None :

MTA When vacancies arise, MTA will make every effort, within hiring protocols, to hire candldates wnth

" fanguage skills.

OEWD An additional four bilingual staff members.

PDR None

PLN None

PUC PUC will designate additional resources in languages other than Spamsh and Chinese if demand for

, language access increases.

RNT None

RPD None

SFFD SFFD is considering proposals for amending the hilingual positions. However challenges include
conducting language certification testing, and potentially making changes to the MOUs.

SFO _ SFO will make every effort to hire qualified candidates with foreign language skills.

SFPD None : : :

SFPL SFPL has adequate staffing levels, but is challenged by its ability to recrmt quallf"ed librarians

1 proficient in Korean, Russian, Tagalog, and Vletnamese R

SHF None : :

X None

00 . None
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FY2012-13 LANGUAGE ACCESS BUDGET B

The LAO mandates Tier 1 departments to provide budget information related to language
services. Tier 1 departments reported a total proposed language services budget of over $8.3
million for FY 2013-14, a 32% increase in spending from the previous fiscal year, and a 40%
increase overall in the past two years. Fifty-seven percent of the citywide projected budget for
language services is accounted for by DPH ($4.8 million); 13% by ELEC ($1.1 million); 11% by
HSA ($906,000); and the remaining 19% by 23 other Tier 1 departments ($1.6 million). Seventy-
one percent of the total proposed budget is comprised of compensatory bilingual pay and on-
site interpretation services. ' '

FY2013-14 PROPOSED LANGUAGE ACCESS BUDGET
Total Budget for Tier 1 Departments: $8,353,736

Gther Costs
o Bilinguat Employees
s :;B‘L?}gﬂﬁ . 37 & Compensatory pay for bilnsuat |
5,187,500 $2 708,556 emyzsovees, exchiding regular annual
Ly .
salary

= Tele phanic intempretation provided by
v werdors

% Documant trensistion servires
provided by Ciy vendors

L Oresite ngusgeinterpretation
" sepvites provided by City Vendoss

& Other assoristed coste (&2, specis

prodects]
Bocument Translation \
£ 25 o Telephonic
SEE3080 ' Interpretation
3.3% -
$775,358

Figure 4, Citywide Language Services Budget
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Figure 5 highlights changes in the citywide budget for language access services. On-site interpretation services and
compensatory bilingual pay constitute the majority of Tier 1 department’s budgets for language access services
and continue to grow. For FY 2013- 14 the budget for on-site interpretation services is expected to exceed

compénsatory bilingual pay.

TIER 1 DEPARTMENTLANGUAGE ACCESS BUDGETS FY2011-14
10,000,068 e Cpmpe nsatory pay for bilingus! employess
R 000,086 M — e Telephonit Translation Services
Z & E00,060 : —
g : . wmamne Gncument Translation Sendces
-1
=  4500,000 .
“r e 3 pi-site fariguage interpretsfion services
2,606,008 .
e QN associzted cosls (2 g, grants, special
& - programs)
FY20%11-82 FY235E2-43 F¥20313-14§
. s ThEa] Projected Budget for Language Access
FISCAL YEAR Services
Figure 5. Citywide Lang ua§ Services Bugget, FY20131-14
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Table 22 outlines the budget allocated for compensatory pay for bilingual employees who perform bilingual
services {excluding regular annual salary expenditures), as well as for services provided by city vendors. Thirty-nine
percent of the overall citywide language services budget projected for FY2013-14 is for on-site language
interpretation services through city vendors. Thirty-two percent-of the projected budget for language services is
anticipated for bilingual employee compensation.

fable 22, Budget Allocation and Strategy for Meeting the Needs of LEP Clients by Department (FY2013-14

APD 75.0% 25.0% - 0.0% 0.0% 0.0% $20,000
ASR 25.7% | 74.3% | 0.0% 0.0% 0.0% $15,570
BM - 0.0% 1 0.0% 0.0% 0.0% 0.0% 0
DA. 24.4% - 6.1% . 63.4% 6.1% 0.0% - $82,000
L DBL |- - - - - $26,000

' DEM 100.0% 0.0% ] 0.0% 0.0% . 0.0% $36,540
| DPH 22.1% 11.9%" - 66.0% 0.0% $4,755,620
| DPW | 5.0% 0.0% - | 95.0% 0.0% 0.0% $26,320
| ELEC 2.1% 0.0% 11.4% 0.0% 86.5% $1,098,000
ENV 0.0% 0.0% 0.0% 0.0% 0.0% $0

HSA 76.7% 11.2% - 12.2%% - 0.0% $905,820
Juv 92.2% 7.8% - 0.0% 0.0% 0.0% | $20,600
| MTA 0.0% 7.7% 76.9% - 15.4% 0.0% $65,000
OEWD- - [-0.0% [ 0:0% - - |-0.0% - 0.0% - 0.0% -

PDR 29.1% 25% | 6.2% 1"62.2% 1 0.0% - $80,400
PLN 18.6% 8.9%. - 0.0% 72.5% 1 0.0% $11,200
PUC 10.0% . 0.8% 8.0%. 0.8% ] 80.3% $124,480
| RNT 3.2% 1.8% ' 7.3% 14.6% 73.1% $164,200
| RPD . | 0.0% 17100.0% 0.0% 0.0% 0.0% $25,000
| SFFD © | 95.7% - 2.8% 0.5% 0.9% 0.0% $70,202
SFO | 965% 25% . | 04%. 0.4% - 10.2% $265,700
SFPD | 88.9% 101% - 0.0% 0.0% 0.0% $290,344 -
SEPL | 68.8% 136% 36% 116% . | 12.3% $138,000.
SHF.: | 99.3% 1 02% | 0.4% 0.0% 1 0.0% $112,740
CTIX . | 50.0% - v 15.0% 35.0% - 0.0%  0.0% $20,000
700 | 0.0% 1 0.0% 0.0% 0.0% - T o0% $0
CITYWIDE | 32.4% | 9.3% '4.8% 38.9% 14.2% -

TOTAL 1 .

(%)

CITYWIDE | $2,708,556 $775,358 $403,040 $3,253,282 $1,187,500 | $8,353,736°
TOTAL ' .

Budget for telephonic translation services is shared with the budget for document translations.

Budget for document translations is shared with budget for on-site interpretation services.
* The total projected citywide budget ($8,353,736) exceeds the total breakdown by budget category (58,327 736) because
some departments did not provide a complete breakdown of their total projected budget for language services.
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Table 23 provides an overview of allocations for language services out of total projected Tier 1 department--
budgets for FY 2013-14. Elections and RNT reported the highest allocation for language services as a percentage of -
the departments’ total budgets, at 6.8% and 2.8%, respectively. Overall, expenditures for language services
account for approximately 0.14% of total Tler 1 department budgets. - :

%a 23. Bugdget Aliocation and Strate gy for iseting the Needs of LEP Clients by Depar‘*ﬁ* it {E‘Y‘ 2013- 1"}

TQTALPROJECFED BUDGET FO OTALPROJECTED.BUDG DEP 'UDGET FOR LANGU GE ACCESS
v.LANGUAGE SER\”CES =
APD - -1 §20,000 - . ‘ - . 1$25,000,000 .
ASR T 815,570 ' . 77$21,208,584 ,
BM - S0 T - o - _ T~
DA $82,000 .- o 1 $39,285,809 S 0.2%
DBl -1 $26,000 - ~ 17$51,000,000 , 0.1%
DEM .1 836,540 - o 1 $43,550,000 . ) 0.1%
DPH $4,755,620 o $1,748,476,340 T o3%
DPW -$26,320 o . $194,300,000 -- Lo 0.0% -
ELEC $1,098,000 416,136,678 [ 6.8%
ENV 0 - - T} $18,000,000 - 0.0%
‘HSA $905,820 $703,500,000- . {01%
uv $20,600 $35,600,000 [ 01% .
MTA $65,000 $851,100,000 0.0%
OEWD N , - » _ ;
PDR $80,400 ' $28,000,000 . - | 03%
PLN 1 $11,200 . $28,143,143 0.0%
PUC $124,480 » - $889,400,000 '  {00%
/RNT L '$164,200 $5,905,378 ) e e 2.8_‘%"' e e e e e
RPD : $25,000 Not provided =~ - -
SFFD $70,202 : $329,715,754 0.0%
SFO $265,700 Not provided ’ -
SFPD , $290,344 "1 $475,447,000 0.1%
SFPL $138,000 E $94,680,000 T 0.1%
SHF 178112,740 $174,580,000 - 0.1%
TTX $20000 ~1$28,000,000 - I0.1%
700 $0 , T - . . -
CTYWIDETOTAL | - - i 0.14%"
! , .
CITYWIDETOTAL | $8,353,736> ' $5,801,028,686 o -

2 poes not include budget information provided by CHBM, ENV, OEWD, RPD, SFO, and ZOO, as these departments provbided
incomplete budget information. 0.14% is calculated using & language access services budget of $8,063,036 and a citywide‘
department budget of $5,783,028,686.

3 The total projected citywide budget ($8,353,736) exceeds the total breakdown by budget category ($8,327,736) because
some departments did not provide a complete breakdown of their total projected budget for language services.




