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'"'·from. imrnigra.nts, \fVpn1en and• Muslims 'to tilerneV{i(ll:9ia,h~ti9nal .sec[irity)mdthe ·envl~. 
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e::·:~~ lcans;the new admiriistratjgn's•:pq!icy.iptemions seem.' ll~e an atfcic~.Qfii~r.e· pasic tenets of a 

· -. Civil and·democratlc sos.:l!'tv3Mls~lt;ig··are~~}~a11Jor bi3r,mony, .. 1.m.derstanding\a(\d !]qlty;respect ·· · 
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There ·rs·.alluman crists:liapr}eoi~g,;notji.isf~i:ro§s·an-O:C:ean JnafarawayJari~, ~u~1: llere ana nowirr-~~ 
America. Atatlmewtten basic hyman rights, protectlonsanclcivll llbertlesare threatened throughout 
the.vvorld,words andJanguag«? absolutely matter and.arecritlcaHothe trljst between a goverrirTient '5:. 
and. its. PE!OPl~('rh~:preamble. of the LJ:S, Constltutlo11 starts i>/ltti)'Y\/~ the People,'' affirming that·•:', 
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:~::~;~:~;'? ;~~', ~'~'~\:~"·~;: ;_ . '.: ~-:. ; ;;'~; f::v--:::~·-:>>::·-- < <'- :. '_:;-:- -- ·: ·_ "._-,, :;_ _ _ -'.'"~\'\_:~;j~;::;~~:~_::;~_\.:--?-~'~=--":::-~~-~-~=< ~\-~ :· ;-~;·_:{_~~<~'~:~~=S~ ::=-~ ::~ ~~:.'.: ~ ~-:,~°- ·: _ -:: : :~: ~:: -: ~ = _,,:· · ;;~ i-: 
~t: ~if>C!r"~gQYernrnen~ls pff'!:ly/;a11c;l •for; the. people oftheUnited StatefrAl:L:the people, notjusts}Jh'\e, ,1 

;!!!!!!!~i1PK~~t 
'•.who.~spea1<.;alanguagec9ther~ t~a.n .E111glishc~fh()( · 

ate··•limifed~Engllsh .. · prcifident;if\;tany.~AroeriC:c!M)WI 
)q(t}(Jrn€! ~~eJ'lo.~.fryi(Uiqr,anfa.'-7".~4Xpercen~;·or•2."1f 

... v~~fr6:38iffer~nfl~~guagesare~~!Joketi·111 ffieis~~ f=tancis-c ·. . .. 
tjia<li:urate ·1nforn;iat)on lnJangu~ge has bee!J ci;lorigtime •priority 
d'countl~s·acr0ss•the natio9:1trls'vitalto .. buildingttustpet~eeo)of 

.• e.~~~Y~5:@r,t~J~~?.~~~.11cs,~fittfa~9_d~fo.1mrri1gra~tLUt~Q[atigfa9ri8Jm ... 
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$i~~f ~~t!~u£i~~1i~~~~W&~i~5!~~w;~:~er~t~c~v~~~~ii§jat~~i1¢~1R16~£~~~~is~~~~~~~fy~; 
Jongttm(cp.tnmlJij1~9t\to,enS,urlng. equal a~~e~~ tci .timely· and a.cc:u.rateinfopnatlonls. clear, espe~ 
f .c:lally· ln h~althccir,~canct•langi:lage~ac~~sS,7laws,~al]i:i'.ln s~fety; sanctuary· an.d due process· polities . 

~i:~~~~~~~~~~~\~~~-]~~Ec®~1~~We:/nv~~o~~ff£!r~foa~~fJ,fb~~t~~&~~~@W~~Wqf§~k~~h~o:~~I···• ········ 
i·•. <. iaccess'an~falrness for all;ilQP~tticula~· fodlie mo§fvulfierable orunderrepresenteac9111munltjes; •• 

/ 
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· .•. • ·Tne··san•• Frabdsc:9 angtbe United••States•thaL\o'Je •• contiliue.·to. strivefoFils one w.liere' all•'•resl~ 

. dents ··feel•. lncluded;\tal!ied and.respecteaJor whattbeyco.nttibu~e; where fhE}Y tan ]ive In a 

.. healthy and. safe i envlfonrnent; where they oave •eqllal" opportunities to succeed and. thrivei 
arid·. where they trust• the government that .was enacted tq,i$etve;.,prl:itect:2111tl;rep:resehttnern:: 

,-·- ·_-,~::

- ,;---<.~=- -----

• .·. . . ,. . . . . . A,,·z9•.,; ~ •fc;:·.1!• - •· .... 

...... ··' > .· Ii~~r .. '.'.i_'~,~i~i~1l~~6?~:t~~ 
.. ,Jc; En~agemehta(ld:Immigrant Affairs 
· ·- · · · · ··· · · ··· ·· · February 2011 

1 Commission on Wartime Relocation and r!lter~rileni ofClvilia~:S. (Decemberl982)> Pers6ri~I/Ji\1~n 
27-28. ..",. •· .. ··• ······' i •• •••• ' •. · ..c.: .. ···- ~~= ~i~~_;,_-3~Urlii~ceSfate~--~~nSus Bureau's 201~·201.5 Arrlerican CommunitySUrvey. 

4 United States Census Bureau's 2009-2013 American Community Survey. This is the most recent American Community Survey 1vith 
detailed.data on all languages spoken at home. 



