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The steps of our Language Access Implementation Pla  n are listed in terms of their anticipated
progression as part of the implementation process. They are as follows:

1. Formulate a Language Access Steering Committee

. The Steering Committee was established in June 2008. The purpose of the Steering Committee
IS to ensure the execution of our Language Access Policy and Plan. Committee meets on a

quarterly basis.

2. Formulate a Language Access Policy

. The Language Access Policy was issued on 10/19/2004, revised and reissued on 09/29/2008

S Implement Telephonic Interpretation Service
. Language Access Telephones have been installed at the Municipal Services Building and
District Offices
4. Implement Document Translation Service
. Licenses and Inspections translated the four (4) most requested documents

(http://webapps.phila.gov/li/)

Partners for Good Housing — English, Korean, Russian, Spanish

How to Start a Business — Cambodian, Chinese, English, French, Korean, Russian, Spanish, Viethamese
Zoning Permit Instructions - Cambodian, Chinese, English, French, Korean, Russian, Spanish, Vietnamese
How to Become a Licensed Vendor - Cambodian, Chinese, English, French, Korean, Russian, Spanish,
Viethamese
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5. Develop Internal In-Person Interpretation Service

 Language Access Pamphlet contains 97 different languages
 Department wide Language Access Training was completed 09/05/2008
* Dual Handset Usage
» Face to Face translation
e Over the Phone translation

 Each Employee received Language Line Quick Reference Cards

0. Install Signhage

e Signage has been Installed at the Municipal Services Building and District Offices

« District Offices and Municipal Services Building 11" FL and Concourse

Language Access Review City of Philadelphia
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Licenses and Inspections has found a high populatio n of non- English proficient persons
in the:

Northeast District located at Rising Sun and Benner Streets (Russian, Ukrainian, Asian)
North District located at 217 E. Rittenhouse Street (Hispanic, Korean, Cambodian, Viethamese)

West District located at 43rd and Market St (Asian, Indian, African, Caribbean)

How many staff are capable of speaking a different language, what is that language?

Licenses and Inspections has 1% staff that are prof icient in other languages. Those
languages are

Central District — 1 Spanish, 1 Russian

South District — None

West District — 1 Spanish

North District — None

East District — 2 Spanish

Municipal Services Building — 5 Spanish, 1 Ebo, 3 Malayalam, 2 Urdu, 2 Punjabi, 1 German, 1
Hindi, 1 Nepali, 1 Rajasthan

Language Access Review City of Philadelphia



@ Language Line Use

Department of Licenses & Inspections

Language Line Use for FY08

# of Calls

Jul- Aug- Sep- Oct- Now Dec- Jan- Feb- Mar- Apr- May- Jun- Jul- Aug-
07 o7 07 07 07 07 08 08 08 08 08 08 08 08

Month
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Sighage Posted

Department of Licenses & Inspections

philly:

Licenses and Inspections has Limited English Profic iency
Signage posted throughout the Department

Signage for Interpretation services is interpreted in 20
different languages

Language Access Review
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What's New

Department of Licenses & Inspections
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Department of Public Health
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Department of Public Health

Ambulatory Health Services (AHS)
Commitment to Language Access

On-site interpreters

Use of Language Line

Bi-lingual Staff

Written LEP patient policies and procedures

*AHS operates 8 health care
centers providing comprehensive health care

Language Access Review
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AHS’s On-Site Interpreters, 9/08

Health Center 2
Cambodian
Indonesian
Viethamese

Health Center 6
Spanish
Albanian

Health Center 10
Arabic
French
Haitian Creole
Portuguese
Spanish

Department of Public Health

M-F8AM-4PM
M—-F8AM-—12 noon
M-F8AM-4PM

M—-F 8 AM -5 PM, until 8 Pm on Wed.

