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Language access Training

Grantee and contractor
compliance requirements
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The DC Office of Human Rights

The DC Office of Human Rights enforces the DC Human Rights Act, which
makes discrimination illegal based on 21 protected traits for people that
live, visit or work in the District of Columbia. The DC Human Rights Act

prohibits discrimination in housing, employment, public accommodations
and educational institutions.
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Objectives

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
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Stereotypes

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

each individual in it.

In community engagement, assumptions
about a group can prove inaccurate
or damaging. Remember to approach

each interaction with fresh eyes.

el Externally Visible Culture

Facial Expression
O,
Language = 10%
Music and Dance ©  Surface- Easy to See
Visual Arts

Dress

Norms

Gender Roles
Beliefs

Etiquette
Thought Process
Perceptions
Learning Styles
Assumptions

Religion Invisible Internal Culture
Values 90%

Raising Children ifficul
Emotional Response Deep-Difficult to See
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Are you culturally sensitive?
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Context: District of Columbia Population by Region of Birth

Note: Being foreign-born does not necessarily indicate LEP /NEP. Many foreign-born
residents are highly proficient in English. Context does help illustrate DC'’s diversity.

Latin America
39,393 (41.4%)

Native Foreign-Born
597,618 (86.3%) 95,065 (13.7%) Asia
20,469 (21.5%)
Africa

14,825 (15.6%)

Europe
18,094 (17.9%) Northern America
2,314 (2.4%)

Based on 2015-19 American Community Survey (ACS) Data Oceania
1,028(1.1%)
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District’s Foreign-Born Population - Africa

Source

OPID0030E6E

[P A
Miles 0 1 2

N
‘h QOffice of Planning ~ May 4, 2021
i.

Government of the District of Columbia

This map was created for planning purpases
4 &  from a variety of sources. It is neither a
survey nor a legal document. Information

MENNNE | ided by other agencies should be
B ofcd with them where  appropriate.
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Foreign-Born Population from Africa

Distribution by Ward

Legend
[] 2012 wards

Water
Parks

® 1 Dot =1 Person

Top Ten Countries of Origin for the Foreig

2015-2019 ACS (5-Year Estimates)

n-Born

Population from Africa in the District of
Columbia: 2015-2019 ACS (5-Year Estimates)
Country of origin Estimate Percent
Total 14,825  100.0%
Ethiopia 5685  38.3%
Nigeria 2,031 13.7%
Cameroon 855 5.8%
Ghana 567 3.8%
Eritrea 493 3.3%
Sierra Leone 372 2.5%
Egypt 366 2.5%
South Africa 350 2.4%
Kenya 321 2.2%
Sudan 304 2.1%
Other countries 3,481 22.5%

American Community Survey (ACS) Data 2015-2019 ACS (5-Year Estimates)
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District’s Foreign-Born Population - Asia

DISTRICT OF COLUMBIA

Foreign-Born Population from Asia
Distribution by Ward

2015-2019 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: 2015-2019 ACS (5-Year Estimates)

Country of origin Estimate Percent

Total 20,469  100.0%

China 3,665 17.9%

India 3,352 16.4%

Philippines 2,211 10.8%

A Vietnam 1,730 8.5%

N Miilds n::l1 2 Korea 1,645 8.0%

Iran 1,516 7.4%

‘A Office of Planning ~ May 4, 2021 Japan 922 4.5%

‘iy ‘Government of the District of Columbia Pakistan 506 2.5%

This map was created for planning purposes Turkey 386 1.9%

| P S Singapore 334 16%

E — 5;‘;‘2:“ Wblfh “::Z:n a?ﬁ":r‘:s :p";”::f”a:’: Other countries 4,202 20.5%
o

Source: American Community Survey (ACS) Data 2015-2019 ACS (5-Year Estimates)
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District’s Foreign-Born Population — Latin America/Caribbean

S T
Miles 0 1 2

Office of Planning ~ May 4, 2021

Government of the District of Columbia

N L

This map was created for planning purposes
from a variety of sources. It is neither a
survey nor a legal document. Infarmation
provided by other agencies should be
verified with them where appropriate.

*
*
*
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Foreign-Born Population from Latin America
Distribution by Ward

2015-2019 ACS (5-Year Estimates)

Legend

[] 2012 Wards
Water
Parks

« 1Dot=1 Person

Top Ten Countries of Origin for the Foreign-Born
Population from Latin America in the District of
Columbia: 2015-2019 ACS (5-Year Estimates)

Country of origin Estimate Percent

Total 39,393 100.0%
El Salvador 11,678 29.6%
Mexico 4,022 10.2%
Dominican Republic 2,780 7.1%
Guatemala 2,580 6.5%
Colombia 2,415 6.1%
Jamaica 2,234 5.7%
Honduras 1,975 5.0%
Peru 1,474 3.7%
Brazil 1,410 3.6%
Trinidad and Tobago 1,238 3.1%
Other countries 7,587 19.3%

Source: American Community Survey (ACS) Data 2015-2019 ACS (5-Year Estimates)
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DC Language Access Act of 2004

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
individuals.

