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of five speak 
limited or no 
English. Without 
language access, 
thousands of our 
residents would 
be excluded 
from accessing 
critical public 
services, and 

from contributing to the local economy. 
Language access is vital to our city. It not 
only promotes wellbeing and inclusion for 
all our residents, but more importantly, it 
is an economic strategy for attracting and 
retaining a global workforce and business 
community that is known to fuel local 
economic development and growth.

Tasked with stewarding this exciting 
citywide inclusion effort for the District, I 
am committed to building on DC’s growing 
role as a national model for language 
access implementation, and the tangible 
infrastructural improvements achieved 
over the last 10 years.  As we continue 
to celebrate these achievements, we 
must remain vigilant to close compliance 
gaps and prioritize the development of 
innovative and transformative approaches 
by providing linguistically and culturally 
accessible services.  I look forward to 
continue working with agencies, Language 
Access Coordinators, community partners, 
and LEP/NEP communities to translate the 
Language Access Act from a set of legal 
requirements to day-to-day practices 
that can create an inclusive and effective 
service delivery culture throughout our 
government. 

This has been a truly incredible and 
dynamic year for Language Access in 
the District: The 10-year anniversary 
of the DC Language Access Act of 
2004 was celebrated through spirited 
citywide events, regulations guiding the 
implementation of the Language Access 
Act were updated for the first time in six 
years, a walkthrough protocol for public 
official visits in linguistically diverse 
neighborhoods was adopted, and DC 
joined jurisdictions around the country 
in working towards greater access and 
inclusion for immigrant communities. 

It is therefore with great excitement that 
I present to you the Office of Human 
Rights’ (OHR) “Language Access in the 
District: 2014 Annual Compliance Review” 
and invite you to read about our collective 
achievements as a city.  This report 
includes individual compliance scorecards 
for 33 District agencies identified as 
major public contact entities, and policy 
recommendations combining input from 
limited and non-English proficient (LEP/
NEP) communities, agency frontline staff, 
advocates, and consultative entities on 
strategic priorities for deepening language 
access in the years ahead.   

The District continues to be a popular 
destination for a growing and increasingly 
diverse foreign-born population, and 
remains one of the most linguistically 
diverse cities in the nation.   More than 
15.6 percent of people in the District 
speak a language other than English at 
home, and 26,400 residents - five percent 
of the District population – over the age 

Winta Teferi, Director 
Language Access Program 
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Our team is comprised of the Language Access Program Director, Program 
Specialist, Language Access Fellows, as well as a rotating internship program 
attracting skilled multilingual students and young professionals who are 
passionate about advancing the work of the program.

Introducing the Team

Winta Teferi | Director

With over 10 years of combined experience in organization development consulting, program 
management and multicultural community building, Winta has worked in both government 
and non-profit arenas on issues of access, inclusion and civic engagement. Before joining 
OHR, Winta worked as a Program Analyst for the Mayor’s Office on African Affairs, and as 
Program Director of IMPACT Silver Spring. She holds a M.A. in Organization Development 
from American University and a B.A. in Economics from the University of Maryland. She is 
fluent in Amharic and French.

Gretta Rivero | Program Specialist

Gretta is the primary technical assistance provider to District agencies and community 
partners, cultivating strong relationships and ensuring that all program stakeholders obtain 
up-to-date language access resources,  information and support.  Gretta brings strong 
project management and community outreach experience. A DC native, she earned her B.A. 
in Liberal Arts with an emphasis on visual arts at American University and studied French 
civilization and fine arts at the Sorbonne University of Paris. With roots in Venezuela, Gretta 
is fluent in Spanish and French.

Elsa B. Teklehymonot | Fellow

Elsa has contributed immensely to advancing the program’s compliance monitoring and 
quality assurance efforts during her year-long fellowship at OHR. Born and raised in Ethiopia, 
Elsa studied in Uganda and Ireland where she earned two M.A. degrees, one in gender 
studies and economics and another in development studies. Elsa brings over seven years of 
experience on issues of gender equality, access and economic empowerment. She is fluent 
in Amharic and Tigrigna.

Silvia Torres-Simonetti | Fellow 

An attorney with experience in Family Law in Venezuela, and a Spanish and French translator 
certified by the American Translators Association (ATA), Silvia brings her legal background 
and strong language skills to OHR’s Language Access team. Silvia conducts outreach in the 
Latino community, educates LEP/NEP residents on their rights, assists with investigation 
of Language Access discrimination complaints, and reviews and translates agency’s vital 
documents into Spanish and French. 

