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I. AGENCY MISSION AND BACKGROUND

Serving more than 3 million New Yorkers annually, the New York City Human Resources
Administration/Department of Social Services (HRA/DSS) provides economic support and social
services to families and individuals through the administration of major benefit programs
including cash assistance, Supplemental Nutritional Assistance Program benefits (food stamps),
Medicaid, and Child Support Services. HRA also provides homelessness prevention, educational,
vocational and employment services, assistance for persons with disabilities, services for
immigrants, civil legal aid and disaster relief. For the most vulnerable, it provides HIV/AIDS
Services, Adult Protective Services, Home Care and programs for survivors of domestic violence.
HRA promotes equity for New Yorkers through its commitment to services that fight poverty
and income inequality, prevent homelessness and promote employment. HRA increases
economic security by facilitating access to benefits and to employment and educational
programs. Almost 1.2 million of the New York City residents that HRA served in 2014 were limited
English proficient (LEP).

HRA is committed to ensuring that its clients have equal access to benefits and services and seeks to
continuously improve language access for its limited English proficient (LEP) clients. One expression of
this commitment is the launch of the Office of Advocacy and Access (OCAA) in 2014 to ensure that all
New Yorkers, particularly vulnerable populations, have equal access to benefits and services. OCAA
includes the existing Office of Refugee and Immigrant Affairs (ORIA), as well as two new units: the Office
of Disability Affairs and the Office of Lesbian, Gay, Bisexual, Transgender, Questioning and Intersex
(LGBTAQI) Affairs.

These three offices share a common mission:
* Toincrease awareness of and advocate for the needs of vulnerable populations
e Toserve as a resource to all HRA program areas and staff by:
0 Supporting the delivery of services to these populations;
0 Ensuring compliance with all legal mandates pertaining to these populations; and
0 Advising on issues affecting or involving these populations
e To recommend, review, and, in collaboration with programs, develop policies, trainings,
standards and best practices for providing client services, and/or methods for collecting and
tracking data
* To serve as a liaison with legal services/community organizations to address and mediate
concerns and inquiries

a. Programs and Services Offered

Temporary Cash Assistance

Eligible families may receive federally funded cash assistance or State funded benefits at HRA Job
Centers throughout the five boroughs. Parents who do not qualify for cash assistance services due to
immigration status or other factors may apply on behalf of their children.

Supplemental Nutrition Assistance Program

The Supplemental Nutrition Assistance Program (SNAP), formerly known as food stamps, provides food
assistance to low-income New Yorkers to increase their ability to purchase food. The program provides
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benefits through an electronic benefits card that can be used like a debit card at participating grocery
stores, supermarkets, most farmers’ markets, and some Green Carts.

Parents who do not quality for SNAP benefits, may be able to apply for and receive services on behalf on
their children.

Emergency Food Assistance Program

This program supports more than 550 community kitchens and food pantries throughout the City.
These are places where people can get a nutritious meal or a supply of foodstuffs at no cost, regardless
of immigration status. For a list of programs, locations and times, please call 311.

Homelessness Prevention

The Homelessness Prevention Administration (HPA) works with the Department of Homeless Services
(DHS), the NYC Housing Authority (NYCHA) and many other organizations and City agencies to prevent
homelessness and assist families and individuals in need of maintaining stable, affordable housing in
their communities.

Health Insurance Coverage

HRA’s Medical Assistance Program (MAP) offers free and low-cost health insurance for low-income New
Yorkers. MAP determines eligibility based upon income and resource levels for each of the health
insurance programs that they administer.

Individuals and families can qualify for public health insurance even if they have income, own a house,
own a car, have a bank account or receive private health insurance. Pregnant women and children may
qualify for health insurance without regard to immigration status. All individuals, including those with no
immigration status, can apply for emergency Medicaid for emergency, life-sustaining medical care.

