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. Agency Mission and Background

a. Language Access Coordinator
The Language Access Coordinator for the Department of Social Services, including the Human Resources
Administration, is Marah Rhoades, Deputy Commissioner, Office of Advocacy and Outreach.

b. Programs and Services Offered

Serving more than 3 million New Yorkers annually, the New York City Human Resources Administration
(HRA) 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
650,000 of the New York City residents that HRA served in 2016 were limited English proficient (LEP).

In 2017, the administrative units of the NYC Human Resources Administration (HRA) and the
Department of Homeless Services (DHS) merged to create an integrated services model that provides
more effective, seamless client services under the Department of Social Services (DSS). By working
together under shared leadership and a unifying structure, we are doing better work for more New
Yorkers in need. This includes sharing resources for providing free and confidential language services,
managed by the Office of Refugee and Immigrant Affairs (ORIA).

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
assistance to low-income New Yorkers to increase their ability to purchase food. The program provides
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 qualify 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 NYC 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 (HCSP) 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 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 Services

The Office of Child Support Services (OCSS) puts children first by helping parents provide for the
economic and social well-being, health and stability of their children. OCSS 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. OCSS 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 use and vocational rehabilitation. CAS staff provides psychiatric evaluation and 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 use 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.



http://www1.nyc.gov/assets/idnyc/downloads/pdf/language-disability-access-plan.pdf

Il.  Agency Language Access Policy and Goals
a. HRA’s policies around language access

In our city of immigrants, HRA and DSS are committed to providing equal access for all New Yorkers,
regardless of immigration status or language preference.

One-third of HRA's clients are limited English proficient (LEP). Collectively, our clients speak more than
90 languages. Over the years, we have provided language services by using our bilingual staff;
increasing the use of our telephone interpretation service; providing translated documents and, when
the need arises, using our in-person, video and sign language interpretation contracts.

While each HRA program has its own language access policy that is tailored to the client services
provided, all of the Agency’s language access procedures and policies reflect the same core principles:

1. All Agency employees are required to work with clients in the language of the client’s
preference. This is primarily accomplished through the use of bilingual staff and
professional, contracted interpretation services.

2. All documents or notices that are produced by the Agency and will seen by clients must be
available in the following eleven languages in addition to English: Arabic, Bengali,
Simplified and Traditional Chinese, French, Haitian Creole, Korean, Polish, Russian, Spanish
and Urdu.

b. Overall goals of HRA’s Language Access Implementation Plan

HRA serves a uniquely diverse population. In keeping with the Agency’s commitment to providing
benefits and services to all eligible applicants, this plan ensures that language will not be an obstacle to
receiving services. The goal of this plan is to ensure that all eligible applicants and recipients receive the
appropriate benefits without undue delay or difficulty. The application for benefits should take no
longer for LEP clients than it does for English proficient clients. All of the support services the Agency
provides should be available to all clients, regardless of language.

The goal of this Language Access Implementation Plan is to inform HRA clients, the Mayor’s Office of
Immigrant Affairs (MOIA) and the New York City Council about the language services that HRA provides
and how they are provided.

! Throughout this plan, the expression “client” is used to refer to clients, applicants, consumers or members of the
public.



Ill.  LEP Population Assessment

a. 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 wel
are most likely to speak: Spanish, Chinese, Russian, French Creole, Korean, or Yiddish (see Figure 1).

Figure 1
LANGUAGE SPOKEN AT HOME BY ABILITY TO SPEAK ENGLISH LESS
THAN "VERY WELL" FOR THE POPULATION 5 YEARS AND OVER
Spanish or Spanish
Creole, 888,764
Chinese, 319,622
French (incl.
Patois, Cajun),
22,841
Polish, 26,465 Russian, 114,804
Arabic, 26,695 French Creole,
Italian, 27,803 48,698
Yiddish, Korean, 46,226
28,984

22011-2015 5-Year American Community Survey
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Factor 2 is an analysis of the frequency with which LEP individuals come in contact with the program.

In 2017, HRA served 1.9 million unique cases. One-third (32%) of HRA's 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, Haitian Creole,
Urdu and Polish [see Figure 2].

Figure 2

2017 LEP Case Heads

Spanish, 398,725

Mandarin,
71,451

Russi 31,121
All others, usstan, 3%,

16,303

Polish, 2,192 Bengali, Cantonese,
Urdu, 4,332 9,989 27,946
Haitian Creole,

Korean, 7,571 Chinese-Other,

13,827

4,985

Arabic, 6,893

HRA primarily meets the needs of LEP clients through the use of bilingual staff, telephonic interpretation
(available in more than 200 languages), on-site interpretation and video interpretation for spoken
languages and sign language. With these tools, HRA staff is expected to communicate with every client in
his or her language of preference.



