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I. Message from Commissioner Jacques Jiha 

 

New York City is home to over eight million people who represent cultures and countries from 

around the globe. Our diversity is our strength, and we honor these cultures by offering city 

services in a variety of languages. This report reflects the Department of Finance’s latest efforts 

to serve all New Yorkers, including those with limited English proficiency.  

 

We provide interpretation and translation services in all of our units that interact or correspond 

with the general public. The DOF offices with direct customer service responsibilities have 

received language access training, and we offer many of our core services in a wide range of 

languages—for example, we will accept parking ticket and camera violation defenses in any 

language, and we offer multilingual in-person assistance at public outreach events in all five 

boroughs throughout the year. 

 

The Department of Finance has been working for some time to implement Local Law 30. We 

have translated our most important and most frequently requested documents into the additional 

designated languages since the beginning of fiscal year 2018, a year ahead of the law’s 

enactment. We are currently providing telephonic interpretation in 299 languages through our 

contracted service provider, Voiance. The department’s website is accessible in many languages, 

and we continue to collect data from web analytics, 311 requests, and other customer interactions 

to determine how best to use our translation resources. 

 

The Department of Finance believes that it is critically important to communicate clearly with 

the public and meet the diverse language needs of this great city. As the demand for language 

access shifts and demographics change, we remain committed to providing the best possible 

service to all New Yorkers, regardless of their primary language. 

 

Sincerely, 

 

Jacques Jiha, Ph.D. 

Commissioner, New York City Department of Finance 
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II. Agency mission and background  

 

The New York City Department of Finance (DOF) administers the tax and revenue laws of the 

City fairly, efficiently, and transparently to instill public confidence and encourage compliance 

while providing exceptional customer service. Through this work, our employees interface with 

the public in a variety of ways on a wide range of topics. DOF collects approximately $36 billion 

in revenue for the City and values more than one million properties worth a total market value of 

more than $1 trillion. The department also: 

 

 records and maintains public property records related to ownership, deeds, and 

mortgages     

 administers exemption and abatement programs that provide $3.6 billion in tax relief to 

property owners and renters     

 adjudicates and collects parking tickets and provides time-saving programs to eligible 

drivers and businesses 

 manages the City’s treasury, with operating cash balances of more than $14 billion 

 acts as the City’s chief civil law enforcer, through the Office of the Sheriff 

 advises the mayor’s administration on the City's $160 billion pension system and $16 

billion deferred compensation plan 

 

The City Register records and maintains all official documents related to real estate, including 

deeds, mortgages, and leases, and has offices in every borough except Staten Island, where the 

Office of the County Clerk provides these functions. City Register records from 1966 onward are 

maintained online in the Automated City Register Information System (ACRIS). The City 

Register also collects mortgage recording and real property transfer taxes. 

 

DOF employees bill and collect property, business, and excise taxes; the state administers 

New York City’s income and sales taxes. Tax payments are accepted online, by mail, or in 

person at any of DOF’s five business centers, one of which is located in each borough. Our 

business centers offer a variety of services, including payment processing, information desk 

services, parking ticket adjudications, and City Register staff. These centers serve as the most 

common venue of customer interaction, with over two million transactions a year totaling over 

$1 billion.  

 

For all taxes other than property taxes, our auditors monitor tax collections to prevent under-

payments and non-payments. DOF employees collect unpaid taxes and other debt owed to the 

City through correspondence, phone calls, court actions, and other enforcement mechanisms. 

 

DOF administers personal and commercial exemption and abatement programs. Our Rent 

Freeze program helps eligible seniors and people with disabilities to continue to live in the 

homes of their choice. Veterans, seniors, people with disabilities, and other eligible property 

owners can apply for exemptions to reduce their tax liability. Commercial property owners can 

benefit from the City’s various tax abatement programs. 
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Parking tickets are one of DOF’s chief sources of customer interactions. Vehicle owners can 

pay or dispute their parking or camera violations online, by mail, via our Pay or Dispute app, or 

in person at any of our five business centers, 7-Eleven, and CVS. Our administrative law judges 

hear appeals of parking and camera violations, and the Adjudication Division employs a special 

unit for commercial vehicles.  

 

DOF values all property in the city—more than one million parcels each year—to produce the 

assessment roll. The City’s property tax rates are applied to a property’s assessed value to 

calculate the tax its owner must pay. After the City’s property tax rates are set each year by the 

mayor and city council, DOF employees calculate, bill, and collect property taxes and other 

property-related charges. When property owners do not pay their taxes or other charges, DOF 

administers a property tax lien sale to transfer their debts to a private lienholder. DOF also 

maintains the official tax maps of New York City. 

 

As the chief civil enforcement agency for the New York State Unified Court System, the Office 

of the Sheriff enforces mandates, orders, warrants, and decrees. The enforcement tools available 

to the sheriff include evictions, property seizures, and the booting or towing of vehicles for 

judgment debt. The Sheriff’s Office auctions its seized properties and regularly conducts tax 

fraud investigations, with a particular focus on the enforcement of cigarette tax and traffic 

regulations. 