ACCESS ACT 2004

http:/ /ohr.dc.gov/publication /dc-language-
access-act-2004-english
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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).
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OHR Language Access Program

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

® Staffed by a Director, Program Analyst, Program Specialist

® 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. Outreach and Education
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OHR’s Scorecard for DACL for FY ‘19

* Strengthen its data collection source by tracking bilingual staff
encounters with LEP/NEP constituents.

* Train its staff starting with its frontline employees as the field test Overall
showed that staff is not prepared to engage LEP/NEP seniors or Compliance
provide them with their right to services in their native language as Score:
required under the Language Access Act. 08/ 14

* Translate DACL's brochure, “Long-Term Care Guide,” into the most
frequently languages encountered by the agency and place links to all
translated documents in the “Language Support” section of its
website so they are fully accessible to the LEP/NEP community.
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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
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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

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

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

Ensure that contractors

[SAMPLE]
CERTIFICATION OF
CONTRACTOR/GRANTEE COMPLIANCE WITH

hired by the covered entity

isa grantec] of
[INSERTNAME OF COVERED ENTITY] [contracted fimded]to
camy out services, programs, oractivities directly to the public. This s to certify that
dsand agrees to satisfy the
tlinedin Section 1205.16 ofthe

[
IF I, IF DC Language Access Act 0£2004
o C a y o U S e V I C e S , Collect data on encounters with Limited or Non-English Pro ficient (LEP/NEP) customens

andeportthis datato the covared entity ona quartaly basis
Provide oral interpretation services to LEPNEP customersusing telephonic

inp qual bilingual staff Display and
disseminate Language Access materialsatfrontfacingarea or information center
including but not limited to know your rights cards, language accessfact sheets/posters.

[ ] o, 0
Translate vital documertsinto languagesthat meetthe 3% or 500 threshold o fcustomers
I v I I servedorlkely tobe servedby the contractar/grantee;
, ProvideL o

approved by the DC Office of Human Rights
Cartify in writing that besatisfied.

=

Name of Grantee/ Cortractor,

directly to the public are in

Date

compliance with the Act.
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VI. Display multilingual signage on availability of interpretation
and translations services in all public facing locations
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AR | ANGUAGE ACCESS PROGRAN

DISTRICT OF COLUMBIA OFFICE OF HUMAN RIGHTS

*Language Access Implementation Resources
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Language ldentification Poster

Paint fo your languoge. An interpreter will be called. THe interpreter is provided at no cost fo you.

L S

Ambharic haCy

RIRPOTT Pooih-b: WAVFCA™L Bmé-As
ANFCA™LE- (178 BPCNAPATA:

Korean o]
AN A8 Aol g ARANT 7

do] 9 My 28 A zd =guch

Arabic s

LS 538 oy s e St )l
Blaa 5l g gl Jmn sl

Mandarin i
FEBENET  UES
SRR o) 0 RS -

Bengali gz
AT T 1 R | e (ST S
= | e wef FeEnry e

Pashto sy
g gl s (S 0 s S el 45 5 s
S A8 50 gy A S L5 8 el Al el

Cantonese |3 3
WAEENAET  MWES
RS % 0 FIRE -

Portuguese Portugués

Indique o seu idioma. Um intérprete serd chamado, A
interpretagao ¢ fornecida sem qualquer custo para vocé.

Farsi i

Cuurl g0 Ll (gl o fin Sy 4 padiia | 2gh sl
o o A Ll ) 30 I e o 22 1

Russian Pyccrui

YKaHITE A3bIK, Ha KOTOPOM Bbl TOB0pHTE. BaM BL30syT
TIEPEBOT K2 YCTyTH NepeBoika NPEROCTABNAIOTCA Hecinan-a,

French Frangais

Indiguez votre langue et nous appellerons un
interpréte. Le service est gratuit.

Spanish Espariol

Senale su idioma y llamaremos a un intérprete.
El servicio es gratuito.

Haitian Creole Kreyol

Lenje dwét ou sou lang cu pale a epi n ap rele yon
entéprét pou ou. Nou ba ou sévis entéprét la gratis.

Thai g

hufidnnndvihune winmastawdwtiviu
artddwldandedldde

Hindi w5
AT AT A £ A e st s o g
e ST e quﬁnmrﬁsprmﬁmﬁgl

Tigrinya FCE
EpETeg® haodd:: hiCaml, hRPh LTRA R
ATl KESAP WHY heA eat:

Indonesian  Bahasa Indonesia

Tunjukkan bahasa Anda. Penerjemah akan dihubungi.