Ivory Chen | Research and Data Analysis Intern

Originally from China, Ivory brings strong research and analytical skills, as well as a 
passion for ensuring access for Asian immigrant communities. She recently earned an 
M.A. in sociolinguistics and linguistic anthropology from the University of Chicago, and 
holds a B.A. in translation and interpretation from the Beijing Foreign Studies University. 
She is fluent in Chinese and Taiwanese. 
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About Language Access

Enforcement
Individuals who believe their rights have 
been violated under the law may file a 
language access complaint with OHR. 
Once docketed cases are investigated, the 
OHR Director in consultation with the LA 
Director issues written findings and works 
with agencies found in non-compliance to 
identify and monitor systemic corrective 
actions.

Technical Assistance
The program serves as a citywide point of 
contact for all covered entities on issues 
related to Language Access. The team 
responds to daily inquires from agencies 
who seek guidance and resources; 
routinely trains covered entities’ staff 
on compliance requirements and 
cultural competency; and provides 
targeted support to major public contact 
entities by working with their Language 
Access Coordinators and Teams via 
quarterly meetings and individualized 
consultations.

Community Engagement
The LA Program works closely with the DC 
Language Access Coalition, the Mayor’s 
ethnic constituency offices, and diverse 
immigrant-serving community-based 
partners to ensure LEP/NEP communities 
are aware of their rights under the law. 
The program goes out in the community 
delivering “Know Your Rights” trainings, 
giving LEP/NEP residents an opportunity 
to learn about their rights and share their 
experiences on accessing government 
services. 

Compliance Monitoring
The program fulfills this function by 
ensuring each major public contact agency 
identifies an attainable two-year plan that 
guides individual agency accountability 
to the Act, and by reviewing the agency’s 
progress on this plan on a quarterly basis. 
Thirty-three major public contact agencies 
currently have biannual plans. Agency 
Language Access Coordinators report to 
and meet with the program quarterly to 
monitor progress and quality of services 
delivered to LEP/NEP customers.

The Language Access (LA) Program organizes its work into four areas. The program provides 
support and accountability for covered entities to ensure that they meet their obligations 
under the Language Access Act and guarantee equal access for all District residents. 

Our primary focus 
is to ensure equity 

of service to 
individuals despite 
English language 

proficiency.

Introducing the Team
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Complaints Received in FY14

Outcome of Cases Docketed      
in FY14

FY14 Complaints by Agency

Reasons for Non-ComplianceNon-Compliance Findings             
by Agency 

FY14 Docketed Cases by Agency

OHR’s Language Access Program is responsible for investigating complaints from the public about individual or systemic 
language access violations by covered entities in the District. The LA team’s first step when receiving a complaint is 
to work with agencies to ensure that the LEP/NEP customer receives the immediate services they are qualified to 
receive, whether or not a formal complaint is docketed. For complaints docketed, the case is investigated over a 
90 - 120 day period, followed by a final decision and monitoring of corrective actions that address non-compliance 
findings.  In FY14, OHR received seven informal complaints and requests that were resolved outside the investigation 
process, and 17 complaints of which nine were docketed for full investigation.  Out of the six non-compliance findings 
issued in FY14, three were against the Department of Human Services, two against Metropolitan Police Department 
and one against the Department of Motor Vehicles. One complaint against MPD is currently under investigation, and 
two complaints (DC Board of Elections & DC Taxicab Commission) were withdrawn by the complainant. 

Enforcement

17
Total Docketed Cases: 9             
Total Dismissed Cases: 8

Reasons for Dismissals               

Lack of jurisdiction (4); unable to 
contact complainant and insufficient 
information (2); and failure to state a 

claim (2). 

9

Non- 
compliance

Finding Withdrawl Under 
Investigation

6

2

1

Dept. of Human Services: 3

Metropolitan Police Dept.: 2

Dept. of Motor Vehicles: 1

Dept. of Human Services: 3

Metropolitan Police Dept.: 3

Dept. of Motor Vehicles: 1

DC Board of Elections: 1

DC Taxicab Commission: 1

Translation Interpretation Both
1

4

1

Dept. of Motor Vehicles: 3

Metropolitan Police Dept.: 3

Dept. of Human Services: 3

DC Taxicab Commission: 1

DC Housing Authority: 1

DC Board of Elections: 1

Agencies outside jurisdiction: 4

Unspecified: 1

Agencies were found in 
non-compliance for failure to translate 

documents, provide interpretation,     
or both.
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VOICES FROM THE FRONTLINES:
EMPLOYEE FEEDBACK FROM LANGUAGE ACCESS & 