 

The Treasury Division administers the City’s network of bank accounts and manages its cash 

flow. Treasury employees manage the City’s banking relationships and ensure that funds are 

deposited only in approved banks with appropriate collateral. The division holds all cash bail and 

court-ordered funds in trust until the funds are directed by the courts to be released. Members of 

the public interact with the cash bail process when a customer pays a deposit for the release of a 

person who has been arrested (also known as a defendant). The Department of Finance holds the 

money to help guarantee that the defendant will return to court for their trial. The Cash Bail is 

held in a bank account until the court closes the case and issues a court order to refund the Cash 

Bail to the person who paid it. 

 

The Office of the Taxpayer Advocate is an independent office within the Department of 

Finance. The Taxpayer Advocate reports directly to the commissioner and is able to assist 

taxpayers with issues they have been unable to resolve through normal DOF channels. The 

Office of the Taxpayer Advocate can recommend policy changes and request that the 

Department of Finance take action on behalf of taxpayers.   
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III. Agency language access policy and goals  

 

The goal of the Department of Finance’s Language Access Plan is to ensure that all members of 

the public, regardless of their English proficiency, have access to our information, programs, and 

services. This goal supports the four pillars of DOF’s mission statement: transparency, fairness, 

efficiency, and customer service. 

 

Beyond this, our policy comports with the intent of Local Law 30: New Yorkers with limited 

English proficiency (LEP) must be provided with meaningful access to DOF services free of 

charge. From online forms to in-person interactions with staff, the agency will not only offer free 

interpretation and translation, but will actively publicize and advertise these services. 

 

We will meet this goal by:  

 

 identifying the LEP population and its needs 

 providing essential interpretation and translation services 

 training and educating our staff to identify and serve LEPs  

 monitoring trends and the needs of LEPs 
 

DOF has a variety of avenues through which we will accomplish this work, including public 

outreach events, customer interactions at our business centers, online resources, and an array of 

social media channels. Our modus operandi will center on providing interpretation and 

translation services throughout all public-facing components of the agency.  

 

The Department of Finance has a clear definition of success for this plan: regardless of the type 

of interaction (letter, email, in-person, etc.), all efforts will be made to serve New Yorkers with 

limited English proficiency in their language of choice. 

  



7 
 

 

 
IV. LEP population assessment  

 

Before developing our implementation plan, the agency conducted an assessment to determine 

who needs our services, and in which languages. The Department of Finance's LEP population 

assessment is grounded in the “four factor analysis” defined by the U.S. Department of Justice 

and prescribed by LL30 §23-1102b, Item #3. These factors are as follows: 

 Factor 1: the number or proportion of LEP persons in the eligible service population, 

determined by demographic analysis  

 Factor 2: the frequency with which LEP individuals come into contact with the agency  

 Factor 3: the importance of the benefit, service, information, or encounter to the 

customer  

 Factor 4: the resources available to the agency and the cost of providing various types of 

language services 

Because we serve all New York City taxpayers, we use survey data that reflect the city’s ever-

growing and ever-changing population. The following sources provide the foundation of our 

LEP population assessment: 

 

 The U.S. Census Bureau’s 2000 and 2007 American Community Surveys  

 NYC Department of City Planning data and analysis 

 

To ensure that the LAIP keeps pace with the needs of our customers, the Department of Finance 

will continue to review the American Community Survey for the City of New York as future 

editions are released.  

 

According to the 2016 American Community Survey, New York City has a population of 

8,461,961. The data below describe the language access needs of city residents: 

 

 3.2 million New Yorkers are foreign-born. 

 Approximately half of all New Yorkers speak only English at home.  

 Of the four million residents who speak another language in the home, 1.9 million speak 

Spanish as their primary language. 

 Approximately 719,000 speak Chinese, Japanese, or Korean. 

 Twenty-one percent, or 1.8 million residents, speak English “less than very well.” 

 The Indo-European languages of Hindustani (Hindi-Urdu), Portuguese, Bengali, Punjabi, 

Russian, German, French, and Persian are spoken by 437,901. Several of these are among 

the fastest growing languages within the LEP community.  

 

https://www1.nyc.gov/assets/planning/download/pdf/data-maps/nyc-population/acs/soc_2016acs1yr_nyc.pdf
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According to the NYC Department of Planning, the city’s immigrant population stood at 3.21 

million in 2015, up 12% from 2.87 million in 2000. For scale, the city’s foreign-born population 

is larger than the entire population of Chicago. Immigrants account for 38% of the city’s 

population and 46% of its resident labor force.  

 

In addition to these broad studies, DOF analyzes language requests from our customers to 

determine their needs. The agency utilizes data collected from interpretation and translation 

requests made over the phone (including 311), online, from our community partners and other 

City agencies, and via DOF’s customer case record management system. In FY17, we received a 

total of 7,699 requests for interpretation assistance, an increase of 41.5% over FY16 (5,441 

requests).  

 

These statistics represent only direct requests received by the agency. They do not account for 

the additional materials that are distributed through our community partners, including elected 

officials, community organizations, and other agencies that request, copy, and maintain 

translated documents and applications at their various locations. 

 

  

 Spanish 
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Our most recent review indicated that the vast majority of requests (97%) were comprised of the 

ten citywide languages mandated by Local Law 30.  