T-F8AM—-4:30 PM

M —Th 8:30 AM -5 PM

M —Th 8:30 AM -5 PM
M-Th9 AM -5 PM

M, W, Th9 AM -5 PM

M, W, Th 8:30 AM — 2:30 PM
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City of Philadelphia



Dual hand set telephones available at every Health Center

AHS’s Telephonic Interpretation Services

Department of Public Health

800
700
600
500
400
300
200
100

July
2007

Aug
2007

Sept
2007

Oct Nov Dec Jan Feb Mar
2007 2007 2007 2008 2008 2008

April
2008

May
2008

June
2008

533 average calls/month in FY08
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AHS Languages Spoken by Bilingual Staff
Department of Public Health

03 staff speak 31
languages:
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Implementation of the AHS LEP Policy

Department of Public Health

Training Staff and Informing Patients

Training is provided
each November to
all staff and at each
health center on
cultural sensitivity.

Language Access Review
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Translation of Written Materials
Department of Public Health

Ambulatory Health Services

» Flyers about health center services in 13
languages; appointment reminders and
cancellation notices in multiple languages

« Diabetes education materials in Spanish and
Asian languages

Maternal Family and Child Health

» Patient education materials addressing prenatal
care, contraception, domestic violence, Childhood O rodki zdrowia Filadelfijskiego
lead poisoning prevention, breastfeeding, (Philadelphia Health Centers)
nutrition Wydzia u Zdrowia Publicznego

in multiple languages
Tobacco Control Program
« Smoking Cessation materials in 4 languages
Environmental Health Services

 Keep Cool in the Heat (information to prevent
heat stroke) in Spanish, Chinese

Divison of Disease Control
» Health Bulletins in 10 languages
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AHS Signs
Department of Public Health

Signs welcome patients in multiple languages.
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AHS Signs
Department of Public Health

Signs inform patients of the availability of
Interpreter services at no cost.

Language Access Review City of Philadelphia



Department of Behavioral Health &
Mental Retardation Services

Contract Provisions for People with Limited English
Proficiency — City (OMH/MRS/OAS)

Professional Services Contract, General Provisions, Section 14.7,
“Provider understands and agrees that no individual who is limited in
his or her English language proficiency shall be denied access to
Services ... on the basis of that limitation.”

Provider shall comply with all provisions of Title VI of Civil Rights Act
of 1964 and Presidential Executive Order No. 12250.

Language Access Review City of Philadelphia



Department of Behavioral Health &
Mental Retardation Services

Contract Provisions for People with Limited English
Proficiency — Community Behavioral Health

The Health Choices contract specifies that “If 5% or more of the MA recipients ...
within the county speak a language other than English as a first language, the
BH-MCO [CBH] must make available in that language all information that is
disseminated to English speaking Members.”

“The Primary Contractor must have policies and procedures for ensuring
language assistance services for people who have limited proficiency in
English.”

CBH makes every effort to connect members with limited English proficiency
with a clinician who is able to communicate effectively in their primary language.

If no "primary language" clinician is available, then a professional interpreter will
be utilized to facilitate effective communication during treatment.

Language Access Review City of Philadelphia



Interpretation Services

Department of Behavioral Health & Mental Retardation Services

Unduplicated Percent of
People Served Number Sum Dollars

Albanian 8 52 $15,266 6.2%0
Amharic 1 1 $137 0.1%
Arabic 7 60 $8,312 3.3%
Cambodian 8 22 $4,865 2.0%
Cantonese 5 15 $2,014 0.8%
Czech 1 1 $156 0.1%
French 2 2 $306 0.1%
Fuzhou 1 2 $317 0.1%
Haitian Creole 1 1 $120 0.0%
Korean 2 8 $1,171 0.5%
Mandarin 1 5 $948 0.4%
Polish 1 1 $210 0.1%
Portuguese 1 11 $2,688 1.1%
Pushto 1 5 $736 0.3%
Romanian 1 2 $288 0.1%0
Russian 9 45 $9,533 3.8%
Spanish 140 521 $172,184 69.4%
Tagalog 1 1 $500 0.2%
Ukrainian 1 2 $898 0.4%
Viethamese 29 125 $27,507 11.1%
Total 220 882 $248,156

August 2007 - July 2008
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City of Philadelphia



Consumer’s Primary Language Spoken at Home
Department of Behavioral Health & Mental Retardation Services