CULTURAL COMPETENCY TRAININGS 

TOP 3 CHALLENGES OF SERVING LEP/NEP CUSTOMERS:
BUILDING TRUST 

OVERCOMING CULTURAL DIFFERENCES
OVERCOMING STEREOTYPIC EXPECTATIONS OF LEP/NEP CUSTOMERS AND GOVERNMENT EMPLOYEES

TOP 3 BENEFITS OF LIVING AND WORKING IN A MULTILINGUAL SOCIETY:
EXPOSURE TO THE WORLD AND AN OPPORTUNITY TO LEARN FROM OTHER CULTURES

FOOD, ART, AND MUSIC
DIVERSE PERSPECTIVES AND CULTURAL ASSETS

TOP 3 RECOMMENDATIONS FOR BETTER SUPPORTING FRONTLINE STAFF:
OPPORTUNITY TO LEARN LANGUAGES

ONGOING TRAINING AND CULTURAL LEARNING OPPORTUNITIES
 SUPPORT IN OUTREACH AND RELATIONSHIP BUILDING WITH DIVERSE LEP/NEP COMMUNITIES 

OHR’s Language Access Program provides technical 
assistance to 33 agencies with major public contact 
and all covered entities to ensure they serve 
and meet the needs of limited and non-English 
proficient customers. The LA program kicked off 
FY14 by identifying Language Access Coordinators’ 
needs and priorities, and sustained support 
for agencies throughout the year by providing 
one-on-one consultations, training over 1441 agency 
staff on compliance requirements and cultural 
competency, and hosting six bimonthly meetings 
addressing specific compliance topics. Additionally, 
the program worked closely with Language Access 
Coordinators on special projects such as planning 
and implementing citywide events, developing 
FY15/16 Biennial Language Access Plans (BLAPs), and 
adopting a new digital planning and reporting tool.   

Technical Assistance

1441
DC  government employees and contractors participated in OHR’s 

61 Language Access & Cultural Competency trainings in FY14.

“WE ARE TASKED WITH BRIDGING 
THE ACCESS GAP TO ENSURE BETTER 
PUBLIC SERVICES FOR INDIVIDUALS 
WHO ARE DECENT, CARING  AND 
HARDWORKING, BUT MAY HAVE 
DIFFICULTIES COMMUNICATING IN THE 
ENGLISH LANGUAGE. AT LANGUAGE 
ACCESS COORDINATOR MEETINGS I FEEL 
INSPIRED AND WELL-PREPARED TO CARRY 
OUT THAT IMPORTANT TASK.”
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Community Engagement

FY14 COMMUNITY ENGAGEMENT
500 LEP/NEP residents received information on language access rights • 411 LEP/NEP 

residents participated in “Know Your Rights” trainings • 150 participated in “DC Speaks Your 
Language” forum • 71 community leaders and teachers trained to be volunteer language access 

ambassadors and liaisons

26* 
immigrant-serving outreach 

partners provided vital access 
to their diverse networks and 

constituents

7 

**

key ethnic media outreach 
partners

23
unique languages were 

identified within LA Program’s 
network of bilingual 

volunteers

7945 “I SPEAK” CARDS DISSEMINATED

in six different languages

The LA team works closely with the DC Language Access Coalition, the Mayor’s ethnic constituency offices, and 
diverse immigrant-serving community-based partners to ensure stakeholders and LEP/NEP communities are 
aware of their rights. In FY14, OHR successfully reached over 1000 diverse LEP/NEP residents through its “Know 
Your Rights” trainings and door-to-door outreach leading up to the “DC Speaks Your Language” forum.

* AmeriHealth DC • Ayuda • BRIYA PubIic Charter School • Carlos Rosario Public Charter School • Central American Resource Center (CARECEN) • Chinatown 
Service Center • Chinese Community Cultural Center • Community Preservation and Development Corporation • DC Schools Project • Equal Rights Center 
• Ethiopian Community Center • Ethiopian Community Services Center • Georgetown Human Rights Institute • HEP B Initiative of Washington, DC • HIPS 
• Korean American Grocers Association • Korean Cultural Center • Many Languages One Voice • Mekane Selam St. Urael Ethiopian Orthodox Tewahedo 
Church • Omega Gospel Mission Church • Oromo Community Organization • Our Lady Queen of the Americas Church • Shrine of the Sacred Heart Church • 
Terrific Inc. Asian & Pacific Islander Senior Center • The DC Hunger Project • The Social Tea House • Washington English Learning School 

** El Zol Radio Station • La Mera  • Washington Hispanic • Ethiopiawinet Radio • Addis Dimts Radio • New Tang Dynasty Television • The Korea Daily

FY14 Language Access Annual Compliance Review
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As required by the Act, the LA Program led a BLAP review process for all 33 
major public contact entities on their FY15–FY16 plans. Draft plans identified 
compliance gaps and laid out specific action steps the agency will take over 
the course of the coming two years to fully meet the requirements of the Act. 
With input from Language Access consultative agencies and the DC Language 
Access Coalition, the LA program reviewed the drafts and provided detailed 
feedback for agencies to incorporate into their final plans.  Once finalized 
and approved by the LA Director, agency BLAPs for FY15-16 will be published 
in the DC register.