 

Spanish 

  

66.1% 

Mandarin 

  

17.6% 

Russian 

  

4.2% 

Bengali 

  

2.7% 

Cantonese 

 

2.7% 

Arabic 

  

   1.2% 

Korean 

  

   1.1% 

Haitian Creole 

 

   1.0% 

French 

  

   1.0% 

Urdu 

  

   1.0% 

Polish 

  

   1.0% 

 

We have seen increased demand for Hindi, Punjabi, Turkish, Albanian, Greek, Italian, and 

Hebrew translation and interpretation. Although these languages comprise less than 1% of all 

requests, we will continue to monitor their frequency and adjust our plan as necessary.  
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Translation requests for FY17 totaled 16,416, a 23.7% increase from FY16 (13,267). 

 

 
 

In 2017, we received more than 800 requests for translation via 311. A majority of these requests 

were for information about social service programs that help New Yorkers remain in their 

homes. As shown in the table below, the forms most frequently requested for translation via 311 

are our Spanish-language Rent Freeze program applications. The provision of translation and 

interpretation services increases participation in these important programs and helps individuals 

address significant (and in some cases, life-altering) challenges with more information and a 

greater degree of confidence.  
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Form/Language request # of  Service Requests  

SCRIE - Application for Seniors Not Enrolled - Spanish 289 

SCRIE Initial Application - Spanish 138 

Application for Disability Rent Increase Exemption - Spanish 78 

Property Tax Exemption App - English 44 

SCHE Renewal Application - Spanish 43 

SCRIE - Application for Seniors Not Enrolled - Russian 29 

DRIE Initial Application - Spanish 28 

SCHE Renewal Application - Chinese 21 

Property Tax Exemption Application - Spanish 15 

SCHE Renewal Application - Russian 15 

SCRIE - Application for Seniors Not Enrolled - Bengali 15 

Property Tax Exemption Application - Chinese 14 

SCRIE - Application for Seniors Not Enrolled - Chinese 11 

SCHE Renewal Application - Korean 10 

SCRIE Initial Application - Russian 10 

Application for Disability Rent Increase Exemption - Russian 7 

SCRIE - Application for Seniors Not Enrolled - Korean 7 

DHE Renewal Application - Chinese 6 

DHE Renewal Application - Spanish 6 

SCRIE - Application for Seniors Not Enrolled - Haitian 6 

DRIE Initial Application - Russian 5 

Property Tax Exemption App - Chinese 4 

Property Tax Exemption Application - Korean 4 

DHE Renewal Application - Russian 3 

Parking Ticket Hearing Guide - Chinese 3 

Application for Disability Rent Increase Exemption - Bengali 2 

Parking Ticket Hearing Guide - Spanish 2 

Property Tax Exemption Application - Russian 2 

90 Day Notice of Intention to Sell Liens - Russian 1 

Application for Disability Rent Increase Exemption - Creole 1 

Parking and Camera Violation General Information Brochure Chinese 1 

Parking and Camera Violation General Information Brochure Spanish 1 

Property Tax Exemption App - Russian 1 

Property Tax Exemption App - Spanish 1 

Property Tax Exemption Application - Bengali 1 

Property Tax Exemption Application for Owners - Chinese 1 

SCHE Renewal Application - French 1 

SCRIE Initial Application - Chinese 1 

TOTAL 827 
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V. Provision of language access services 

 

The Department of Finance provides language access services to the LEP community in a variety 

of ways through staffing and vendors. Per Local Law 30, we provide translated documents in the 

ten prescribed citywide languages: 

 

 Arabic 

 Bengali 

 Chinese 

 French 

 Haitian Creole 

 Korean 

 Polish 

 Russian 

 Spanish 

 Urdu 

 

We contract with Geneva Worldwide for translation and Voiance for telephonic interpretation. 

Absent these contracts, we would not be able to provide the breadth of languages or the high 

level of accessibility that we currently offer. The agency has designated two employees in the 

External Affairs Division to lead this work. These employees serve in the roles of language 

access coordinator and language access liaison in addition to their regular responsibilities.  

 

Additionally, our contract with Geneva also includes the ability to procure in-person 

interpretation for large-scale public events.   

 

Our language access services are provided whenever and wherever DOF is open for business. In 

the event that a natural disaster or other city-wide emergency should necessitate the closure of 

our offices or affect our ability to serve customers by phone, translatable notice will be posted on 

our website. 

 

The Department of Finance makes great efforts to incorporate plain language principles into our 

public communications before they are translated. We have developed an agency style guide 

around several key principles, including: 

 

 Clarity: Communicate in simple, plain language, without sounding cold or abrupt. Avoid 

jargon, acronyms, and legalese. Use active voice to create a sense of immediacy and to 

encourage understanding and compliance. 

 

 Simplicity: Keep language simple. Break up long sentences. Do not write “utilize” when 

“use” will do. 

 

 Relevance: Tell readers what they need to know, not what our internal process is. 

 

 Tone: Engage in human rather than institutional communication. Show empathy, 

demonstrate flexibility and transparency, and, when necessary, admit mistakes. 

 

As much of our language is, by its nature, technical and complex, we employ a full-time editor to 

help our subject matter experts communicate plainly. The editor is responsible for enforcing the 

conventions of the style guide and working with our webmaster and graphic designer to present 
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information in an eye-catching and easy-to-follow format. Our aim is to simplify the language to 

the greatest degree possible before translation.  