Adult Protective Services

Adult Protective Services (APS) provides services and support for physically and/or mentally impaired
adults who are at risk of harm. The program works to enable these individuals to live independently and
safely within their homes and communities. Prospective clients may be referred by anyone. There is an
APS office in each borough.

APS is available to persons 18 years of age and older without regard to income, who:
e Are mentally and/or physically impaired; and
e Due to these impairments, are unable to manage their own resources, carry out the activities of
daily living, or protect themselves from abuse, neglect, exploitation or other hazardous
situations without assistance from others; and
e Have no one available who is willing and able to assist them responsibly.

Home Care/Long-Term Care Services Program

The Home Care Services Program provides access to, or authorizes services for a variety of Medicaid-
funded long-term care services (LTC) designed to help eligible elderly persons or individuals with
disabilities remain safely at home, rather than in a nursing home or other institution.



Long-term care services (LTC) refers to the wide range of in-home, community-based, and institutional
services and programs that are designed to help elderly persons and individuals with disabilities of all
ages. These services can be medical and non-medical and can help people with activities of daily living
(ADLs) such as dressing, bathing and using the bathroom, and instrumental activities of daily living
(IADLs) such as shopping, cleaning, laundry, and preparing meals.

Eligibility for Medicaid-funded home care programs varies among programs, but all programs require
that the applicant be Medicaid-eligible.

HIV/AIDS Services

The HIV/AIDS Services Administration’s (HASA) mission is to expedite access to the essential benefits
and social services, including case management, to eligible persons living with AIDS or HIV and their
families. Staff assists eligible clients in obtaining adequate housing, medical care and other services
necessary to allow them to manage their lives with the highest level of self-reliance and dignity. Some
HASA services are available without regard to immigration status.

Domestic Violence Support Services

The Office of Domestic Violence (ODV) oversees the largest network of domestic violence services in the
country. These state-mandated shelter and community-based programs provide prevention and
intervention services, crisis counseling, advocacy and legal services to help families and individuals
impacted by domestic violence. All programs are provided without regard to immigration status.

Child Support Enforcement

The Office of Child Support Enforcement (OCSE) puts children first by helping parents provide for the
economic and social well-being, health and stability of their children. OCSE serves custodial parents and
guardians regardless of income and immigration status. Services include locating the noncustodial
parent, establishing paternity, child support and medical support orders, and collecting and enforcing
those orders. OCSE also assists noncustodial parents with modifying their child support orders,
providing assistance in paying off child support arrears and providing employment assistance and
referrals to services like mediation.

Home Energy Assistance Program

The Home Energy Assistance Program (HEAP) helps low-income homeowners and renters pay regular
and emergency heating costs, including heating fuel, equipment and repairs. HEAP may be able to help
even if heat and utilities are included in the rent or the applicant lives in subsidized housing.

Customized Assistance Services

Customized Assistance Services (CAS) helps HRA clients with health and/or mental health problems
reach the highest attainable level of functioning and self-sufficiency by providing comprehensive,
integrated, individualized clinical and support services.

CAS provides clinical expertise, recommendations, and direction to HRA in the fields of health, mental
health, substance abuse and vocational rehabilitation. CAS staff provides psychiatric evaluation and
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crisis intervention services, housing eligibility services and assistance in obtaining federal disability
benefits. CAS manages contracts that serve individuals and families with medical, mental health, and/or
substance abuse disorders. CAS programs provide clinically focused case management and utilize
sophisticated clinical tracking and reporting systems.

Investigation, Revenue and Enforcement Administration

The integrity of HRA programs is maintained by the Investigation, Revenue and Enforcement
Administration (IREA). IREA confirms eligibility for first time applicants and active public assistance
clients, conducts investigations of individuals and organized groups, and deters cash assistance fraud.

IDNYC
HRA, in partnership with the Mayor’s Office of Immigrant Affairs (MOIA) and the Mayor’s Office of

Operations, administers the IDNYC program. For details on the language access services provided by
IDNYC, please see IDNYC's Language and Disability Access Plan.




