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Obijectives

Be familiar with:

1. Demographics — The District’s Limited English Proficient and
Non-English Proficient (LEP /NEP) community demographics
(including U.S. born and foreign born)

2. Laws & Requirements — Laws governing language access
& the OHR LA Program (compliance /enforcement)

3. Resources & Tools — How to find and use Language Access
resources and tools

4. OVSJG Zoomgrants Reporting Requirements — How to
report in Zoomgrants



Stereotypes

O

Stereotype: a rigid, oversimplified, often exaggerated belief
that is applied both to an entire category of people and to

eth indiVidUCII in it e Externally Visible Culture
Facial Expression 10%
Language o
Music and Dance j Surface- Easy to See
Visual Arts
Dress

In community engagement, assump'rions Literature o 8 *‘

about a group can prove inaccurate

or damaging. Remember to approach

Rules

Norms

Gender Roles
Beliefs

Etiquette
Thought Process
Perceptions
Learning Styles
Assumptions
3::1?:“ Invisible Internal Culture
Raising Children 90%

Emotional Response Deep-Difficult to See

each interaction with fresh eyes.




Are you culturally sensitive?

https.//www.youtube.com/watch?v=DWynJKN5HbQ



https://www.youtube.com/watch?v=DWynJkN5HbQ

The District’s Foreign-Born Population

19,146
16,028 (21%)
(18%)

9,157
18,410 ] (10%)
(20%) —
16,528 2,664
(18%) “' (3%)
7,449
(8%) 2,206
(2%)

**Based on 2011-2015 ACS Data (5-year estimates)




District’s Foreign-Born Population - Africa

DISTRICT OF COLUMBIA

Foreign-Born Population from Africa
Distribution by Ward

2011-2015 ACS (5-Year Estimates)
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Top Ten Countries of Origin for the Foreign-
Born Population from Africain the District of
Columbia: 2011-2015 ACS (5-Year Estimates)

Country of origin Estimate Percent
Total 14,158 100%
Ethiopia 5,696 40.2%
Nigeria 1,794 12.7%
A Ere e Cameroon L126;  8.0%
N Miles 0 1 2 Eritrea 604 4.3%
Ghana 565 4.0%
‘L Office of Planning ~ May 5, 2017 Egypt 403 2.8%
Gavernment of the District of Columbia South Africa 389 27%
gﬂ Kenya 374 2.6%
This map was created for planning purposes Sierra Leone 363 6%
g & & 4 [Tom a variely of sources. It is neither a
5| — ey PO 2 legal document. Information Morocco 321 2.3%
LI et i b g Other countries 2,524 17.8%
&
[=]




District’s Foreign-Born Population - Asia
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DISTRICT OF COLUMBIA

Foreign-Born Population from Asia
Distribution by Ward

2011-2015 ACS (5-Year Estimates)

Legend

[ ] 2012 wards
Water
Parks

= 1 Dot =1 Person

Top Ten Countries of Origin for the Foreign-
Born Population from Asia in the District of
Columbia: 2011-2015 ACS (5-Year Estimates)

Country of origin Estimate Percent
Total 17,834 100%
China 3,238 18.2%
India 2,578 14.5%
Philippines 2,143 12.0%
e S NP S FNVSTI Vietnam 1,283 7.2%
Miles  © 1 2 Korea 1,276 7.2%
Office of Planning ~ May 5, 2017 Japan 861 4.8%
Iran 702 3.9%
Government of the District of Columbia Taiwarn 577 329
This map was created for planning purposes Thailand 511 2.9%
T . Knarioes g Deml Pakistan e 2%
provided by other agencies should be Other countries 4,277 24.0%

verified with them where appropriate.