 

Several members of the External Affairs Division regularly attend trainings and meetings on the 

subject of plain language. Most recently, the editor and 311 liaison attended the DCAS “Writing 

in Plain Language” course and clinic, and they are currently developing an internal plain 

language training for DOF staff. 

 

When a public-facing document has been finalized, the editor, the assistant commissioner for 

External Affairs, the 311 liaison, the webmaster, and appropriate staff members from the 

Correspondence unit determine whether it should be translated. The following criteria are 

considered: 

 

 Reach: How many people will receive or need to read the material? 

 Relevance: How important is the information that is provided in the document? 

 Sunset date: For how long will this information remain relevant? Some materials are 

time-limited in nature, while others have greater longevity. 

 

Documents are then prioritized by deadline. For example, some forms, such as the Senior Citizen 

Homeowners’ Exemption application, must be submitted by a certain date, while other 

documents, such as our guide to parking ticket hearings, are general and informational in nature 

and not subject to any particular deadline. 

 

The annual tax lien sale process exemplifies our procedure. This process is a last resort tool that 

DOF uses after taxpayers fail to respond to multiple notices informing owners that they are 

behind on their taxes. While the audience for this mailing is relatively small (approximately 

20,000 properties), the content of the notices is very important: for many owners, inclusion in the 

tax lien sale process is a step toward foreclosure. As such, the notice is available in ten languages 

via 311 and our website:  

 

 
 

http://www1.nyc.gov/site/finance/taxes/notice-of-property-value.page   

 

http://www1.nyc.gov/site/finance/taxes/notice-of-property-value.page


14 
 

  



15 
 

Another example is the notice of property value, or NOPV, sent each January to every property 

owner in New York City. This important notice, with information about a property’s market and 

assessed values, is sent to approximately 1.2 million property owners. We provide a translated 

information sheet that explains what the NOPV is and how property owners can get help if they 

do not understand the information it contains. 

 

 
 

http://www1.nyc.gov/site/finance/taxes/property-lien-sales.page  

 

While the Department of Finance has prioritized language access in terms of breadth, we are also 

seeking to improve the quality of translations to ensure readability. The agency’s language 

access coordinator is working with the budget office to seek a new contract with companies who 

can review our translations for clarity and comprehensibility, to ensure that our more technical 

language can be understood by an LEP audience.  

 

To routinize the translation of the agency’s most important documents, we have incorporated 

translations into our standard operating procedure for forms that are updated annually. As 

previously mentioned, when a form is newly created, we determine whether translation is 

necessary. When a previously translated form is updated, the file is sent immediately to Geneva 

for translation. There is sometimes a lag between the publication of our English and translated 

forms, and a priority for the agency going forward is to reduce the amount of time that it takes to 

produce and post translated documents.  

 

The following section illustrates how the Department of Finance provides and advertises the 

telephonic interpretation services that it procures from Voiance. While access is at the core of 

http://www1.nyc.gov/site/finance/taxes/property-lien-sales.page
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Local Law 30, the agency also strives to meet high standards of quality. Voiance quality-checks 

its product by having supervisors monitor interpreters as they assist customers, and DOF’s 

various business units submit monthly reports to the language access liaison to document and 

address any problems they have experienced with the service. 

 

In-person:  Signs advertising DOF’s free interpretation services are posted prominently 

throughout our public service areas. In addition, our business centers, located in each of the five 

boroughs, offer computer kiosks at which members of the public can download translated forms, 

notices, applications, and other documents. Signage is also displayed at the kiosks:  

 

 
 

DOF employees who serve the public in these locations present “I Speak” cards to customers 

with limited English proficiency. The cards allow customers to point to the language in which 

they would like to communicate. 
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Given that many DOF employees speak more than one language, they are often able to assist 

constituents with limited English proficiency. (This is not a formalized offering to customers, nor 

is it a job requirement of staff.) If no multilingual employee is available, we utilize the over-the-

phone interpretation system. As of April 2018, more than 375 employees have been trained on 

the program. The vendor, Voiance, employs interpreters who can determine the language needed 

when a DOF employee is unable to ascertain this information.  
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Brooklyn Business Center:  

210 Joralemon St  
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SCRIE/DRIE Walk-in Center:  

66 John St, Manhattan 

 

 

 

 

 

 

 

 

 

 

 

 

Sheriff’s Office:    

144-06 94th Ave, Queens 
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External Affairs 

Division:   

1 Centre St, Manhattan 
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Office of the  

Taxpayer Advocate:  

253 Broadway, Manhattan 
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Phone:  Units that communicate with the public over the phone have been trained to use the 

interpretation system. Staff members are able to engage an interpreter via the same system 

available to in-person customers. This contracted service provides interpretation assistance in 

299 languages, a full list of which is available in the appendix. 

 

Mail:  Correspondence written in a language other than English is submitted to DOF’s language 

access coordinator, who can either request assistance from a bilingual employee or submit a 

request for translation to our contracted vendor. Due to demand, some DOF business units have 

direct access to the vendor and may submit their requests for translation, which can generally be 

completed within 24 hours. On the whole, the agency receives very little correspondence in 

languages other than English. 

 

Email and 311 service requests: Electronic communications come to the agency through a direct 

email form on our website or via the customer case record management program used in 

conjunction with 311. Depending upon the service requested, DOF may respond with a phone 

call using our telephonic interpretation system or via a written response in the language of the 

LEP customer. 