Il. LEP POPULATION ASSESSMENT

U.S. Department of Justice “Four Factor Analysis”

Factor 1 examines the number or proportion of LEP persons eligible to be served or likely to be
encountered by the program. HRA’s service area includes all of New York City.

According to the U.S. Census Bureau®, New York City residents who speak English less than “very well”
are most likely to speak: Spanish, Chinese, Russian, French Creole, Korean, or Italian (see Figure 1).

Figure 1
4 N
LANGUAGE SPOKEN AT HOME BY INDIVIDUALS LIVING IN

NYC WHO ARE 5 YEARS OLD AND OVER AND WHO SPEAK
ENGLISH LESS THAN "VERY WELL"

Spanish or
Spanish Creole,
889,481

Chinese, 300,870

All others,
280,492

Russian, 117,204

French Creole,
48,533

Arabic, 25,691 | Polish, 28,83

Korean, 46,188

Yiddish, 27,004 Italian, 31,339

1 2009-2013 5-Year American Community Survey



Factor 2 is an analysis of the frequency with which LEP individuals come in contact with the program.

In 2014, HRA served 1.5 million unique cases. Over one-third (34%) of HRA’s active client population is
limited English proficient. The top nine non-English languages spoken by HRA clients are: Spanish,
Chinese dialects, including Mandarin, Cantonese and other, Russian, Bengali, Korean, Arabic, Urdu,
Haitian Creole, and Polish [see Figure 2].

Figure 2

2014 LEP CASE HEADS

Spanish, 308,089

Mandarin, 56,690

Russian, 33,357

All others, 13,799

Polish, 3,137 Cantonese, 27,600

Bengali, Chinese-Other,
Haitian Creole, 9,945 24,378

5,171
Urdu,

5,676 Korean, 7,919

HRA meets the needs of its LEP clients through the use of bilingual staff and by providing telephonic
interpretation. The Agency provides written documents in the seven languages mandated by Local Law
73 (Arabic, Chinese, Haitian Creole, Korean, Russian and Spanish). Together, these languages represent
94% of the Agency’s LEP client population.

Factor 3 requires an explanation of the nature and importance of the program, activity, or services
provided by the program to people’s lives.

HRA provides a variety of social services and economic assistance to eligible individuals and families. The
goal of these services is to enable these New Yorkers to lead independent lives. When an applicant/client
calls or visits HRA's offices, language must not be a barrier to the receipt of appropriate services. This Plan
reflects HRA’s commitment to providing language access services and meeting the following over-arching

goals:

e To ensure that language is not a barrier to Agency services;



e To ensure that all applicants and clients have equal access to the services for which they are
eligible, regardless of the level of their English proficiency;

e To inform all HRA applicants and clients that free interpretation services are always
available; and

e To train front-line staff on the importance of ensuring access to free interpretation services
for all LEP clients.

Factor 4 requires a description of the resources available to the Agency and costs.

HRA uses bilingual staff, telephonic interpretation and, when appropriate, on-site interpretation to
speak with our clients in their preferred language.

In compliance with Local Law 73, we provide written notices and documentation in their preferred
language to clients who read Arabic, Chinese, Haitian Creole, Korean, Russian, or Spanish.

HRA utilizes outside vendors to provide written translation, on-site interpretation, telephonic
interpretation and bilingual skills testing. We provide these services to our clients under the citywide
language service contracts provided through the Department of Citywide Administrative Services
(DCAS).