Penerjemnah disediakan gratis tanpa dikenakan biaya.

Turkish Turkge

Konustugunuz dili gdsterin. Sizin igin bir cevirmen
aranacaktir. Bu cevirmen size iicretsiz saglanir.

Japanese 047

DO TEFEHRLTUEEN,
RECHERT— Y ARHRMLET.

Viethamese Tiéng Viét

Hay chi vao ngdin ngif clia quy vi. Mot thang dich vién sé dugc
goi dén, quy vi 58 khong phai tré tién cha thang dich vién.

Poster provided by Languageline Scluicns £ 2015 » 18007524096 » www Languageline.com
Owarthe-Fhona, Video Remote, and Onsiia Inferprating/ Inferpreter Tasting and Training = Transkation and Localization m

Tailored for DC’s most
common languages, it is
available on the OHR website
for easy download.

Should be present at all
public facing locations.

Language Line also provides
a similar poster.

Excellent tool to identify a
speaker’s language.
Language Line can also assist
if you are unsure.

Office of Human Rughts
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“|I Speak™ Cards

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

Portuguese, Tagalog, Russian

——— | Speak Vietnamese.

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

Cristrict 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) T27-4559 and press 0.

_'[-
——_ * Kk *
Office of Human Rights —_—
DISTRICT OF COLUMBIA NN

wieeaLohr.de. gow

Toi néi tiéng Viét.
Toi can sy trof gidp va i oo quyén durgic nhdn sy trg’ giop trong ngon
ngl¥ ma tdi noi. Xin hdy cung cdp cho thi mdt thang djch vién, va ghivao
hi so clia quy vi réng tdi s8 ndi ti€ng Viét trong moi [5n giao ti€p trong
twrong lai.

Luét 1& oha Qudn guy dinh réng moi oo quan phai cung cdp mién phi chao
quy vj nhi¥ng théng tin va trog gitp bang ngdn nelr oia quy vi. Néu quy vi
khéng nhin durgc sur tro gitp bang ngdn neiF cla quy vi, xin goi 58 202-
727-4559 va nhan s0 0 dé ndi woi Van Phong Mhan Quyén coa DL,

Wi
[— %, : w Ak W
Office of Human Rights L
DISTRICT (F COLUMBIA I

WWhaLohroc. eov

ey
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Interpreter Waiver Form (in 6 languages)

Covered entities are required to use

GIAY KHUGC TU CUNG CAP DICH VU THONG DICH MIEN PHI

professional interpreters or bilingual staff at all e
times and should never rely on minors, friends, e Pt b

family members, or other customers to serve as

an interpreter.

tiép cho co quan nay d¢ yéu ciu cung cip dich vu nay.

Tenln
If a LEP/NEP customer refuses the interpretation
OFFER OF FREE INTERPRETER SERVICES WAIVER FORM
L] o L] L lhat has notified me o fm}
services you ofter, the customer must sign this AT S e e B O L A
’ ct of 2004 at no cost to me. By s gnmghlwl agree that T have refused this service
ted to rely on interpreter assistance by someone I have identified. I am aware that
P tified by or vetted through
fier for the provision of these serv not
orm Tncur any hia hlt}lh ‘may result from these services. Iam also aware that this waiver
L4 only applies to this one instance. If I requi emerp[e sistance from
in the fu |mlw111 notify the agency directly to reque ln s service

The form should be made available in the ww«
language of the customer and confirm that the
LEP /NEP customer is voluntarily waiving his or

her right to free interpretation and/or *You can read the form over Language Line
if the language you need is not available.

translation services.

Office of Human Rnghts
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qulines (available in 6 languages)

Wq\ LANGUAGE ACCESS PROGRAM

DISTRICT OF COLUMEIR OFFICE OF HUMAN RIGHTS

Reference guide:
Multilingual Taglines Version 1

English — Amharic — Chinese — French — Korean — Spanish —Vietnamese

HELF IN YOUR LANGUMAGE

¥ yOu nest heln inyour lsngusze, plesse all for frez intarprater assistance.

[0 VLl

O RS iAo N BReWen RO et aar e

MEEWEAR (PEMENE. WS . HARAEHEORARE

AIDE UNGLISTIQUE

5i vous @vez besoin d'aide en Frangais appeiez-ie
fournie gratuitement.

44924

EIUZSHEIE B AT

=t Fazzistance ofun intrprats wous ser

ZEPYRSTANESZ SN0 AREUL.
AYUDA EN 50 IDIOMA

i necesita aywca =n Espanol, por favor llame
Ereuits.