Table 24 provides a two-year comparison of fiscal year budgets submitted by Tier 1 departments for language

services. DPH and ELEC have the largest budgets for language services and account for much of the increase in the-
City’s total FY 2013-14 budget for language services. Elections, PUC, RNT, and SFFD reported significant increases in

their projected FY 2013-14 budgets for language services, with each of the departments reporting at least a 100%

increase from FY 2012-13. These numbers are self-reported and changes in budget may be due to how

departments report mformatlon each year.

bfe 4A Ciwanges in Budget Ai[ocation by Depﬂr’cmcm

APD s'zé,ooo- _ éio,dob' , ; v '50' , ($) _ "q.o%
ASR $15,570. ‘ T 827,309 ' 611,739 — -43_.0%,
BM | $0 R S pso .| so ~ [o0%
DA $82,000 . - [ $68,408 . $135592 ' 19.9% -
DBI . $26,000 » $26000 - -|s0 - ' 0.0%
DEM -} $36,540 ‘ '$34,452 - . $2,088 ‘ 6.1%
_DPH $4,755,620 ' ] $3,839,725 ' $915,895 - 23.9%
DPW $26,320 $25,000 ' _ $1,320 5.3%
ELEC $1,098,000 $286,196 p $811,804 283.7%
ENV’I $0 - : ' S0 : 0 ‘ 00%
HSA $905,820 $891,700 $14,120 . 1.6%
Juv. .} 520,600 | s29600 | -$ep00 | -30.4%
MTA $65,000 o $65,000 , $0 _ 0.0%
OEWD ] so » , 1o S0 - | 0.0%-
PDR | 580,400 $78,840 - $1,560. - 2.0%
PLN ~ = - $11,200 o . $11,200 ‘ S0 : 0.0%
PUC ' $124,480 . - - . }si5750 - | $108,730° : .690.3%
RNT ' $164,200_ Can " $54,000 : $110,200 ~ - {1 204.1%
RPD $25,000 ;-f— _ $0 - B .. |s$25000 -
SFFD- S $7o,202", R $17,28‘6 L Coolss2816. o 0| 3061%
SFO . - $265;700~ BT $254,'oéo S ~ 511,706 ' _: o 4.6% ‘
SFPD- $290,344 ¢ oo o }$330000 o o - [-$39656 - -12.(5%" )
SFP-_L}:' - '$1-38,0QO_r . _ 5131',0_0_0_7- 3 $7,000, T [sa%.
SHE. $112,740 ' o $11.6,1_36 ] -%3,396 . | -2.9%
TIX . }$20000 0 . ':'.:- .$15,000, .. $5,000 . 133.3%
zod $0 . S $0 . - 1s0 ' 0.0%
CITYWIDE $8,353,736 ' $6,336,602 . $2,017;134 | 318%
TOTAL ‘ '

CITYA 3‘ LOd’\lW Cl‘: SA% F?\ﬁ’\”%SCG Uf., UV%_;ANCE ?Evﬁiiz-i\/ ch 20 3 . EiiPag e ‘



V. APPENDICES

A. State and National Language Laws
B. San Francisco Language Access Ordinance
C. Standardized Annual Compliance Plan Form

D. Glossary

E. Resources
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APPENDIX A:

LEGAL MANDATES FOR LANGUAGE ACCESS

Linguistic rights have been affirmed at every level of government — there are currently over

"Th

P
Ea
e

1,000 laws requiring language access. Following is summary of federal and state requirements.

Title VI of the Civil Rights Act of 1964
(42 U.S.C. §2000d, et. seq.): )
“No person in the United States shall, on the
ground of race, color, or national origin, be
excluded from participation in, be denied the
benefits of, or be subjected to discrimination
under any program or activity receiving federal
Fnanual assistance.” h :

Prohibits discrimination on the basis of race, color, and national

] or|gin in programs .and activities receiving federal financial

assistance. Title VI has con5|stently been interpreted by ‘courts as

| mandatmg that recipients of federal funds (including cities,

counties and public agencies) take reasonable steps to ensure their
services - 'and programs are meaningfully accessible. to LEP
individuals, including providing mformatlon in languages that LEP
|nle|duaIs understand

Department of Health and Human Services
(HHS) Regulations (45 C.F.R. §80.1, et. seq)
(1964, 1967, 1973, 1975, 2005)

HHS regulations interpreting Title VI of the CIV!l nghts Act to
prohibit federal aid recipients from utilizing “criteria or methods of
administration which have the effect of subjecting individuals to
discrimination because of their race, color, or national origin.” The
emphasis on “effect” is important because a federal aid recipient
does not have to act in an intentionally discriminatory fashion an
act that results in a discriminatory impact is sufficient an HHS to
commence an énforcement action.

Lau v. Nichols (1974)

Lendmark decision by the U.S. Supreme Court that found
discrimination based on a person’s inability to speak, read, write or

| understand English is a' form of discrimination on the basis of
national erigin. Following the integration of San Francisco’s school

system by a 1971 federal “ceu'.d:»».o.r'der.,.a.class.action lawsuit was

| filed in 1974 on behalf of Kinney Timmon Lau and approximately

1,800 non—English—speaki'ng_stud.ents_'of Chinese ancestry against

_the president of-the San Francisco School Board and the school |

district.  The lawsuit alleged that school district officials failed to

| provide English language -instruction or other- equal education
| opportunities to these students, thus denylng them a meamngful

opportunity to -participate in the public education program in
violation of their Fourteenth Amendment Rights.” The Supreme
Court reversed an earller judgment of the Court of Appeals ‘and
found that Section 601 of the Civil Rights Act of 1964, which bans
dlscrlmmatlon on the grounds of race, color, or national origin in
any program or acthlty recelvmg federal Fnanmal assustance had |
been violated. : : - -

Executive Order 13166 (E013166) (2000}

“Improving Access to Services for Persons with

Limited English Proficiency”

Executive Branch order S|gned an August 11, 2000 by Presndent
William Clinton. Requires federal agencies to examine the services

they provide, identify needs for services and implement a system

to provide language services so LEP- individuals may have

meaningful access in languages other than English. Federal

agencies must: . ’

= Plan for their own programs to meet Title VI standards

= |Issue LEP guidances ‘vto ‘their grantees. Ensure that grantees
meet Title VI standards and that community members and
organizations have adequate input on language access needs.

1jPage
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Office of Minority Health (OMH] Culturally
~ and Linguistically Appropnate Standards :
(CLAS) (2000) - S

1 OMH séts out a ‘t': tal of'14 natlonal standards
Services (standards 47) are requ]rements for all federal. fund
] rec:plents Standards 4-7 requrres all heaith care orgamzatlons to | )
S prowde and nottfy all patlants of free oral and written ]anguage 1
'_ | assistance’ ser\nces . The health care orgamzatlon must ensure |
' j_competence of blhngual asststance.prowded and shall not, use |
i 'famlly or 3 1 _'
" requested by the patlent All SIgnage nd pataent-related material -
| shall be prowded in the most c mmon ianguages encountered ln E

'Langdage Accécs

rpretatlon services unless ;

the-area of service. -

Federal Medicaid/SCHIP Managed Care

Contracts (42 Code of Federal Regulatlons

© 438.10) (2002)

Applies to each state’s enrollment broker:

MCO, PIHP, PAHP, and PCCM

Requires each state to assess the hngutstlc needs of thelr enrollee
population for prevalent LEP enrollees and creating oral and
written language services. Oral services shall be available for all
languages necessary through interpreters/translators and written |
language services shall only be reserved for prevalent non- Engllsh
speaking population. ;

Department of Justice (DOJ) LEP GUIdance

(2002)

The Department of Justice (DO} provides guidances for Title VI,
leads the Coordination and Review (COR) section, which helps

| federal agenciés implement LEP policies consistently; investigates

DOJ grantees; and litigates Title VI cases for federal agencies.

Sets forth a four-factor analysis for federal agencies to require |
their federal funding recipients to use in order to ensure that
programs and activities are accessible to persons who are limited
English proficient. The four factors include: 1) the number or
proportion of LEP individuals the program serves, 2) the
frequency of contact LEP individuals have with the program, 3)

[ the nature and importance of the program, particularly whether |

the denial or delay of access has life or death implications, and 4) |

| the recipient’s available resources.

Department of Health and Humanr Services
Guidance Regarding National Origin
Discrimination Affecting Limited English
Proficient Patients (68 Fed. Reg. 47311)
(2003)

Requires federal aid recipients “to take reasanable steps. to -
ensure meaningful access to their programs and activities by LEP
persons” based upon the DOJ’s four-factor standard.

Medicare Regulations for Medicare
Advantage Program (42 C.F.R. §§ 422.112 &
422.2264) {1999, 2008)

Medicare Advantage plans, which are private health plans |
receiving Medicare payments, are required to provide multilingual |
marketing materials in those areas where there is a significant |
non-English speaking population. Medicare Advantage plans must |
also ensure “that - services are provided.in a culturally and.

| linguistically competent manner to all enrollees

Sources for information on Federal and State Language Access Laws:

Duong, Tuyet and Jammal, Sam.

(2008). Briefing Book Language Rights: An Integration Agenda for Immigrant Communities.

Washington, D.C.: Asian American Justice and Mexican American Legal Defense & Educational Fund. Retrieved from:
http://maldef.org/education/public_policy/language_access/index.html.

New York Lawyers for The Public Interest, Inc. (2009). Language Access Legal Cheat Sheet. New York. Retrieved from http://
www.nylpi.org.
Perkins, Jane and Youdelman, Mara. (2008) Summary of State Law Requirements Addressing Language Needs in Health Care.
Washington, D.C.: National Health Law Program. Retrieved from: http://www. healthlaw org/lmages/pubs/nhelp_lep-state law-
chart_12-28-07.pdf. .
Youdelman, -Mara K. (March 2008). The Medical Tongue: U.S. Laws and Policies On Language Access. Health Affairs, vol. 27 no.
2,424-433. Project HOPE. Retrieved from: http://content.healthaffairs.org/content/27/2/424 full.
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Dymally -Alatorre. Bilingual Services Act

g “The effective maintenance and development
of a free and democratic society depends on
the right and ability of citizens and residents
to communicate with their government.”