The fight for language? f:Y/Grants, prqgraiT\ in .• 

~~:!at~ith~:~k ;~:~~~ ?;F:i~~r~;~:l~e~i~~i~i~, 
nation case filed· against·•• . ; the. public .on l~nguage·. 
the San Francisco Uni<.. access rlghfs..-and'.pro" " ... • 
fied School District that yiding feedback orvthe 
led to a lahdmark 1,974. · City's : language 'sere, · 
ruling by/ the U.S:c SlJ" vices delivery; Working i. 
preme C()Urt on bilingual . with community ' ad" 
educatiqn (Lau v.;.Nwf!,; • ~·votate:siand• the(IR9;,; ,,. 
ols).5 The ruling set th~ OCEIAC"certified Filipino ~' ' 
foundation for :ancf.thE? .. .. . . . . .. . . . .. . .. .. .· .... . . as San Franciseo's th.lrd , 

~~~~ll111flf j'~f f f~ii~ 
ported by the Sa~ Franc .~?.t>v;ro~!•r:Alatl)rr;~ Bllin~u~lf$~lvice·~ i lection . responsibili~ 

~ci~mi~~~~~rant· .•. ~i~~~ ~· ;:~~~~I!~~97~1J;)~;f·~;·;.c·~;~!t7~:GJf~:~?f i;~~~( '~e:n~ a~h;~ty ~~tv%~ 
played an ·.instrumental .. . . . • .•.. . . .... · infor111ation and .~er• • 
role, in advocatin9., for. apd secwlngJanguage ac- Vices to the. public, thUf Increasing the numt>er bf .. , 
ces~ laws in';th~ City Bt;(o:Unfy of San. franC:lsco. reporting departments from 26 to 51. The . LAO'. 
The. City's first.'lar:igu,ageocicc:es.s la\Aiwasenacted co1Ttplalnt process was also centraUzed In OCEIA.·- .-
by the Board 'of ~µpe,ryi~cirs in:_2:00f} with~:amend- - ·.·.· . -c~ :: .. . ·. • ·. . . .. - .. 

men,ts made In .2009 and :Z:6r5'that~lncreasedthe In 2.oi\i, OCEIA partnered. with the Board and 
efficacy, scope;; and releyante of language acc:ess, Clerk's. Office. on :_an 1 r-111ontb pilot tq~Jmprov~ .. 

· . · /: . \ .• ,-••······•······-····••· :, :•-·•· oD~ite interpretationc·and language iservices·-•at~·-
First named the Eq4fli.~GC~?5c ~Q Ser/ices on:linance/: B6ard ·.meetings and. to increase civic participation. 
the la~ was streri§tl1er1eff ln 2009. 

0

and renamed . . . - .. . .· .·.. . .. ·.· .•... · ·••·•· 
the Language AcCE;!SS Ordinanqr .• ([AO). follo\AI~ Today, San. franci§co's Language Access brdinancec' 6 

ing the creation of toe Office of qvic Engageft1ent ~and Implementation Innovations. are a national motj" 
and Immigrant Affairs (QCEIA) In ~arly 2Q09., Im• eil;Movlng forward; OCEIA will continue to develop 
plementatio9 of the law ~~~ signifiSflntly fnipfo\ied ani:flmpJement the LAO with Its many community arid 
as OCEIA consolidated lang~fjge'accE)Ss;;}mmigrant cit/partners to ensure quality, culturally competent/ 
assistance, arid, civic engai:J#m:epf'poljcres·and ~eir·:· ~nC!readllyavallablelanguageservlceslnSan Francisco •. 
vices in a single departmeot, QCEI.A. ihfo5duced : ~ 
mandatory Citywide training anc:r·~~cfitji~al'.~s~jV< ··• · 
tance for departments, later creatlng•:tg(lJ,s, te(Tl{ • 
plates, standardized 'reporting, and· otfier: sup~orf/··· .. 
OCEIA created the [anguage Access >,tommuni-:: · 



ub3n'gucige Access in 'Sahfrandsco is part of a broader public vision to 
000)'''&n~6uragt; civic engagemer1t andparticipation. 
}i~~-~-~'..'.~'---' -' ,, 1, '· ' 
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.:DiffetehFl~~i~§·~g~s [)iff~;·e~tlanguag:;~sp6ken• 
spbl<erfin Sall Francisco . in'S:~fh FfahtistoB~y.,t\rea\.%· _, 
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21.6% of San Francisco residents 
self-identify as LEP 

3.8% 
Russian ..... " .... 
speakers .... 

4.8% 
Filipino 

speakers 

3.5% 
- ..... ,. .. Vietnamese 

.speakers 

Over the age of 5 speak 
a language other than 

English at home 

c 
SPANISH 

nl 
~cl.; 

qualify as threshold 
languages under 

the LAO 

San Francisco LEP Population by Supervisorial District and Top Five Languages Spoken7 

Board of :rotal bis-' ·•·· ... ' . c; 
supervisors i:riCt: P<>pu~ Chin~s~. > 

District lationb.v.e:r. ·· .LE~. 
sYears Old 

7 United States Census Bureau's 2011·2015 American Community Survey. 
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Qf~tn~mese 
.. LEP. 
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·oitJt 
The Language Access Ordinance requires that City departments submit annual compliance plans 
summarizing their language services delivery and demographics on the clientele served. Significant 
to note is that previously, only 26 departments were required to file annual reports and data; start
ing with this report, 51 departments are required to do so. Below is compilation of the information 
provided by the 49 departments out of 51 that submitted a report for Fiscal Year (FY) 2015-2016. 

CirrntrnE CUE~'H 
~ f·,!T~SR/i,CTH) NS: 
For FY 2015-2016, City Depart
ments reported 14.4 million cli
ent interactions, of which 5.5% 
were Limited English Proficient 
(LEP) clients. Chinese had the 
highest interaction level at 55% 
(47% Cantonese and 8% Man
darin), followed by Spanish with 
30%. Per the American Com
munity Survey (ACS), among the 
21 % of the total City population 
who self-identify as limited-En
glish speakers, 55% are Chinese 
speakers, 21 % are Spanish speak
ers, 4.8% are Filipino speakers.• 

i .... : CltYWIDE'OfflENT; --::~1 
r · >· ·~ a;ml\lteRA¢°I!t1f9~ .. _i:c· .. i 
TOTAL CLIENT INTERACTIONS: 

iiiiiiiiiiiiiii ............... ,,,,,,,,,,,,,,, ...... 
''~'' . . . - .. '' ' . . '' iiiiiiiiiiiiiii 
iiiiiiiiiiiiiii 
iiiiiiiiii 

5 50/I were 
•• 110 LEP 

TOTAL CLIENT INTERACTIONS 
BY LANGUAGE 

Vietnamese 

Other 2% 

L 7% 

1 ···· Cl"fYWIDEcf3lifJNGWAL < .•. ·A 
RUSl!ICi00N71".Acm.SfJ.\FF ·~~g~ 

l]!J!jUC STt\!"i~: 

A key requirement of the LAO is 
that City departments utilize suf
ficient bilingual staff in public 
contact positions, in the current 
certified languages of Chinese, 
Spanish, and Filipino.• For FY 
2015-2016, City departments re
ported that 26% of all public con
tact staff are bilingual. However, of 
those, only 32% of all public con
tact staff have been certified by the 
Department of Human Resources. 
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8 United States Census Bureau's 2011-2015 American Community Survey. 

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

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

CCITYWIDE l..ANGUAGEACCESSI 
[:~·~it~fr.e~pJ;NDIJLJ8ES ~}C~~i :,2 1 
CITYWIDE TOTAL LANGUAGE 
SERVICES EXPENDITURES 

CITYWIDE TOTAL DEPARTMENT 
OPERATING EXPENDITURES 

CITYWIDE TOTAL LANGUAGE SERVICES EXPENDITURES BY CATEGORY 

On~Slte .-·· 
Interpretation 

6% 

ln~:~~~~a~/gn 7o/o/ 

cr!f'1tll\!ID!E UU\lGWV~f ACCESS EXPENrnTUR!ES: 
The category of "Other" is the largest expenditure report
ed by City departments representing 56% of the total bud
get reported. "Other" includes grants made to local commu
nity-based organizations to provide in-language outreach 
and education. Most newly reporting departments have a 
small budget for language services and reported language 
expenses as "Other.'' Compensatory bilingual pay is the sec
ond highest category representing 19% of the total budget. 



> •. · .. -'~·~·~.-~~NG.UAGE ACGES~f~~elECT ACTI~~i~J{(.AN 
t~.-~5~}i~fi~~g1~~W~~~~~~~;~~Ji~~~;1~~~~~f~ffi~~r6P~~~~1~f;&fig~~i~s~~cg~~~~ 

' - - -- --- - ' - -- - =- -: - --~-- -~ -_=-'-- :- -

. OCEIA:Whatlmpactooyo.uthil'lk 2 •. Train forA~ci,Jllt~bUitY: 
·Your new systemofdata col lee? Train staff on. how to comply With 
;fion made on program managers the. LAO. The goal Is to bring 
anddlrectors ~nd staffJn general? · awareness.-- to .• staf['s:Jndl'Vit:l..ual 

;~~~~fiLi~"~t·:~~~J~~·t:ed~~~ •·. ~~~vei~~~i~\eg~riEt~f~~i~i~~ ~~>~§~. 
~x p~r~rnent .managers and .staff t? .3. Tools for~Alr:~cfe~~c:~nf -.~~ °.~ 

••:><-.•· ... -.-.. -•. -·· .:b~tter u.nderstand the.·program establish .. · educatJgq<jl~-:~tools. 
The Def:Jciftrnent of Public Health :~n.cl client needs, acc6untab1Hty, ( e.g; resoµrceccl:Jind~rHstan_d~rd:- __ 
(DPH)ls one of the largest de- . short-term versus long"term out~ . collection= inetliod)~Jo ~f11all}
part11Jents in• the City & Coun7 co111es, set realistic goals, prnvide tairi. continuo~s.-:ciJJtli rnWart . - -