 

In addition to one-on-one customer interactions, we also have a communications shop whose role 

is to share news stories and other information with the public. Our social media and press 

strategy incorporates languages other than English. Some examples include: 

 

 When advertising the ECB Forgiving Fines program in October 2016, we posted in 

Spanish and Chinese on our Twitter feed, @NYCFinance. 

 As part of our marketing campaign around the new Pay or Dispute parking app in 2017, 

we shared posts on Facebook and Twitter in both English and Spanish. 

 We posted YouTube videos featuring Commissioner Jiha speaking in Haitian Creole 

about our Rent Freeze program. 

 On Twitter, we advised the public that our tax class 1 property tax guide is available in 10 

languages.  

 

Social media isn’t just about posting information, but about providing good customer service. In 

2018, we received a tweet from a follower who asked if we would have a Mandarin translator at 

one of our NOPV outreach events, and as a result, we made sure to have someone there who 

could assist the customer.  

 

We work with ethnic press across the city to publicize DOF programs and services, incorporating 

press opportunities (both earned and paid) in a range of languages. Our campaigns have included 

ads in Chinese World Journal, Sing Tao, La Voz Hispana, Diario de Mexico, and Queens Latino. 

In addition: 

 

 We conducted an editorial board to develop relationships with ten prominent members of 

the Chinese press and introduce them to the agency’s leadership. 

 Our SCRIE/DRIE events have been featured in the Korea Times, Korea Daily, Univision, 

Sing Tao, China Press, El Diario, World Journal, and others. 
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 Commissioner Jiha has appeared on the Russian radio program Davidzon Radio and the 

Haitian Creole station Radio Soleil. He has also been featured on several Chinese 

television news shows, including SinoVision TV.  

 Taxpayer Advocate Eunkyong Choi has been featured in the Korea Daily. 

 The sheriff’s chief of staff, Peter Sammarco, has appeared on CCTV, a Chinese television 

network operated by Reuters, and an Univision story featured one of our deputy sheriffs. 
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VI. Training  

 

DOF understands the importance of training in the execution of Local Law 30, but also 

recognizes the importance of staff awareness agency-wide. All new Department of Finance 

employees attend a mandatory orientation as part of their on-boarding process. The language 

access plan and associated policies are presented and discussed at this orientation, along with 

background on the importance of language access and an overview of the city’s demographics. 

Employees are informed that more information can be found on DOF’s intranet.  

 

Employees who work in public-facing business units attend the Voiance training with the 

language access liaison. To date, more than 375 employees have been trained, an increase of 

25% since the beginning of FY17. These business units include: 

 

 External Affairs 

 Treasury/Court Assets  

 SCRIE/DRIE Walk-in Center 

 Office of the Taxpayer Advocate 

 Collections 

 City Register/Land Records 

 Assessors 

 Office of the Sheriff 

 Tax Enforcement 

 Parking Enforcement 

 Business center staff 

 

The training provides information on: 

 

 identifying a customer’s primary language 

 reporting requests for language services 

 how to use dual handsets 

 best practices for telephonic interpretation 

 plain language, cultural competency, and disability communications 

 

 

Once a year, the language access coordinator, in conjunction with HR, sends an agency-wide 

email that includes an overview of our language access work and its importance. This email 

ensures that each employee, regardless of division, is aware of our interpretation and translation 

services.   
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VII. Record keeping and evaluation 

 

The Department of Finance uses internally and externally collected data to monitor trends in the 

LEP community. The language access coordinator receives monthly reports on interpretation and 

website translation requests from Voiance and the DOF webmaster. This makes it possible to 

regularly review the types of requests we are receiving and increase our translation efforts as 

demand grows.  

 

On-site surveys help DOF determine where to post translated signs in public areas. The language 

access coordinator makes routine visits to our public-facing business units to make certain that 

language access signage is posted where required and that “I Speak” cards are plentiful. The 

public-facing units all have posters that inform the limited-English proficient community how to 

provide feedback on our customer service.  

 

The language access coordinator is the first point of contact for business units that require 

assistance or clarification in the provision of these services. Complaints, comments, and requests 

for assistance received via phone (including 311), the web, email, and other channels are 

forwarded to the coordinator for research and resolution. 

 

The language access coordinator is also involved in the review and assessment of the vendors 

that provide DOF with document translation and over-the-phone interpretation. The coordinator 

is the contact person for these vendors and provides them with end user feedback, which 

ultimately provides for better products and more efficient service. 

 

The language access coordinator attends regular meetings scheduled by the Mayor’s Office of 

Immigrant Affairs. At these meetings, language access coordinators from all of the various City 

agencies share ideas, discuss service contracting options, review survey findings, discuss policy 

and procedures, and make recommendations for changes and improvements in the provision of 

language access services.  
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VIII. Resource analysis and planning 

 

As previously mentioned, DOF has both a language access coordinator and a language access 

liaison. These individuals are staff members in the External Affairs Division and perform this 

work in addition to their regular responsibilities.  

 

Our interpretation and translation vendors are critical partners in implementing language access. 