- Cal. Government Code § 7290 et seq. (1973)

One of the first state laws to require access to government services
for LEP residents- contains specific requirements to ensure that
State programs and services are accessible to such individuals.
State departments must create implementation plans, and provide
specific information about their Bilingual Services Programs and
actions taken to correct deficiencies found in previous language
surveys. ’

Kopp Act of 1983 . _
CA Health & Safety Code § 1259

Applies to all California genera! acute care hospitals. Requires all
general acute care hospitals in California to provide 24 hours
availability of a bilingual staff - member ar prqfessmnal 1
translator/interpreter Available language services are required for
groups that comprise 5% or more of the hospltal's patlent.
population or geographic service area. -

Medi-Cal Contracts {1999}

Applies to all Medi-Cal managed care plans. Must comply with Civil

Rights Act of 1964 and provide 24-hour available language services
to language groups with: 3,000 or mare beneficiaries in a county,

-1,000 in a zip code, or 1,500 in two contiguous zip codes. Also

requires the development and implementation of a group needs’
assessment for all beneficiaries with LEP, Linguistics Standards, and
a Cultural and Linguistic Services Plan. :

Applies to all managed care plans that contract with healthy
families. LEP groups that are 5% of the enrollee population or 3,000
members will be provided with 24-hour language services. Minors

| shall be dlscouraged to translate between the enrollee =nd health
. care service plan unless in dire need:.

Healthy Family Contracts (1999)
? Medicaid/SCHIP —CMS Letter 8/31/00

Recipients must comply with OCR LEP Guidance. Relmbursement is
available for language . assistance including translation and
interpreters to Medicaid/SCHIP enrollees and Medicaid/enrollees:
States can draw down federal funds at either- their administrative
match rate (50%) or their “covered service” match rate {50-85%)
depending on how they choose to provide language services.

- -CA Government Code §§ 11135-1113 (2003) -

| Applies to all agencies and programs operating and administrating

in California, all state-funded programs, and any agency receiving |
state funds. State version of Civil Rights Act of 1964. 'Pr_ovides
protection from discrimination on the basis of race, national origin,

| ethnic group identification, religion, age, sex, colar, or dlsablhty for |

any program or activity conducted, funded directly by, or that |
receives any financial assistance from the State of California. Brings
the protection of Title Il of the ADA, W;hich ensures accessibility to
government: programs into’ state law 'and codifes Section 508 of
the Rehabilitation -Act, requnrmg accessrblhty to electromc and
information technology. : : :

SB 472 (Corbett): Prescrlptlon Drug Labels -
{2007)

Requires Board of Pharmacy to publlsh on its web5|te a list of
standardized directions transiated in five languages by October

12011 (information is now availa’blé).,Pharmacy shall have policies

to help LEP patients to understand the directions on the labels.-
Policies shall include: 1) how pharmacy will identify patients’
language and 2) how pharmacy will provide interpreter services, it

“intérpretive services in the language are available.

SB 853 (Escutia): Health Plans (2009)

Applies to all health plans and insurers. A health care service plan
with an enrollment of 1,000,000+ must translate all vital
documents in the top one non-English languages-additional |
languages shall be added based on an increéased 0.75%. or 15,000 |
enroliee population. Health plans must conduct a needs |
assessment to identify linguistic needs of its enrollee populatlon
and notify their enrollees of the cost-free translation services.

CITY AND COUNTY OF SAN FRANCISCO: LAO COMPLIANCE REPORT- March2023 = 3jPage

7225




APPENDIX B: SAN FRANCISCO LANGUAGE ACCESS ORDINANCE

CITY AND COUNTY OF SAN FRANCISCO .
SAN FRANCISCO ADMINISTRATIVE CODE, CHAPTER 91: - LANGUAGE ACCESS

SEC. 91.1. - PURPOSE AND FINDINGS.

(a) Title. This Chapter shall be known as the "Language Access Ordinance."

{(b) Findings.
(1) The Boar_d of Supervisors finds that San Francisco provides‘an array of services that can be made accessible to persons
who are not proficient in the English language. The City of San Francisco is committed to improving the accessibility of -

these services and providing equal access to them.

(2} The Board finds that despite a long history of commitment to language access as embodied in federal, state and local
law, beginning with the landmark Civil Rights Act of 1964, there is a still a significant gap in the prov15|on of governmental
“services to limited-English language speakers.

(3) In 1973, the California State Legislature adopted the Dymally-Alatorre Bilingual Services Act, which required state and
- focal agencies to provide language services to non-English speaking people who comprise 5% or more the total state
population and to hire a sufficient number of bilingual staff.

{4} In 1999, the California State Auditor concluded that 80% of state agencies were not in compliance with the Dymally-
Alatorre Act, and many of the audited agencies were not aware of their responsibility to translate materials for non-
English speakers. : :

(5) In 2001, in response to these findings, the San Francisco Board of Supervisors enacted the Equal Access to Services
Ordinance, which required major departments to provide language translation services to limited-Engiish proficiency

individuals who comprise 5% or more the total city popuiation.

(6) Eight years later, the Board finds that differential access to City services still exists due to significant gaps in language
services, lack of protocols for departments to procure language services, low budgetary prioritization by departments for
language services.
{7) The Board finds that the lack of language services seriously affects San Francisco's ability to serve all of its residents. A
2006 survey by the United States Census Bureau found that 45% of San Franciscans are forefgn-born and City residents
speak more than 28 different languages. Among the 24% of the total population who self-identify as limited-English
speakers, 50% are Chinese speakers, 23% are Spanish speakers, 5% are Russian speakers and 4% speak Tagalog.

(Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)

SEC. 91.2. - DEFINITIONS.

As used in this Chapter, the following capitalized terms shall have the following meanings:

(a) "Annual Compliance Plan" is set forth in Section 91.10 of this Chapter.

- {b) "Bilingual Employee" shall mean a City employee who is proficient in the English language and in one or more non-English
language. ’ )

(c) "City" shall mean the City and County of San Francisco.
(d) "Commission" shall mean the Immigrant Rights.Commission.
{e) "Concentrated Number of Limited English Speaking Persons" shall mean either 5 percent of the population of the District

in which a Covered Department Facility is located or 5 percent of those persons who use the services provided by the Covered
Department Facility. The Office of Civic Engagement and Immigrant Affairs shall determine annually whether 5 percent or

CITY AND COUNTY OF SAN FRANCISCO: LAG COMPLIANCE REPORT- March 2013 - 2iPage

1226



more of the population of any District in which a Covered Department Facility is located are Limited English Speaking Persons
who speak a shared language other than English. The Office of Civic Engagement and Immigrant Affairs shall make this
determination by referring to the best available data from the United States Census Bureau or other reliable source and shall
certify its determination to all City Departments and the Commission no later than December 1 of each year. Each
Department shall determine annually whether 5 percent or more of those persons who use the Department's services at a
Covered Department Facility are Limited English’ Speaking Persons who speak a shared language other than English using
either of the following methods specified in Section.91.2(k) of this Chapter.

| (f) "Covered Department Facility" shall mean any Department building, office, or location that provides direct services to the
public and serves as the workplace for 5 or more full-time City employees.

(g) "Department(s)" shall mean both Tier 1 Departments and Tier 2 Departments.

(h) "Districts" shall refer to the 11 geographical districts by which the people of the City elect the members of the City's Board
of Supervisors. If the City should abandon the district election system, the Commission shall have the authority to draw 11
district boundaries for the purposes of this Chapter that are approximately equal in population. '

(i) "Limited English Speaking Person" shall mean an individual who does not speak English well or is otherwise unable to
communicate effectively in English-because English is not the individual's primary language.

(i} "Public Contact Position" shall mean a position, a primary job responsibility which consists of meeting, contacting, and
dealing with the public in the performance of the duties of that position.

(k) "Substantial Number of Limited English Speaking Persons" shall mean either 10,000 City residents, or 5 percent of those
persons who use the Department’s services. The Office of Civic Engagement and Immigrant Affairs shall determine annually
whether at least 10,000 limited English speaking City residents speak a shared language other than English. The Office of Civic

" Engagement and Immigrant Affairs shall make this determination by referring to the best available data from the United
States Census Bureau or other reliable source and shall certify its determination to Departments and the Commission no later
than December 1 of each year. Each Department shail determine annually whether 5 percent or more of those timited English
Speaking Persons whao use the Department's services Citywide speak a shared language other than English. Departments shall
make this determination using one of the following methods:

(1) Conducting an annual survey of all contacts with the public made by-the-Department during a period of at least two.

weeks, at a time of year in which the Department’s public contacts are to the extent possible typical or representative of

its contacts during the rest of the year, but before developlng its Annual Compliance Plan required by Section 91.10 of this
_ Chapter; or

(2} Analyzing information collected during the Department's intake process. The information gathered using either
method shall also be broken down by Covered Department Facility to determine whether 5 percent or more of those
persohs who use the Department's services at a Covered Department Facility are Limited English Speaking Persons who
speak a shared language other than English for purposes of Section 91.2(e) of this Chapter; or

(3) Analyzing and calculating the total annual number of requests for telephanic language translation services categorized
by language that Limited English Speaking Persons make to the Department garnered from monthly bills generated by
telephonic translation services vendors contracted by Department.

(I} "Tier 1 Departments" shall mean the following City departments: Adult Probation Department, Department of Elections,
Department of Human Services, Department of Public Health, District Attorney's Office, Department of Emergency
Management, Fire Department, Human Services Agency, Juvenile Probation Department, Municipal Transportation Agency,
Police Department, Public Defender's Office, Residential Rent Stabilization and Arbitration Board, Sheriff's Office. Beginning
July 1, 2010, the following departments shall be added to the list of Tier 1 Departments: San Francisco International Airport,
Office of the Assessor Recorder, City Hall Building Management, Department of Building Inspection, Department of the
Environment, San Francisco Public Library, Mayor's Office of Economic and Workforce Development, Planning Department,
Department of Public Works, Public Utilities Commission, Recreation and Park Department, Office of the Treasurer and Tax |.
Collector, and the San Francisco Zoo.