The Agency also provides written documents in the eleven® city-wide languages mandated by Local Law
30 (Arabic, Bengali, Simplified and Traditional Chinese, French, Haitian Creole, Korean, Polish, Russian,
Spanish and Urdu). Together, these languages represent 99% 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 wuses bilingual staff, telephonic interpretation and, when appropriate, video or on-site
interpretation to speak with clients in their preferred language.

In 2017, HRA provided written notices and documentation in their preferred language to clients who
read Arabic, Bengali, Simplified or Traditional Chinese, Haitian Creole, Korean, Russian, Spanish or Urdu.
By July 2019, all HRA produced documents will also be available in French and Polish.  As per Agency
policy, when a client notifies the Agency, either in-person or by calling Infoline, that they do not
understand, for any reason, a document that has been sent to them, it is the staff member’s
responsibility to read and/or summarize the notice for them in a language that they understand.

HRA utilizes outside vendors to provide written translation, on-site interpretation, telephonic
interpretation, sign language 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).

> HRA recognizes that Local Law 30 lists ten designated city-wide languages, but the law does not designate which
form of Chinese characters should be provided. Given the size of HRA’s Chinese language population, the Agency
has opted to provide all notices in both styles of characters, implementing the Local Law 30 mandate as eleven
languages rather than ten.



] 2017 2017
Type of Service Vendor .
Instances Expenditures

Telephonic Interpretation Voiance Language, LLC. 279,389 $1,895,715
On-Site Interpretation Geneva Worldwide, Inc. 3,235 $216,627
(excluding sign language)
Sign Language Interpretation L

- ; Accurate Communication, Inc. 599 $87,150
(video and in-person)
Written Translation Language Line Solutions, Inc. 2,903 $1,448,438
Bilingual Skills Testing LM Language Services 11 $1,284
Total Costs $3,649,214

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.

b. Language Access Needs of the Agency

HRA fully understands that effective communication in any language is essential for clients in accessing
our crucial services and programs. The Agency is firmly committed ensuring that all New Yorkers, no
matter what their language of preference, can apply for and access all of the Agency’s benefits and
services. While serving more than 500,000 limited English proficient New Yorkers per year requires a
significant commitment, it is a commitment that the Agency continues to make.

HRA provides telephonic interpretation services in more than 200 languages, which covers more than
99% of Agency clients. Given that the eleven city-wide designated languages represent more than 99%
of the Agency’s clients, we do not anticipate the need to increase our translation languages in the
immediate future.
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IV. Provision of Language Access Services

a. In-Person Interactions

All HRA staff are required to work with every client in his or her preferred language. To do this, staff
must first correctly identify a client’s language. In some locations, clients use a self-service check-in
process to self-identify their language of preference. In other locations, staff use a combination of tools
to correctly identify a client’s language.

Once a client’s preferred language is identified, there are five ways for staff to meet the preferred
language mandate: they can use their own bilingual skills, telephonic interpretation services, video
interpretation services, on-site interpretation services or the client can provide his or her own
interpreter, as long as the individual is over the age of eighteen.

1) Using a Kiosk to Self-ldentify Language Needs

At some Job and SNAP centers, clients use self-service check-in kiosks to identify their reason for being
in the center and get an automatically generated ticket number. The first screen on the kiosk asks
clients to self-identify their language of preference. The current options are English, Spanish, Arabic,
Korean, Chinese (Traditional), Russian or Haitian Creole. Once a client has selected an option, the entire
check-in process is conducted in that language.

Human Resources Administration
Department of Social Services Iy

Select a language to begin:
English Espaniol

g el k=2 0f

2l Pycckuii

Kreyol Ayisyen

The self-service check-in kiosks will be updated to reflect all eleven city-wide designated languages by
December of 2018.

Once the check-in process is complete, all clients are given a ticket which tells them which floor/area to
report to and provides a ticket number. Every ticket also includes the message “All are welcome and
have a right to apply for HRA benefits. You do not need a social security number to apply. You have a
right to free language services. If you have a complaint, ask to speak with a supervisor or call 311.” This
message is printed on the ticket in English, Spanish, Traditional and Simplified Chinese, Russian, Bengali,
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Korean, Arabic, Urdu and Haitian Creole. This message will also be translated into French and Polish by
December of 2018.

Importantly, each ticket also identifies the client’s language. This not only allows the client to check
his/her language option, but also informs staff who will later interact with the client. For new clients the
recorded language is the language in which they used the kiosk. For clients who are previously known to
the Agency, the language recorded on the ticket is the client’s language of record.

MELROSE SNAP CENTER
TUESDAY, JULY 11, 2016 11:39:30 AM
FLOOR: 3
NON-CASH ASSISTANCE AREA

Recertification Appointment Date: 7/11/2016

RB 2001

NCA RECERT PC BANK LANGUAGE SPOKEN: ENGLISH

Recertification End Date: 7/11/2016

All are welcome and have a right to apply for HRA benefits. You do not need a social security number to apply. You
have a right to free language services. If you have a complaint, ask to speak with a supervisor or call 311.