At the end of each fiscal year, the Language Access Program conducts 
Language Access compliance assessments for each agency with major public 
contact as a key component of the program’s annual report. Each agency 
with major public contact is provided with individual scorecards determining 
their performance scale for the fiscal year, including narratives on agency 
strength, weaknesses and the way forward. See page 18 for the compliance 
rating methodology for FY14, followed by individual scorecards for all 33 
major public contact agencies.   

Compliance Monitoring
OHR’s Language Access Program is tasked with ensuring that covered entities – all District government agencies, 
programs, contractors and vendors – meet their legal obligations under the Language Access Act. Section 2(3)(A) of 
the Act establishes specific planning and reporting requirements for covered entities with major public contact, which 
are defined as agencies whose primary responsibility consists of meeting, contracting, and dealing with the public. In 
FY14, the LA program provided targeted monitoring and guidance to 33 agencies with major public contact, working 
closely with Language Access Coordinators and Teams within these agencies to plan, implement and evaluate the 
provision of language support to LEP/NEP customers.  

Compliance Requirements for Covered Entities:Planning & Reporting 
Requirements for Major 
Public Contact Agencies: 

Biennial Language Access Plans 
(BLAP): 

Each major public contact agency is 
required to develop a two-year plan 
containing detailed and tangible 
action steps unique to the agency that 
will be pursued over a two year period 
to meet data collection, translation, 
interpretation, training, and outreach 
requirements of the Act. 

Quarterly Reporting: 

Each major public contact agency is 
required to submit quarterly progress 
reports to OHR containing data on 
LEP/NEP constituents encountered 
and language services provided 
to serve them. These reports also 
provide updates on translated vital 
documents, trainings and outreach 
activities conducted, and complaints 
received by the agency within each 
quarter.  

LEP/NEP Outreach: 

Agencies are required to conduct 
outreach to LEP/NEP communities to 
disseminate information about the 
services and language assistance they 
offer. 

•  Collect data on language(s) spoken by the population served or encountered, 
or likely to be served or encountered, by the covered entity;

•  Provide oral language services to LEP/NEP individuals who seek to access or 
participate in the services, programs, or activities offered by the covered entity;

•  Provide and use translated vital documents when language encounters cross 
the three percent or 500 customer threshold; and

•  Train agency staff on their legal obligations and resources available to them for 
serving LEP/NEP customers.
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FY14 Highlights
As part of the District’s ongoing efforts to ensure equal access for 
all District residents, OHR worked with agencies and community 
partners on a number of citywide projects and strategic efforts 
to address persistent gaps and move the District closer to full 
compliance. 

New Language Access Regulations

Newly amended regulations governing the DC Language Access Act of 2004 were 
finalized and formally published in September 2014. Updated for the first time 
in six years, these regulations offer detailed guidance on the implementation 
of the Act, and enhance the District’s ability to meet the language needs of its 
LEP/NEP populations. The changes designate five new agencies as major public 
contact entities and task them with identifying an LA Coordinator, and with 
submitting periodic plans and reports for compliance under the law. Amendments 
to the regulations also specify new requirements for all covered entities such 
as assigning a Language  Access Point of Contact for the agency, and reporting 
agency’s encounters with LEP/NEP customers on an annual basis. Other key 
changes include modifications to the administrative process for tracking and 
investigating complaints received by OHR. 

Website Accessibility Project
Over 30 agencies now provide a description of their programs and services on their 
website in Amharic, Chinese, French, Korean, Spanish and Vietnamese. As of the 
official launch of this project in April 2014, a “Language Support” section had been 
added to District agency websites that links LEP/NEP users to agency services, and 
other in-language vital documents translated by the agency. The next phase of 
the Citywide Website Accessibility Project will include efforts to expand to other 
languages, and centralize all of the agency’s existing translated vital documents to 
ensure they reach their intended audience and can be accessed with ease by both 
LEP/NEP customers and agency staff.
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District-wide Walkthrough Planning Protocol
The first ever citywide neighborhood walkthrough protocol was developed 
in October 2014 to provide planning tips and guidance for public official 
visits in linguistically diverse neighborhoods. The development of this 
protocol was the result of unique government-community collaboration 
in which senior staff from multiple District agencies including OHR, DOH, 
ABRA, DCRA, the Mayor’s Community and Constituency Affairs Offices 

met with the DC Language Access Coalition. The goal of the protocol is to guarantee that language assistance 
is provided at all times - whether in emergency or planned circumstances - whenever public officials conduct 
walkthroughs in linguistically diverse neighborhoods. 