(m) "Tier 2 Departments” shall mean all City departments not specified as Tier 1 Departments that furnish information or |
provide services directly to the public. '
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(Added by Ord. 126-01, File No. 010409, App. 6/15/2001; amended by Ord. 187-04, file No. 040759, App. 7/22/2004; Ord. 202-
09, File No. 090461, App. 8/28/2009)
SEC. 91.3. - ACCESS TO LANGUAGE SERVICES.

{a) Utilizing sufficient Bilingual Employees in Public Contact Positions, Tier 1 Departments shall provide information and
services to the public in each language spoken by a Substantial Number of Limited English Speaking Persons or to the public
served by a Covered Department Facility in each language spoken by a Concentrated Number of Limited English Speaking
Persons. Tier 1 Departments comply with their obligations under this Section if they provide the same level of service to
Limited English Speaking Persons as they provide English speakers.

(b) ‘Tier 1 Departments need only implement the hiring requirements’ in the Language Access Ordinance by filling public
contact positions made vacant by retirement or normal attrition. Nothing herein shall be construed to authorize the dismissal
of any City employee in order to carry out the Language Access Ordinance.

{c} All Departments shall inform Limited English Speaking Persons who seek services, in their native tongue, of their right to
request translation services from all City departments.

(Added by Ord. 128-01, File No. 011051, Abp. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)
SEC. 91.4. - TRANSLATION OF MATERIALS.

{a) Tier 1 Departments shall translate the following written materials that provide vital information to the public about the
Department's services or programs into the language(s) spoken by a Substantial Number of Limited English Speaking Persons:
applications or forms to participate in a Department's program or activity or to receive its henefits or services; written notices
of rights to, determination of eligibility of, award of, denial of, loss of, of decreases in benefits or services, including the right
to appeal any Department's decision; written tests that do not assess English language competency, but test competency fora
particular license or skill for which knowledge of written English is not required; notices advising Limited English Speaking
Persons of free language assistance; materials explaining a Department's services or programs; complaint forms; or any other
written documents-that-have the potential for important consequences for an individual seeking services from or participating
in a program of a city department.

1 {b} Tier 2 Departments shall translate all publicly-posted documents that provide lnformatlon (1) regarding Department -
services or programs, or (2) affecting a person's rights to, determination of eligibility of, award of, denial of, loss of, or.
decreases in benefits or services into the language(s) spoken by a Substantial Number of Limited English Speaking Persons.

{c) Departments required to translate materials under the provisions of this Section shall post natices in the public areas of
their facilities in the relevant language(s) indicating that written materials in the language(s) and staff who speak the
language(s) are available. The notices shall be posted prominently and shall be readlly visible to the public.

(d) Departments required to translate materials under the provisions of this Section shall ensure that their translations are
accurate and appropriate for the target audience. Translatlons should match literacy levels of the target audience.” :

(e) Each Department shall designate a staff member with responsibility for ensuring that all translations of the Department's
written materials meet the accuracy and appropriateness standard set in Subsection (d) of this Section. Departments are
encouraged to have their staff check the guality of written translations, but where a Department lacks biliterate personnel,
the responsible staff member shall obtain quality checks from external translators. Departments are also encouraged to solicit
feedback on the accuracy and appropriateness of translations from bilingual staff at community groups whose clients receive
services from the Department. :

4

(f) The newly added Tier 1 Departments as set forth in Section 91.2(l) shall comply with the requirements of this Section by
January 31, 2011.

(Added by Ord. 126-01, File No. 010403, App. 6/15/2001; Ord. 202-08, File No. 090461, App. 8/28/2009)
SEC. 91.5. - DISSEMINATION OF TRANSLATED MATERIALS FROM THE STATE AND FEDERAL GOVERNMENT. . -
If the State or federal government or any agency thereof makes available to a Department written materials in a language

other than English, the Department shall maintain an adequate stock of the translated materials and shall make them readily .
available to persons who use the Department's services. ' '
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(Added by Ord. 126-01, File No, 010409, App. 6/15/2001)
SEC. 91.6. - PUBLIC MEETINGS AND HEARINGS.

(a) City Boards, City Commissions and City Departments shall not automatically translate meeting notices, agendas, or
minutes.

{b) City Boards, City Commissions and City Departments shall provide oral interpretation of any public meeting or hearing i
requested at least 48 hours in advance of the meeting or hearing.

(c} City Boards, City Commissions and City Departments shall translate meeting minutes if: (1) requested; (2) after the
legislative body adopts the meeting minutes; and (3) within a reasonable time period thereafter.-

{Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No.‘090461, App. 8/28/2009)
SEC. 91.7. - RECORDED TELEPHONIC MESSAGES.

All Departments with recorded telephonic messages about the Department's operation or services shall maintain such
messages in each language spoken by a Substantial Number of Limited English Speaking Persons or where applicable a
Concentrated Number of Limited English Speaking Persons. Such Departments are encouraged to include in the telephonic
messages information about business hours, office location(s), services offered and the means of accessing such services, and
the availability of language assistance. if the Department is governed by a Commission, the messages shall include the time, .
date, and place of the Commission's meetings. )

(Added by Ord. 126-01, File No. 010409, App. 6/15/2001). .

SEC. 91.8. - CRISIS SITUATIONS.

All Tier 1 Departments involved in health related Qer-nergéncie_q, refugee relief, disaster-related activities all other crisis
situations shall work with the Office of CivicEngagement and Immigrant Affairs to include language service protocols in the
Department's Annual Compliance Plan.

[ (Added by Ord. 202-09, File No. 090461, App. 8/28/2003)

'SEC. 91.9, - COMPLAINT PROCEDURE.

(a) Departments shall allow persons to make complaints alleging violation of this Chapter to the Department in each language
spoken by a Substantial Number of Limited English Speaking Persons. The Complaints may be made by telephone or by
completing a complaint form.

(b) Departments shall document actions taken to resolve each complaint and maintain copies of complaints and
documentation of their resolution for a period of not less than 5 years. A copy of each complaint shall be forwarded to the |
Commission and the Office of Civic Engagement and Immigrant Affairs within 30 days of its receipt.

(Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)

SEC. 91.10, - ANNUAL COMPLIANCE PLAN.

Each Tier 1 Department shall draft an Annual Compliance Plan containing all of the following information:
(a) The number and percentage of Limited English Speaking Persons who actually use the Tier 1 Department's services
Citywide, listed by language other than English, using either method in Section 91.2(k} of this Chapter;

{b) The number and percentage of limited English speaking residents of each District in which a Covered Department Faéility is
located and persons who use the services provided by a Covered Department Facility, listed by language other than English,
using either method in Section 91.2(k) of this Chapter;

(c} A demographic profile of the Tier 1 Department's clients;
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{d) The number of Public Contact Positions in the Tier 1 Department; )
{(e) The number of Bilingual Employees in Public Contact Positions, their titles, certifications of blllngual capacity, office
locations, the language(s) other than English that the persons speak;

{f) The name and contact information.of the Tier 1 Department's language access liaison;

(g) A description of any use of telephone-based interpretation services, including the num ber of times such services were used
and the language(s) for which they were used; :

(h) A narrative assessment of the procedures used to facilitate communication with Limited Engllsh Speaking Persons, wh|ch
shall include an assessment of the adequacy of the procedures; :

(i} Ongoing employee development and training strategy to maintain well trained bilingual employees and general staff.
Employee development and training strategy should include a description of quality control protocols for bilingual employees;
“and description of fanguage service protocols for Limited English Speaking individuals in crisis situations as outlined in Section
91.8;

(i} A numerical assessment of the additional Bilingual Employees in Pubhc Contact Positions needed to meet the requnrements
of Section 91.3 of this Chapter; -

(k) If assessments indicate a need for additional Bilingual Empioyees in Public Contact Positions to meet the requirements of
Section 91.3 of this Chapter, a description of the Tier 1 Departments plan for filing the posmons including the number of
estimated vacancies in Public Contact Positions;

(I) The name, title, and language(s) other than English spoken (if any) by the staff member designated with responsibility for’
ensuring the accuracy and appropriateness of transtations for each language in which services must be provided under this
- Chapter; )

{m} A list of the Tier 1 Department's.written materials required to be translated-under this Chapter, the language(s] into which
they have been translated, and the persons who have reviewed the translated material for accuracy and appropriateness;

{n) A description of the Tier 1 Department's procedures for accepting and resolving complaints of an alleged violation of this
Chapter consistent with Section 91.9; :

(o) A copy of the written policies on providing services to Limited English Speaking Persons;

{p} A list of goals for the upcoming year and, for all Annual Compliance Plans except the first, an assessment of the Tier 1
Department's success at meeting last year's goals;

(q) Annual budget allocation and strategy, including the total annual expenditure for services that are related to language
access: '

(1) Compensatory pay for b|l|ngual employees who perform bilingual services, excluding regular annual salary
expendltures

(2) Telephonic translation services provided by City vendors;
(3) Document translation services provided by City venaor;;
(4) On-site Iangﬁage interpretation services provided by City vendors;
(5) The total projected budget to support progressive implementation.of the Department's language service plan;
(r) Summarize changes between the Départfnent's previous Annual Compliance Plan su‘bmittal.and the current submittal,
including but not limited to: (1) an explanation of strategies and procedures that have improved the Department's language

services from the previous year; and (2) an explanation of strategies and procedures that did not improve the Department's
language services and proposed solutions to achieve the overall goal of this Language Access Ordinance; and
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(s) Any other informationkrequested by the Commission necessary for the implementation of this Chapter.
(Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)

SEC. 91.11. - COMPLIANCE PLANS SUBMITTALS AND EMERGING LANGUAGE POPULATIONS.