Todos son bienvenidos y tienen derecho a solicitar los beneficios de la HRA. No necesita un nimero de seguro
social para la solicitud. Tiene derecho a servicios gratuitos en otros idiomas. Si tiene alguna queja, solicite hablar
conun supervisor o llame al 311.

SEABZRL, SEASH BM R IBHOEN . EALSTLBENTEE. SEET B0k
B. SOERE, BERMIERESHE 1. - RN

i

In addition to this ticket, clients who completed the check-in process in a language other than English
receive a copy of the Agency’s notice of free interpretation services. This notice reads “You have a right
to free interpretation services. We have free interpretation services available. Please tell a worker if
you want to speak with us in a language other than English or in sign language. In a Center, you can
simply show a worker the “I Speak” card below. If you have a question, comment or complaint about
the interpretation services provided, please call 311. Filing a complaint will not affect your case.” This
message is printed in English, Spanish, Traditional Chinese, Russian, Korean, Arabic and Haitian Creole.
By July of 2018, this notice will include Bengali, Simplified Chinese, French, Polish and Urdu.
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Human Resources.
Administration
Department of

Sodal Senices

You Have a Right to Free Interpretation Services
We have free interpretation services available. Please tell a worker if you want to speak with us in a language other
than English or in sign language. In a Center, you can simply show a worker the “I Speak” card below. If you have
a question, comment or complaint about the interpretation services provided, please call 311. Filing a complaint will
not affect your case.

Usted tiene derecho a recibir servicios de interpretacion gratuitos
Contamos con servicios de interpretacion gratuitos. Si desea hablar con nosatros en un idioma distinto al inglés o
enlenguaje de sefias, hagaselo saber a un empleado. Si esta en un Centro, simplemente muéstrele a un empleado
|a tarjeta ‘I Speak” que aparece a continuacién. Sitiene alguna pregunta, comentario o queja acerca de los servicios
de interpretacion que brindamos, llame al 311. La presentacion de una queja no tendra incidencia sobre su caso.

R ERRRORRH
FMEHEEOOFRE. NREBLZRAREL g g

TEFRFARBOOER

B! WmeeTe npaso Ha Gecnnarhble ycrym ycTHoro nepesona
Ml npegocTasum Bam GecnnaTHble yenyri yCTHOro nepesona. CooblyuTe COTPYAHHKY, ECN Bbl XOTUTe obujaTbes
C HaMy He Ha aHMMWACKOM, @ Ha APYroM A3biKe WK Ha A3bIKe WecTos. B LeHTpe Bbl MOKETE NPOCTO NPEALABUTS
COTpyAHWKY KapTy | Speak, npeacTagneHHylo Hike. C BOMPOCaMM, OT3bIBaMM W XanoSamu B OTHOWeHWM
NPEAOCTABNEHHLIX yCAYr YCTHOTO NepeBoga 3BoHWTe Mo Howepy 311. Mogaua xanobel He nosnuseT Ha
paccuoTpeHue sawero ena.

2R MUAEUE ﬂ?-lﬂ ‘uequ

21|t} olo] o] 9] glof &L
fivch | ¥

R SR g8 ¢

uhghict, Alej] -oblel Gt I Speak” s l :
U2k RN FOARE, o7 Ei EubALge] Qi AR 311 MOE Ak FAA L. ¥ A7) Ak
Aol A% 74 RHirilch,

) 4y R 50 cash 1o Jgumall i g Bl
W}g}‘h}.hg&-ﬂlu@)ul&_pnh'_”&lﬂ.dw e dalie Ll )5k Tep 3 charh Ul 393
OIS 13 il sl al Y ol 53 gmpal  Speak’ (aual Wl ol gl ¢ 365l b Y1 A i S iy layl

gl o (585 sl i o1 .311 dN Juai o wwq_,_,.n&_..,.n.md.«,,s,,l‘,;ujmy..u

Ou Gen yon Dwa pou Resevwa Sévis Entépretasyon Gratis
Nou gen sévis entépretasyon gratis ki disponib. Tanpri fé yon anplwaye konnen si ou Ve pale avék nou nan yon lang
ki pa Anglé oswa nan yon langaj siy. Nan yon Sant, ou kapab senpleman montre yon anplwaye kat ‘I Speak” (Mwen
Pale) ki anba la a. Si ou gen yon kesyon, yon kémanté oswa yon plent sou sévis entépretasyon nou bay yo, tanpri
rele 311. Si ou fé yon plent sa p ap gen konsekans sou dosye ou.

<

0 Arabic / Agfias 3y, dap 5 a3 grlind
0] Haitian Creole / Mwen bezwen sévis entépretasyon gratis.

O Korean/
spea e | [ Do
D1 Russian / Mie Hywsel Secnnatbie yenyru nepesoassna
Attontion Agency employee: Please call an [ Spanish / Necesto senvidos de interpretacicn grats.

interpreter. This customer requires language O oie!
assistance. See reverse side for language.