In FY17, DOF spent approximately $175,000 on these two contracts, and we expect this amount 

to rise with the passage of LL30. The agency is also looking into an additional “reviewer” 

contract that would help ensure the quality of our translated documents.  
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IX. Outreach and public awareness of language access services 

 

Pursuant to LL30 §23-1102b, Item #9, DOF’s strategy for creating public awareness is multi-

pronged and encompasses all public communications and interactions produced and sponsored 

by the agency. Our outreach and public awareness efforts are referenced in the previous section 

on “Provision of language access services.” 

 

Mail: DOF sends millions of pieces of mail per year. Mailings for which translation is available 

include a standard insert that reads, “This is an important notice from the New York City 

Department of Finance. Please read it carefully. This notice is available in Arabic, Bengali, 

Chinese, French, Haitian Creole, Korean, Polish, Russian, Spanish, and Urdu upon request. Call 

311 for assistance.” (See below.)  
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Website: On the top right of the Department of Finance home page (www.nyc.gov/finance) is a 

translation link that customers can click for a dropdown list of available languages. When 

translations are available for a particular document, links are displayed below or beside it. 

 

Examples:  

 
 

 

 

 
 

 

  

http://www.nyc.gov/finance
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http://www1.nyc.gov/site/finance/taxes/property-reports.page 

 

Business centers: Signs advertising DOF’s free interpretation services are posted prominently in 

our five business centers. In addition, each center offers computer kiosks at which members of 

the public can download translated forms, notices, applications, and other documents. Signage is 

displayed at the kiosks, as well. Staff members present “I Speak” cards to customers with limited 

English proficiency. The cards allow customers to point to the language in which they would like 

to communicate.  

 

Office of the Taxpayer Advocate: Since its founding in 2015, the Office of the Taxpayer 

Advocate, an independent office within the Department of Finance, has fielded over 2,000 

inquiries from members of the public. The office’s caseload more than doubled from 2015 to 

2017, and it continues to rise. Like the rest of the agency, the Taxpayer Advocate publicizes its 

translation and interpretation services.  

  

http://www1.nyc.gov/site/finance/taxes/property-reports.page
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Community events: The purpose of DOF’s public events is not merely to publicize our work, but 

also to provide on-the-spot assistance to customers in a variety of languages. 

 

The DOF Outreach unit serves the public in libraries, community centers, parks, and other 

locations throughout the city. In 2017 alone, the unit participated in more than 400 events and 

served over 36,000 New Yorkers. These events feature palm-sized interpretation cards, access to 

over-the-phone interpretation services, and, when appropriate, translated materials. Additionally, 

members of the Outreach team speak French, Haitian Creole, Italian, and Spanish. For larger 

events, we maintain the ability to procure a professional in-person interpreter through Geneva.  

 

In addition to the work of the Outreach unit, the Community Assistance Program in DOF’s 

Property Exemptions Administration works closely with over 100 community-based 

organizations, offering visits, conducting presentations, and organizing staff trainings. In 2017, 

they held approximately 150 of these partnered events, helping DOF reach a wide range of 

customers. 

 

 

Examples of our events include: 

 

 Tax lien sale process events 

 NOPV notice events 

 Councilmember town halls 

 Rent Freeze enrollment events 

 Senior living facility visits 

 Homeowner clinics 

 Housing resource fairs 
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X. Language access complaints 

 

Through a partnership with 311, the Department of Finance has established a process to monitor 

and respond in a timely fashion to public complaints regarding language access. In 2017, as in 

2016, the agency received only one such complaint. When 311 receives a complaint directed at 

the Department of Finance, our language access coordinator is notified. The complaint is then 

addressed through the appropriate business unit. DOF employs a similar process for complaints 

reported directly to the agency. The employee receiving the complaint will forward it to the 

language access coordinator for resolution. If the volume of complaints should increase in the 

coming years, DOF will develop a process to address them systemically. 

 
How members of public can submit language 

access complaints,  questions, and requests 

Agency 311 Data (CY 2017) Description of how complaints/requests 

were addressed 

 The public can submit requests, questions or 

complaints via email, phone calls, regular mail, in 

person at our business centers, or at outreach events 

attended by DOF staff.   Submissions through 311 

are handled by MOIA and forwarded to DOF. 

 

# of language access complaints 

received via 311: 1 

Complaints via 311 are forwarded to the 

Language Access Liaison, who, under the 

direction of the Language Access 

Coordinator, responds accordingly.   

# of requests for language access 

services via 311: 827 

The requests for translated literature were 

either emailed by 311 operators or mailed 

by the DOF warehouse.  
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XI. Implementation plan logistics 

 

As per LL30 §23-1102b, Item #1, External Affairs Assistant Commissioner Stina Skewes-

Cox Trainor will serve as the Department of Finance’s language access coordinator. She and 

the External Affairs Division are committed to updating this plan every three years, or sooner 

should she deem it necessary and/or prudent, as per §23-1102d. This plan will be made 

available on the public-facing Department of Finance website, www.nyc.gov/finance.  