' (a) Compliance Plans Submittals. The Director of each Tier 1 Department shall approve and annually file electronic copies of
the Annual Compliance Plan by December 31st with the Mayor's Office, the Commission, and the Office of Civic Engagement
and Immigrant Affairs. ) .

{b} Inclusion of Emerging Language Populations in a written report te the Board. By March 1st of each year, the Office of
Civic Engagement and Immigrant ‘Affairs shall compile and summarize in a written report to the Clerk of the Board of
Supervisors' all departméntal Annual Compliance Plans. In the written report of the Clerk of the Board, the Office of Civic
Engagement and Immigrant Affairs may recommend appropriate changes to all departmental Annual Compliance Plans in

_order to meet the needs of emerging language populations. Emerging language populations is defined as at least 2.5 percent

of the popuiation who use the Department's services or 5,000 City residents who speak a shared language other than English.

{c} By June 30th of each year, the Office of Civic Engagement and fm_migrant Affairs may request a joint public hearing with the
Board of Supervisors and the Commission to assess the adequacy of the City's ability to provide the public with access to

language services.

(d) The Office of Civic Engagement of Immigrant Affairs shall keep a log of all complaints submitted and report quarterlyrto the
Commission.

(Added by Ord. 202-09; File No. 090461, App. 8/28/2009)
SEC. 91.12. - RECRUITMENT.

It shall be the policy of the City to pubiicize job openings for Departments! Public Contact Positions as widely as possible
including, but not limited to, in ethnic and non-English language media.

(Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)

"SEC:51.13. - COMMISSION RESPONSIBILITIES.

The Commission shall be responsiblé for monitoring and facilitating compliance with this Chépter. Its duties shall include:
‘conducting outreach to Limited English Speaking Persons about their rights under this Chapter; reviewing complaints about
alleged violations of this Chapter forwarded from Departments; working with Departments to resolve complaints; maintaining
copies of complaints and their resolution for not less than 8 years, organized by Department; coordinating a language bank for
Departments that choose to have translation done outside the Department and need assistance in obtaining translators; and
reviewing Annual Compliance Plans. )
(Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)

SEC. 91.14. - OFFICE OF CIViC ENGAGEMENT AND IMMIGRANT AFFAIRS' RESPONSIBILITIES.

Subject to the budgetary and fiscal provisions of the Charter, the City may adequately fund the Office of Civic Engagement and
Immigrant Affairs to provide a centralized infrastructure for the City's language services. The Office of Civic Engagement

respansibilities include the following:

(a) Provide technical assistance for language services for all Departments;

(b) Coordinate language services across Departments, including but not limited to maintaining a directory of qualified
language service providers for the City, maintaining an inventory of franslation equipment, providing assistance to
Departments, Board of Supervisors, and the Mayor's Office in identifying bilingual staff;

(¢) Compifing and maintaining a central repository for all Departments translated documents;

(d) Providing Departments with model Annual Compliance Plans; and
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(e) Reviewing compiaints of aileged violations with duarter!y reports to the Commission.

(Added by Ord. 202-09, File No. 090461, App. ;‘3/28/2009)

SEC. 91.15. - RULES AND REGULATIONS.

In arder to effectuate the terms of this Chapter, the Commission may adopti rutes and regu!ationslconsi‘stent with this Ch.a pter.
(Added by Ord..126-01, File No. 01Q409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)

SEC. 91.16. - ENFORCEMENT. |

If after an investigatibn and attempt to resolve an incidence of Department non-compliance, the Commission is unable to
resalve the matter, it shall transmit a written finding of non-compliance, specifying the nature of the non-compliance, to the
Department, the Department of Human Resources, the Mayor, and the Board of Supervisors.

{Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)
SEC. 91.17. - SEVERABILITY.

If any of the provisions of this Chapter or the application thereof to any person or circumstance is held invalid, the remainder
of this Chapter, including the apphcatlon of such part or provisions te persons or circumstances other than those to which it is
held invalid, shall not be affected thereby and shall continue in full force and effect. To this end, the provisions of this Chapter
are severable.

| (Added by Ord. 126-01, File No. 010409, App. 6/15/2001; Ord. 202-09, File No. 090461, App. 8/28/2009)
SEC. 91.18. - DISCLAIMERS.

“{a) By providing the public with equal access to language services, the City and County- of San Francisco is assuming an
undertaking only to promote the general weifare. It is not assuming; nor is it imposing on its officers and employees, an
obligation for breach of which it is liable n money damages to any person who claims that such breach proximately caused

Finjury.

(b) The obligations set forth in the Language Access Ordinance are dlrectory and the failure of the City to comply shall not
provide a basis to invalidate any City action.

{c) The language Access Ordinance shall be interpreted and applied so as to be consistent with Title VI and Vit of the Civil
Rights Act of 1964, California's Fair Employment and Housing Act, and Article X of the San Francisco Charter and so as not to
impede or impair the City's obligations to comply with any court order or consent decree. -

(Added by Ord. 202-09, File No. 090461, App. 8/28/2009)

N ERANCISCO: LAG CONPLIANCE REPORT- March 2013 o 8lpage

1232

CITY AND COUNTY OF



STANDARDIZED ANNUAL COMPLIANCE PLAN FORM

APPENDIX C

FEEPIUET R0

5D,

“nited njAres adenduny Aus W0l 0] TRINDENI DINGUISHAL LR TR0

Hgnp i1 MOE AUIIPUE (E

O U SRR op 2l o &doyg

“stosamid

i Fuipeaaad U0 VeREod vaims $UpLRdeg YL e Adus paipene ny
FEIRAL 18) 51R0F B3UPUE F5E0IY BHRRBORT K 30 15| POYIENY UY
'$jraf €T-TTOZAY SUADINW [ WHUISSIFTC ULV PALPOIE UY R

:a:&:...:.:uaa ssuaay afeniue pasnhay Ty uopIzs pajduien B

usld wurndwind (eRuly O] 'y Uejass pmajdue]

o J

oo

Fuapmns
pasodoid pur sjead 0y BUAMGOT waly SlmlelEp DY) paE@ARd BN Je). Siatae Awy auqy wapup Y

LSITHIIHD

Hie]

iyt

SSEippy

"I P ARSI U S%IAES DRe0EU § SISOV D @) poanduul Yrs apeEo)
DD Y pETHWIGOS A)srowaad UAIRASg B 501 PRIUSWedw STNPAsaud pur sMdaed

ue|d 231

SHUNEFNDIS
OYIH INTALYY 43T

SBANN O YIH INFIWE Y30

sy

@unds(a)

ISSRIPPY

Fau

SFLELLIN N NS

L INRELE ]

ORI 40 3R

ki

SUEL SBRBUOT {EAUUY SRR WSK] GPBLU suduRyT TTRwioms,

uepd faumduaod

{EnuUR snomadd siueunIrdap MIY Wwary spew s B J9 ARWens @ splantd pseRld T

SHONYHI WY ITNYITANOT S0 SHPNIANG 1

PLLYS SERIUTITTOY "UE AUNC 0T TTOZ 'L A40g) ZI0Z-TT0E
SIUALUIRARE. Y UONABE-UL PRISY SPIBY IE UF YOIBLLGII WRILTIRA AP pRanbad J0s asesd

1y uopdas Foye)duwo 4oy sUoRStAS

“ZT0Z HLA9qWaID( URYI JBIE] ). PAMRIRT RG 500
 ARTRS SO ICAOTTHTH TR ATATT Q) 18 LAL0Y P, W AIRO[UOEDR| S RaYlISURSY S0 Ael SHUL

2a1r6 % Daspuel urg

LUK DESOE

BB .EE@EE_ B I0ANDTEHYF JIAD IO YD
anjeuisog asued ey

SRS AR

0y pogsappe sy pnoys sty [y
SATNGEE PR JIY PYe 01D} J0A0T € YIONE PUE DY SEE 0 SUORIRG Y0 A19|CUOY S5EDy

sHuf beyd 3:@:&.&3 reruuy BU3HWS J03 SUSTISY] pRsR

NY1d I3NYITENDD TYNNNY ZT-TT0ZAS SLNIWLYYA3a T HIIL
(OVT} IINVNIQHO SEIIIY ADVADNYT

SLTNSAY INTWLYVAAA Y NOILDTS
NY1d IINYIAINOT TYONNY
{OV7] AONYNIGHD §SII0Y ADYNDNYT

AD 40 397050

1§aage

Den
Dot
1 Q
N
g =
oW
o
[$4]

e

1

7233

REPOR

E

LAO COMPLIANC

CITY AND COURTY OF SAN FRANCISCO:



[¥1-Y 307 OWT nang} Vg S0eidiuos 3080 aQ S5y sdemiae v320

[ZT-TI0T OYT Wb} urd RN HEUD) v 5oy 33enfue] iya0

R R SEOWRILIEA = )T Aoy = oy yeeis = jigs
i 13 = STy Ve = Qi WK = Yy by
(fp>ads) o LA 9vi NdS sy KHUW NV
’ ’ IAVOASNYT IW0 AR SENITI 0 T7 40 HIYWLN

ssafeniluey 2107 JUIMOIIGY 34} V) PAAIBS SURSIFC 337 (D JAGUING I S1EIPUL FSESd

AT DR DM SR [PAD) JO %, FINBIE) 431 §0 JaqLuny) FRINATI FIURIED (U1C)