Type of Service Vendor Insztg:::es Exp::;ﬁcure
Telephonic Interpretation Voiance Language, LLC. 152,958 $1,000,558
On-Site Interpretation Geneva Worldwide, Inc. 1,777 $91,969
(excluding sign language)

Sign Language Interpretation Accurate Communication, Inc. 304 $40,128
Written Translation Language Line Services, Inc. 938 $598,844
Bilingual Skills Testing LM Language Services 141 $16,027
Total Costs $1,745,526

As described in more detail below, the Agency also conducts regular staff trainings, updates procedures
to improve services to LEP clients, posts signage at all sites to notify clients of their right to free
interpretation services, and utilizes a variety of language access tools to help workers and clients
identify language needs.



lll. SERVICE PROVISION PLAN
a. Interpretation Services
Determination of Language Need

When an LEP client visits an HRA office, they often identify their own language. When they are not able
to do so, staff has access to a number of tools to determine what language a client speaks.

One tool for the identification of language is the Language Card which asks the applicant/client “Do you
speak [name of language inserted here]” in 22 languages (plus hearing impaired).

A sample of HRA’s Language Card:

IF YOU DO NOT KNOW THE LANGUAGE OF THE PERSON WHO WANTS YOUR HELP, USE THIS CARD.
THE PERSON CAN POINT TO THE LANGUAGE NEEDED AND YOU CAN ARRANGE FOR AN INTERPRETER.

“ " | “Please be seated. ' i # o £ y oa
English Do you speak... I will call an interpreter for you." “l A 13 dlerd 47 " T < 3 i

R T i

G | Ui ju lutem. Po shkoj t& - Prego, si accomodi e attenda
Lk il thérras njé pérkthyes pér ju. I e mentre Le chiamo un interprete.

“I speak...” cards (shown below) are available in Centers and have been distributed to hundreds of CBOs.
The cards will also be included in all HRA application packets by 2016. These cards not only help clients
identify their language, but serve as a red flag to staff that a particular client requires interpretation.

Mﬁm'?:';ﬁ:m O Arabic / 2l 4 Litad) 4 ) il dea il Shasi ) Gy i)
it N . e
HRA-101 (MLF) 1010872010 O Haitian Creole / Mwen bezwen you entéprét Kreyol gratis.

O Korean/ %2 §H50] $9o] 42§t

I k O Chinese / 3% # % % R BlRBIER.
EEER O Russian / Mue Hyxew GecnnarHeii yCTHsI nepeson

Ha PYCCKHHA A3bIK.
Attention Agency employee: Please call an (m] Spanshf:lneoesdespa%oslewnosgmunnsdelnlerpretauon
interpreter. This customer requires language
assistance. See reverse side for language. O other/

If clients are on the phone or if they cannot identify their language using the Language Card or “I speak”
card, Customer Service Representatives at HRA’s telephonic interpretation vendor are specifically
trained to identify spoken languages.

Bilingual Staff

HRA’s more than 3,600 bilingual staff members collectively speak 150 languages. When possible, most
HRA programs match LEP clients with bilingual staff so that services can be provided directly in the
client’s preferred language. HRA allows bilingual staff to volunteer to provide services in a second
language, but only staff hired through the selective certification process can be required to provide
services in a language other than English. (Selective certification is a civil service process that allows
preferential hiring of individuals with particular skills.) While volunteer bilingual staff members can




simply attest to their own language skills, LM Language Services, an outside vendor, provides consistent
and objective language skills testing for selective certification candidates.

Telephonic Interpretation Services

HRA’s primary means of providing language services in all of our walk-in or call centers is through
telephonic interpretation. All of HRA’s front-line and client serving staff have access to telephonic
interpretation services in approximately 200 languages, 24 hours a day, 7 days a week. The Agency’s
current contract for telephonic interpretation is with Voiance.

In 2014, HRA used telephonic interpretation services more than 152,000 times, which is an average of
580 calls per business day.

On-Site Interpretation Services

HRA uses on-site interpreters for many field or home visits or when a client is particularly vulnerable
and/or would benefit from an in-person interpreter. HRA’s on-site interpretation services are provided
by Geneva Worldwide.

In 2014, HRA used on-site interpretation almost 1,800 times, which averages 8 times per business day.