Philadelphia Mental Retardation Senices

Primary Primary

Consumer's Language Consumer's Language

Primary |Spoken in Primary Spoken in

Language Language Home Language Language Home
Albanian 1 - Korean 2 1
Arabic 5 8 Laotian Lao 1 1
Bengali 1 1 |Lithuanian 1 1
Cambodian 6 9 Malayalam India 1 1
Chinese Cantonese 4 4 Other 13 13
Chinese Mandarin 2 2 Pashto Pushtu - 1
Creole Haiti Fr 3 2 Polish - 2
English 4,482 4,805 Romanian - 1
Filipino 1 1 |Russian 5 9
Greek - 1 Sign 8 4
Guijarati India 2 1 |Spanish 208 274
Hebrew 1 Ukrainian 1 -
Hindi India 2 5 'Urdu - 2
Ibo 1 2 Vietnamese 6 11
Italian - 1 Not Reported 5,810 5,404
TOTAL 10,567 10,567

Source: Home and Community Senices
Information System

Language Access Review City of Philadelphia



Staff Language Fluency

Department of Behavioral Health & Mental Retardation Services

Language H
Spanish 21
French 3
German 2
Hindi 2
Malayalam (Kerala, India) 2
Manderin 2
Mende (Sierra Leone) 2
Russian 2
Turkish 2
Amharic (Ethiopian) 1
Calabrese i
Hebrew i
Ibo (Eastern Nigeria) 1
Italian i
Khmer (Cambodian) a1
Pampango ( Philippine dialect) 1
Tagalog (Philippine National Language) 1
Twi/Fante (Ghana) 1
Ukrainian i
—

Unduplicated Total (some staff speak

more than 1 language) 422

Language Access Review City of Philadelphia



PHILADELPHIA POLICE DEPARTMENT
LIMITED ENGLISH PROFICIENCY PROGRAM

POLICE DEPARTMENT HISTORY

PROGRAM INITIATED IN 2005

TO DATE, 18 CLASSES HAVE BEEN COMPLETED

201 AUTHORIZED INTERPRETERS HAVE BEEN TRAINED

NEXT CLASS TO BEGIN OCTOBER 06, 2008

Language Access Review City of Philadelphia



LIMITED ENGLISH PROFICIENCY PROGRAM
PHILADELPHIA POLICE DEPARTMENT

CURRENT IN HOUSE CAPACITY

RADIO ROOM
28 RADIO ROOM PERSONNEL INTERPRET IN
9 LANGUAGES

OPERATIONS PERSONNEL

173 SWORN PERSONNEL INTERPRET IN
20 LANGUAGES

Language Access Review City of Philadelphia



LIMITED ENGLISH PROFICIENCY PROGRAM
PHILADELPHIA POLICE DEPARTMENT

PUBLIC NOTIFICATION

EACH DISTRICT DISPLAYS LEP POSTER

22 COMMONLY USED FORMS TRANSLATED INTO SEVEN
ADDITIONAL LANGUAGES

EACH OFFICER CARRIES A LANGUAGE IDENTIFICATION CARD

PPD WEBSITE TRANSLATES INTO ALL LANGUAGES
(SEE NEXT SLIDE)

Language Access Review City of Philadelphia



LIMITED ENGLISH PROFICIENCY PROGRAM
PHILADELPHIA POLICE DEPARTMENT
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LIMITED ENGLISH PROFICIENCY PROGRAM
PHILADELPHIA POLICE DEPARTMENT

PUBLIC NOTIFICATION — CON'T

« P/Os ACCESS LANGUAGE LINE FOR COMPLAINANTS
THROUGH POLICE RADIO

 BI-LINGUAL STAFF ASSIGNMENTS MADE WITH
COMMUNITY LANGUAGE NEEDS IN MIND

« COMPLAINANTS MAY LODGE COMPLAINTS ABOUT
LANGUAGE ACCESS THROUGH NORMAL COMPLAINT
METHODS (COMPLAINT FORM TRANSLATED)