Quality Review Project
OHR initiated this project in 2014 as part of an ongoing effort to institute 
a comprehensive quality assurance mechanism for securing quality 
translation and interpretation services. The LA program convened a quality 
review panel of 12 qualified bilingual reviewers to assess the quality of  
Amharic, Chinese, French, Korean, Spanish and Vietnamese translations 
from over 14 agencies. Initial findings show more than 95 percent of the
translations, on average, achieved a passing rating for their quality; with a relatively higher incidence of poor 
quality reported for African (Amharic) and Asian (Chinese, Korean, Vietnamese) translations. Quality concerns 
such as word-by-word translation, the usage of wrong terms and incorrect meanings continue to exist. The LA 
team will use findings from this review to work with OCP vendors, LA coordinators, and consultative partners 
to address these concerns and refine citywide quality assurance strategies. 

In an effort to streamline planning and reporting requirements associated 
with the implementation of the Language Access Act for major public 
contact agencies and all covered entities, the Language Access Program 
has embarked on a technology project to digitize LA compliance monitoring. 
OHR is currently developing a new tool for reporting and tracking which, 
once launched, will allow agencies to enter their Biennial Language Access 

Plans (BLAP), quarterly reports, encounters with LEP/NEP populations, and language services electronically. 
This application is designed to create an efficient system for agencies, stakeholders, and OHR to track each 
agency’s progress, and access comprehensive data on encounters with LEP/NEP customers.

Electronic Monitoring
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 “It was simply a dream – the way everything was planned out from the signage to the 
meals to the seating – and the opportunity for true community input and engagement 
across linguistic lines .”

In celebration of the Language Access Act’s ten year anniversary, OHR’s Language Access Program 
partnered with agencies and stakeholders to host citywide events throughout FY14. OHR commissioned 
an Urban Institute report and held a panel to analyze demographic trends and successes and challenges 
in  implementing the Language Access Act. “DC Speaks Your Language,” a multilingual community 
dialogue and resource fair, was held in June where over 150 diverse limited and non-English proficient 
residents made recommendations for strengthening Language Access in the District. In addition to these 
celebrations, the District became a ‘Welcoming City’ in 2014 and joined a network of cities across the 
U.S. that share practices and policies for creating welcoming environments for immigrants that maximize 
opportunities for economic growth.

Ten years ago, the District pledged its support to the fast-growing immigrant community 
by unanimously passing the DC Language Access Act, which aims to ensure all residents 
have equal access to government services regardless of English language proficiency.

150 LEP/NEP residents offer their recommendations for improving Language Access in roundtable discussions conducted 
simultaneously in nine different languages.  

-Sapna Pandya, Executive Director, Many Languages One Voice
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“DC Speaks Your Language”: Modeling Multilingual Community Engagement

During roundtable discussions facilitated in nine different languages, LEP/NEP 
community members shared their personal stories, identified the barriers they 
encounter as non-English speakers, and provided recommendations directly to 
over 20 District government agency directors and representatives who came to 
hear from them. Community members were also accompanied by interpreters 
and language ambassadors as they received dental check-ups, applied for 
economic benefits, and received information on education, housing, job 
training, English as a Second Language (ESL) classes and more. OHR thanks 
the multi-stakeholder planning team comprised of agency representatives and 
community-based organizations, as well as the 52 bilingual volunteers who 
provided their linguistic skills at this event. OHR will use feedback from the 
forum to inform citywide priorities and advise agencies on best practices for 
strengthening linguistically and culturally competent service delivery.

13

Report Recommendations

•  Continuing to improve data 
collection and analysis

•  Recognizing bilingual skills in 
agency recruitment and retention

•  Improving the quality and 
accessibility of services 

•  Considering further investments 
in the program

•  Examining enforcement 
possibilities

District a “Welcoming City”
The District joined the Welcoming 
Cities Initiative, building on the 
city’s growing reputation as an 
attractive gateway city. As a member, 
the District will learn from national 
best practices on inclusion and help 
inform other jurisdictions on how 
to strengthen their own language 
access work. “Washington, DC is a 
national leader in implementing 
a language access policy that 
helps all residents become fully 
participating community members,” 
said David Lubell, Executive Director 
of Welcoming America.