) A0 AIQUASE JEOY BRI S SRrp e e
| BORRLY . SICUN ER 01 Y IALE; i Ane Lt o e W 50 @ L LTRLT N
T SUBITRISURA BUOKADT Y Ity D AR _U . RAAINS joRuUY D _
e “Ppakras AEn1ae sunsiad 3437 MGUInU BUSLLISTER 0F pasn NG poyTawl J1f) SRIA0IG Beua]d

& EAPARLD SANMIES § TuausTedap iy TR
{07} swawipoart YsELT poinad) ju sTereng pue gy diE st s E

S[SHALES HIBRAPUL 45 ALY UITeANT WIS ap YT LR ST Ta) Sual) ARpugras

T ) s VIS U
LSy J31A YL S | ST | NHQW | NYY Y1 Imng S v Sl )
THASQ DG 1) YRR [ S0 4I7 | )0 1eguoy : R e o i v _ . s & g o=
wasarls sofenduey auws Ay QUIED 437 J0 JBLUTE BTN 193§ 86 | o yaquny Ry, Eq .?._a.&aé JROUASSS PUE HIOI §1 1O 38U S8 STAIDY FUPIUYINARD UL 1Y SRS GLfs < 51) SIURNID AIBUIELE @

LN LSO T INDSIAYIANS AT SLHIND o3t

. “Pasioy STUMEE Atepunias pue sl ying |
u_o._._zma_,‘«ﬁ._\aaﬁcw_u,,EESE%:.,::.E.E:.,HE.§§.:.5%:,.:_:2,uw._aSw@;u%::cE_wS

PO} AR SAIYLO WHRNIR AT (ait i Uy TOTTSIN [R{IGEATaNT
tpaas suasiad (33) wamgoard Ysqiug paauy jo aeTuaadd pu et oy

LAG CO

6]

PR B T D

sC

t

AN FRAN

Hmpoat pue adendur) Lragt ‘eans e g poyaniy &

o “83). pay e vaewsagu ddeliouiag oyl aqussg

>

SYURILD (T J0 2aGRON $OFENAVRT RO

GF

s

¥ AND COUNT

R 1 At LIng rasysed
17910 JDTRUISLL B BTEIPLI SKES] 4

1234



I [BT-STDTOWT Wy} nejd Baweqdio 33UBWRLQ 55101y RREASUDY 9390

UN il A% RRAGRI 20g U sag Wour kg mit sog

aneidei kel ‘ou gy

Sjeauar Aenb sa 5dA) ayy upides sald

I} [} £59RA0|HR [ROEL|G 0] S0 (403 3)enk SXEL W LRAA 2] S000
AN S

SININIVHL 8 LHTN SOTIATO 3350 T9WE

Hogres ], g strdopasg aphojdwrg

S BINEARIdy 10K, FeNpu dsea SHMIRI Spaav adenTu sy
bzaw DD SINBY 03 §83IN05A) HIEVAER SO YEIS |80BNIHIG IR sRonIsed 1reIuas aygRd deraes g o sueid
FUBUIedED ayz orey weenqd feenbhpety 8] e PSRRI O el a4y Te]) SRIBIPGE VRUNIRUEP M 51y

Ll [l
oR [ Stk
w0 sod FEPENEYLYT

(¥)afenfiue Bupuadsasios D el Ok T8 o) senbape

w0 18905 250N Soadoydii jeodl

Q? _.,sm 95 .Eqb D[ T d:_.__anu ﬁ:ac:ﬁo :.:u< sHEEFURY IO

EEIpERIE fagRENe YE fe
e

1) MIFY G0k TG LHERAL D)

PUC BRETAU JeXs JenIUi] [BUSMPRE [0 HUWRN | ek 0 JRquiny 5B RNV IO JRQUIDH G 5(

EEURAIC) S0y afeniu su) jo 53 (LR ) DR O LAY PUR T

ETOZ &4 1 PBIPIRA SaFA0|TWa [endluig |euonIppe |0 TUSWIESASEe S JUSW TS 3] 51 1AL ]

RIS ) L

]

E35audleldosdde

PuE R

uugLe s Joy ssuadsa)
stasiad yo {s)oluen

By 1A LA Mo | SN¥ | WWON | evd
oy sadenitiin) wind yyidug-uay

uwjady
{afalardiing

ueneIny e
FEerE i

| Lppirad Rnyiey
3t ¢ Fupjor)
SOV S BT %

Ui/ A vanisug}
Quopesuadwoy Aed
- pendiy ssapasy

[CEI)!
REEELTO O
|endoy e e se
Wi A palgilny

“papaa 21 15T S3A1BS Yoyum 1 2iTenBue] yiea oy suone|suel] o ssaumELdoidde
Lamnme sy lpgnuodsan gy paeulisag  (slaguow e
dug ueyy sugjo (sjelendue) pue sy "ol B AW BSERG 2

JEOe)

CNdS | snd

AN

BV

[{ETIOER] ;
2Aqagy jpeis 1wy
Predhuanpg 2004)

TN oVl

5aqendue; 3103 L5 (E7F [FIRAUHG jO FomunN

o | fes ool

w0 {shaRrmdur] Ag @oes Anua pue suniisod pRIuea It L RURTLIEET

HABGUNU BT 151 JIUANLITHAD 35, U SUOISOE 1260 2qNE 0 SBGUINK |7

45‘...: Avie uig Bl e

“wienBire| R0 3un

SNINIVELY DNIYLE WTONITIE It

March 2013

7235

REPOR

PLIANCE

&

o con

LA

TITY AND COUNTY OF SAN FRANCISCO




saadeniue] 1 pue sTunEE a0 siu e Susi g
nasuw agnd 10 suanesue {50 Aue apiansd JuaLsedan ok pig g

as i psfaemy o s

{2 TI0T O S04 Vel oaup(diuny BUvBIpIcs s5almy sHenBuet yilIg

PEMIRIINA = ) TA Fewing = oyy

spmeds = N MEESHY = 51 ALY S N Ay

“gafteniug) ([ 15 aveagy ¢SRS JNOYTRFL PAPIOIAT B AT JUBGLIRED 100k 530 pT

HIESEAIN 1 T FAIOOMERE W RGN 45 TAF Avri PEIV AR

. HUFHnIap

s yuradu

EL PR

JRUDIR I IBG)
R
FISALUITIM

R |

[ O O 15 EHIDEMINM

[BEE NN

1

*SIEA0L

suspeidy

Lot I S O O
1
|
]

=

] .
] . TGy
[

5

e, | g L. NG% | sny NHD $[ELITE

Gmadvisano | tan] ovi| was| soulnwow| wva] BERRT Bean
. 491 ]
BN,

Mumay | N ea ‘
[l Gidshy | Laxo Jusiomdop aud pip
r¥enduey 2141 dq swn|oA Y | Ad g Je1Gy 1oL s g | s=apasr awvoydeag eysy

(&) an.‘.qé X0 ([T I PEIESUeY SYERRTOUF LAY
opneE adendue) a5a0 Ly yey JOo SR 10 swdiy pannhay

PP AU 1
3 ISR PUR SRUIGIA R L0 DRGSR 94 ) CETOE 08 S0 YN Y102
p AR ZEOT-TTOZ Ry (27514 1) Ppasn TROTAIEs UONE a0 PasEt-aunYTE[5) Aue aglassg] £

FRIRLIE P
e A3einaie aumsus aundedap D] S8Up MoH BT

payesuen $11 0 Austadings (eminy

Jsaffenfiuey,, sppun (5)s8endue| UoHBSURS 5Y1 BP0, 110, STIH(IS E!,:.:mayw
DU ST IO Sy oL BuryaLees Aoy Spromeuy PERiSuig 1R )0 AL ¢ apatot S 1T

LOYT BYLIAPIN FRIDNE FRLIAIRAL USTILN J|R DISSURI JURLIEBE 2L SADRE NG 0T

NOTLZLIHSHIENG B SNOLIYTSNRHL Al

gl aseiysl ‘ou

. Hopsigesy jo sadd sy

50

RANCI

ot
e

ITY AND COUNTY OF SAN

C

7236



TAGAE T (18 HHEUL GSTO)G] £04AGPA DI par assupl pased fieaggnd & sngasoid suedns ek

AT 0 e Y §ADGULIBAD] W O KOTIORAp Fg ¢ bpesesd soig

(NBdE 38 giw Xiel Bseajg)y

[} M LPMISALE ARAFING PUE LTI F2INEDINIE DT QT 5,0 Sktantap ) dag

pasod $3UNAID0HS INVIHINGD
Npeaang [ETITICS

] - sfaneydan dvea)d] sogig
] e aseord} oy ] EGDISSUUGNS DIQ0IT(S F1[5Ta 5
"] MBI, R Winy onefn)
VR B0 T3 ROREGA U NEIA S Bet BRI,
] i) €A
] UpsLEd U ] 4N U
“Thedde ey saxay jjE jany surEdiing A die W sonoy (10 3200 A Qg Bup e
DY Rupaism) Jog SPOGIAM D4 S1EnpLE A5 01Ed e Burdae M) SRRYIBW TP BTEPUF asedly

Bupleaw oy 5

“PaLRUpE S5y Bieniiue syl e suoneiom paltage tupiela) S0 BIs0 TR pug
i AL AP oy agpaeia sen o) QMoo g apload S ]T

funsind 937 1A Furiedunws |
UBAIq pur ¥OET0TAd say spovai0sd o pue saaaosd s usunledin
20} Pavin el syuEAdul] Aaessasou e wrjdyg BT O 1UBLSTHETE FALIICY [T B 3pRaaly