As of late 2014, HRA began providing simultaneous interpretation at all agency public hearings and
events. When appropriate, HRA uses headsets, sound booths and a full collection of simultaneous
interpretation equipment.

Sign Language Interpretation

HRA holds a separate contract with Accurate Communication, Inc. for sign language interpretation
services. In 2014, this service was used 460 times. Most HRA Centers will use on-demand video
conferencing to provide direct services to deaf or hearing impaired clients in 2016.

American Sign Language interpreters are also present for simultaneous interpretation at all of HRA’s
public hearings.

b. Translation of Written Material

HRA translates Agency-developed materials, documents and notices into Arabic, Chinese, Haitian Creole,
Korean, Russian and Spanish as required by Local Law 73. HRA’s documents are professionally translated
by certified translators at Language Line Services.

As required by Local Law 73 and Executive Order 120, HRA translates any Agency-developed:
e Application forms and instructions;
e Notices that require a response from the participant;
e Notices that concern the denial, termination, reduction, increase or issuance of a benefit or
service;
e Notices regarding the rights of participants to a conference and fair hearing; and
e Notices describing regulation changes that affect benefits.
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HRA'’s translation vendor conducts its own quality assurance check. HRA also seeks feedback from the
public and stakeholders on the quality of our written translations. When needed, HRA relies on
volunteers from the City’s Language Bank to review translated documents.

Plain Language Principles

HRA currently applies plain language principles to the development of all new materials intended for the
public. HRA is in the process of reviewing and revising forms and documents previously generated by the
Agency to ensure that they meet plain language standards.

Agency Web Site

HRA redesigned its public web site (www.nyc.gov/hra) in 2015. The current site includes multi-lingual

links to translated “Immigrant Resources” pages. The new site will be more easily navigated and will
include multi-lingual program descriptions and forms.

HRA'’s clients can access a number of benefits and services through ACCESS NYC, an online portal that
allows individuals to identify and screen themselves for over 30 City, State and Federal human service
benefit programs, including SNAP, cash assistance and HEAP. The site includes a redesigned application
for SNAP. The site now also includes a new SNAP recertification process and allows clients who are not
required to provide information on resources to reprint their Medicaid renewal form. The entire site,
including the applications and re-certifications, is available in the seven local law languages (English,
Arabic, Chinese, Haitian Creole, Korean, Russian and Spanish) and can be used with screen readers for
the visually impaired.

In 2015, HRA also launched a new web site (www.foodhelp.nyc) to encourage individuals and families to
apply for SNAP benefits. The site is fully translated, including video subtitles, into Arabic, Chinese,
Haitian Creole, Korean, Russian and Spanish.

c. Anticipated Volume and Languages

In 2014, HRA provided on-site interpretation in 35 languages (including sign language) and telephonic
interpretation in 128 languages.

Given the increase in the use of all of our language services, HRA anticipates that the range of languages
and volume of requests in the future will continue to grow. The Agency continues to adjust its language
services contracts to meet the increase in demand.

d. Signage at Public Service Centers

All of HRA public offices have three signs informing applicants/clients of the availability of free
interpretation services.

First, a “Welcome to HRA” sign informs clients/applicants in Arabic, Chinese, Haitian Creole, Korean,

Russian and Spanish that free interpretation services are available. (The sign is currently being
redesigned. The new sign will be fully translated and hung in Centers by early 2016.)
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Welcome to HRA

Free interpretation service available

Servicio de interpretacion gratuito disponible

MpepgocrasnAaTcn SECNNaTHLIE NEPEBOAYMECKHME YCNYrKA
S e Av) ot Az

Genyen entépretasyon gratis

Aglaady ) ian 5 b

For general HRA comments or concerns:
Dial 311
Visit us on the web at www.nyc.gov

Human Rescurcas

fens,

Second, each client-contact site posts a “You have the right to free interpreter services” sign which
informs applicants/clients in 20 languages that free interpretation services are available. The sign reads,
“You have the right to free interpreter services at this location. If you need an interpreter, please go to
the reception desk and we will call someone to interpret for you. If you have a question, comment or
complaint about translation or interpretation at this location, please speak to an HRA worker or call 311.
Filing a complaint will not affect your case.” The 20 languages are English, Albanian, Arabic, Bengali,
Simplified Chinese, Traditional Chinese, French, Greek, Haitian Creole, Hebrew, Hindi, Italian, Korean,
Polish, Punjabi, Russian, Spanish, Urdu, Vietnamese and Yiddish.