~~~~:~!ll!i!~i!!!~~l1~~:;~~:;£ .. 
•• __ -ensuring·. language :services~de"?.Osohs t:o· ensure language ac.;: -health in San fram:li;.co. _QC:EIA 

livery Is a rnaJo(challenge. Ar- ces~ in their ch!partments, looks to tlie l<'{OCk~qfCitfaep~rt~~ 
lena Winn (AW), DPH's. lAOJI; ia~~ording t~ AW: ·•· ·.. . ments,ccJIK~(~[)@i;'tci create af)d~ 
alson,tookon the challenge. to .. {? •• ·.: .... i> ·•······ .. / .... >; < ·Jmpleirnehtinn_ova.tlvemel:nod~to 
improveDPH's _LAO lhlplementa~ .· •'i'~JransparencyisAssurance: • ensure that !aJ19uage access ser
tion. DPH's-·managem~nttea11l _?E;nsUrethaf(lll rnan(lgemen~1fhc:f ·vii;e§afE! available to the public. 
Ron_~Welgelt, Director •of .•.•. ·Hg~·-:Jfontllhec·staft'-u_nd~r~tffenCIJtre·~•-··-·· 

·man B.esources,.supp.orted .Mrs.= rMJiose~andtmportaric::eof;11ie'. 
Winn I IL creating· the Language.~ [AO. Understanding the rcile tnat> -
Access Project (2015-2018). · · -. 

T~e=project has J:hr;~ll)_cii11~U 
goals. - <:~ "•'-.;:~->· -·- -··.: -. 

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

Access Existing Practices 

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

Execute Deliverables 

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

• Develop a Training Module with the 
HR workforce development team on 
"How to Comply with the lAO". 

Get Support from 
Executives and Managers 

Present a synopsis of data and pro
posals to DPH Leadership team 

• Create concise presentation explain
ing lAO requirements 

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

Compile and consolidate all DPH lan
guage access protocols, procedures 
and policies into a single DPH-wide 
policy with unit/facility specific proto
cols & procedures. 
Working with DPH leadership team 
to create a Patient Advisory Council 
to provide input and feedback on the 
quality of services provided to LEP 
patients and clients. 

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

I 
I 
! -

1 . 

1. Develop a standardized sys- · 
tern to • collecf: and~ track 
language services - usage, 

• Create a lAO Guideline Booklet to be 
distributed for Fiscal Year 2018-2019 
for all DPH locations consisting of: 
basic steps on how to comply with the 
ordinance; standard forms required 
for the Annual lAO report; language 
access resource list; DPH language 
access policies and procedures along 
with other relevant literature. 

• Using these new tools, collect and 
synthesis updated lAO data for the 
Fiscal Year 2017-2018 lAO report. 

j_ 

delil/ery,- and . compliance 
markers required bythl;!lAO;> 



~(O:nllne;· These mlrr~~~-d· p~g~i-liave;;;ti\e :siM:~··1A°fcir:-· 1a1Zave°bl.in(i~-hbusecafjatil'Yfo con~isfo~ritif update • 
~~JriatiO:r\;; however, they are presented in ways that content when n.eeded. Tlie development of these 
rre:s_o:r\~te With the specific language communities. webpages provides an opportunity to deepenengage-

_ •. t~e'~Ulflfi~gu~l•tveSsltes~wenf[v°eJQgQJ69llcJCOQ~; ~~ef~ffi~~t~fiv~E!jif11%if~d~.h~W~~~~G~~~fc~e~~~=~ 
__ . . . ..·.·-·. . _ .. > .c > . .. . . . . .c.· - •• _ • • •.•• tinue to evolve and adapt to.feedba_cKfrnrl1 tbepl.lb- be appliei:l fo flie work6f a department and citywide. 

-· • .- . . . ·. .·. . . a()pro9Gh serves as .an excel!E)nt-.;.Rage-vlews and Google searcnesc~HEI~liC;/(lie public ca~ usethe online ~'Contact Us" forrn . .. . .. ·· • ·. . . · 

quired l.Jnder the· languagewces? • Outreach~ ancl -.C)':()rn111unicatloris ~· colleCt:~Hr.orotQ!•tDepartmen.t .. of 
Ordioance .• ·•(i;AO);~ hQWe\lei,·.·tb.~ ;;ctea:m; w_itb ehl~osi\fe·.experlence_ln/ the••Etiyit<Jpr'if eJ1~~o-utreach -teams 

, . Department-of;toe Envfronment•~we!J}commun1cafions ahci design; thaX;9c> do6Ho.-cfcior _and partlcl: •. ·. 
~·.-•.fom_rnltt:edfo_creaflnglr\-la\1gu}lgi:c~erv~i:l astfie core project group?c:pateib street fairs, concerts,·· and··. -.-: ana cu1tur~11y: relevant 0et:isife( f2 L . -._ . _ .. ·.• . . . ~ ·c>ot~e(everits that provide 1nforma· 

irFtheqt)l's fh[esnCJJdtfangU~~i~~'-='.fhfaS!J.!l~sm!.)f]F process took ab~ut tiP[l to t~g p~bJlc: They shared the · 
of Cfilnese{~panfsh; ~ff([ ffflp\- t~r.ee monthS,.~qf)Ct_m~ .coopera,tion comniof\ que$tf6nS.~f3Qd C=OQc.erns .·. -c_ f o~tdated lnformatiofl'.' ------------. 
no. JhE! creation of these c111ult1~ · .. f!nd

1
t.I p

1
arthi1%tl().!'1 ofT.hstaffp ~omct. ofres,ldel}ts apd-businessennd · i Aslmple addition of a 

lihguaJVIJeositeswaschai1TPi6ne9.:~T~-~~·~·~Bro~.rams. . e : ruie theJ'•(llso:-prQyided information l d t ·•· t . .·. · c 1 · .•. 
.-•..• by cfepartmentmanagemeot ana· GOQri:hnatQr~co.ndu.c_ted .an.internal o-nkeycprQ!mi.mP~andtoplc:s that. l a. ebs amp or:vers on 

became a>prlorlty for the out•. review of the Deeaf1:men~s web, the public- should RnovFao.·outi .c \ fnum er can. limprobv: 
h d · · · ··· ·. site and materlals ·sucn ·as hand · · · ... -.. ·• • ·- - -_ - • 1 anguage serv ces . e 

reac an -communications team •. outs andbrochur~s._.thatar~llse~ •·The_ multilingual .webpageswer~ ~~~ I cause l_t lsawaytoerr-
The [)epart111entoftheEovirpQment. Jrdhe field; Metrics obtained from _then created t() focus:o_n tne~~ey ~· I sure that LEP speakers 

---. . -. - - ·--··-···-·· .. - - - • ~bt~h i:;~hne g~Ji~~~~~;sin~~~~~c ~~c :~ : ••.• "' .,. .::. _ . _ _ _ .· . ~=~J ~~~t~~~a;os~:.f~f~~~~~. 
Phasing in Website Engagement 

[t[~cove:~mr-L1s::;,e§sine~·1t Ph:ase 
Conduct an extensive assessment of existing content, develop 
a strategic vision, design the information architecture, rewrite 
content, and guide the project development. 

~"!~t~ltF81J1gEiE;litLelJill~ 
Design the look and feel of the site and inform the visual design 
strategy. 

E!J1'?.J!.!lll.i.!11,U~lJ.rui..~ 
Engage external consultants to focus on translation, technical 
implementation, and additional design support. 

