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AUDIT REPORT IN BRIEF 
 

We performed an audit of the New York City Department of Transportation’s (DOT) 
compliance with Executive Order 120 (EO 120). DOT is a public-facing agency whose 
mission is to provide for the safe and secure movement of people and goods in City of New 
York. With a staff of over 4,000 that oversees one of the most complex urban transportation 
networks in the world, DOT manages approximately 5,800 miles of streets, sidewalks, and 
highways. DOT’s responsibilities are to maintain and enhance the transportation infrastructure 
for their primary customers, City residents. 

 
EO 120 requires public-facing agencies to develop and implement language access 

policy and implementation plans to accommodate Limited English Proficiency (LEP) 
persons. Agencies were required to have their plan in place by January 1st, 2009.  In 
implementing a program of language assistance, EO 120 requires that each agency designate 
a Language Access Coordinator to oversee the creation and execution of the agency’s 
language access policy and implementation plan; conduct a population needs assessment 
utilizing guidelines from the U.S. Department of Justice; train front line staff; establish an 
appropriate monitoring and measurement system; and provide free language assistance 
based on at least the top six LEP languages1 spoken in the City (as determined by the NYC 
Department of City Planning), including the identification and translation of essential public 
documents, telephonic and on-site interpretation services, and posting of signage notifying 
the public of their rights to access these services free of cost. 
 

Our fieldwork was conducted from July 2010 to August 2010, a year and a half after the 
deadline by which agencies’ were required to have completed their language access policy 
and implementation plans (see Compliance Chart in Appendices I and II of the Audit 
Report). As the Executive Order calls for the Mayor’s Offices of Operations (Operations) 

                                                 
1 The designated top six LEP languages spoken by the population in New York City are: Spanish, Chinese, 
Russian, Korean, Italian, and Haitian Creole. 
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and Immigrant Affairs (MOIA) to play a leadership role overseeing agencies’ language 
access initiatives, and to provide technical assistance and promote access to LEP customers 
through public outreach in its statute, we also included a review of the Mayor’s Office’s 
oversight efforts in our audit scope.  

 
Audit Findings and Conclusions 
 

We found that DOT was generally compliant with EO 120 and has made substantial 
investments in providing meaningful language access to the agency’s services for LEP 
customers.  However, there are several areas where efforts can be strengthened.  We found, for 
instance, that DOT does not provide interpretation services at all sites.  DOT’s Staten Island 
location, for example, was unable to provide basic information on interpretation services or 
deliver interpretation assistance (such as utilizing Language Line or DOT’s Language Bank).  
We also found that essential documentation was only provided in English at the 6 DOT locations 
we visited. As a consequence, LEP persons may not be aware of or given the opportunity to 
participate in a program or activity or to receive benefits or services from DOT.  

 
Audit Recommendations 
 
 This report makes a total of 5 recommendations.  To address the issues we found during 
this audit, the New York City Department of Transportation should: 
 

1. Ensure that it provides interpretive services in all offices that provide service to the 
public. 
 

2. Translate essential documents in all six LEP languages.  
 

To address other issues we found during this audit, the Mayor’s Office of Operations 
should revise EO 120 to include:  

 
3. A list of consequences an agency would face if its milestones for plan deadlines are not 

met. 

4. Requiring agencies to produce Annual Reports that contain details of what agencies have 
already done. 
 

5. What agencies plan to do in the future to meet or enhance their LEP plans.  
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INTRODUCTION 
 
Background 
 

New York with more than 3 million foreign-born residents from more than 200 
different countries is home to one of the most diverse populations in the world. New 
Yorkers come from every corner of the globe and speak over 200 different languages. 
Nearly one-half of all New Yorkers speak a language other than English at home, and 
almost 25 percent, or 1.8 million persons, are limited in English proficiency. For these New 
Yorkers, interacting with City Government can often be a challenge.  
 

Local Law 73 and Executive Order 120 
 
  This Law’s purpose was to enhance the ability of City residents with LEP to 

interact with city government and more specifically to obtain needed social services.  The 
law pertains to four social service agencies: Human Resources Administration, Department 
of Homeless Services, Administration for Children’s Services and the Department of Health 
and Mental Hygiene. The law requires free language assistance services be provided for 
clients at job centers, food stamps offices, and in obtaining other services. 