District’s Foreign-Born Population — Latin America/Caribbean

DISTRICT OF COLUMBIA

Foreign-Born Population from Latin America
Distribution by Ward
2011-2015 ACS (5-Year Estimares)

Legend

[ ]2012 wards
Water
Parks
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Top Ten Countries of Origin for the Foreign-Born
Population from Latin America in the District of
Columbia: 2011-2015 ACS (5-Year Estimates)

Country of origin Estimate Percent

Total 39,734 100%

El salvador 13,165 33.1%

Guatemala 3,213 8.1%

Mexico 3,019 7.6%

A [F—ir~ oAt ] Jamaica 2,499 6.3%

[ Miles 0 1 2 Dominican Republic 2,252 5.7%

Colombia 1,816 4.6%

‘h Office of Planning ~ May 5, 2017 Brazil 1,547 350

?V Government of the District of Columbia Trinidad and Tobago 1,535 3.9%

T e o (I D P Honduras 1,532 3.9%

= & 4 & Tom a variety of sources. It is neither a Peru 1,383 3.5%

AR e St lena ettt Other countries 7,773 19.6%
; B .ciicd with them where appropriate.




DC Mt Pleasant Riot & Language Access Video

This video gives a background on why the Language Access Act was
created in DC. One of the many reasons why it is important.

https.//www.pbs.org/video/mount-pleasant-riots-q9kocqg/



https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/
https://www.pbs.org/video/mount-pleasant-riots-q9kocq/

DC Language Access Act of 2004

O

Enacted on April 21, 2004, the
purpose of the Act is to provide
greater access and participation
in public services, programs, and
activities for the District’s LEP /NEP
constituents at a level equal to
that of English proficient

ACCESS ACT 2004 individuals.

http:/ /ohr.dc.gov/publication /dc-language-
access-act-2004-english




Who is Covered?

Covered Entities (§ 2-1931 (2)) required to comply with the Language Access
Act include:

Any District government agency, department, or program that furnishes information
or renders services, programs, or activities directly to the public or contracts with
other entities, either directly or indirectly, to conduct programs, services, or activities.

THIS INCLUDES GRANTEES AND CONTRACTORS OF AGENCIES PROVIDING
DIRECT SERVICES TO THE PUBLIC

The regulations provide interpretational guidelines for the law (Chapter 12).



OHR Language Access Program

O

Established by the Language Access Act of 2004 to be housed at
the Office of Human Rights (OHR)

Staffed by a Director and Program Analyst

Charged with coordination and oversight of district-wide
implementation of the Language Access Act

Consults with the Mayor’s Ethnic Constituency Offices and the
Language Access Coalition

OHR’s LA Program has 4 major responsibilities:
i Technical Assistance

ii. Compliance Monitoring

iii. Enforcement

iv. Qutreach and Education




Language Access Testing

Each year, testing is done face-to face and by phone to assess the
effectiveness of agency language access services. Results are
published in the Annual Compliance Report issued by OHR.

Common findings from FY 19 testing:
* Turning away testers with no assistance

* Speaking English after tester disclosed
they don’t speak English

* Providing English-only forms to customers

* Hanging up on calls or forwarding calls
to English-only employees and voicemail

* Asking someone to return on a day when
a bilingual staff member is present



Compliance Requirements

Any grantee or contractor that provides services under a covered
entity’s mandate is required to:

. Collect data on encounters with LEP /NEP customers and report this data to
the covered entity on a quarterly basis

. Provide oral interpretation services via qualified telephonic interpreters,
in-person interpreters, or bilingual staff

.  Translate vital documents according to the same standards required of the
covered entity

Iv.  Train personnel on language access compliance requirements
v.  Certify in writing that LA Act compliance requirements will be satisfied

vi.  Display multilingual signage on availability of interpretation and
translations services in all public facing locations

Section 1205.16 of the Language Access Act regulations



l. Data Collection Requirements

Grantees must collect data on the demand for language assistance by LEP/NEP
populations ‘“served or encountered, or likely to be served or encountered and
report this data to the funding agency on a quarterly basis.

OHR requests the following components in data collection reports:

* Languages encountered;

*  Number of encounters per language; and

* How interpretation was provided (telephone interpreter, in-person interpreter, or
bilingual staff)

Encounters consist of both customers and individual interactions. Each interaction counts
as an encounter because every interaction uses agency resources.



ll. Interpretation Requirements

Grantees and Contractors must offer interpretation services either over

the phone or in person, in the primary language spoken by a customer
identified as LEP/NEP and:

Exclusively use professional and qualified interpreters and not
family, friends, neighbors, volunteers, bystanders without obtaining a
waiver.