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

· · tlves, and Special Ca(l)palgn~, _. = f~e San F,ran~isco Rent Board is one ~f the dep~rt~ tio~ tnatt~eir Enghsh-
Seven subject .. mcitter •• e)(j)e~· .~ ____ ments responsible for rental. housing. issues; which. pr ficlent c unterparts 

.from the D;epart111erit's .yciri6Ll!fc< lnclud~ services, ordlnances,regulatlons, and provld- · are also receiving. 
·progr9m~ provided quality assur~· ing resources, The ·growtll.of tenant~related Issues . 
ance al1d.fe~cj_baGk o_Q:th~ most . . results In a constant change ()f legislation and rules _ Tlie Rent Board con- • 
relevant content to include~The~· :- that.the Rent Board Is mandatedto)mplement; Re- • tlnues to evaluate ~nd 
Department's experience. in c~lc <.:- ·. cently, tne Rent Board focusecj on . revamping. their _.assess t.he • e~e~tive~ 
turally .. relevant. ~ommunlcatlon docymentirifotmatlob management system.toascef~~cl}e.ss gt their· infor--. 

•• ~~~~r~~i~~. t~a~~~ ~enc~eis~a~~:~ . ·• .• ~J~t t~~~~dt~~&~hf s~[sei~1~!6~tubnim1~u6!J~1~·~~~~.'~;ib~~if W~i~~heal~ .. 
· knew••thilt:°N./()r<Hwc\N()rcJ.trcir.s:c. • .. - .age their system for updating translated ciocl.Jrnents.. lenges such as 11111Jted .•• 

lation was not enough tocbesC · - ·-· ... · · · · -_ · · - • bl1~9ets .eM rj;!sources 
convey. tl:ie -meaning oftbe tor\,; • ;~_Jo transform .their. Information management system··. exist;tp~;!l-e.nt}lo.~rd'si 
tent •.. Staff, .· along with - outslae •· - -fo ihcll.iae document transl.ation wprkflow the Re!\ti ()OgQlng efforts to· plan 
i_en.dors •.worked on_ developing Boari:l first planned and f)rlOritlZed'ht)W·to manage and evaluate· .. their 

· clllttJ.rally specl~c. material_ for their current Information. for translation· purposes, malagement of l~for-
the C:~lnesce, Spanish, and Fiiipi- this helps identify If a translated version also needs mat on, -. partlcu ary 
no. lfJebpage.s. OCEIA staff• also to be updated. · Often, translated documents• are t;ansl~ted _ lnforma- --
proyi2edJeeclback on the pag- not as quickly updated astfie English versions, and tion, is a good model 
es :oefor~ they Were la4nched without such a system1 LEP Individuals could receive for other departmerits. c 

Quick Tips on 
Improving 
Translation 
Workflow 

Qrganize All 
Vital Documenf;:t 
Dedicated folders with 
the most updated En
glish version and corre
sponding translations. 

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

Easy to Locate 
Documents stored in an 
accessible folder. 

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

....•.•. Tr~·~hl~~~f1-· 
· style <L?uiOe' 

COMMUNITY 
INTERPRETERS 
TRAINING 
2015-2016 class of the 
Community Interpreters 

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

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

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

nity-based organizations free of charge. 

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

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

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

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

The Pilot Program provided 
an opportunity to develop 
a holistic approach that in
cluded all the elements of 
language services planning 
and implementation. It en
hanced the current language 
access work of the Board 
from developing language 
services materials (request 

LEP 
individuals 
received 

Interpretation 
Services 

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

forms, complaint forms, instructions, et cetera) to 
creating operational protocols and providing qual
ity interpretation and translation services. Staff 
from both offices shared their expertise and es
tablished language services protocols that can be 
adapted by other departments and commissions. 

21 







Departmentcontinuecjthe practice of 
customer interfacing IJQ§itions, 

Client Interactions 
LEP: 12,980 

II Non-LEP (9-IJ.53%} Iii LEP (1 47%) 

Public Contact Staff 
BILINGUAL: 8 

m Bilingual fB.5 !%) II Mnnt--Blllr.gual (91.4'J%) 

Vletnames'? __ -----.===Ji% 
1=- ..... 
other 
~~~--- 1,,~, 

Bilingual Staff: 
Languages Spoken 

a Cnntone:ie (33,33%) Li Fil;pin:o (0'1l·) 

RUs!'.!Jr1 {D'}'(,) WM Spanlsl1 p::i 33%) II V!etn.:imese (0%_) 

LJ OUwr(O'.A:.) 

re~/;rded ielephone. greetings 

II t·ian-LEP (fl0.!}0'}~) n LEP (0AO~·~') 

Public Contact Staff 
BILINGUAL: 23 

Ii B11inn11~) P9.49%) II Non-Btlingua! (l:J0_51%) 

Vlelnamese 
111-·------=17% 
Olher 
L,' ]13% 

Bilingual Staff; 
Languages Spoken 

II Cantonese (13-.04%) T=: Fl6plno (11.35%) t~~ Man<larin (D%) 

Rus~ian (0%) "t-1! Spanish (81.6-F:ti) 11 'vlelnamesa (0%) 

01 Ofher (0%j 



II Mon-LEP ('JOO%) Ill LEP 1\Q'l;,'J 

Public Contact Staff 
BILINGUAL: 209 

II Bal11gua! tD5.43%) II Non-Bmngual (·1.57%) 

Olhe.r 
f_'. ~ ] - --------i24% 

Bilingual Staff: 
Languages Spoken 

Ill Can1on.i:se (20.40'.:{,) C filipini;.. (7.G9%) 

E~ i'Mind~Hln (15.38%) E, RusmJn (i.34%) 

~ Spm1l::;ll (14.05%) II. Violr1arrn.1~.:.; (!':··~) Ll Other {40.13%) 

LEP Client Interactions: 
By Language 

Iii Hon-LEP (92-49%} BJ LEP (7_51%) 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 10 Languages Spoken 

II Canl;;:inese (45A5%) r~ FillplilO (18.-18%) 

II 81~ing11,~I (20%) ll'l\1011-Bilina11nl \fl0%) 
1· i Mandarin (9.09'.i:;) CJ R.ussian (0%) f:;J Spanish (27.2?tif1) 



I·•• .,... · ···'">e•. ··'"· •••••••n ·•cw•••·•·•········•• •P ~~~·• •• .,., .......... ., • .,.. ...... .. • ., •.•• · 1 •.• c• V' 

II Non-LEP (~19.43':{,) II LEP {0-52';~.) 

Public Contact Staff 
BILINGUAL: 2 

Ii BU!ngua~ (50%) II Nan--Bllln-gual (50%) 

LEP Client Interactions: 
By Language 

RUs5ia11 

Spantsh 
~ 0% 

jD% 

Other 

r 

Bilingual Staff: 
Languages Spoken 

Ii. C~nlonese (0%) [] Fllipino ~50%) ~-.: Momlmi11 {0%) 

! Russ!Jn (D%) f$l_ Sp<'lnlsh {50%) II Vletnmnese (O%j 

Ij OU1(1r (0%) 

DepartnWintc~eated Language. Access Policy, held an 
began tracking the m:m1berandpercentage of LEP clients. 

Client Interactions 
· 32!! LEP: 133 

II Non-LEP {5SA4%} II LEP {41.58%) 

Public Contact Staff 
BILINGUAL: 9 

~ Bl!lnaual (4-5%) fl l"lon-Biling1ml (-5~•%) 

LEP Client Interactions: 
By Language 

\ljetnami::sc ____ --]0% c=== 
Other 

~~~~~~~~ 
~ 

Bilingual Staff: 
Languages Spoken 

Jim Canlonesu {10%) [2 Fifiplno (10%) if:"~ Mand<o1t[n {0%) 

f--=; Russian (0%) ~Spanish (30''.•i.} II Vietnamese (201/:1) 

r:J other {30'';;',) 



LEP Client Interactions: 
By Language 

II Mcin-LEP (93.43%1 11 LEP {L57%) 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 28 Languages Spoken 

Departmen(V~iislated new documents, finalized 
launched aii online language access survey. 