Language Access Review City of Philadelphia



LIMITED ENGLISH PROFICIENCY PROGRAM
PHILADELPHIA POLICE DEPARTMENT

TRAINING
POLICY DIRECTIVE ISSUED 12-9-05
RECRUIT CURRICULUM INCLUDES LEP TRAINING

LEP TRAINING INCORPORATED INTO ANNUAL
IN - SERVICE TRAINING IN 2006

CONTINUOUS INTERPRETATION CLASSES FOR VOLUNTEERS

BI-ANNUAL RECERTIFICATION WRITTEN INTO
PROGRAM BUT NOT YET BEGUN

Language Access Review City of Philadelphia



LANGUAGE LINE HISTORY
PHILADELPHIA POLICE DEPARTMENT
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LANGUAGE LINE INFORMATION FY ‘08
PHILADELPHIA POLICE DEPARTMENT

975 TOTAL CALLS INTERPRETING IN 31 LANGUAGES

TOP FIVE LANGUAGES UTILIZING LANGUAGE LINE

LANGUAGE
SPANISH
MANDARIN
RUSSIAN
VIETNAMESE
CANTONESE
OTHERS (26)

#CALLS % TOTAL CALLS
344 35.2%
210 21.5%
88 9.0%
70 7.1%
57 5.8%
206 21.4%
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LIMITED ENGLISH PROFICIENCY PROGRAM
PHILADELPHIA POLICE DEPARTMENT

NEXT STEPS

WORK TOWARDS BI-ANNUAL RECERTIFICATIONS

WORK WITH I.T. STAFF TO DISCUSS PLACING POLICE
FORMS ON —LINE

(THIS DISCUSSION WILL INCLUDE TRANSLATED
FORMS AS WELL)
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Department of Recreation
Limited English Proficiency

e Steering Committee

e Literature

*Training

e Language Access

Language Access Review City of Philadelphia



Steering Committee
Department of Recreation

New Committee being formed.

(former members no longer with department)

*Representatives from all divisions, including after
school and older adult programs.

« Committee will begin meeting in October.
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Literature
Department of Recreation

eLanguage Posters initially distributed In
2004-05.

- Posters and brochures have been translated
Into Spanish and distributed to facilities.

- Research being conducted to update and

distribute new translation materials. Funding
source as yet to be determined.
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Language Access
Department of Recreation

eSurvey in-progress to determine bi-lingual recreation
department staff

e Survey In progress to determine what type of
language translation is needed at facilities throughout
the city

*Results will be tabulated and will be available
October 15t

Language Access Review City of Philadelphia



Moving Forward
Department of Recreation

«Steering Committee will meet to recommend the
type of staff training to be provided and determine
funding sources

« Using survey results, have posters and brochures
translated into needed languages

Measure how often translation services are utilized
and develop an evaluation process for effectiveness

Language Access Review City of Philadelphia



Philadelphia Prison System

Top 3 Languages Interpreted via Language Line

Polish
2% (4 Calls)

Russian
4% (6 Calls)

Total Number of
Calls in FY 08 - 164
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Philadelphia Prison System
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Philadelphia Prison System

The Prison assigns Spanish speaking bilingual
officers in the receiving rooms and lobbies to
facilitate the majority of non English speaking
Inmates and visitors

The other languages are serviced through the
Language Line

Language Access Review City of Philadelphia



Philadelphia Prison System

Inmates arriving in the
Receiving Rooms
identify their language
with the assistance of
these placards

20 languages are
represented

Language Access Review City of Philadelphia



Philadelphia Prison System

Inmate Handbook

e Given to inmates upon arrival

* Rules, Regulations, and Services
* English and Spanish Versions

* Presently being revised

Inmate Grievance Policy

e Posted on Housing Areas and
Social Service Offices

Language Access Review City of Philadelphia



Language Access Review

“Lessons Learned”/Next Steps
e Language line use is increasing across departments

 Ambitious plans were developed — follow-through &
Implementation has varied

*Departments need to get obtain feedback on access
from LEP community and better understand demand

*Need to better utilize bi-lingual staff for interpr etation
needs

« Managing Director’s Office will work with agencies to
develop/revise achievable language access plans

Language Access Review City of Philadelphia