10 Years of Access Report
OHR commissioned the Urban 
Institute for its “10 Years of 
Language Access in Washington, 
DC” report, which reflects on ten 
years of implementation and 
makes recommendations on how 
to further improve government 
services for those  who are limited 
and non-English proficient. The 
report also analyzed demographic 
and linguistic trends regarding 
immigrants in DC. The report 
is available online at ohr.
dc.gov/10years/report. 
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of DC population growth attributed to 
the foreign-born population since 2007

residents in the District are         
foreign-born

eighty-five percent
of LEP/NEP individuals in DC are foreign-born

14.4% of District residents 
are foreign-born (2013)

Foreign-born population 
doubled since 1970s

1/3

92,819 

By the Numbers:
LEP/NEP & Foreign-Born 
Residents in the District*

1 in 20

44%
Latin America

18%
Europe

District residents over 
age five are LEP/NEP

Spanish is the most commonly spoken 
language among LEP/NEP people              

in the District

District foreign-born places of birth by region:

19%
Asia

16%
Africa

2%
Northern America

1%
Oceania

*Statistics are based on the 2012 American Community Survey (ACS) data provided by the DC Office of Planning’s Data 
Center, and drawn from the Urban Institute’s recent report on Language Access Implementation in the District. 

1

2

3

5

4

The four most common languages spoken among        
LEP/NEP people in the District are: 

1. Spanish (60.8%)

2. Amharic (9.8%)

3. French (4.9%)

4. Chinese (3.1%)

5. Other (21.4%)



FY14 Language Access Annual Compliance Review 15

Percent English proficient by language used at home:

LEP/NEP people live in all eight 
wards but are concentrated in 

wards one and four

people in the District over the 
age of five are LEP/NEP

40 percent
of LEP/NEP residents in DC are US citizens

10%
of young children 
(ages 3 - 4) in the 
District live with 
LEP/NEP parents

26,400

of LEP/NEP households are 
linguistically isolated**

25%
of LEP/NEP population in the District    

originally came from El Salvador

49%
of LEP/NEP people in 

DC are male

51%
of LEP/NEP people in 

DC are female

2/3

61%
Spanish

51%
Amharic/Ethiopian

83%
French

85%
German

64%
Chinese

68%
All Languages

** The US Census Bureau defines a linguistically isolated household as one in which no one 14 years old and over is 
English proficient.

eighty-four percent  
of LEP/NEP population in DC are working age adults (18-64)



FY14 Language Access Annual Compliance Review16



FY14 Language Access Annual Compliance Review 17

Methodology,
Findings & 

Recommendations
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Based on the method applied in FY13, the LA Program took the key requirements 
above, divided these into three categories (preparedness, accessibility and quality) 
and created 12 – 14 measures of performance by which agencies are assessed.

Preparedness measures actions taken and resources developed to prepare for 
interactions with LEP/NEP individuals, including but not limited to training, data 
collection and the performance of the Language Access Coordinator. 

Accessibility captures the services or information an agency delivers or produces 
including, but not limited to, interpretation services, translation of vital documents 
and outreach.

Quality measures whether or not LEP/NEP customers received adequate language 
assistance or were turned away. This is evaluated based on complaints filed 
against the agency, field testing results and trends observed by OHR.

About the Scorecards: 
Language access compliance 
reviews were completed for 33 
District government agencies in  
FY14. Each score is meant to measure 
an agency’s overall compliance. 
A narrative is also provided to 
explain areas of improvement, gaps 
in compliance, and recommended 
priorities for FY15.

Agencies are provided with the 
number of compliance requirements 
met in FY14 based on their 
preparedness to assist LEP/NEP 
communities, agency accessibility 
and quality of service. Agencies 
where field tests were conducted 
are scored out of 14 requirements, 
while agencies without field tests 
are scored out of 12 requirements. 
The total agency score and total 
possible scores are available at the 
bottom of the compliance details 
report on page 62.

Field testing results are based 
on in-person or telephone-based 
interactions with the agency, where 
undisclosed testers speaking in 
a non-English language assess 
the quality of service. Testing is 
concentrated towards agencies 
with high frequency of contact, and 
therefore not all agencies received 
field tests in FY14. 

Compliance Rating Methodology
The requirements mandated in the Language Access Act of 2004 and corresponding regulations fall into seven key 
areas for agencies with major public contact.  All major public contact agencies  are required to fulfill the following 
requirements to provide full access and participation in public services, programs, and activities for individuals in 
the District of Columbia with limited or no-English proficiency.