Gl o vE Mt NGLF

quwwmn;l.eﬁvenugwnmngu
BN giip quy ¥ mien phi,

nere proporcionarie un intarprete de maners

2 eniing £t w50 o5 mdng cichvisn

Translated documents should

be available for languages
that hit the 3% threshold.

LﬂHﬁIJHBE ACCESS PROGRAM
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Reference guide:
Multilingual Taglines Version 2

Engiish — Amboric — Chinese — French — Korean — Spanish —Wistnomess
BAPCRTANT NOTHE

Thie ok conesinn Importa et Information, o raad haip or Poss sy Quattions shous this rotios, peass
ol Tellthe aumsmeriandos reprsisncativs 14 s you npask . vou o b provided
Wik i n.-pmr:umu.w Thank poa.

S,

A e T e VT R BT GNP R TSRS TH VT e TS
I RIEA e AW inevet it £r PRI GE WP Bt AaRhar RAmrrAte

EmET

FERCARNBEN, CAEEES (=T SENnSANCACHGM BES_ .W
ERECEERCAENENNT FARNENEOSAEE, B

S IPCRTANT
L docuuman: Cortient da INTArons ImpamirtaL v e bk ke s Frivscs oo ol saa s 280
CRiors b e B prisswt i, emiber iopeler e s reprisrter e senics qusie
g woan s o Faomi s o i mnite woan o foaris grkanes. el

il
VHIFEROR URE S1 00U FREEAE TN BERAZL EFD A2
as___ _EPRESSAND BETS AR ARAIZSHNER T RIS AR08

WHAAP, BES B9 SHAT AEELG SAELD.

W NECETANTE
FEP 3000 CITESS INISITACSN IGOTAN. ST LGS ) FIRIAS O U 1S SR LS Lot
e wviss, por faeor Mameal _ - ortirrr e ] represseanes. de aisaciin ol chenne sl idkoma gue
Fath para que e prIprCETe LT mwcm

At AT CHLIAN TR

Thi Bl ey o4 il thSag Ba cuaatraag. Wl guyv cin gy 0 4 g Vi, holc o Thlkc mic b3 thiag Bao
ey, sl _ - . ] oot i Il bdechacd B gy o i, i chuwbn Blean el e 20
i 121 5 Tl chch il 5 s . L Bt e, 0 e

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.”

Office of Human nghts
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Proper use of taglines

Incorrect usage of taglines: Correct usage:

If you need information about L@M@?Mm
electronics recycling in Spanish,
bl ’g::i‘zlo‘fifrf;’:heselr o Necesta ajudaensudome? Lime l (202 727-252?
(202) 535-2600. A (919 hCA o7 27 AR € (202) 77258 pRor
35 B QDT

A iy A o PRI i 25
Can st i ngon ngi cia ban? Hiay g0 (200) 72125
ez-vous esoindaide dans vote langue? Appeez @ (202) 21-2525

42 1 19300 )05 2 L

LEP /NEP person cannot
understand because it is in

English only.
The taglines are in the foreign languages.
The LEP /NEP individual will understand
because it is in their language.

T
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Vendors

® ACSI Translations

Solving your language puzzle

ﬁ ® Transperfect

TRANSPERFECT

.. M‘ :S foowee ®  Multicultural Community Service
Al
CHIEVE (MCS)

MUITICULTURAL COMMUNITY SERVICE

Languageline

® Languageline Solutions

(LLS)

Solutionsk

T
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LA Information: Portal

OHR has produced a series of tools
at http://ohr.dc.gov. Resources include:

*  Vendor details & contact info

* Downloadable signage & forms

* Helpful guides for Language Line

* Best-practice references for data
collection and reporting

Policy templates

Regulation text

If you need to access a resource
or document, you can ask OHR!

DISTRICT OF COLUMBIA OFFICE OF HUMAN RIGHTS

Nelcome to the Language Access Information Portal

WTICT £3% A709A-T 3971 (Language Access in Amharic) * JRiE1E 5 #/F (Language Access in Chinese) * Accés
inguistique en frangais (Language Access in French) - at=0{ 210f A{H| (Language Access in Korean) * Acceso
ingistico en espafol (Language Access in Spanish) - Tiép Can Ngdn Ngir Bang Tiéng Viét (Language Access in
/iethamese)

The 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
esources to help you understand and fulfill your language access rights and responsibilities

* About the Language Access Program

* Resources for the public

* Requirements and resources for covered entities

* Toolkit for covered entities

* Requirements and resources for covered entities with major public contact

= Toolkit for covered entities with major public contact

N
- |

Office of Human Rights

DISTRICT OF COLUMBIA



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

Alkindi Kadir
Program Administrative Assistant

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/
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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
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