HRA-125 (MLF)
rev. 11/15

For clients who do not read or speak any of the above languages or who cannot use the self-service
kiosk for any reason, a staff member is always available to assist. Staff members have access to
telephonic interpretation or other accessibility tools to help clients with the check-in process.

2)  Staff Tools for Identifying a Client’s Language of Preference

All direct interactions between HRA staff and clients begin with an offer of free language services. If a
client accepts the offer of language services, the second step is to identify the client’s language of
preference. Many HRA clients self-identify their preferred language. Others are identified by the
Agency’s diverse bilingual staff. In addition, staff in our offices can use the Language Card, the free
interpretation services notice or our telephonic interpretation services vendor to identify a client’s
preferred language.

The Language Card

The Language Card is a folded card that contains the phrase: “Do you speak [name of the language]?
Please be seated. | will call an interpreter for you.” This phrase appears in the following languages:
English, Albanian, Arabic, Bengali, Bosnian, Cantonese (traditional characters), Mandarin (traditional
characters), Haitian Creole, French, Greek, Hebrew, Hindi, Italian, Khmer, Korean, Polish, Russian,
Spanish, Ukrainian, Urdu, Vietnamese, and Yiddish. It also includes the symbol for deaf/hard-of-hearing
services. As of 2016, the card is available in two sizes, 11”x17” and 5”x7”.
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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.

R 319 @) dledd €7 TN A3 SN A g forg gt
- QAR FET /Tl

“Please be seated.
| will call an interpreter for you.”

e Uluni ju lutem. Po shkoj té
?
Fligni $hgb? thérras njé pérkthyes pér ju.

English “Do you speak...”

et Prego, si accomodi e attenda
Paria taliano? mentre Le chiamo un interprete.

Notice of Free Language Interpretation

As mandated by Local Law 73, all HRA programs include an 8.5”x 11” notice of free interpretation
services in their application and re-certification packets. As discussed above, by July of 2018, this notice
will be in Arabic, Bengali, Simplified and Traditional Chinese, French, Haitian Creole, Korean, Polish,
Russian, Spanish and Urdu.

Use of Telephonic Interpretation Services to Identify a Client’s Preferred Language

If clients do not identify their preferred language on the Language Card or the Notice of Free
Interpretation Services, it may be because the client speaks another language or does not read in any
language. At that point, staff can call telephonic interpretation services and ask for a Client Services
Representative. The representative can work with the staff member to identify the client’s language
using various linguists.

3) Telephonic Interpretation Services

Most frequently, staff use telephonic interpretation services to communicate with clients who prefer to
use a language other than English. In 2016, HRA provided 218,812 instances of telephonic
interpretation services. That is an average of 842 calls per business day and an increase of 27% over
2015. In 2017, HRA averaged more than 1,000 telephonic interpretation calls per day.

ORIA confirms the quality of the Agency’s telephonic interpretation services (which are available in more
than 180 languages) by tracking complaints and meeting regularly with staff and outside advocates.
Complaints about interpreters or interpretation services are forwarded to our professional services
vendor, who, when a specific call can be identified, has management staff listen to and review the call
and take appropriate action. When complaints are more general, the vendor can create detailed reports
of wait times, the number of calls and the number of interpreters available during a specific period.

4)  Bilingual Staff

DSS (which includes both HRA and DHS) employs more than 2,100 individuals who speak a language
other than English. Collectively, our staff speaks 128 languages.

14



DSS’s Bilingual Staff (as of 5/15/2017)

Language Number of bilingual staff*
Spanish 1,303
Russian 406
Yoruba 211
French 203
Haitian Creole 197
Cantonese 137
Mandarin 123
Bengali 112
Hindi 101
Ukrainian 85
Urdu 58
Igbo 49
Arabic 44
Ibo 35
Malayalam 33
Nigerian Pidgin English 30
Punjabi 30
Hebrew 27
Polish 25
Italian 24
Tagalog 24
Toishanese 20
German 19
Portuguese 19
Gujarati 18
Viethamese 16
Edo 15
Korean 15
Greek 12
Pidgin English 12
Tamil 12
Yiddish 12
American Sign Language (ASL) 11
Patois 11
All others (94 languages) 277
TOTAL 3,726

*bilingual staff members speaking more than one language are counted twice.



5)  Video Interpretation Services

In specific instances, HRA can provide video interpretation services for both deaf/hard-of-hearing clients
or for limited English proficient clients.

All Family Independence Administration (FIA) SNAP and Job Centers are equipped with video
technology, including cameras and dual monitors, to provide video interpretation services for deaf/hard-
of-hearing clients. Without this technology, deaf/hard-of-hearing clients would have to either pre-
schedule appointments or wait two hours for an on-site sign language interpreter to arrive. Using video
technology, an interpreter can be arranged in only 20 minutes.