Compliance Requirements for Agencies:

Covered entities defined as “any District agency, department, or program that furnishes information 
or renders services, programs or activities directly to the public or contracts with other entities, either 
directly or indirectly, to conduct programs, services or activities. The term “covered entity” shall not 
include Advisory Neighborhood Commissions.

(1)  Data is collected on primary languages spoken;

(2)  Interpretation services are provided;

(3)  Vital documents are translated and used in the provision of services when language 
encounters cross the 3 percent or 500 customer threshold; and

(4)  Personnel in public contact positions are trained on how to serve these customers.

Major public contact agencies must also:

(5)  Complete a biennial language access plan;

(6)  Designate a Language Access Coordinator; and

(7)  Hold public meetings and conduct outreach to LEP/NEP communities.
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OHR measures agency compliance in terms of preparedness, accessibility and quality of services by assigning a 
one point weight to each of the measurement statements below identified by an “x” and counted if affirmative. 
Data sources used to assess whether or not the agency met the compliance requirements included: FY13-14 BLAPs; 
FY14 Quarterly Reports; BLAP review notes; communication with LA Program (bimonthly meeting with Language 
Access Coordinator, report submission and requests for information); progress review on the status of FY13 LA 
program recommendations; input from community advocates; informal complaints captured from the public during 
community outreach;  inquires about possible violations; docketed complaints; and determinations issued by OHR.

PREPAREDNESS
(1) The agency provided data on FY14 encounters.

(2) The method for collecting data was comprehensive and reliable.

(3) The agency trained staff.

(4) The agency communicated effectively with the LA Program throughout FY14.

ACCESSIBILITY

(5) The agency managed and is meeting requests for interpretation and/or translation 
services.

(6) Vital documents were translated and/or updated in FY14.

(7) The languages that vital documents were translated into in FY14 reflect the needs of LEP/
NEP populations served at the agency.

(8) Significant outreach efforts to LEP/NEP communties were conducted in FY14.

(9) Translated vital documents are accessible on the agency website.

QUALITY

(10) OHR did not observe recurring problems or a trend in the nature of formal and/or informal 
complaints filed against the agency.

(11) There were no instances in which the agency was found in non-compliance in FY14 (i.e. via 
formal complaints or audits).

(12) 
There were no instances in which testers were turned away during field tests (i.e. agency 
employee hung up on the tester or told them they are unable to assist them.)

NOTE: MEASURE OMITTED FOR AGENCIES THAT DID NOT RECEIVE FIELD TESTS

(13) 
There were no instances in which testers accessed employee or interpretation but did not 
receive the requested information or services.

NOTE: MEASURE OMITTED FOR AGENCIES THAT DID NOT RECEIVE FIELD TESTS

(14) OHR has observed significant improvement, rather than a decline, in Language Access 
implementation in FY 14.



Summary of Findings
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The LA Program assessed 33 District agencies on FY14 efforts to implement and fulfill the 
requirements of the Language Access Act. 

PREPAREDNESS
23 agencies reported more than one method for 
tracking LEP/NEP customers. However, agencies 
tend to rely heavily on Language Line usage 
reports as their primary source of data; with the 
exception of few agencies, such as DOC, DHS, 
and OUC who track encounters electronically 

through their customer management system.

18 agencies reported providing OHR-led  
training to public contact and/or senior 
staff on Language Access compliance 
requirements and cultural competency. 
A few agencies reported providing either 
in-house and/or online training, while 
others reported plans to provide training 

in FY15.

PREPAREDNESS

Only 40 percent of field tests conducted 
over the phone at agencies with extensive 
LEP/NEP contact provided the requested 
service or adequate language assistance. 

QUALITY
QUALITY

Nine complaints were filed against agencies 
alleging a violation of the Language Access Act 
of 2004 in FY14: 6 were found in non-compliance, 
2 were withdrawn by complainant, and 1 is under 

investigation.

ACCESSIBILITY
30 agencies reported participating in at least one 
community outreach activity. Some agencies 
hosted targeted outreach events in LEP/NEP 
communities or implemented topic-specific 
campaigns to raise awareness of a particular 

service or project in an LEP/NEP community. 

ACCESSIBILITY
Almost all major public contact agencies 
translated at least one vital document and 
a total of 1638 documents were collectively 

translated by agencies in FY14.

More than 67 percent of field tests 
conducted in-person at eight 
agencies with extensive LEP/NEP 
contact provided the requested 
service or adequate language 

assistance. 

QUALITY



Overall Compliance 
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Progress Update on FY13 
Recommendations

6
agencies – CFSA, DCPL, DCHR, OPC, OUC, and 
OZ – received perfect compliance scores for 
successful implementation of the Language 

Access Act in FY14. 