Client Interactions 
LEP: 2,723 

BNon-LEPf.15.11%:1 ill LEP(4.09%i 

Public Contact Staff 
BILINGUAL: 7 

II Bilingtml (4 -12~\•) II Mon-Bilmgu;:il {95 $8%) 

Otlle:r 1'1/o, 

Bilingual Staff: 
Languages Spoken 

fl! Cantonese {30'%} [' '. F!lip!no (10%) ;:~~ Manda!ln {30%) 

1-J Russian ( 10%) Spanish (20%) II Vietnamese (0%) 



LEP Client Interactions: 
By Language 

l'.~an.darin __ ===1G% 

Vietn;;imese 

~------~O'X1 

II Non--LEIP (99.06'!1,) mli_ LEP (0_.9-4%) 
-~135% 

Bilingual Staff: 
BILINGUAL: 7 Languages Spoken 

Ill c~ntonese (36.36%) a f1hpino (0%) 

Ii BlllnQual{9.5:J%) II Nol1~81Ung-ual(90 . .<J1%) 
t.1a11d~rln (4.5.45%) RusslJn (O'Y.i) ~ Sp<1n!5)1 (18.18%) 

II Vft:t\frnmv.sc (0%) ~;Oilier (0%) 

DERARTMENTl~trt~tll~Rif~lts .. =~ < .....• -

Departlllentfinalized a written policy & protocol JoLlEP iiltera~tforis, improved .signage on 
availability of language services and updated website to make onllne translated materials 

easily and readily available. L .. --"·~-"•~:~.~-·"·;~~~·-
Client Interactions 

LEP: 15,121 

11 Non-LEP (78.09%) ii] LEP {2L\3 !'Yu) 

Public Contact Staff 
BILINGUAL: 23 

H'!D. 811ingu;cil 1:3.24%) II Non-!:l;ltnD11;:U t91-16%) 

LEP Client Interactions: 
By Language 

Bilingual Staff: 
Languages Spoken 

II C::inlonese {38A6%) D Flllp)rto (0%) 

~- Mandarin (2d.OB%/ :J Russian (0%) ~Spanish {lti.92%) 

II \lletname:<:.e (0%) [] Olher ( 11·.5·1%) 



II. Non·U:P (91.9ll%) §! LEP {B.O-i.J;.\,) 

Public Contact Staff 
BILINGUAL: 24 

II B11ingua:i ~30.7 t %) II Non~Bllln-gual (G-1.23%) 

Vietnsmese 

~------~'!% 
Ofuer 

I_~-= :~0% 

Bilingual Staff: 
Languages Spoken 

11 C.nntoneae {20.83';/11) '.~. Filipino (29.17-'i~) 

-,~-: Mand<irin (0%) C: Rn::>sian (O'X-.J !if) Spanish (4!.67%) 

11 V1eln<irnosc (.0%} ,;.J Olhdi (.B.3J%) 

Dep«utment streamlinedarlinternal processforriiakiliQtranslation and intt:irrir<'it,,tirin 
requests & designated a preferred vendor for language services. 

Client Interactions 
ftL 2&~; LEP: 30 

II i"Jon·LEP (u·::t.47"A1) II LEP \iR5:J'-711) 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 4 Languages Spoken 



translated informational br~chures \n 

Client Interactions 
ll'.!TCcl: £5'1 LEP: 81 

II Non-LEP {87,75%.) ll!l_LEP-(12_2f'i'i'ii} 

Public Contact Staff 
BILINGUAL~ 6 

Ii B1lingua1 \i7.105'%) Ill rfon-Bl1il1gua1 (82...35%) 

LEP Client Interactions: 
By Language 

____ -:10% 

Other 
[ ]fi% 

Bilingual Staff: 
Languages Spoken 

II Crinlonese rn.50')~) 0 Filipino ( t2.50%) 

:"'":: M;:;ndMn (12-.50%) R1,1ssl.Jn (0%·) ~ Spnn1s11 (25%) 

II Vle.lnanm5c {0% l E·J OUicr {12.50%) 

Vl~t~am~~ -- 0% 

Olhe; 

II No-n-LEP (9D.2fi%} ~ LEP (0.71%) 
-~D% 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 4 Languages Spoken 



Department translated key forms into allJhreshold languages, acquired ~anguageUne 
can provide language support & translated office 

II Non-LEP (9-7.~0%) a LEP (2-50%} 

Public Contact Staff 
BILINGUAL: 5 

Ii Bi!lngu-aJ (4 l.G7%} II Non-Bi1lf1gual {58.33%) 

LEP Client Interactions: 
By Language 

,.----·---
L____ 0% 

Bilingual Staff: 
Languages Spoken 

Depcirtment finalized language Accesspolic)i& Pfocedures and 
internal on line tool to track LEP interactions. 

Client Interactions LEP Client Interactions: 
LEP: 6,326 By Language 

Vtelnamese 
I _=::J1% 
Other 

II Non-LEP (!OM.86%} ~ LEP (5.-1,l'J.'.,,) 
e_--=---------- jO% 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 38 Languages Spoken 



_____ -- __ _ __ __ _ __ i"··fTSt=---'=--,,_-_ _ ___ -, ~-'=--' 
Department uridated its intemaJlangl)age access pfocepureo; & condude<:I an office 
walk-through to determine whetl1er appropriate signage is'p()sted inconspicuous 
locations. 

Client Interactions 
LEP:78 

II N:-')n-LEP (92.6fl'i'l·J fl LEP (7_32%) 

Public Contact Staff 
BILINGUAL: 1 

m Bilingual {50%) II Mon-Bi::llnguaJ (5rY:ii) 

LEP Client Interactions: 
By Language 

Vidnamese 
·=io% 

OU1er 
~------~(1% 

Bilingual Staff: 
Languages Spoken 

Iii Cuntonese (0%) [J Fillplno (0%) ~~1 Mo.nr1urin (1C0%) 

O Russlr1n (0%) Spanish (0'',i.J II Vlelr"'ornese J.D'%) 

L::J OU1e~ (0%) 

LEP Client Interactions: 
LEP: 5,148 By Language 

11 l'lon-lEP (73.33"%) ii LEP (2G.G7'X1) 

Bilingual Staff: 
Languages Spoken 



LEP: 5,986 

Vietnamese 
i------------11% 

OUwr 

II !~on~U:::P ("ID.25%) ml LEP {21 7-5~,~) 

BILINGUAL: 60 
Bilingual Staff: 
Languages Spoken 

Public Contact Staff 

111 B'.llngual (27.03':·11) II Non-Blllnguru (72.97%) 

Department introduced in2rall~uag¢ 'stnarL clevice-optii'nized Voter Information 
Pamphlets and conducted extensive outreacti fo potenti(ll LEf? voters. 

Client Interactions 
LEP: 34,471 

II No-11-LEP (92.77%) Ii LEP (7 2J%) 

Public Contact Staff 
BILINGUAL: 23 

II BiHrirrtw.I pS.911%) II i'-~cin-BiHnounl \M.OF.%) 

LEP Client Interactions: 
By Language 

L_ _______ D% 

Victname-sc 
-------11% 

OlheT 

~------~ 
1% 

Bilingual Staff: 
Languages Spoken 

tll Cantwiese {28.13%) f:' Filipino (18.75%) 

r;l l'i1andarin (28.13''.;-0) [_J Ru&sian (OtX1) Spanish (2G%) 



~ ~~on·LEP 1·~J8.49%) a LE.P (L51<J\,~ 

Public Contact Staff 
BILINGUAL: 40 

8Jlingu.a1 ~22.22%) II Non---Bl!ingual (77,78%) 

ire -----~7% 

Other 

er:--------

Bilingual Staff: 
Languages Spoken 

Iii Cantonese (19.:~5',\i) E Filipino (9S8%) 

M<1nd<ir1n (3.23%) Ll Russian (6.45%) 

~i Sparnsh (54.84%) II Vietn<itne::;c (m\l) 1:J OUwr (6.46%:1 

Department launched frr:Ja11g11age websites 
finalized Departmentall_anguage Access Policy. 