Video interpretation services for sign language services will be expanded to all Office of Child Support
Services (OCSS) locations by September of 2018.

HRA is also continuing a pilot to use video technology to provide interpretation services for limited
English proficient New Yorkers. This pilot is available at SNAP and Job Centers in Queens and uses
tablets to connect with interpretation services. Staff from multiple program areas continue to work
together to determine the best service model based on the pilot experience.

6) On-site Interpretation Services (in HRA offices)

HRA uses on-site interpretation for sign language interpretation services whenever it is requested by a
client or if a specific location does not have access to video services. The Agency is also able to provide
on-site interpretation services for limited English proficient clients in our offices if telephonic
interpretation services are not available or practical. The two most common reasons for using on-site
interpretation services for limited English speaking clients would be because a client does not hear well
enough to use the phone (most commonly because of age related hearing loss) or if a particularly rare
language is more readily available through our on-site interpretation services vendor than our
telephonic interpretation services vendor.

7) Client Provided Interpretation Services

In most programs, clients have the right to bring friends, family or confidants with them to HRA
interviews/meetings. (Notable exceptions to this rule are interviews with the Office of Domestic
Violence, Adult Protective Services and the Bureau of Fraud Investigation.) In these instances, clients
may choose to allow their family or friends to provide interpretation services on their behalf, if the
suggested interpreter is over the age of eighteen. In all instances, if a client suggests using a friend or
family member as an interpreter, Agency staff reiterate that free and confidential language services are
available, but will ultimately allow the client to make the decision as to how he/she wishes to
communicate.
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b. Over-the-Phone Interactions

HRA has approximately 30 public-facing phone numbers, but the vast majority of callers contact the
Agency through two numbers — Infoline (the Agency’s call center) and the SNAP Telephone Interview
Processing (TIPS) line, which handles scheduled SNAP application interviews and On-Demand SNAP
recertification interviews.

Infoline receives more than 4 million calls per year. The initial Interactive Voice Response System (IVRS)
allows callers to continue in Spanish, Mandarin, Russian or Vietnamese. Callers who select these
options will be automatically routed to a bilingual call agent, unless the wait time is significantly longer
than in the general queue. (When the wait time for a bilingual call agent reaches a set length, calls are
routed to the next available agent with the expectation that the agent will use telephonic interpretation
services to speak with the caller.)

Clients who are recertifying for SNAP benefits can now call SNAP On-Demand, rather than waiting for
the Agency to call them for a telephone interview. The On-Demand line has voice recognition in English
and Spanish and touch-tone capability in Arabic, Bengali, Mandarin, Cantonese, Haitian Creole, Korean,
Russian and Urdu. In addition, there is a static message informing callers to select a specific option and
ask for an interpreter in Polish, Albanian, French, Urdu, Hindi, Vietnamese or Greek. Together, these 16
languages represent more than 99% of the Agency’s SNAP clients.

Call agents at all of the Agency’s public phone numbers, including both Infoline and the SNAP TIPS line,
have access to telephonic interpretation services in more than 200 languages. If callers to any of these
numbers are unable to identify their preferred language in English, agents can contact our telephonic
interpretation services and speak with a Client Services Representative who is specifically trained to help
identify the language of the caller.

c. Field and/or Home Visits

When clients are known to the Agency and already have a case record, staff can check the appropriate
program database to determine the client’s language preference.

When applicants or members of the public are new to the Agency and, therefore, do not have a case
record, staff may be able to check either the applicant’s request for a home visit or the referral to the
Agency for a reference to the client’s language needs.

Once a staff member arrives in the field, the client may identify his/her primary language in English or
the staff member may use the Language Card to identify the client’s language. If the client does not
speak one of the 19 languages listed on the Language Card, or cannot point to the appropriate choice,
field staff can work with our telephonic interpretation services vendor in the same manner as described
above.
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Once the language of the client has been determined, staff have the option of using telephonic
interpretation services or requesting an on-site interpreter. In 2017, staff requested on-site
interpretation for spoken languages 3,235 times or more than 60 times per week. The majority of these
requests were for the Adult Protective Services program, but requests were also made by the Family
Independence Administration, the HIV/AIDS Services Administration and the Medicaid Home Care
program.

Staff can also request sign language interpretation services for home/field visits.
d. Hearings

HRA holds hearings in connection with its rental assistance programs. When clients receive the
notification of a decision on their case, the form includes a request for a hearing. (The notification is
currently available in nine languages. By July of 2018, it will be in the designated eleven languages.) If
an individual requests a hearing, they are contacted by Agency staff, who have access to interpretation
services, for scheduling purposes. During that call, clients are asked whether they would like
interpretation services for their hearing. If clients request interpretation services, onsite interpreters
are used.