 
In response to Local Law 73, Mayor Bloomberg, in July 2008, signed EO 120.  EO 

120 required all City agencies to provide opportunities for limited English speakers to 
communicate and receive public services.   EO 120 requires all City agencies that provide 
direct public services to ensure meaningful access to those services to LEP persons.  To 
accomplish this EO 120 requires these agencies to develop and implement agency–specific 
language assistance plans regarding LEP persons.   

 
In implementing a program of language assistance EO 120 requires that each agency 

shall: 
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 Designate a Language Assistance Coordinator within 45 days of the date of EO 
120 to oversee the creation, and the execution of an agency specific internal 
language access policy and implementation plan. 
 

 Develop such language access policy and implementation plan by January 1, 
2009 using a four factor analysis including: the number of proportion of LEP 
persons in the eligible service population; the frequency with which LEP 
individuals come in contact with the agency; the importance of the benefit, 
service, information, or encounter to the LEP person, and the resources available 
to the agency and the costs of providing various types of language services. 

 
 Provide services in languages based on at least the top six LEP languages spoken 

by the population of New York City, as those languages are determined by the 
Department of City Planning, based on United States Census data, and as those 
languages are relevant to services offered by each agency.  The designated top six 
LEP languages spoken by the population in New York City are: Spanish, 
Chinese, Russian, Korean, Italian, and Haitian Creole.   
 

 Ensure that the language access policy and implementation plan includes: 
identification and translation of essential public documents; interpretive services, 
including telephone interpretation for the top six languages and others as 
appropriate; training of frontline workers on language access policies; postage of 
signage in conspicuous locations about the  availability of free interpretation 
services; establishment of appropriate monitoring and measurement system 
regarding the provision of agency language services. 

 
EO 120 notes that the New York City Charter provides that the Mayor’s Office of 

Operations (Operations) shall coordinate the provision of language services to the public 
and provide technical assistance to City agencies providing such services.  The Mayor’s 
Office of Immigrant Affairs (MOIA) is responsible for promoting access to City services by 
immigrants through developing appropriate polices and outreach programs to educate 
immigrant and foreign language speakers of such services. 

 
The Customer Service Group (CSG) of Operations, in partnership with MOIA, plays a 

leadership role overseeing various language access initiatives undertaken to support agencies’ 
compliance with EO 120.  CSG established quarterly Language Access Coordinator meetings 
and developed a quarterly reporting system to track agencies’ progress in achieving the 
milestones outlined in their respective Language Access Plans; the Office reviews submissions to 
monitor citywide compliance with EO 120, and provides agencies with feedback on their 
progress. CSG also developed training guidance on language access policies and procedures and 
cultural sensitivity.  Additional initiatives developed and coordinated by Operations to support 
agencies’ compliance with EO 120 include the Language Access Gateway, an online portal that 
allows translated documents to be stored in one central location, and NYCertified, a citywide 
program for multilingual city employees who volunteer their language skills to provide 
translation and/or interpretive services to LEP customers.   
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The New York City Department of Transportation 
 
The New York City Department of Transportation’s mission is to provide for the safe and 

secure movement of people and goods in the City of New York. With a staff of over 4,000 that 
oversees one of the most complex urban transportation networks in the world, DOT manages 
approximately 5,800 miles of streets, sidewalks, and highways. DOT’s responsibilities are to 
maintain and enhance the transportation infrastructure for their primary customers, City 
residents. 

 
 
Objective: 
 

The objective of this audit is to determine whether the DOT has complied with Executive 
Order 120.  
 
 
Scope and Methodology 
 

We conducted this performance audit in accordance with generally accepted government 
auditing standards.  Those standards require that we plan and perform the audit to obtain 
sufficient, appropriate evidence to provide a reasonable basis for our findings and conclusions 
based on our audit objectives.  We believe that the evidence obtained provides a reasonable basis 
for our findings and conclusions based on our audit objectives.  This audit was conducted in 
accordance with the audit responsibilities of the City Comptroller as set forth in Chapter 5, §93, 
of the New York City Charter. 
 