A portion of HRA’s “You have the right to free interpreter services” poster:

You have the right to

FREE INTERPRETER SERVICES

at this location.

If you need an interpreter, please go to the reception desk and we will call someone to interpret_for you.
If you have a question, comment or complaint about translation or interpretation at this location,
please speak to an HRA worker or call 311. Filing a complaint will not affect your case.

ARABIC » sVl p ity JUEna¥) o (M tadll o ez 58 e oo By 2 1)l gald 1 B 00 W il Ay 20 hasl e (gl B gl sl
30 pall 3 gl il o ] annill i g el pald Tim g 5 il R ) ol g S0 5 58 o BT T s ] S T3] ) e iy ] iy
e e B ol eS8 il o 311 A0 Juadd| S 30
ALBANIAN * Né kiété vend gézoni té drejtén e shérhimeve t2 interpretimit falas. Nése ju dubet 0jé interpretues, ju lutemi 0] drejtoheni recepsionit dhe ne
din t& caktnjmé diké g 1 interpretade per ju, Nése keni pyetis, kements apn ankesa né lidhje me pérkthimin ose interpretimin né keté vend, ju hitemi flisni
me njé punonjés té Administratés s Burimeve Njerézore (HRA) o8z telefononi né nomrin 311, Dorézimi i ankesés muk do 8 ndikejé ng géshtjen tuaj.

BENGALI » 2% wmoeme srsfic firacrere veraatre »firesr one e S onA ety wpee 96, S8 S R s fim awe o
WA W T TEWEGR W ) 9% WAV S W CORNET G W6 (N O, Wy A SIS urST, WpE SH T
HEA 9 5% 0 &8 91 511 #906 &7 991 SEE WHme W FEM SOEE (SIA] SYEE S e
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Third, an Infoline poster gives clients and applicants a phone number to Infoline, the Agency’s call
center, where they can get information on general HRA programs or their specific case. The poster
contains the same message in English, Spanish, Arabic, Chinese, Haitian Creole, Korean, and Russian.

In addition to signage concerning free interpretation services, HRA also includes notices that free
interpretation services are available in all SNAP and cash assistance program application and
recertification packets.

In 2015 and 2016, HRA will be reviewing its directional signage with an eye towards making centers
more accessible to clients.

e. Outreach

HRA engages in community outreach through a number of channels. The Office of Refugee and
Immigrant Affairs (ORIA) regularly meets with community-based organizations that serve the immigrant
and LEP community. The Office of Community Affairs (OCA) meets with elected officials and non-profit
groups that serve the general public and attends District Service Cabinet meetings and public events.
The Emergency Intervention Services, the Office of Citywide Health Insurance Access, the Office of Child
Support Enforcement, and Adult Protective Services all have professional outreach staff who speak to a
wide-variety of community-based organizations and at public events. HRA’s Guide to Public Benefits for
Immigrants indicates that free interpretation services are available at HRA locations and are translated
into 7 languages.

HRA’s public web site includes links to specific pages in the Local Law 73 languages. These pages inform
the public about the availability of free language services and provide general information on HRA
services and the availability of public benefits to immigrants.

In 2014, HRA began to make greater use of a variety of social media tools. Many of the Agency’s tweets
are translated and retweeted, in Spanish, by Ciudad de Nueva York (@nycgob).