Set up an active account with a telephonic interpretation service
provider in order to have access to an interpreter over the phone at
all times.

The District uses Language Line Solutions (LLS) for telephonic
interpretation services and covered entities set up an account
under which a fee is charged for each call.

To set up a new account, funded entities should contact LLS
directly (call 1-800-752-6096 and press 4).



lll. Translation Requirements

Documents must be translated into any language spoken by LEP/NEP
populations that constitute 3% or 500 individuals, whichever is less, of the
population served or encountered, or likely to be encountered, by the covered
entity or by its grantees and contractors.

LEP /NEP populations vary somewhat by agency - the top languages in the District
include: Spanish, Amharic, French, Chinese, Korean, Vietnamese, Arabic, Tagalog,
German, Korean, Portuguese, and Russian.

Vital documents include, but are not limited to:
* Documents which inform individuals about their rights and responsibilities or

eligibility requirements for benefits
* Documents that pertain to the health and safety of the public
* Educational and outreach materials produced by the covered entity

OHR encourages the use of multilingual taglines on non-vital documents.



IV. Training Requirements

All grantee employees in public contact positions must be trained on the

requirements of the DC Language Act and the resources they can use to serve
LEP/NEP customers.

Language Access Compliance trainings are provided by OHR or by the funding
agency, and may be delivered in the following formats upon approval by OHR:

Web-based training
In-person training

New hire orientation



V. CERTIFICATION OF
CONTRACTOR/GRANTEE COMPLIANCE WITH
THE DC LANGUAGE ACCESS ACT OF 2004

[SAMPLE]
CERTIFICATION OF
CONTRACTOR/GRANTEE COMPLIANCE WITH
THE DC LANGUAGE ACCESS ACT OF 2004

Ensure that contractors

INSERTNAME OF COVERED ENTITY] [contracted fimded] to
carmry out services, programes, or activities directly to the public. This is to certify that
understands and agreesto satisfy the following compliance

[ ] [ ]
h I r e d b th e < Ove r e d e n t I t requirements for contractors and grantees of coveredentities outlined in Section 1203.16 ofthe
DC Language Access Act of 2004

1. Collect data on encourters with Limited or Non-English Proficient (LEF'NEF) customers

L] andreport this datato the covered entity on a quarterly basis.
to C 0 r r o U t S e r V I C e S 2. Provide oralinterpretation services to LEP/INEP customers using telephonic
, mterpretation in-person nterpretation or qualified’catified biingual staff. Display and
disseminate Language Access materials at frontfacing area or information center

includingbut not limited to know your rights cards, language access factsheets/posters.
3. Translate vital documentsinto languages that meetthe 3% or 500 threshold of customers

programs, or activities e

Provide Language Access Compliance training to all personnel using training provided or
approved by the DC Office of Hurnan Rights.
3. Certifyin writing thatlanguage access compliance requiremerts will be satisfied.

Name of Grantee'Contractor

directly to the public are in

compliance with the Act.




VI. Display multilingual signage on availability of interpretation
and translations services in all public facing locations
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LANGUAGE ACCESS
IMPLEMENTATION RESOURCES




Language ldentification Poster

;7 Inferprelation Services Available  ———= * Tailored for DC’s mo.s’r.
. common languages, it is .
available on the OHR website

for easy download.
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Bengali

* Should be present at all

.
(3
antoneze s | Portuguese Porigute 2y ublic facing locations.
Wi teEy LUE B Indique o seu idioma. Um intérprete serg chamado, A p
B s R - i 30 ¢ fornecida sem gualquer custo para vocs,
L]

Farsi el g Russian Pyccknin < L' GISO prOV|deS
ol g Ll sl i i o) e < | hanome e a oropou s oaopTe, ey ® dage Line
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Spanish Espaiol 7

Seriale su idioma ¥ llamaremos a un i ntérprete.
El servicio es gratyito,

Thai

e &3
thuﬁmmﬂﬂwvxa HENTAEE AW iy
M3lEdw e anfudlidn

French Frangais }}J

Indiguez votre langue et nous g poellerons un
interpréte. Le servica est gratuit.