Our fieldwork was performed from July 2010 to August 2010.  To achieve our audit 
objectives we: 
 

 Reviewed EO 120 and Local Law 73;  

 Reviewed and we analyzed DOT’s Language Access Policy and Implementation 
Plan; 

 Created Compliance Charts to assess DOT’s compliance with EO 1202; 

 Interviewed agency officials involved, specifically the designated Language Access 
Coordinator; 

 Interviewed officials from MOIA and Operations and reviewed documents requested; 

 Asked the agency to respond to a “Checklist for EO 120” which outlines a series of 
questions corresponding with the requirements for providing language access as 
described in EO 120 (agency’s response is included as part of Appendix I);  

 Conducted various audit procedures as noted below3 ;  

                                                 
2 See Appendix I for the complete list. 
3 See Appendix II for further descriptions of the tests we conducted  
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 Reviewed and we assessed whether DOT’s EO 120 plan was developed in accordance 
with the required four factor analysis; 

 Tested whether DOT provided public services in at least the top six LEP languages 
spoken by the population of New York City; 

 Obtained documentation and assessed whether DOT identified and translated 
essential public documents provided to or completed by the public;   

 Tested whether interpretation services, including the use of telephonic interpretation 
services are available; 

 Tested whether training of frontline workers and managers on language access 
policies and procedures is being done;  

 Obtained training materials and/or written policies and procedures, and we conducted 
interviews with DOT’s staff members;  

 Tested whether posting of signage in conspicuous locations about the availability of 
free interpretation services is being done by visiting several office locations to 
determine if the signage was posted;   

 Assessed whether DOT established an appropriate monitoring and measurement 
system regarding the provision of agency language services, and 

 Assessed whether DOT created appropriate public awareness strategies for the 
agency’s service population. 

 
 
Discussion of Audit Results 
 
 The matters covered in this report were discussed with officials from DOT, MOIA and 
Operations, during and at the conclusion of this audit.  A preliminary draft report was sent to 
DOT, MOIA, and Operations officials and discussed at an exit conference held on October 4, 
2010.  On October 18, 2010, we submitted a draft report to DOT, MOIA, and Operations 
officials with a request for comments.  We received DOT’s response on October 29, 2010, which 
generally agreed with our findings and recommendations.  Their response is included in the 
addendum of this report.  We received Operations’ and MOIA’s joint response on November 1, 
2010, which generally agreed with our findings and recommendations. Their response is 
included in the addendum of this report. 
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FINDINGS AND RECOMMENDATIONS 
 

DOT was generally in compliance with EO 120 where it is mandated that DOT ensure 
meaningful access of agency resources to LEP persons.  DOT also implemented a program for 
language assistance that reflects the principles of plain language communication.  However, 
there are a few areas where DOT was partially in compliance with EO 120 and its efforts should 
be enhanced to provide better services to LEP persons.  
 
Does Not Provide Interpretation Services at All Sites 
 
  EO 120 states that interpretation services shall be implemented at all locations to ensure 
that LEP customers understand the full services of City agencies.  We visited 6 DOT locations 
and asked for interpretation services; 5 of the DOT locations observed were able to provide the 
asked for interpretation services.  However, we observed that DOT’s Staten Island location was 
unable to provide basic information on interpretation services or for that matter interpretation 
assistance, such as Language Line4  or Language Bank.   
 
Does Not Have Translated Essential Documentation Available to the Public 
 

EO 120 states that essential documents shall be identified and translated to accommodate 
LEP customers.  However, we observed that essential documentation was only provided in 
English at the 6 DOT locations we visited.  Such essential documents, according to DOT’s 
Language Access Plan include consent and complaint forms, and applications to participate in a 
program or activity or to receive benefits or services.  As a consequence, LEP persons may not 
be aware of or given the opportunity to participate in a program or activity or to receive benefits 
or services from DOT.  
 