 

Language Access Goal Milestones 

Responsible 

Staff Deadline 

Send agency-wide email on Local Law 30 

annually 

Draft email; Process 

through HR for 

approval; Send 

agency-wide 

Language 

Access 

Coordinator 5/31/2018 

Present to DOF Cabinet Meetings annually 

Create PowerPoint 

deck to present at 

bimonthly cabinet 

meeting 

Language 

Access 

Coordinator 5/31/2018 

Schedule recurring monthly Language Access 

meetings   

Language 

Access 

Coordinator 5/31/2018 

Expand translations for "Property Brochure Tax 

Class 2" to include Arabic, Bengali, French, 

Haitian Creole, Polish and Urdu 

Obtain quote from 

vendor; obtain 

approval from unit 

head 

Language 

Access 

Liaison; 311 

Liaison 7/1/2018 

Expand translations for "Notice by Mail of 

Recorded Document" to include Arabic, Polish, 

and Urdu 

Obtain quote from 

vendor; obtain 

approval from unit 

head 

Language 

Access 

Liaison; 311 

Liaison 7/1/2018 

Expand translations for "Notice by Mail of 

Recorded Document" FAQ to include Arabic, 

Polish, and Urdu 

Obtain quote from 

vendor; obtain 

approval from unit 

head 

Language 

Access 

Liaison; 311 

Liaison 7/1/2018 

Expand translations for "Taxpayer Bill of 

Rights" to include Arabic, Polish, and Urdu 

Obtain quote from 

vendor; obtain 

approval from unit 

head 

Language 

Access 

Liaison; 311 

Liaison 7/1/2018 

Expand translations for "Deed Fruad 

Brochure"to include Arabic, Polish, and Urdu 

Obtain quote from 

vendor; obtain 

approval from unit 

head 

Language 

Access 

Liaison; 311 

Liaison 7/1/2018 

Assess and update DOF website to make 

translated forms easy to find   

Web & Forms 

unit; Language 

Access 

Coordinator; 

Language 

Access 

Liaison; 311 

Liason; Editor 2/1/2019 

http://www.nyc.gov/finance
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Finalize new contract with "reviewer" vendor 

to ensure quality of translations 

Seek vendors; Select 

Vendor; Process 

Budget Request 

Budget Office; 

Language 

Access 

Coordinator; 

Language 

Access Liaison 6/30/2019 

Expand most commonly used documents from 

ten to 15 

Gather inputs from 

business units across 

the agency; Select five 

new documents to 

translate; Process 

documents through 

Geneva for translation; 

Post online, offer in 

public-facing units, 

advertise through 

comms shop 

Language 

Access 

Coordinator; 

Language 

Access 

Liaison; 311 

Liason; Web 

& Forms unit 7/1/2019 
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Appendix 

Acholi (Sudan-Uganda) 264 

 

Gujarati 083 

 

Navajo 144 

 Afghan 265 

  

Gulf Arabic 401 

 

Ndebele 374 

 Afrikaans 224 

  

Gwa 284 

  

Neapolitan 249 

 Akan 016 

  

Haitian Creole 129 

 

Nepali 081 

 Akateko 418 

  

Hakka 039 

 

Nigerian Pidgin English 363 

Aklan 120 

  

Hamer-Bana 396 

 

Norwegian 054 

 Albanian 070 

  

Hausa 022 

 

Nuer (Sudan) 294 

 Amharic (Ethiopia) 027 

 

Hawaii Creole 285 

 

Oromo (Ethiopia) 251 

Apache 323 

  

Hebrew 106 

 

Paluan 296 

 Arabic 090 

  

Hindi 082 

 

Pampango 116 

 Armenian 072 

  

Hindko 351 

 

Pangasinan 114 

 Armenian (Eastern) 420 

 

Hindustani 319 

 

Papiamento 253 

 Armenian (Western) 421 

 

Hmong 046 

 

Pashto (Afghanistan) 110 

Ashanti 365 

  

Hokkien 286 

 

Persian 297 

 Assyrian 139 

  

Huizhou 352 

 

Pidgin English 254 

 Azerbaijani 109 

  

Hunanese 147 

 

Pohnpeian 331 

 Bahasa/Brunei 343 

 

Hungarian 065 

 

Polish 062 

 Baluchi 394 

  

Ibanag 234 

 

Polynesian 073 

 Bambara 019 

  

Ibo 218 

  

Portuguese 061 

 Banda 267 

  

Icelandic 133 

 

Portuguese Creole 141 

Bangi 268 

  

Ilocano 113 

 

Pothohari 358 

 Basque 136 

  

Ilonggo 121 

 

Pulaar 409 

 Bassa 314 

  

Indonesian 050 

 

Punjabi 080 

 Belorussian 225 

  

Inupiaq 018 

 

Purepecha/Tarasco 332 

Bemba (Zambia) 324 

 

Iraqi Arabic 399 

 

Quechua 145 

 Bengali 084 

  

Italian 059 

 

Quiche 317 

 Berber 269 

  

Jakartanese 235 

 

Rohingya 430 

 Bhutanese/Dzongkha 391 

 

Jamican English 

 

Romani 298 

 Bicol 118 

  

Creole(Patois) 357 

 

Romanian 066 

 Borana 382 

  

Japanese 040 

 

Russian 078 

 Bosnian 263 

  

Jarai 411 

  

Samoan 126 

 Brazil-Portuguese 270 

 

Javanese 236 

 

Saudi Arabic 400 

 Bulgarian 069 

  

Jula 328 

  

Senegalese 255 

 Burmese 042 

  

Kachchi 371 

 

Serbian 148 

 Cakchiquel 325 

  

Kamba 412 

 