If individuals do not request interpretation services in advance, hearing staff use the same free
interpretation posters and tools as other Agency staff to determine the individual’s primary language. If
these tools do not contain enough languages or do not allow the client to identify their language,
hearing staff also have access to telephonic interpretation services and can enlist the support of a Client
Services Representative.

e. Public Events (forums, town halls, etc.)
HRA participates in two types of public events: public hearings and community events.

Where required by law, HRA holds public hearings before implementing or changing certain program
rules. Notifications for these hearings are made according to the legal requirements of that specific
program. As a part of the notification, individuals are informed that they can contact the Agency to
request interpretation services at the hearing. Even if not requested, HRA provides on-site,
simultaneous interpretation services at every public hearing. When individuals sign-in to attend the
hearing, they are specifically asked if they would like to use these language services.

Agency leaders and outreach staff are periodically asked to attend/present at public forums and events.
In these instances, the need for interpretation services is usually determined by the group or
community-based organization that is hosting the event. When asked, HRA has assisted other City
Agencies and community-based organizations with on-site interpretation services.
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f.  Public Notices and Mailings

For many years, HRA has been in full compliance with Local Law 73 of 2003, which requires the
translation of agency-developed documents into six languages (Arabic, Chinese®, Haitian Creole, Korean,
Russian, and Spanish).

In 2015, on its own volition, the Agency opted to move well beyond the requirements of LL73. Rather
than translating agency-developed documents into six languages, the Agency began to translate all
client-facing and public-facing documents into nine languages. (Bengali, Simplified Chinese, and Urdu
were added.) The Agency established an expansive Agency-wide translation policy that requires that all
Agency-developed materials which will be distributed to clients or the public (including notices, forms
and informational materials) be translated into eleven languages: Arabic, Bengali, Simplified and
Traditional Chinese, French, Haitian Creole, Korean, Polish, Russian, Spanish, and Urdu.

In 2017, the City Council passed Local Law 30, which requires the translation of certain documents into
ten languages. At that time, the Agency already had its client-facing documents available in nine
languages. Thus, French and Polish were added to the languages into which HRA forms were already
being translated.’

Additionally, HRA conducted a review of all forms and notices that are distributed to the clients or the
public to confirm that they comply with the plain language principles set forth in Local Law 30.

Because HRA serves such a large number of clients (more than 3 million annually), almost all Agency
forms and notices are automatically generated by HRA systems. For example, automated systems
search client records and automatically mail appropriate notices to clients who need to submit
documentation, update their records, schedule an appointment, etc. When the Agency’s primary
automated systems were put in place, they were created to accommodate ten languages. In 2017 and
2018, the Agency invested resources to upgrade these systems to allow them to generate documents
into more languages.

Now that the Agency’s automated systems have been upgraded, the Agency has begun the labor-
intensive process of programming documents into an additional two languages (Polish and French)
pursuant to Local Law 30. Additionally, for any document that is revised or reworked for any reason,—
for example, when plain language edits are made—the Agency must first have the new, updated form
translated into all twelve languages and then separately have each translated version reprogrammed so
it is available for automated generation. This was the case for many of the Agency’s more than 1,600
forms. Currently, approximately 35% of forms and notices that are distributed to the public have been
translated into all twelve languages and are available for automated generation.

By June of 2018, all of the Agency’s documents will be translated into twelve languages. Many of those
documents will be available to clients or the public immediately. Others, specifically those that need to
be programmed in order to be mailed automatically, will be made available on a rolling schedule. The

* HRA provided translation into Traditional Chinese characters.
’In 2017, HRA provided service to 2,192 Polish- and 1,407 French-speaking households.
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Agency expects that every document or notice which is seen by clients or the public will be mailed out
and/or be available in twelve languages by July 2019.

HRA’s Office of Policies, Procedures and Training (OPPT) will be responsible for tracking updated
versions of forms and ensuring that the correct, up-to-date form, in the correct language is delivered to
each client.

HRA’s documents are all professionally translated by certified translators at Language Line Solutions.
While Language Line 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.

g. Agency Web Site/Mobile Applications

HRA redesigned its public web site (www.nyc.gov/hra) in 2015. Directly under the “hero,” HRA’s home
page divides into three columns. The first column begins “I speak...” and then lists Spanish, Arabic,

Chinese (Traditional), Haitian Creole, Korean, and Russian in each of those languages.

File Edit View Favorites Tools Help

. \‘1 5
SN

Bt L —

i

I need help with... Quick Links TUeRtS @NYCHRA

. You
v EX P
o - How to Apply for SNAP nn () \

SNAP Center Locations

I speak...