Client Interactions 
LEP: 1,023 

111 Jon-[_£p (B0.08%) LEP (Hl.92 %) 

Public Contact Staff 
BILINGUAL: '16 

Ill BHingu-nr ('16.84%) II N_0n--BiH11au::ii (fJ3_16%) 

I. - - -___ ___Jl1% 

Bilingual Staff: 
Languages Spoken 

_Ill C~ntone~e (22.2.2%) [:~ Fillplno (5.56%) 

?J_ Mand;:uin (18 8?·}[,) D Russian (1·1.11%) 



DEPART. ·.•MENT !\,i~~~:)]f lt!~.JT,l;~~ .... 
:-,1--0 ~ J.~~ ........ ~_§-~t~,-,,__<M":\ i;j ,t;/~ffi_::,--00-0 - ooc_ _ ____ ,-_,_, ___ --

Department redesigne(j website to indl1de translateff tlocum13nts arid interpretation 
services, ensured the offerarid availability of interpretation services & renewed 
training for Ethics Commission staff 

Client Interactions 
LEP: 1 

II Non-LEP (89.HH'i'l·J E LEP (0_-!3%) 

Public Contact Staff 
BILINGUAL: 1 

!fii Bilingual Cf·D%) II ~lon-Billngual (50-%) 

LEP Client Interactions: 
By Language 

~------~0% 
Russian 

L_ 

DD/-0. 
-----~ 

···~0% 

Bilingual Staff: 
Languages Spoken 

II Cun1onese (D%) ;:J Fil':pino (Oil>} L 11:1ondmin (0%} 

:::J Russian {0%) t~~ sr~nlsh {_1Cl0%) II vietnames.~ (0%/ 

LJOllwr(0%) 

Departfnentcreated internallanguage.Access Policy&setupLa,nguageLine 
stations at the membership and admissi.on desks at the de Young Museum. 

Client Interactions LEP Client Interactions: 
LEP: 210 By Language 

II Non-LEF' (D!lllil%) ii LE? (0.01%) 

Public Contact Staff Bilingual Staff: 
Languages Spoken 



II Non-LE.P (9"9.76%) II LEP (Ll24%} 

BILINGUAL: 363 

B'.llngu-;! (21.S«r,t.) II Mon-Bi·lngual (78.<!6%) 

LEP Client Interactions: 
By Language 

Vietnamese I -u ---]3% 

OLimr 

ET _ _______::] 8 % 

Bilingual Staff: 
Languages Spoken 

ml Cnntonese (16.23'\~) L. Filipino (5 24'X•) 

,. l\!andartn (1.33%/ ::J Russian (0_79%) ~Spanish (5::J-40%) 

II Vietnamc.se (1.31'_:.0) i:tl Ollrnr (21.20%} 

DEPA, :R---T-ME-N--Tj"~~f;;;!J1 1 t';'.:;1ltr'r:;;; ·------
, __ : ____ - ,--,,--;-_, - --_;~ - 6 0\.'l~-;,:<'j>~_-,}1_&,,~,.J~~~ '0_--f;'.--~- ---- - - - - -

Department prgduced translations otintake forms for discrimination cornplaints, 
translat_ed front door sign listing office hours & translatecl front desk signs to include 
information for visitors in Chinese and Spanish. -· 

Client Interactions 
lEP:109 

II Non-LEP (88.54%) Ill. LEP (10.45%) 

Public Contact Staff 
BILINGUAL: 1 

11 Blliri-r:iu.:il (2fi%.) II Non-Billng11nl (7;"•%) 

LEP Client Interactions: 
By Language 

V:etnamE'Se 
- --

=::Jo% 
Other 

-~2% 

Bilingual Staff: 
Languages Spoken 

ii C;;inlonese {0%) [' j F!Dplno (O~«U) Mal1darln (0%} 

[l Russian (0'%) ~Spanish \100%) II Vietnamese (0%) 

t:]Other{O':-ii) 



Client Interactions 
LEP: 81,966 

1111 tfon-LEP (09,47%) !!!I LEP (L0.53%) 

Public Contact Staff 
BILINGUAL: 698 

ii Bmngua! (43.4 g.1;.) II rfon-.-Bllingual (5!L5U%) 

Bilingual Staff: 
Languages Spoken 

II Cantonese (32.94%) Filipino (7JT%) 

M<1ndann (7.91%) Rus.sirin (5.80'}:,) 

~Spanish (J9.53%f II Vietnamese (5 14%) 

LI Olil{lf (0.92%} 

Deparfm~~t translated ar{updated Guide to the JuvenithJstice System 
video into thecovered languages. 

Client Interactions 
TO lil\L: l:l73 LEP: 97 

II Nor1-LEP {38.ll5%) Im l.,EP (11.05%) 

BILINGUAL: 29 

II Bf!lngu.(!J (10.10%) R Non-B11fnauril lA9_9Q<:.(,J 

LEP Client Interactions: 
By Language 

I 2% 
Other r==--- =-i1% 

Bilingual Staff: 
Languages Spoken 

Ill Canlon<!se {20.69%) [:'. FlDph10 (:}A5%) D Man_darin (0%) 

[!Russian (3A5'-l::~) ~ Sp3ni.sh (G2.07%) 

II Vietnamese (3AS%) ~! other(6-90%) 



Client Interactions 
LEP:245 

II Nnn-LEP (9:l30tx,,~ II LEP (6 l:i2"..\•) 

Public Contact Staff 
BILINGUAL: 8 

Bilingual Staff: 
Languages Spoken 

DE-PART·-~M·--·_E--NT" i-m •• 1Ji:'it.1i11'·•v«""ki! Fl!'"°'-
- - -_ i?'>"":;:~;..,.~~-'?~-•• --=~-£i~::srr,,..ifil "1 "0,~~ ili n. $ :"""""Tu ·n:~.£i_,,.,~ ~ ~s ~ 1::.;;"' 

Department installed Languageline - sig~~g~; created and dl~tr[bl.ltecl a list of bilingual 
employees to all public contact staff, cre'1:ted a Language Access p()licy arid notified public 
contactstaff about language access policy and protocols. 

Client Interactions LEP Client Interactions: 
LEP:624 By Language 

V;etnamese c==----- ID% 

Other 

11Non-LEP(97.B6%) l!ILEP{2.14%) 
IT ----~4% 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 2 Languages Spoken 

~ C:o:mtoness (65.67%) Flllp1no (0%) 

II BiHnnuil~ (23.57%) II Mon-BiJingu<t1 {71.4~%) 
Mandarin (33.33%') ::.:.J Russian (0%) Spanish (0%) 

II Vietnamese (0%) Li) Olhar{0%) 



proc~dures in a 

LEP Client Interactions: 
By Language 

II Nor;-LEP (llfi,~G%) II LEP (13-:34%) 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 17 Languages Spoken 

Ii Cnntone3e {16.67u.~) C Filipino {27.18%) 

ml Bilingual (34%) II Nun-Bilingual (66%) 
\•1<1nd3rln (5.56%) Russian (O'X,) ~Spanish (33..33%) 

m Vie.lnamese (0% J f..J Other {16.67','ii ,1 

DEP
-·A ______ R_ TME_N ___ T<~~:,,,,,,.,~ •• ,-"'';;'>, '~f;f'iL 

-_ - :,- - [f·'."-il~:QL~K"'~~ Nlji.111~-~-_Ji- __ ----'«_O},,,"'>.--

- -_ -=--- -- _ - "'.-~:-~;~~'.t-f:i;i';~!t ·~'1i~:~ !'.-:~~:--co--_ __ _ --------00_-o_-'---

Department createdlAQ policy, hired abillngual Spanisllcspeaking staff rnern5eiJbegan 
tracking LEP interactions & establishea and rnet language aoc~ss goals for the 15-16 
fiscal year. 