Serbo-Croatian 299 

Cambodian 048 

  

Kanjobal 288 

 

Shanghainese 037 

 Cantonese 031 

  

Kannada 289 

 

Sichuan/Szechuan 333 

Cape Verdean 013 

  

Karen 369 

 

Sicilian 256 

 Catalan 132 

  

Karenni/Kayah 384 

 

Sindi 257 

  Cebuano 122 

  

Kazakh 238 

 

Sinhala 089 
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Chaldean 138 

  

Khamu 044 

 

Slovak 064 

 Chamorro 403 

  

Khmer 023 

 

Slovakian 301 

 Chao Chow 038 

  

Kikuyu 239 

 

Slovenian 134 

 Chavacano 226 

  

Kinya/Rwanda 366 

 

Somali 142 

 Cherokee 344 

  

Kirghiz 240 

 

Soninke 312 

 Chichewa 025 

  

Kirundi 338 

 

Soninke (Sarahuleh) 337  

Chin 378 

   

Kiswahili 424 

 

Soninke (Sarakole) 419 

Chin (Falam) 405 

  

Kizigua 425 

 

Spanish 060 

 Chin (Hakha) 406 

  

Kongo 376 

 

Suchown 258 

 Chin (Matu) 426 

  

Korean 041 

 

Sudanese Arabic 311 

Chin (Tedim) 408 

  

Krahn 320 

 

Susu/Soso 368 

 Chin (Zophei) 407 

  

Krio 241 

  

Swahili 026 

 Chui Chow 346 

  

Kru/Krumen 364 

 

Swahili (Kibajuni) 422 

Chungshan 034 

  

Kunama 370 

 

Swedish 053 

 Chuukese 316 

  

Kurdish 140 

 

Sylheti 377 

 Cree 347 

   

Kurdish (Badini) 414 

 

Tadzhik 108 

 Creek 348 

  

Kurdish (Kurmanji) 372 Taechew 302 

 Crioulo 341 

  

Kurdish (Sorani) 375 

 

Tagalog 117 

 Croatian 067 

  

Lakota 143 

 

Taiwanese 033 

 Czech 063 

  

Lao 043 

  

Tamil 137 

 Dakota 271 

  

Latvian 204 

 

Telugu 303 

 Danish 055 

  

Levantine Arabic 402 

 

Temne 359 

 Dari (Afghanistan) 111 

 

Lingala 024 

 

Thai 047 

  Dinka (Sudan) 131 

  

Lithuanian 075 

 

Tibetan 105 

 Dutch 056 

  

Loma 313 

 

Tigrigna (Eritrea) 028 

Ebon 272 

  

Luganda 242 

 

Tohono O’Odham 307 

Edo 273 

   

Luo 329 

  

Toisan 305 

 Egyptian Arabic 398 

 

Maay Somali 315 

 

Toishanese 036 

 Eritrean 274 

  

Macedonian 068 

 

Tongan 128 

 Esperanto 326 

  

Magahi 087 

 

Triqui 334 

 Estonian 077 

  

Maithili 086 

 

Trukese/Chuukese 342 

Ethiopian 275 

  

Malagasy 244 

 

Tshiluba 259 

 Ewe 321 

   

Malay 051 

 

Turkish 112 

 Fanti 074 

  

Malayalam 088 

 

Twi 095 

  Farsi 107 

   

Malinke 354 

 

Ukrainian 076 

 Fijian 127 

  

Mam 318 

 

Urdu 079 

  Filipino 395 

  

Mandarin 035 

 

Uzbek 336 

 Finnish 052 

  

Mandingo 015 

 

Vietnamese 049 

 Fon 228 

   

Mandinka 246 

 

Visayan 214 

 Foochow 276 

  

Mankon 247 

 

Waray-Waray 119 

 French 058 

  

Marathi 205 

 

Welsh 428 
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French Cajun 277 

  

Marshallese 291 

 

Wolof 020 

 French Canadian 383 

 

Maya 355 

 

Wu 306 

  French Creole 217 

  

Mende 356 

 

Wuxinese 260 

 Frisian 278 

  

Mien 045 

 

Xhosa 360 

 Fukienese 032 

  

Mina 423 

 

Yapese 361 

 Fulani 014 

  

Mirpuri 373 

 

Yemeni Arabic 387 

 Fuzhou 229 

  

Mixteco 292 

 

Yiddish 135 

 Ga 230 

   

Mixteco Alto 415 

 

Yoruba 021 

 Gaddang 231 

  

Mixteco Bajo 416 

 

Yucateco 362 

 Gaelic 232 

  

Mizo 091 

  

Yugoslavian 262 

 Gallinya 280 

  

Mola/Mossi 389 

 

Yupik 146 

 Gana 281 

  

Moldovan 340 

 

Zambal 115 

 Garri 388 

  

Mongolian 150 

 

Zande 380 

 Georgian 216 

  

Montagnard 

 

Zapoteco 029 

 German 057 

  

Dega/Mon-Khmer 330 

 

Zarma 335 

 Grebo 322 

  

Montenegrin 339 

 

Zomi 427 

 Greek 071 

  

Moroccan Arabic 381 

 

Zulu 309 

  Guamanian 125 

  

Nahuatl 293 

    Guarani 350 

  

Nanjing 248 

     