OTHER ISSUES 
 

The Comptroller’s Office recognizes the efforts of the Mayor’s Office in pursuing these 
initiatives to provide New York City with its own language access policy to enhance civil rights 
protection.  The Comptroller’s Office would like to acknowledge that the Operations and MOIA 
have taken the initial steps in language access initiatives that have resulted in providing LEP 
customers access to services.  Since the execution of EO 120 in 2008, the Mayor’s Office has 
undertaken measures to provide agencies with resources and technical assistance to assist 
agencies achieve compliance with the Executive Order.   However, as our audits of the LEP 
program demonstrate more must be done to ensure meaningful access to direct public services 
from the City to LEP residents. The Comptroller’s Office has observed areas where oversight 
and coordination efforts can be strengthened to achieve greater LEP access to government 
services. 

 

                                                 
4 Language Line provides a telephonic interpretation service that allows staff to communicate with customers in 
over 170 languages. Language Line interpreters serve as a communications conduit between agency staff and 
limited English proficient customers through a three-way call function.  Language Line staff can also assist 
employees identify a customer’s foreign language. 
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Enhancements to Executive Order 120  
 

EO 120 could be updated to require that Operations provide more oversight 
accountability over agencies.  For example, EO 120 does not include any consequences for not 
complying with its provisions.  In addition Operations has little authority to require that agencies 
meet the current milestones listed in their language access plan or meet or develop future 
milestones for long-term implementation of the plan.   
 

EO 120 does not require an agency to publish an annual report that would describe the 
steps the agency has already taken to achieve compliance, it does not mention what performance 
indicators should be used to report agency compliance, nor does it mention how often these 
indicators would be reported.  As a result, as of now, no LEP indicators have been included in 
the Mayor’s Management Report since the execution of EO 120. 

 
EO 120 only includes City agencies, but not contractors that work with the City.  Any 

contractor that provides direct access to the public should also be included in EO 120 
requirements.  

 
Information Received from Agencies is Difficult to Corroborate 
 

CSG developed a quarterly reporting system to track agencies’ progress in achieving the 
milestones outlined in their respective Language Access Plans; CSG reviews submissions to 
monitor citywide compliance with EO 120, and provides agencies with feedback on their 
progress. CSG also developed training guidance on language access policies and procedures and 
cultural sensitivity.  We found that CSG does not corroborate the information submitted to them 
by LEP agencies, as well as, data received from other agencies.  CSG explained that the systems 
cannot be integrated into the MMR, and although LEP agencies provide CSG with information 
on how many people use Language Line (for example), it is difficult to make everything uniform 
because of the different needs, resources, tools and availability of information at each 
agency.                 

 
 

RECOMMENDATIONS 
 
 To address the issues we found during this audit, the New York City Department of 
Transportation should: 
 

1. Ensure that it provides interpretive services in all offices that provide service to the 
public. 

 
DOT Response: “During the exit conference we informed the auditors that training and 
signage for two out of the three public service centers in Staten Island had been 
completed by April 6, 2010. Training was completed for the third location by October 5, 
2010.” 
 

2. Translate essential documents in all six LEP languages.  
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DOT Response: “As noted in the audit, DOT has identified 18 essential public documents for 
translation into the top six NYC LEP languages. During the exit conference we informed the 
auditors that DOT plans to have a total of 11 documents (more than 50 percent completed) by the 
end of the year. DOT's Language Access Plan established a three-year timeframe to complete 
translation of these documents and the current progress is in line with that. All translated essential 
documents are available on DOT's website and via 311. DOT will post signage at its public 
service centers alerting DOT's LEP customers about the availability of the translated documents 
and of wavs how to obtain them.” 

 
To address other issues we found during this audit, the Mayor’s Office of Operations 

should revise EO 120 to include:  
 

3. A list of consequences an agency would face if its milestones for plan deadlines are not 
met. 

4. Requiring agencies to produce Annual Reports that contain details of what agencies have 
already done. 
 

5. What agencies plan to do in the future to meet or enhance their LEP plans.  
 

Operations Response: ‘. . . the Mayor’s Office will be requiring agencies to review their 
Language Access plans annually, and to update them accordingly based on demographic 
changes or priorities. We believe that this, in addition to the quarterly reports and other 
tools, will detail an agency’s accomplishments and objectives to ensure the continued, 
effective delivery of service across agencies.’ 
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Question 
Auditor’s 

Assessment 
DOT’S Response to the  
“Checklist for EO 120” Auditor’s Comments 

1. Does DOT provide 
direct public services? 

Yes DOT provides direct public services 
citywide.  