Lonje dwét ou soy lang ou pale 2 €pinap rele yon
entéprét pou ou. Nou ba oy sévis entéprét fa gratis,

a similar poster.

* Excellent tool to identify a

Hindi Sl W b) nqgquage.
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Turkish Tirkge <2y

Konustudunuz diji gbsterin. Sizin icin bir cevirmen
aranacakiir. Bu cevirmen size Ucretsiz sagfanyr.

Indonesian Bahasa Indonesia 3]

Tunjukkan bahasa Anda. Penetjemah akan dihubungi.
Penerjemah disediakan gratis tanpa dikenakan biaya,

Language Line can also assist
if you are unsure.

/

Japanese HAR <z Vietnamese Tiéng Viet <z

cb%:f:@i’h‘?’%‘iﬁ%ﬁLT(f:’Eb\
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Foster provided by Languageline Sohaions & 2015 + 1-800.752.6004 = W (anguageline com
Crverthe-Phone, Viden Remote, and Onsiia Interprafing / Interprefer Testing and Traming » Transigion and Locahization

Hay chivao ngén ngiv cia 9y vi. Mt thing dich vién sé duige
90idEn, quj visé khing Rhdi tr tién cho thang dich vien,




| Speak Vietnamese.

| need assistance and have the right to receive assistance in my spoken
language. Please provide me with an interpreter and note my spoken
language in your permanent records. Thank you.

Dristrict law requires that agencies provide you with information and

assistance in your language for free. If you do not receive help in your
language, please call the DC Office of Human Rights at

(202] 727-455% and press 0.

_u= * K

NI
Office of Human Rights
DISTRICT OF COLUMBIA, [T
wevaLohr.dc.pow

O

Available in 10 languages:
Amharic, Chinese, French, Korean, Spanish, Viethamese, Arabic,

“lI Speak’ Cards

Portuguese, Tagalog, Russian

Toi néi tiéng Viét.
Tai can sy trof gidp va i oo quyén durgic nhdn sy trg’ giop trong ngon
nglr ma tdi noi. Xin hdy oung c3p cho t6i mdt thong dijch vign, va ghivao
hi sof clia quy vi ring tdi s8 ndi ti€ng Viét trong moi [3n giao ti€p trong
twrio'ng lai.

Ludt |& cla Quén quy dinh réng moi oo’ quan phai cung c3p mién phi cho
quy vj nhirng théng tin va tro gidp bing ngdn nglt ola quy vi. Néu quy vi
khéng nhin durgic sur tro gitp bang ngdn neif cla quy vi, xin goi 58 202-
727-4559 va nhan 58 0 dé ndi wdi Van Phong Nhin Quyén cla DC.

—u= * k W
Office of Human Rights —_—
DISTRICT OF COLUMBIA, (EEIENI

WAL Oh I OC . Bow




Language Line Solutions Call Demonstration

https.//www.youtube.com/watch?v=LQoCRen--M4



https://www.youtube.com/watch?v=LQoCRen--M4
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https://www.youtube.com/watch?v=LQoCRen--M4

Interpreter Waiver Form (in 6 languages)

Covered entities are required to use
professional interpreters or bilingual staff at all
times and should never rely on minors, friends,
family members, or other customers to serve as
an interpreter.

If a LEP/NEP customer refuses the interpretation
services you offer, the customer must sign this
form.

The form should be made available in the
lanquage of the customer and confirm that the

LEP /NEP customer is voluntarily waiving his or
her right to free interpretation and/or
translation services.

GLAY KHUGC TU CUNG CAP DICH VU THONG DICH MIEN PHI

*You can read the form over
Language Line if the language
you need is not available.




Taglines (available in 6 languages)

1 LANGUAGE ACCESS PROGRAM

DISTRICT OF COLUMBIA DFFICE OF HUMAN RIGHTS

Reference guide:
Multilingual Taglines Version 1

English — Amharic — Chinese — French — Korean — Spanish —Vietnamese
HELF I YOUR LANGUAGE
I you Nesd help inyour language, plesse all

T ACA
[ m P B VL

for free intarpreter assistance.