Client Interactions 
·1 · WJB LEP: 13 

II t·Jun--LEP (98.4 ! ~ 1.1) LEP (1.59%·) 

Public Contact Staff 
BILINGUAL: 4 

111: 81li11lJl!-al (50%) II Non·Bilin~1~ml ~50'.~\,) 

LEP Client Interactions: 
By Language 

Bilingual Staff: 
Languages Spoken 

E C<:Jnkw~·.se (0%) n Fi[pino (0%) D Man<larih (0%) 

[j Rus~ian {0%,) ~Spanish (~5%) II Vtetrmmese (0%/ 

E]other(75%) 



ll.Non~LEP(96.66'Y.,) li!ILEP(4.J4'/:1) 

Public Contact Staff 
BILINGUAL: 148 

II Bilingual {52.JlG-%) II Non-Blllngual (H.14'it.) 

Othur 
---~--\1% 

Bilingual Staff: 
Languages Spoken 

II Csntone3e (25'!'<>) IJ Filipino t20.95%) 

t:Q Mflndarfn (10.81%) Q R(1::i~mn (0.68%) 

~ Sp~nlsh (Z2_3D':!ii) II Vl~tn.<imese (~.41'?o) 
LJ Other (14.86%) 

11111 Mon-LEP (9DA2%) Iii LEP (0-58.%) 

Public Contact Staff 
BILINGUAL: 18 

It B!lingm~I (8.07%) II No11-B1l!n'[JURl l91_93%) 

I -
Other _=:Ji% 

\0% 

Bilingual Staff: 
Languages Spoken 

Ii Cantonastt (26.32%) [-J Filipino {.21,05%) 

~~~Mandarin (I0.53%1) O Rus:;ian (5.2tl%) 

[® Spanlsh (31-58%,) 11 Vietnamese (0%) t:I Olher(S.26%~ 



LEP Client Interactions: 
LEP: 4,637 By Language 

Hlipfno 

1____::_--:-:-

Vietnamese 

L___-=:·-==-- =:::i2% 
Olller 

II Non--LEP (99.35%) II LEP (0 6-5%/ 

[[ ___________________ --:-:15% 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 450 Languages Spoken 

D Crmtonese{24.22%) ~ F111pino(10.22%) 

U 8lllngua.1 (1:J.UJ%) II Non--Bit!ngual (30.97%1) 
i_~ Mandmln (6.67'%) Russlon (2 44%) 

~ Spani:;IJ (.55.33%) II Vii:;\t1<Jmcs\3' {1.11%) 

Client Interactions 
· 25,o;;s:; LEP: 1,508 

II Mon-LEP (94.3.3%} I!! LEP (5_G7'E) 

Public Contact Staff 
BILINGUAL: 7 

11 Btlinou;:it (63.64%) II t~on-Bilinau.gl (?16.313%) 

Bilingual Staff: 
Languages Spoken 

II Cantonese (27.2T%) G Fiiipino (9.09%) 

:::,,]Mandarin (27.27·:i.t,) Q Russian (0%) ~Spanish {27.'.:!7%) 

II Visinamese (9.09%) ~ Other(O%) 



LEP: 3,153 

II lfon-LEP tM.66%) 11!!.1 LEP { 15_24n,~) 

Public Contact Staff 
BILINGUAL: 18 

Bllln-gLta! ( l LIB'.!·~·) II Non-Blllngual (BB.82'~<>) 

Russian 

L 

Vl~tnamese_ _ _ -- :=]2%, 
[ - . 

Other 
b .:....:.--:-..:._:__:~_\6% 

Bilingual Staff: 
Languages Spoken 

11 C-anlonese (5.56%) 2.: f11:pino (11.11'~\.) [} Mo:inclmin {0%) 

Russian (0%) fa Sp<.111.s11 (fi1.11%) II Vletn;'.Jrnese (0%) 

LI Ot!wr {22.22%) 

DEP.·ART-ME·.···N· T~~~f:~~1 h~~T·.·~· 
-_ ,-;_o'-- . -:-_-_ _ __ -_ -_4-~-~~·,""~~,~:!f.l=!13£<..,,.~~_!.i-~ -~# 

Department hin:ic:I additional bilingualstaff & e;xaminers ancleducated 
and managers on LAOcompliance. ·. ·• 

Client Interactions 
LEP: 238,864 

11Non--LEP(1783%) 19LEP(8:2..17%) 

Public Contact Staff 
BILINGUAL: 2,606 

It 'BllJng11:i.l (~;3.B4%) II Non-Bi!ingu~I (6fl.16'Y~) 

LEP Client Interactions: 
By Language 

Bilingual Staff: 
Languages Spoken 

Ill Cauloneso (22.6-5%) [ ·· Fillpin-o (17.86%) 

f- ·Mandarin (10.08%) I; Russian {1.57%) 

~Spanish (2.2.9G%) IJ Vietnamese (2.61%) 



LEP Client Interactions: 
By Language 

Other 

II. Mon·LEP {94 65%) JI: LEP ~5"3-5'%) 
L; IB% 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 75 Languages Spoken 

II Blllngua1 (10.52~.::.) II Non-Bl!lrigual (B9.·'l"8%) 

LEP: 52,000 

II Hon-LEP (67.37%} ill LEP (2.2.G3,rf:J) 

Public Contact Staff 
·roTi~~L~ BILINGUAL: 23 

II Bitinr111,,:il (100·;,q II N0;1-8!1lnguai (0'¥~) 

LEP Client Interactions: 
By Language 

Vietnamese 
-~ ___ _::____:_]0% 

Bilingual Staff: 
Languages Spoken 

_II canlonBse (3"1,78%) Fiiipino (B.70%) 

Fi rv'landarin (8.70%) t__! Russian (O~) ~ Spcm!sh (47.83%j 

llVielnames.e~D%) LJOther(O%.} 



LEP Client Interactions: 
By Language 

Russian 

Vietname.se 
~~~~~~~~0% 
Other 

II Non-U::P (93%) ii. LEP (2'1ii) 1==---- [0% 
II Non-LEP { 100%} e LEP (0%) 

Public Contact Staff 
BILINGUAL: 70 

Bilingual Staff: 
Languages Spoken BILINGUAL: 5 

Bilingual Staff: 
Languages Spoken 



Department began printing recreational 
year) in all covered languages. 