 

2. Does DOT have a 
Language Access 
Policy and 
Implementation Plan, 
and when was it 
instituted? 

Yes DOT published its LAP in January 
2009 (no specific date is stated)  

We observed that DOT 
does have a Language 
Access Plan which was 
given to us at the entrance 
conference. It is also 
available online to the 
public. 

3. Does DOT have a 
Language Access 
Coordinator? 

Yes  Yes, Chief of Staff  

4. Did the Language 
Access Coordinator 
oversee the creation of 
the Language Access 
Policy and 
Implementation Plan? 

Yes DOT’s language coordinator 
oversaw the creation and 
implementation of DOT’s Language 
Access Plan in collaboration with 
DOT’s Divisions of Legal Affairs 
and Customer Service. 

 

5. Did the Language 
Access Coordinator 
oversee the execution 
of the Language 
Access Policy and 
Implementation Plan? 

Yes DOT’s language coordinator 
oversees the execution of DOT’s 
Language Access Plan in 
collaboration with DOT’s Divisions 
of Legal Affairs and Customer 
Service. 

 

6. Does the Language 
Access Coordinator 
monitor the Language 
Access Policy and 
Implementation Plan? 

Yes DOT’s language coordinator 
monitors the progress of DOT’s 
Language Access Plan during 
regular meetings with the Assistant 
Commissioner of Customer Service. 

 

7. Is the Language 
Access Coordinator 
required to report plan 
updates and ongoing 
compliance? 

Yes DOT’s Language Access 
Coordinator oversees the preparation 
and submission of Quarterly 
Language Access Milestone Reports 
to the Office of the Mayor. 
 

We observed through our 
meetings and conferences 
with Mayor of Operations 
personnel that DOT 
submits these Quarterly 
Reports. 

8. Did DOT develop the 
plan using the four-
factor analysis? 

Yes As set forth in EO 120, DOT 
developed its Language Access Plan 
using the US Department of 
Justice’s Four Factor Analysis. 

While reviewing DOT’s 
language access plan we 
noted that their analysis of 
the four factor and 
supporting data is 
included in full detail. 
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Question 
Auditor’s 

Assessment 
DOT’S Response to the  
“Checklist for EO 120” Auditor’s Comments 

9. Does DOT provide 
services in languages 
based on at least the 
top 6 NYC LEP 
languages? 

Yes Pursuant to DOT’s language Access 
Plan, DOT provides services in the 
top six NYC LEP languages in its 
implementation of the plan. In 
addition, pursuant to a DoITT 
citywide contract with Language 
Line Services, Inc., DOT has the 
ability to provide documentation 
translation and phone interpretation 
services in over 170 languages. 

DOT’s main service line 
is 311 in which it is used 
by DOT employees for 
translation and 
interpretations services. 

10. Does DOT identify 
and translate their 
“essential public 
documents”? 

 

Yes DOT’s Language Access Plan 
identifies its essential documents for 
translation into the top six LEP 
languages. DOT has begun the 
process of revising and translating 
these documents. Translated 
documents are available on DOT’s 
website www.nyc.gov/dot 

On the website the online 
translated documents 
available are the SI ferry 
schedule, FOIL Requests, 
and the ASP Calendar. 
However they do mention 
that they are in the process 
of translating, but do not 
provide a specific 
completion date. 

11. Does DOT provide 
interpretation services 
(including telephonic 
interpretation) for the 
top six LEP languages 
and others as 
appropriate? 

Yes Pursuant to the citywide contract 
with the Language Line Services, 
Inc. DOT is able to provide 
interpretation services in over 170 
languages, including top six LEP 
Languages. 

DOT’s main service line 
is 311, which provides 
interpretation services in 
all top LEP languages. 