Espafiol (Spanish)

Child Support Calculator
4z (Arabic)

Contact Us
A7 (Chinese)

How to Apply for Cash Assistance
Kreyol Ayisyen (Haitian Creole)

Travel Warning: Zika and

Clicking on a language takes a reader to a page that has been entirely, professionally translated in that
language. The translated page not only includes information about each of the Agency’s programs, but
also displays a large number of links to other relevant information, forms and notices. (Links are to
documents in that language when they are available and to English documents when they are not.)
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The Office of Refugee and Immigrant Affairs has confirmed that the information included on the
Agency’s multi-lingual pages is up-to-date and complete. Once that process is complete, additional
pages will be added in Bengali, Simplified Chinese, French, Polish and Urdu. By July 2018, the HRA's
public web site will have professionally translated text, as well as useful links, in all of the eleven city-
designated translation languages.

HRA clients also interact with the Agency through the ACCESS HRA site and mobile application. Clients
may be able to use the ACCESS HRA web site to re-certify for their SNAP and Cash Assistance benefits,
apply for SNAP, submit a Periodic Report for SNAP, edit their case details (mailing address, phone
number and email address), upload documents, view Agency notices, request a budget letter and much
more. Importantly, clients can also use ACCESS HRA to change their language preference, which will
automatically change the language in which they receive notices from the Agency.

The ACCESS HRA mobile app, which allows clients to use a smart phone to manage their case details,
upload eligibility documents and receive notifications from the Agency, is available in Arabic, Traditional
Chinese, French, Korean, Russian and Spanish. (The mobile application is in French instead of Haitian
Creole because neither iPhone nor Android devices support Haitian Creole.)
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In addition to the sites mentioned above, HRA clients with access to a smart phone can use the “HRA
Document Upload” application to upload and submit requested eligibility documents to the Agency.
Like the Access HRA mobile app, the Document Upload app is available in Arabic, Traditional Chinese,

French, Korean, Russian and Spanish.
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h. Emergency Preparedness and Response
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HRA has updated its Emergency Preparedness Plan to ensure that LEP clients are able to access services
during an emergency. This plan includes ensuring that documents are translated, appropriate multi-
lingual signage and LEP identification tools are available at emergency sites, interpreters can be
contacted, and staff are trained in the provision of language services. In addition, HRA’s Crisis and
Disaster Unit and ORIA have worked closely with MOIA and the Office of Emergency Management
(OEM) to develop a plan to improve citywide coordination around LEP access to services during an
emergency. The plan incorporates services for LEP populations as part of business continuity planning,
such that language access will be available during and after an emergency.
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V. Training

All HRA staff who work with clients, whether by phone, email or in-person, are mandated to receive
training on working with limited English proficient (LEP) New Yorkers every year. The current version of
the training was written by ORIA in 2016 and updated in 2017. It was rewritten in 2018 in order to
include updated material and ensure that the presentation is fresh and interesting.

HRA’s LEP training includes an overview of the Agency’s client population and a brief discussion of our
legal obligations before going into detail on how to provide language services. The training gives staff
step-by-step instructions on how to interact with LEP clients in-person at the centers, over-the-phone
and in the field. (This framework allows trainers to emphasize some forms of interaction and/or
summarize others, depending on the roles of the staff being trained.) It includes information on when
to speak with their designated language liaison and when to call ORIA for additional support. The
training also includes specific information on working with sign language clients. Finally, the training
ends with five challenging, real-world scenarios.

The training takes an hour and a half and is usually delivered by professional trainers with the Office of
Policy, Procedure and Training. (In some instances, ORIA conducts trainings directly for program staff.)
HRA no longer uses online tools for LEP training.
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VI. Record Keeping and Evaluation

HRA tracks clients’ preferred language for speaking and reading through a number of program-
specific databases. The largest of these databases is the New York State Welfare Management
System (WMS), which tracks client data for participants in the Cash Assistance, SNAP, Medicaid and
HIV/AIDS Services Administration (HASA) programs. Other programs, including the Office of Child
Support Services (OCSS), the Home Energy Assistance Program (HEAP), Adult Protective Services
(APS) and the Investigation, Revenue and Enforcement Administration (IREA) track client language
data in their own databases.

Client interactions in the Cash Assistance and SNAP programs are recorded in the Paperless Office
System (POS). For specific types of client interactions, including new applications, re-certifications
and certain types of case changes, POS records how language services were provided. Options
include:

- the use of bilingual staff;

- the client brought his/her own interpreter;

- the use of telephonic interpretation services; and

- the use of on-site interpretation services.

One of ORIA’s roles is to determine how LEP clients are being served by HRA. In addition to
carefully monitoring client data and working closely with center-based staff, ORIA and other HRA
outreach units meet with Community-Based Organizations (CBOs), immigrant clients and members
of our External Language Access Working Group. HRA’s Office of Constituent Services tracks any
language access complaints received by the Agency, 311, nyc.gov and/or other elected officials.
ORIA reviews and responds to the complaints and takes appropriate follow-up actions with program
areas.

Finally, the Office of Quality Assurance asks clients to fill out a survey during audits in clients’ homes,

at HRA sites and on the phone. Bilingual staff and interpreters are used to conduct these surveys
with LEP customers.
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VILI. Outreach and Public Awareness of Language Access Services

HRA informs the public of the availability of language services through posters in all of our walk-in
centers, notices in applications and renewal packets and a notice on tickets in FIA walk-in centers.
In addition, all staff are trained to offer free language services to every client at every interaction.