Client Interactions 
LEP: 339 

II !1bfi-LEP (99.3fl'Jl,) §1. LEP (0_61%} 

BILINGUAL: 54 

R~s~ian 0% 

OUmr 

-- _11% 

Bilingual Staff: 
Languages Spoken 

Client Interactions 
LEP: 5,132 

VJ~tnami:::se 
I -------13% 

Olher 

II Non--LEP {BS.O 1%·) m LEP (1 !.GD~~} 
-----ti% 

Public Contact Staff Bilingual Staff: 
BILINGUAL: 5 Languages Spoken 

1!1-Car!lon~se (42.86%) Filipino (0%) 

ii Bl;ing-11~1 (50%) II Non~Br!ingL1~! (50%) 
:'~:Mandarin ( 14 ~Qi?.b) O Russian (0%). li2j Sp-<J1nish (2~.5_7%) 

II \fielnElmese (0%) [} OL'ler{14.29%) 



Client Interactions 
LEP: 4,910 

ll Non·U'.:P (99.jti%) ill LEP {0_6-5'~,) 

Public Contact Staff 
: 'l, BILINGUAL~ 111 

II Bfllngual \S.69%) II t·k1n-B1Un.gl!al (90.3i %) 

LEP Client Interactions: 
By Language 

v~etnaine-.se 

~------~0% 
·Other 

Bilingual Staff: 
Languages Spoken 

Ill C.rmlone<;1e {24.55%) Filipino (13,13%) 

t~. ·V1andnrln (0%) L..: Russian (0,91'r;,) ~Spanish (55.45%) 

II V1etnaines0 (0.91%) G Ollmr (0%) 

Ill No-n-LEP (97J12%} Ii LEP (2_Q:J:%) 

Public Contact Staff 
BILINGUAL: 1 

II Bi!lnguar (16.67%) 11111.Jon-Btlingun~ (.fl3 :t1,%) 

LEP Client Interactions: 
By Language 

Cantonese 
0% 

~-----~~ 0% 

]o':<'~ 

[ 0% 

Bilingual Staff: 
Languages Spoken 

Ii Canton8:;e. (0%) fl Flllp!no (0%) M;:inr.la1in (0%) 

Russian (Ot;.~,;1 Spanish (G%i II Vli;;lnarnese {0%) 

k]other("!OD 1X1) 



LEP: 1,020 

II Non-LEP (SD.99%) II LEP (3_0·J·>:.) 

Public Contact Staff 
BILINGUAL: 111 

~ B'.llngLia! (6G.47'il1) 8 Non-BmnguaJ (33.53%) 

other 
i-J--

Bilingual Staff: 
Languages Spoken 

II Gtmtone.se \32.03%·) C Filipino (-14.06{',q 

,\1<1nctar!n (1•Ul4%} l..:_l Russlan {0';4.J f~ Sr<Jnlsh (21JllJ%) 

Department placed multl!ing\Jaflanguageser:vices 
provided a bi-annual presentatton to A'""·~~ 1,,A~ .. A~;, AA-A~AA 

Client Interactions 
LEP:7 

11 Non-l.EP (05-73%) ii LEP (-4.27%) 

Public Contact Staff 
BILINGUAL: 31 

II Biling;J::i! (00_82%) II r·~on-Blling1.inl {49_ 11)%) 

Bilingual Staff: 
Languages Spoken 



II Non-LEP {99.9B%) Ii u:.p (0_0:2.<:•:,) 

Public Contact Staff 
BILINGUAL: 8 

Bilingual ~2222~·~) 11 Non-Bilingual (77.78'fn) 

Bilingual Staff: 
Languages Spoken 

II Crmtone~e {37'.G0%) ::.::.'. Filip1110 (12.50%) 

::~~ M<ind::.rm (0%) = Rnssi<in (0%] ~ Srnni.sh {37.50%) 

II Vicl!1amusc (0%) LJ OU1cr {12.50%) 



CITY AND COUNTY OFSANF.Rl\NCISCO 

OFFICE OF CIVIC ENGAGEMENT & IMM I GRANT AHAi RS 
~At.Mi~nm o ·Pon1 Llxceu1 l~c; D1n~ctor 

OCEIA promotes civic participation and inclusive policies that improve the lives of San Francisco's residents, particularly im
migrants, newcomers, underserved, and vulnerable communities. OCEIA seeks to bridge cultural, linguistic, and economic 
barriers to ensure that San Francisco's diverse residents have equal access to City services and opportunities to participate 
and contribute in meaningful ways to the success of the community and to the City. 

Program Areas: 
Community Ambassadors Safety Program I Community Grants: Citizenship, Deferred Action, Day Laborers, Language Ac
cess I Community Outreach & Consumer Education I Language Access & Services !Immigrant Integration I Immigrant 
Rights Commission 

Main Office: 
50 Van Ness Avenue I San Francisco, CA 94102 
Telephone: 415.581-2360 I website: www sfaovoro/OCEIA 
Email: civic.engagement@sfaov.org 

Staff: 
Adrienne Pon, Executive Director 
Richard Whipple, Deputy Director of Programs 
Isis Fernandez Sykes, Deputy Director of Policy 
Maricela Alvarez, Administrative Programs Coordinator 
Jesus Castro, Programs & Language Services Assistant 
Melissa Chan, Executive Coordinator/Office Manager 
Kraig Cook, Policy Analyst/ Program Manager 
Arturo Cosenza,· Language Services Specialist (Spanish) 
Aman Falol, Data/Research Specialist 
Felix Fuentes, Senior Outreach & Education Manager/CAP Supervisor 
Frances Hsieh, Senior Policy Analyst 
Agnes Li, Language Services Specialist (Chinese) 
Su Mei Ma, Language Services Specialist (Chinese) 
Alena Miakinina, Senior CAP Administrative & Data Coordinator! Russian Language Specialist 
Sandra Panopio, Language Services Unit Supervisor I Filipino Language Specialist 
Jamie Richardson, Communications Specialist 
Sandra Valmana, Language Services Specialist (Spanish) 

Community Ambassadors Program Team Leads: 
Schevonne Baty Alton Moore Edward Munoz 
Vis Valley/Portola Chinatown Mission 

Report Credits 
Report Introduction I Adrienne Pon 
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Mid-Market 

Chief Compliance Officer, Section Summaries I Isis Fernandez Sykes 
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Design & Graphics I Jamie Richarson 
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Photography I Arturo Cosenza & Bay Area Media Coalition (BAVC) 

Junior Tovio 
Bayview 
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BOARD of SUPERVISORS 

City Hall 
1 Dr. Carlton B. Goodlett Place, Rooin 244 

San Francisco 94102-4689 
Tel. No. 554-5184 
Fax No. 554-5163 

TDD/TTY No. 554-5227 

MEMORANDUM 

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

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

DATE: March 27, 2017 

SUBJECT: LEGISLATION INTRODUCED 

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

File No. 170312 

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

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



Print Form 

Introduction Form 
By a Mem her of the Board of Supervisors or the M?yor·, : 

I hereby submit the following item for introduction (select only one): 
J" 

D 1. For reference to Committee. (An Ordinance, Resolution, Motion, otCharter-AmenGiilentf~-

D 2. Request for next printed agenda Without Reference to Committee. 

1Z1 . 3. Request for hearing on a subject matter at Committee. 

D 4. Request for letter beginning "Supervisor inquires" 

D 5. City Attorney request. 

D 6. Call File No. from Committee. 

D 7. Budget Analyst request (attach written motion). 

D 8. Substitute Legislation File No. 
'-----------' 

D 9. Reactivate File No.~'-------' 
D 10. Question(s) submitted for Mayoral Appearance before the BOS on ,__ _____________ ___, 

Please check the appropriate boxes. The proposed legislation should be forwarded to the following: 
D Small Business Commission D Youth Commission D Ethics Commission 

D Planning Commission D Building Inspection Commission 

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

Sponsor(s): 

!supervisor Sandra Lee Fewer 

Subject: 

Language Access Ordinance Compliance and Recommendations 

The text is listed below or attached: 

Hearing in conjunction with the release of the 201 7 San Francisco Language Access Ordinance Annual Compliance 
Report, to receive a status update on departmental compliance with the LAO; and requesting the Office of Civic 
Engagement and Immigrant Affairs to report on implementation and recommendations. 

Signature of Sponsoring Supervisor: J7i/l~ ~ ~ ~ 
For Clerk's Use Only: 

p,,,.,,, 1 nf 1 
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