12. Does DOT train its 
frontline workers and 
managers on language 
access policies and 
procedures? 

 
 

Yes In May 2009, DOT began training 
employees in public contact 
positions on its policies and 
procedures, including how to request 
documentation translations and how 
to access phone interpretation from 
Language Line Services. In the first 
several training sessions DOT 
provided joint training with an 
employee from Language Line 
Services. All subsequent training 
sessions were conducted by 
members of DOT’s customer 
Service Division. 

During the site testing, all 
DOT locations, excluding 
SI, were well aware of the 
Language Line for 
interpretation services and 
translations. 
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Question 
Auditor’s 

Assessment 
DOT’S Response to the  
“Checklist for EO 120” Auditor’s Comments 

13. Are there any signs or 
postings in DOT 
regarding free 
available language 
assistance? 

Yes “Free Interpretation Service 
Available” signs are posted at the 
DOT public service centers. 

During site testing, all 
DOT’s locations, 
excluding SI, had “free 
Interpretation Services 
Available” signs posted in 
the agency offices. 

14. Did DOT establish an 
appropriate 
monitoring and 
measurement system 
regarding the 
provision of agency 
language services? 

 

Yes Throughout the year, DOT 
Customer Service conducts follow-
up site visits to DOT public service 
centers to verify that signs alerting 
the public about interpretation 
services are in place and that 
Language Line Services equipment 
(dual handsets) is working properly. 
They also answer any questions 
from staff members about properly 
accessing Language Line Services.  

 

15. Did DOT create public 
awareness strategies 
for language services? 

 

Yes DOT provides notification to the 
public of available services via signs 
at the public service centers and 
DOT’s website. 

The documents available, 
which are posted in 
communities and on the 
web, include awareness 
strategies in the top six 
LEP languages. 

16. Did the Operations 
provide technical 
assistance to DOT? 
(Was assistance 
requested?) 

Yes The Operations provided technical 
assistance on the following items: 
Language Access ID Cards Advice 
on the use of Survey Gizmo 
NYC Feedback Survey Cards 

 The Coordinator 
mentioned that the 
Operations provides 
documentation for these 
items. 
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Test Criteria for Evaluation Auditor’s Assessment 
1. Anonymous Phone 

Call 
 

 Was a staff person able to respond to the 
call in the language of need, or else able 
to transfer the call to another staff person 
or a telephonic Interpreter service? 

 If a number to call back was requested, 
was the phone call ever returned, and in 
the appropriate language? 

Yes DOT’s main line public 
access line, which is 311, is able to 
provide telephonic interpreter 
services in the top 6 LEP 
languages. 

2. Is the website 
accessible in 
languages other than 
English? 

 Public information was available in 
languages other than English essential 
docs are translated 

DOT’s website is only available in 
English and only some of their 
essential documents are translated 
on the internet. 

3. Make a site visit to a 
service center, meet 
with front line 
workers and 
evaluation in-person 
procedures for 
language 
accommodation 
 

 Frontline workers were able to provide 
language assistance services either 
directly or through a tool / procedure 
such as “I Speak” cards and placing a call 
to an interpreter to provide language 
assistance 

 Signage was posted notifying customers 
of their right to free language services 

Upon visiting DOT’s service 
center, with the exception of their 
Staten Island location, DOT’s 
frontline workers were well aware 
of the language assistance lines 
given the situation that an LEP 
individual came looking for 
services. There was also signage 
posted notifying customers of their 
right to free language 
interpretation services. 

4. Attend a public 
meeting/hearing 
a. Was language 

assistance 
advertised? 

b. If applicable, 
was language 
assistance 
provided? 

 

 Was notice of free language services 
included on advertisements for the event?

 Was a 1-800 number or email address 
included for customers to contact to 
request that language services be 
provided at the event? 

 If language assistance was requested, was 
it provided?  

On DOT’s website public 
hearings/ meetings are advertised 
to the public; however they are 
only in English. 

5. Review a press 
release or public 
service 
announcement 
 

 Was the document either translated or a 
1-800 number / email address provided 
for customers to request more 
information in a language other than 
English? 

 
 

N/A 
 


