“Free Interpreter Services” poster

In 2016, HRA updated its “If you need an interpreter” poster to make it applicable to both HRA and
DHS locations. The poster 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 a worker or call 311. Filing a complaint will not affect your case.” This
statement is translated into Albanian, Arabic, Bengali, Simplified Chinese, Traditional Chinese,
French, Greek, Haitian Creole, Hebrew, Hindi, Italian, Korean, Polish, Punjabi, Russian, Spanish,
Urdu, Vietnamese, and Yiddish. The new, improved poster also indicates the availability of sign
language interpretation services. These posters are prominently displayed in all of HRA’s walk-in
locations.

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.
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In addition to the free interpretation services poster, all clients who receive a ticket/place in line in
our offices, receive a notice, in ten languages, that free language services are available. (For details
on the ticket, see section IV.A.1.)
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All clients who are applying or recertifying for any benefits are also provided with a Notice of Free
Interpretation Services in seven languages. (For details, please see section IV.A.1.)

Finally, HRA informs potential LEP customers of the availability of language services through
community outreach and by distributing materials that provide information on HRA's language
access. Over the years, ORIA has conducted outreach to immigrant-serving CBOs and has given
presentations on how LEP customers can access services. Since 2016, ORIA has been working
closely with a group of language access legal advocates in a Language Access Work Group. This
group, and the Agency/community interaction that it generates, is expected to continue into the
future.
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VIII. Language Access Complaints

DSS’s Office of Constituent Services tracks any language access complaints received by the Agency, 311,
nyc.gov and/or elected officials. Calls are summarized by agents and emails uploaded directly into the
Agency’s Internet Quorum (lIQ) program. Any complaints that include a language component are
forwarded to ORIA or to ORIA and a specific program area for resolution. If a complaint is limited to
language services concerns, ORIA will work with the program involved to ensure that all staff are
reminded of their language access duties and address any systematic language access concerns. If case
issues are involved as well, ORIA works with the appropriate program to ensure that both case issues
and language access concerns are addressed.
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Implementation Plan Logistics

a. Implementation Goals and Timeline

GOAL #1: Ensure agency-created documents

Responsible i
are translated in compliance with LL 30 and - f': Deadline
a
the Agency’s translation policy
. Create a catalog of agency-created documents. OPPT. ORIA
Milestone 1 | pioritize the list according to the legal ’ ’ May. 2018
. Programs
requirements of LL30
Complete plain language review and editing of OPPT, June 2018
Milestone 2 | mandatory documents. Programs
) Submit documents for translation. OPPT, ORIA June 2018
Milestone 3
Ensure that documents are translated into 11
Milestone 4 | languages. Static documents and those that are ORIA July 2018
given to clients in a Center will be immediately
available.
. Phase 1: Highest priority mailed documents (35%
Milestone 5 of total) programmed and deliverable to clientsin | ITS, OPPT July 2018
12 languages.
. Phase 2: Priority mailed documents (60% of total)
Milestone 6 programmed and deliverable to clients in 12 ITS, OPPT Dec 2018
languages.
i Phase 3: All Agency forms deliverable to clients in
Milestone 7 gency ITS, OPPT June 2019
12 languages.
GOAL #2: Ensure all application and Responsible | peadline
recertification materials are LL30 compliant | Staff
i Add additional languages to the Notice of Free
Milestone 1 . guag ORIA, OCM May 2018
Interpretation
' Make Agency produced client notices/forms in FIA. OPPT
Milestone 2 application/recertification packets available in 12 ORI,A ’ June 2018

languages.
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GOAL # 3: Expand the use of technology to Responsible | peadline
provide high-quality client services Staff
Milestone 1 Add additional languages to Self-Service kiosks ITS Dec. 2018
Milestone 2 Add French and Polish to tickets ITS Dec. 2018
Milestone 3 | Increase the number of tablets available for video S FIA April 2018
interpretation services for LEP clients ’
Milestone 4 Provide additional translations on HRA.gov OCM, ORIA June 2018
i Expand video sign language interpretation
Milestone 5 p ' .g g' g p . 0CSS, ITS Sept. 2018
services to Office of Child Support locations
GOAL # 4: Maintain compliance with LL by Responsible | peadline
providing LEP training to all front-line staff Staff
Mil 1 Completed
llestone Rewrite LEP training for 2018 ORIA Feb. 2018
Milestone 2| 14in all front-line staff OPPT Dec. 2018
b. Implementation Plan Updates

This implementation plan will be updated at least once every three years and the

updates posted on hra.gov, as required by Local Law 30.

Intermediary plans will be

created and posted more frequently if deemed necessary by HRA’s Language Access
Coordinator and Agency leadership.
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