- j D LIRAUESIITE

o S, SUDRITAUP P AG MVENDIED FUOSINK G A1 FEENINNNLOF O, PASR SIInEEIAd S Ty

PFUOABY LY HT-ETOTLS J0) & FEIR B |18 STV AR S PUe Gusagd
UM IOOZTRBLULLON FIHY(DE] 0) FESNSSR000 TuRiing < JUBIEIRR DU} S5855P A5eH|d LT

aie

o

FSUNKENNT AWDSIOWTE 10

2 500514 77 Bulaas 10 jaaoiold w138 AIBUIMNG folig & apingid 35e01g

] ] ,

R 535, : AT UYL T Fa301CHd BYL 5|

] Il . _._.m:..u_;:%

oy S84 AuUnR DR 3O SSLD U] SUasIsd {11 BuisuE I5) (e0050d & Asry  udwEdag ag) 5ieq
Py asum)eis 15HU0P ‘o5 T3] SUQITER3)S AUTRBWD 10 5151 §D FINLEU J(1 BqLIsap RSEDld ‘504 j)

o[ O . _

o}y 1274 : SSUONEN)E AURTIWD 0 SIS U) SIUAES AA §IDM ABUNIEGER DU 500y

_U D : ' dxupsod

O L5718 Y7 01 sudrns Appnasd o) samied o Aot Em € BABY WAMLIEEIR Sy 5080

"SUGIRNYS SIS ] SU051Ed 437 Bupaas am) spoaotaad pup suesiad 431 o
Gximang Thigpraoan i) smanod

F1030L08d HOILYIINNINWOT ONY IHAERS ZI0VRONYT ‘A

ﬁarc-h. .’.2013

APLIANCE REPORT-

LAO COM

CISCC

FRAN

QUNTY OF SAN

i

AND

71237



gl sey

ler..nmcwzu{.d Qz.vu» [LLaFEisit]

0] I pI0

O W RN AN

223pDg {B30) 5 UNITdR( Bly),

weeling
SRR euawaEdun passaEnld
uoddng o3 Pipug TS Jeie 8ng),

{umo siedound nads
‘s ¥ a) sonesos ssedse afenluer

Bugnadad (1w OIEPOSSE $180) 1BRG  §
*raypLza X110 g popprnasl
SRIARY LBNBBALIIY DFenIue) DTG Y
95 UBHRFIRI JUBL0Y. '§
SgeEpURs. Sy
TESAEY DLy T

SRR N AdERs e seinfa
il pnpEs 5800095 [EDEUEG LTl PUM
shakopd s jenduiig soj et Adarsuadvioy

AFoteny

{5) Wwipryg

SOMAIVE $5923% RAROILE]

S B

FFAIRY $5900% ifeniur] o) PAIPIRL B IR 1811 SANALES

SEIFIW ADVNHNYT HOS DIDANR $T-EE0TLE INTWLEYAAC I

AU07 T ST W0 jek R

EnRTRY D04 Fueayey 5 R

ity PsORNE,

[sadiy
STULOUID YT g0 1) £ STUIREEMIUT KoL {radda e} s1ueRlwion
OCQUENU PRIRL | §0 JEQUIBN (MDY PARLNIST | 10 SR I0T PRIEID[SY

JSuledaior Oy
PRAJDSTE 10 JBQUIBY (030 [,

[z00v18 [ %ORTY [ ] 00~ T [ woe-YZ [
_ LUDIIANIG B $%HITY AYNT LY OF IR e S0 AUDY e juad

“SHR(diuox B edRD
JEIRTE JB SIS ¢ e SYNEIIU0D G O M SHY 55555 0 5 LD SpE jo srpsle sy
ZT-TEOTAL @ PANOIRS Plig NHABI UIRIGWOY UO LapRLa) Sumole) 51) spsnld asea

s asenig) sy 7] pewed Rugegol [ san Mentazay 7]

SAN FRA

TYOF S

APLIANCE REPORT

a coM

A

CISCO: L

"

7238



g
(VTR Lot} g Soupiehiu ey S URQ $suary sdeniuet sy30

~gHonRNYE Aumilians o 51509\ suosmd 437 Hupmaes iy facorord UaYIm jo Adn g

8 “wayy Budotanag
wo U mod vegm sroupuy asoad sapiod vappe Bay 10U ssop Jtewabdap anod Ji

O] et pae
meihuny Jupgosad pue Bupdanse aog 2mpsdsold wanum suawiedap 2y o A

. sy} Bujdaransp
wr Dupd hot wagm Sioypuy ssespd sempod uRis ARy JoU S0P justuuedap anod Jj
UGS 31 03 Fa01a s Frapuanad ua samno uigiees dursxa jo Sdoy

) oy §,0084 J50 (f PR PIPU JUSIRIOdED Jaed Jou siool A
St axaty) sool AL Sho8 BN § JWSWARIDTAE 0l Ay o 230pdn oo apud a5l

51208 ETOE-ZENTAD TUADail 81 IUDILIRTAN DY MOY [0 IUBUESATIR Ny *F

SIOT-ETOEAS R Snapyan of Sunpd yustinndsp ol seob ais fo vopdpasap o apmoud aseapy

© ol

22 A+

1%

[ERIIETe R Vi TH
b Oyl aMy,

2g unfyaRs Fulw|diwes w0y suogonnswy |

NOILYLNIWNOOQ O3HIMD3Y 18 NOLLDAS
NYTd IINYITAINODD TYNNNY

- {OV1) IINYNIAYHO 55320V IDVADNYT

7iPage

3

CO: LAQ COMPLIANCE REPORT- March 201

S

il

<

TY OF SAN FRAN

G
O

7239



APPENDIX D:

GLOSSARY OF TEREVIS

American Cemmunity Survey

An ongoing survey conducted by the U.S. Census Bureau among a sample of the
population that provides a detailed snapshot of various social, economic, and
housing characteristics of the U.S. population. Data are analyzed and released in
the form of 1-year, 3-year, and 5-year estimates. -

Annual Compliance Plan

An annual written plan required of Tier 1 departments including information
and data outlined in the LAO, due to OCEIA by December 31 of each year. -

Bilingual Employee

A city employee who is proﬂcrent in the English language and in one or more

" non-English language(s).

Census

A populatlon snapshot conducted every ten years on April 1 by the U.S. Census.
Bureau to provide an official count of_ the entire U.S. population to Congress.

“Dataare used to determine congressional representation, community services,

and distribution of federal funds.' ln the 2010 Census, the survey included ten
guestions. :

Concentrated Number of Limited
English Speaking Persons

Either 5 percent of the population of the District in which a Covered Department

“Facility is located or 5 percent of those persons who use the services provided

by the. Covered Department Facility. OCEIA determines annually whether 5
percent or more of the population of any District in which’ a Covered
Department Facility is located are Limited English Speaking Persons who speak a,
shared language’ other than English. OCEIA makes this determination - by
referring to the best available data from the United States Census Bureau or-
other reliable sources and certifies its determination to all City Departments and
the Immigrant Rights Commission no later than December 1 of each year
(beginning 2011). Each Department shall determine annually whether 5 percent
or more of those persons who use the Department's services at a Covered |
Department Facility are Limited English Speaking Persens wha speak a shared |

- language other than English using ‘either of the rnett'ous specified in Section

91.2{k}-of the LAO.

Covered Department Facility-

Under the LAQ, any Department building, office, or location that provides direct

- services to the Dubhc and serves as the workplace for 5 or more full tlme City |

employees.

Crisis/Emergency Situation

A serious or unexpected event of intense difficulty or danger that requires an
immediate response due to the impact on individual or publlc safety.

Cultural & Linguistic Cempetency

A set of behaviors, attitudes, and policies that come together in a system,
agency, or among professionals that enables effective work in cross-cultural

" situations (Source: Office of Minority Health).

Districts

Thell geographlcal districts by which the people of the Clty and County of San

Francisco elect the members of the Board of Super\nsors

Interpretation

Listening.to a message in'one Ianguage and conveying that message’s meaning

arally. lnto another Ianguage in an appropnate and cuiturally competent'
manner. . . :

Language Access Ordinance (LAQ)

San Francisco’s language access law, estabhshed in 2001 Amended in 2009 to
add 13 new Tler 1 departments strengthen campliance requnrements and
increase ef‘ﬁcacy

Language Access Services

The full range of services used to ensure that individuals who-are not English-

-language proficient have meanlngful and equal access to information about city

programs and services. Services include, but are not limited to 1) in-person,
telephonlc and video remote interpreter services, 2) translation of wrltten
materials, notices and documents, and 3) bilingual employee services. :

Language Line

An authorized telephonic |nterpretat|on vendor that provides over-the-phone

1 |nterpretat|on among other services. OCEIA manages all crtyW|de languagef,

service contracts.:

Limited English Proficient (LEP)

An individual who does not speak Enghsh well or is otherwise unable to
communicate effectively in Enghsh because Enghsh is not. the. |nd|wdual’
primary language. i
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Multilingualism

Language diversity, the use of multiple languages by an individual or community
of speakers to commumcate with others Qver 115 dxfferent languages are
spoken in the San Francisco Bay area.

National Origin Discrimination

Discrimination as a result of 2 person’s birthplace, ancestry, culture or,

Jangliage. This means people cannot be denied equal opportunity because they
or their family are from another country, because they have a name or accent
assoaated with a national’ origin group, because they participate in_ certain
customs ‘assaciated with-a natlonal origin group, or because they are married to
or assocmte with people of a certaln natlonal orlgln (Source: U.S. Department of
Justice). )

Primary Language

An lnd|v1dual's preferred and/or strongest language for commumcatlon with
athers,

Public Contact Position

A position in Wthh a pnmary jOlJ respon5|b|l|ty consists of meeting, contactmg,

‘and dealing with the public in the performance of the duties of that position.

Quality Control

Procedures or measures that ensure City departments and agencies’ services
and materials are translated or interpreted accurately and consistently.