IV. TRAINING

Each of HRA’s programs provides annual language access training to all of our front-line and newly hired
staff. In 2014, the Agency trained approximately 10,000 employees or 70% of our total staff. (All client-
facing staff has been trained.) The training comprehensively covers the following topics in a two-hour
format: language access legal requirements, how to identify a client’s language, the availability of
language services, logistics of utilizing services, and how to work with interpreters. The training is
repeated annually and all front-time staff are required to attend each year.

V. RECORD KEEPING AND EVALUATION
Record Keeping
HRA tracks the number of LEP clients served and their preferred speaking and reading languages. The

Agency’s individual programs utilize a variety of record keeping mechanisms and databases to track
client language and language services data.
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HRA tracks the use of all of our language access contracts, including the use of telephonic interpretation,
on-site interpretation and written translation by program and location. HRA also gathers data on
bilingual staff, whether they self-report as bilingual or are certified as bilingual through the selective
certification process.

Evaluation

HRA produces various monthly and annual reports on telephonic interpretation, on-site interpretation,
bilingual staff assistance and written translation services. These reports are reviewed by Agency and
program leaders and compared to general service provision levels.

HRA monitors the quality of our services through a variety of channels:

e On-site spot-checking of language assistance services by ORIA staff at every client-contact site
e On-site spot-checking by program staff

e Monitoring by the Mayor’s Office of Operations

e Feedback received via 311, Infoline and community organizations

e A customer service survey conducted by the Office of Quality Assurance

e Federal, state and local audits

VI. AGENCY LANGUAGE ACCESS GOALS, IMPLEMENTATION PLAN AND TIMEFRAME

The goal of HRA’s Language Access Plan is:

e To ensure that language is not a barrier to Agency services;

e To ensure that all applicants and clients have equal access to the services for which they are
eligible, regardless of the level of their English proficiency;

e To inform all HRA applicants and clients that free interpretation services are available;

e To train front-line staff on working with limited English speakers and to offer free interpretation
services at every encounter with an LEP client.
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Improve processes to
provide sign
language services

conferencing technology to provide
sign language interpretation,
allowing clients to immediately
access services rather than needing
to return to a Center.

Affairs and ORIA

Language Access Implementation Plan Responsible HRA Staff Deadline
Goals
Determine which front-line titles e Jan. 2016
are eligible for selective
certification.
I Develop plan to increase use of Office of Staff e Jan. 2016
Increase availability selective certification by language R r nd program
of bilingual staff y language. esou c.es and progra
services areas with support
Begin hiring more staff through from ORIA e July 2016
selective certification by language.
Recognize the work of bilingual e March 2016
staff.
Redesign the current free The Office of e Sept. 2015
interpretation poster to include Communications and
information on how to file a Marketing, the Office of
complaint. Include all 20 languages General Support
currently listed. Post in client- Services
. serving locations.
Improve signage for
LEP clients . L . .
Consider new directional signage. Office of e Jan. 2016 —
Communications & July 2016
Marketing, General
Support Services, HRA
programs & procedures
staff
Improve vendor
P . . Work with current on-site ORIA and Geneva e Sept. 2015
provision of on-site . ) . .
. . interpretation vendor to improve Worldwide
interpretation ) .
. service delivery.
services
Pilot on-demand video The Office of Disability e Oct. 2015
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Language Access Implementation Plan Responsible HRA Staff Deadline
Goals
All client-serving program areas will HRA program and e Jan. 2016
Ensure that all ensure that all Agency-developed procedures staff, MIS &
Agency-developed documents and essential public ORIA
client documents and documents are translated into the
essential public Local Law 73 languages.
documents are
translated into the ORIA will perform periodic quality ORIA e Ongoing
Local Law 73 reviews to ensure client documents
languages are translated according to Local
Law 73.
Ensure that all
. ORIA will meet with all program HRA program and e Dec. 2015
programs include a , . i
. areas to determine whether their procedures staff, Office
notice of free o . . o
laneuage services in applications include a notice of free of Communications and
g 8 L interpretation. A notice will be Marketing and ORIA
their applications & .
e developed and added to application
recertification )
kits where necessary.
packets.
Revise common Develop Agency- wide plain Office of Client Access e Nov. 2015
notices/forms to language standards. and Advocacy, Special
ensure they are Counsel to the
written in plain Commissioner, and
language program areas
Improve procedures Update procedures regarding the HRA program and e Sept. 2015

for written
translation

translation of client documents.