EReetn T A Seelaal e

MREEREAR (P EENE. S RS iR DR AR

AIDE UNGLISTIQUE
Si wous aver besoin draide an Frangais appeiaz-iz
fournie gratuitement.

=% Fazzistance d'un intarprete wous e

Hq A4

EIHZ METIEN BR8] 3F ZUYETFANFEZ BN0 BRSO

BYUDA EN SU IOMA
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M2 qu i can gilp 83 vE B2ng Witt, xin goi
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para groporcionaris un inbarprats de mansrs

52 chling £ thu %22 o5 thiing dichvign

Translated documents should
be available for languages

that hit the 3% threshold.

LANGUAGE ACCESS PROGRAM

NETRICT OF COLUWEW QFFCE IOF HUWAA RIGHTS

Reference guide:
Multilingual Taglines Version 2

Engiish — Ambaric — Chinese — French — Korean — Spanish —Wisinomese

BAPORTANT NOTHE
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L doauumant CoPtin ca Informiarions Impamirtm S v I ek aics s Frics;si oo ol saL e 250
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Version 1:
“If you need help in your
language, please call

for free interpreter
assistance.”

Version 2:
“This document contains
important information. If you
need help or have any
questions about this notice,
please call

. Tell the

customer service
representative the language
you speak so you can be
provided with an interpreter
at no cost to you. Thank you.”




Proper use of taglines

Correct usage:
* Incorrect usage of

Lanquaqe Assistance

taglines:
Necest ayuda ensu doma? Liamel (20 72?-2525'
e : PO K T T 0 )20 RAR
If you need information about | |
electronics recycling in Spanish, V4] Cal [202) 72‘{2525
Chinese, Vietnamese, Korean, ; A e el :
Amharic or French, please call Can st o gidp ngin ngl ol ban? Hay g0 )T 2522052 .
Sl ez besandicedans volie langue? Apelez1e (202) 212525

o2 £40] 1034 g MBS E AT

* LEP/NEP person cannot

understand because it is The taglines are in the foreign

languages. The LEP /NEP individual

in English only. . o .
will understand because it is in their

language.



LA Information: Portal

O

at http://ohr.dc.gov. Resources include:

OHR has produced a series of tools

Y

O Vendor details & contact info

Downloadable signage & forms DISTRICT OF COLUMBIA OFFCE OF HUNAN RIGHTS

Helpful guides for Language Line

Nelcome to the Language Access Information Portal

O O O

B est_ p rq C.I.ice refe rences fo r d q .I.q 1ATICT £73% A8 anet ST (Language Access in Amharic) « SRiE1ESFIA (Language Access in Chinese) » Accés

inguistigue en frangais (Language Access in French) « st= 0 21 A{H|~ (Language Access in Korean) * Acceso
ingliistico en espafiol (Language Access in Spanish) - Tigp Can Ngon Nglr Bang Tiéng Viét (Language Access in

collection and reporting fetoames)

Ihe Language Access Program is dedicated to removing language as a barrier to obtaining information and services from
‘he District government. Whether you are a member of the public or a District employee, this is where you can find

.
O POI ICY te m p I q TeS ‘esources to help you understand and fulfill your language access rights and responsibilities.

. * About the Language Access Program
O Regulation text _
* Resources for the public

* Reguirements and resources for covered entities

s Toolkit for covered entities

If you need to access a resource

* Reguirements and resources for covered entities with major public contact

o r d oc u me nt’ yo u ca n q s k o H R! * Toolkit for covered entities with major public contact




DC Office of Human Rights

The DC Office of Human Rights (OHR) provides oversight, central coordination,
and technical assistance to agencies in their implementation of the Act’s
provisions.