Substantial Number of Lirnitecf
English Speaking Persons

“Either 10,000 City residents, or ‘5 percent of those persons who use the

Department's. services. OCEIA" determines annually whether at-least 10,000

limited English speaking City residents speak ‘a shared language other than

English. OCEIA makes this determination by referring to the best available data

‘from the United States Census Bureau or other reliable sources, "and certifies

this determination to Departments and.the Immigrant Rights Commission no
later than December 1 of each year {beginning in 2011). Each Department shali

" determine annually whether 5 percent or more of those Limited  English

Speaking Persans who use the Department's services Citywide speak a shared
language other than English. Departments shall make this determination using
one of the following méthods: 1) surveys, 2} at the point of service, and/or 3)
Language Line or other telephomc language translation vendors contracted by
the department. ’ I

Teiephonic Services

Contracted interpretation services to provide as-needed, toll-free 800 telephone

‘number{s} or other means for participating City departments to access language

interpretation services 24 hours'a- day-and 365 days of the year. Core languages
include: Cantonese {Chinese}), Mandarin (Chinese), Spanish, Russian, ‘Tagalog,
and V|etnamese and a minimum of 20 additional languages and/or dialects

| approved in writing by the Office of Civic Engagement & Immigrant Affairs.

Tier 1 Department

Departments that must comply with the full extent of the LAO {including
minimum reqmrements) and file annual compliance plans: Adult Prabation, |
Airport, Assessor Recorder, Burldmg Inspectlon City Hall Building Management,

District: Attorney, Economic and ‘Workforce Development Elections,

| Environment, "Fire, Human Services - Agency, luvenile Probation, Municipal

Transportation Agency, Planning, Police, Public Defender,_Eu‘blic Health, Public
Library, Public Utilities, -Public Works, Recreation-and Parks; Residential Rent
Stabilization and Arbitration Board,— Sheriff, Treasurer and. Tax Collector and ]
Zoo. I o ’ '

Tier 2 Department

All c1ty departments not specmed as Tier 1 that furnish lnformatlon or provide
services dlrectly to the public. Must meet basic requirements of the LAO. |

Translation

Reading a document in one language and- conveylng the document’s meaning in
writing into another language in an approprlate and culturally competent )
manner. : - -
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APPENDIX E.

RESOURCES

Despite challenges, public agencies and government can adopt cost-effective policies and practices in partnership
with advocates, community-based organizations, philanthropic institutions and the private sector. Below are some
of the resources OCEIA is using to assist city departments with meeting their LAO compliance requirements and

better serving LEP clients.

Chinese for Affirmative Action (CAA}
(www.caasf.org)

An early champion of language rights and contributor to Lau v. Nichols, CAA has published a
number of reports on language access progress, barrlers and opportunities. Its 2004 The
language of Business report acknowledged the challenges faced by the public sector in

_delivering multilingual services and increasing language access, recommending that

government agencies improve their ability to commupnicate with LEP clients by adopting

{ business practices widely used by the private sector, including: 1) language needs

assessments 2) effective outreach and marketlng strategles targeting LEP populations; 3)
hlrmg and tralnmg bllmgual personnel 4) creating multilingual telephone or customer
service .centers to communicate directly with LEP customers; and 5) deve!opmg cost
effective procedures for translating and dlstrlbutmg written materials.?* '

Federal interagency Working Group on
Limited English Proficiency
{(www.lep.gov)

Operates www.lep.gov, a website that acts as a clearinghouse of information and prowdes

“tools and technical assistance for fimited English proficiency and Ianguage services to guide

federal agencies, recipients of federal funds, users of federal programs and federally
assisted programs, and other stakeholders. -

Grantmakers Concerned with
timmigrants and Refugees (GCIR)
{www.gcir.org)

. 2006, is a

-GCIR provides tools and resources and seeks to influence the phllanthroplc field to advance.

the contributions of the country’s growing and lncreasmgly diverse immigrant and refugee

.populations. GCIR has pubhshed a number of guldebooks on immigrant integration and LEP

assistance. lnvesting in Our Communities: Strategies for Immigrant Integration, published in
well-regarded toolkit that includes a section on public sector efforts -entitled
Promising Practices in Language Access. . GCIRAs a growing network of feundations working
on a wide range of immigration and immigrant integration issues including education,
health, employment, civic partlupatlon race and mtergroup relatlons and o’cner concerns
affecting immigrants. ™ 7"

Migrant - Policy Institute: National
Cerder on immigrant Integration Policy
(www.migrationinformation.org/
integration/language_portal)

MPVs Language Portal is a digital Ilbrary of more than 1,600 resources relating to the usex of
languzge access services in social services and public safety agencies. The-Portal includes
legal guidelines, service models, master contracts for service providers, hourly translation
and interpretation rates for different languages, pay differentials for multilingual staff, and
sample translated documents. The Portal was created to. prowde “one-stop shopplng” for
the many local government administrators, policymakers, and others who are looking for
ways to provide hlgh -quality and cost-effectlve translation and interpretation services.

‘MP¥s National Center on Immigrant lntegratlon Pollcy provides: policy-focused research;

policy de5|gn leadership development; technlcal assistance and training for government

‘officials and community leaders; needs assessment program planning, and evaluatlon !

services; and an electronic resource center on |mm|grant integration issues.

National Canter for State Courts
{www.ncsc.org) '

NCSC Is an independent, nonprofit court improvement. organization founded at the urging

| of Chief Justice of the Supreme Court Warren E. Burger. NCSC acts as a clearmghouse for
‘research |nformatron and comparatlve data to support lmprovement in_ judicial
_administration in state courts. Publishes language Access Resource Guide.

Washington  State for
Language Access

{www.wasécla.org)

Coalition

WASCLA is an organization consisting of legal professionals, advocates, law enforcement -
personnel, |nterpreters/translators and court personnel who are dedlcated to assisting

state and local agencies within the State of” Washington to understand and comply wrth .
thelr obligations under Title V] of the Civil Rights Act of 1964 B - ]

*Chinese for Affirmative Action. {2004). The Language of Business: Adopting Private Sector Practices to Increase Limited-English

Proficient  individuals’

Access to Government Services.

Retrieved from: www.caasf.org/wpcontent/uploads/PDFs/

The%20Language %Zodf%ZOBusIness%ZO"aSbCAA%Sd.pdf.
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CITY AND COUNTY OF SAN FRANCISCO
GFFICE OF CIVIC ENGAGEMENT & [IMIMIGRANT AFFAIRS

OCEIA promotes civic participation and inclusive policies that improve the lives of San Francisco’s residents, particularly
immigrants, newcomers, underserved and vulnerable communities. OCEIA seeks to bridge culturai, 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 Grantsl Commumty Outreach & Education | Day Laborers Program
Language Access & Services ] Immigrant Affairs & Integration | Immigrant Rights Commission | SF WireUP! Consumer Education

Main Office: Executive Office:

50 Van Ness Avenue 1 Dr. Carlton B. Goodlett Place
San Francisco, CA 94102 City Hall, Room 368
Telephone: . 415.581.2360 San Francisco, California 94102
Facsimile: 415.554.4849 '
Email: civic.engagement@sfgov.org

Website: www.sfgov.org/oceia

Adrienne Pon, Executive Director

Whitney Chiao, Executive Coordinator/Office Manager )

Keyla Cordero, Language Services Specialist ‘ . .
Felix Fuentes, Senior Outreach & Education Manager/Community Ambassadors Program Supervisor
Danielle Lam, Events and Programs Coordinator

Ray Tak Wai Law, Senior Language Services Specialist/Media Coordinator

Alena Miakinina, Senior CAP Program Assistant/Russian Translator

Isis Fernandez Sykes, Deputy Director of Policy

Ashley Walker- Benjamin, Senior CAP Program Assistant

Richard Whipple, Deputy Director. of Programs

Angelo Honable, Clerical Assistant.

Community Ambassadors:

" District 6 District 10
Faapito ‘Tee' Sagote, Team Lead  Rico Tiger Terry Collins, Team Lead Nyasha Vincent, Team Lead
Schevonne Baty Brannen Tindell William Bender. David James -
Oscar Buitrago . Junior Tovio, . Suafa Drake Jessica Lopez
Alonna la Daphne Fontino Cindy Tong

Edward Munoz

Credits:
Author/Report Narrative and Design . ) Adrienne Pon
Chief Researcher/LAO Compliance & Data Analysis © Whitney Chiao
Data Integrity & Verification Richard Whipple
IRC Advisor Commissioner Vera Haile
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. Print Form

| hcreby submit the following item for introduction (select only one):

0

X
o

OO0 00O 0o

[J 11. Question(s) submitted for Mayoral Appearance before the BOS on

1.

. Substitute Legislation File No.
9.
10.

Introduction Form

. By.a Member of the Board of Supervisors or the Mayor

- { Time stamp
or meeting date

For reference to Committee:

‘An ordinance, resolution, motion, or charter amendment.

2. Request for next printed agenda without
. Request for hearing on a subject matter at Committee:
. Request for letter beginning "Supervisor

. City Attorhey request.
. Call File No.

reference to Committee.

inquires"

from Committee.

. Budget Analyst request (attach written motion).

Request for Closed Session (attach written motion).

Board to Sit as A Comumittee of the Whole.

Please check the appropriate boxes" . The proposed legislation should‘ be forwarded to the following:
[] Small Business Commission ]

Youth Commission '] Ethics Commission

[J Planning Commission - [] Building Inspection Commission

Mote: For the Imperative Agenda (a resolution not on the printed agenda), use a different form.

Sponsor(s):

Subject:

.Mar} ' C//’? Sy

Resolution endorsing the 2013 Annual Language Access Ordinance Compliance Report

The text is listed below or attached:

Plcase see attached.

Signature of Sponsoring Supervisor:

tor Clerk's Use Oniy: :

| /20 790
1244
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