procedures staff, with
support from ORIA
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On the Phone

Language Access Implementation Plan Responsible HRA Staff Deadline
Goals

e Increase the language capacity of e Sept. 2015
the Agency’s outgoing robo-calls.

e Management

e Consider increasing the language . e Jan. 2016

Improve telephone . , Information Systems
. capacity of the Agency’s current
access for LEP clients (MIS) and program
IVR systems. .
areas will support from
. . ORIA
e Provide multi-lingual access to the e July 2016

new on-demand SNAP telephone
interview process.
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Language Access Implementation Plan Responsible HRA Staff Deadline
Goals
Translate new mobile apps for e July 2016
document submission and self-
Translation of new service check-in and scanning e The Office of Business
client access options. Process Innovation and
technologies ORIA
Translate new pages on the ACCESS e July 2016
NYC web site, including new online
applications forms.
Create a SNAP campaign that raises e Sept. 2015
awareness about the program in
New York’s diverse immigrant and
, LEP communities. e Office of
Increase the Agency’s L
online presence . Commu.nlcatlons and
Improve the design and Marketing e Oct. 2015
functionality of the Agency’s web
site, including increasing usability
for LEP community members.
Use several social media tools to e Office of e ongoing

Increase use of social
media

inform LEP New Yorkers about their
right to free language services.

Communications and
Marketing
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Program Accountability

Language Access
Goals

Implementation Plan

Responsible HRA Staff

Deadline

Enhance tracking
mechanisms for
better service
provision.

Improve tracking of client language.

Implement a system for requesting
sign language interpretation,
allowing for better tracking of use
by various programs and locations.

e Program areas,
Management
Information Systems
(MIS) and ORIA

e Office of Disability
Affairs and ORIA

e July 2016

e Oct. 2015 — July
2016

organizations

diverse communities across the
City.

Intervention Services,
Office of Child Support
Enforcement, Adult
Protective Services

Review on-site monitoring process e ORIA e July 2016
Enhance our current . e
o . and consider modification to
monitoring practice . .
improve our effectiveness.
Review current LEP
. Update LEP trainings used by e Program areas, e Dec. 2015
trainings and make . ..
ANV necessar various program areas. Program training
. y y teams, ORIA
improvements
e ORIA, Office of
Community Affairs, the
. . Office of Citywide
Meet with community
Conduct outreach to - . Health Insurance
. organizations and stakeholders in .
community-based Access and Emergency e ongoing
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VIl. LANGUAGE ACCESS PLAN COMPLIANCE

HRA’s Language Access Coordinator is Marah Rhoades, the Assistant Deputy Commissioner of the Office
of Community Engagement and Access (OCEA). The Office of Refugee and Immigrant Affairs (ORIA), in
partnership with program areas, and with the oversight of the Language Access Coordinator, will be
responsible for implementing and monitoring the Agency Language Access Plan. ORIA will have quarterly
meetings with the internal Language Access Working Group to ensure implementation of the Plan. The
Language Access Working Group is charged with serving as ambassadors to promote language access in
each of their program areas.

The Agency Language Access Coordinator and ORIA will update this Language Access Plan every two
years. The Language Access Plan will be posted in the Agency’s public web site.

VIIl. ADDITIONAL QUESTIONS

For any additional questions on language access service provided by HRA or any of our programs, please
contact the Office of Refugee and Immigrant Affairs (ORIA) at 212-331-4550.
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