Rosa Carrillo
Director, Language Access Program

Priscilla Mendizabal
Program Analyst, Language Access Program

441 4™ Street NW, Suite 570 North, Washington, DC 20001
Phone: (202) 727-3942
TTY: (202) 727-8673

Rosa.carrillo3@dc.gov * priscilla.mendizabal@dc.gov
http://ohr.dc.gov/



Language Access Program Partners

Mayor’s Office on Latino Affairs
> (202) 671-2825 | ola.dc.gov

Mayor’s Office on Asian and Pacific Islander Affairs
> (202) 727-3120 | apia.dc.gov

Mayor’s Office on African Affairs
> (202) 727-5634 | oaa.dc.gov

DC Language Access Coalition
> (202) 470-6835 | dclaccoordinator@gmail.com



OVSJG Zoomgrants
Reporting Guidelines

HOW YOU WILL REPORT ALL LANGUAGE
ACCESS DATA IN ZOOMGRANTS




Zoomgrants Reporting: Step 1

Login into Zoomgrants and click on Language Access tah:
Surmimany Application Questions Budpet DECUMENT S/TREQUIRED ATTACHMENT 5

Invoicas Raport Raport Totals




Zoomgrants Reporting: Step 2
&)

EFead instructions listed for definitions of types of encounters

oVSIG Appicion Suts: Approved LISDS 0.00
Zoom Tutorial sk hasessment Low
USO8 00N e “‘Whmm

' Submited 102101 S 16 AM (Pacc)

Semmyy  JMpplicaion Quistions  Bodgel - DOCIMENT SREQUIRED ATIACHMENTS tntylyg
bwoxes  Repor

Language Access 5

Intiractions ShowHice

Incude 30 LEPMES encounters for each abie isiad beiow by cpuariers. Beiow are Sefilions for each encounter:

Blingueal staft Ay st member of your ooganization Tual was able Jo provice: inkerprstation

TedaphoniC ierpoetation. (s of Langueage Acoass Lina, Vicim Seni0zs imarpreter Bank, o any inferpretation sl wis prwidee] via phonz

Invperson naerpretations This Sanice is proviced 2 cerfied infepreier and does nofinchude staf that i 3 your oranizaion, 2 LEPNER custome rsizees e intarmretaion sanvices you oar, e st magsd5in 2 walver form vollstay i) i righd
o irteonetin N

Lneaie %) proide senvices: 1 your oeganization s ot abie b provice Senices by, byl stall in-person imleqostation, o telechon: interpretation, List intal surber of indhidualy

Wakver I 3 LEPNER oustomer seises e interpretation senioes you o, Bhe cusomer must sin 3 waveer fomn volungarly walving elr right o inferpretation senices. The indicual providing sendoes MUST be over the age ol 18
Mo inferpretation providedd: check bow i ihere wer g encoenlers for the quaries for e Specilc lenguage:




Zoomgrants Reporting: Step 3

Fi]l in number of encounters corresponding to each language in the appropriate type of encounter
used for the quarter. If no interpretation was requested for a langnage then click on the check box
for each language under “NO INTERPRETATION REQUESTED”. This partis critical to data

collection.

= | momgrants.comgeropLasseplay=ovig] Sdcnoeidonond =211 Srfpid= 2065 kpropd=147415 o H
g Iy=0veg o

Quarter 1 Language Access
Excounters o Qckster 1, 2013 - Decemoes 1, 2019

Language Bilingual Staff Teiephonic inirpreiation In-person Inferpeetation Lizable bo provide sevices Wareer Used
i 3 " 5 5
A
Bl
] |
Chinzse
Chinese Cantonese
Chines Mandarn L 0
Farsl 2 0
French L 0

(rrypy




Zoomgrants Reporting: Step 4

For all langunages that are notlisted in the table, complete corresponding question in quarterly
programmatic report stating the langunage, amount of encounters, and type of interpretation

encountered
oG Aepicaon Sz Approved USDS 0.00
Zoom Tutorial RskAssesaent Low
Funding Sowoe: FY20 VS Local
1US03 90000000 requested
" Remousencnt Seb: ey
o Submified 10242019 S3I8AU (Pacdic)
Smnary  Appicafon Owsfoes  Bodgel  Laguagelooes (DOCUMENTSREQURED ATTACHMENTS Actwiy Log
- [l _
sk 2Rzport Question
Insiructions: ShowHide

- Report EAISHN  RepatXTNSHN  Reportd: MSNN

Scroll down to the appropriate question that asks you the following:

Fill cut Language Access Tab for quames | language is not Ested in table provide langeage har, tally the amount of encounters, and todal numizer for each interpreeation for each knguage. If ing other lasguages encoustered write N'A.




THANK YOU!
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