15
agencies – ABRA, DCHA, DCPS, DCRA, DDS, 
DOES, DOH, DHCD, DMV, DSLBD, MPD, OCP, 
OP, OSSE, and OTA – complied with more 

than half of the requirements, but failed to 
satisfy two or more requirements.

4
agencies – DCLB, DHS, FEMS, and OTR – met 
only half or less compliance requirements 
and will require substantial efforts in FY15 
to effectively meet the needs of LEP/NEP 

customers.  

FY13 Recommendation: Continue Prioritizing Translation & Website Accessibility

FY14 Update: Twenty-seven of the 33 agencies translated at least one document 
and contributed towards the 1638 total vital documents collectively translated by 
agencies in FY14. While this is an encouraging achievement, persistent challenges 
remain in: a) ensuring translation efforts reflect the needs of agency’s service 
population, b) addressing access gaps to basic forms and notices, c) getting 
translated documents to the intended audiences or agency staff, and d) improving 
website accessibility to LEP/NEP users.  

FY13 Recommendation: Increase Citywide Recruitment & Hiring of Bilingual Staff

FY14 Update: Major public contact agencies reported a total of 750 bilingual and/
or multilingual staff in FY14 who speak Spanish (569), Amharic (54), French (41), 
Chinese (20), Vietnamese (15) and over 40 other different languages.  A handful 
of agencies - such as MPD, CFSA, DHS and DPR - made visible efforts to attract 
bilingual staff by leaning on Mayor’s ethnic constituency offices and community 
partners for access to diverse networks. These same agencies took steps to 
advertise positions explicitly expressing preference for bilingual skills. The LA 
Program will continue providing technical assistance to agencies who have 
requested guidance particularly in attracting bilingual staff who speak emerging 
Asian and African languages. 

FY13 Recommendation: Institutionalize Team-based Model for Shared Accountability

FY14 Update: Over 30 agencies have successfully identified and put in place 
Language Access Teams per OHR recommendations. While LA teams at 18 agencies 
– including CFSA, DBH, DOC, OA and DPR – share responsibilities and reported 
meeting as a team at least once in FY14, full and ongoing engagement of team 
members remains a challenge for Language Access Coordinators who often have 
minimal support and leverage in stewarding language access compliance in their 
agencies. 

8
agencies – DPR, DPW, DDOE, DDOT, HSEMA, 
OA, DBH, and DOC – met most compliance 

requirements, except for one or two 
compliance areas that still require attention 

from the agencies. 

Below are brief updates on recommendations presented in OHR’s FY13 
report for citywide improvement in language access compliance.
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Collecting comprehensive and reliable data on LEP/NEP encounters is the cornerstone of the Language Access Act. 
Without determining who they are serving or are likely to serve, agencies compromise their own flexibility to prioritize 
the appropriate language assistance needed to accommodate their service population. While some agencies are 
gradually putting solid systems in place to collect reliable data, many interactions between agencies and LEP/NEP 
individuals go unrecorded – particularly encounters with locally-funded service providers and grantees, language 
assistance provided by bilingual staff, and field encounters with LEP/NEP individuals and businesses. Based on 
these findings, OHR recommends the following strategies for addressing this compliance gap in FY15: 

District government has undergone remarkable transformation over the last decade in serving non-English speaking 
customers. As is clear from the 71,139 language line calls made by agencies in FY14, the use of real-time phone-based 
interpretation services is now embedded into every day practice for frontline employees. While this is a great step, 
agencies can do more to heighten cultural awareness of staff, influence how they view clients from culturally and 
linguistically diverse populations, and reinforce agency-wide commitment to providing equitable and quality services 
to LEP/NEP customers. OHR recommends the following strategies for improving service delivery culture in FY15: 

1. Towards a Culture of Quality & Culturally Competent Customer Service

2. Understanding Needs Through Quality Data Collection   

OHR Recommendations for FY15 - FY16

•  Expand training opportunities so front-line staff can connect with diverse communities outside of the service 
delivery context, and reflect openly on the challenges and benefits of serving a diverse population. 

•  Create welcoming physical spaces that send a hospitable message to everyone walking in to receive services, and 
displaying culturally and linguistically targeted signage to visually orient LEP/NEP customers on the process ahead 
and availability of language assistance.   

•  Hire bilingual staff in centers where LEP/NEP customers are commonly encountered, and leverage the cultural and 
linguistic skills of bilingual staff to train all employees.   

•    Expand Language Access Coordinators’ authority and resources to monitor data collection practices throughout the 
agency’s public contact activities and departments, and to institute reasonable internal reporting requirements.  

•  Ensure the Language Access Coordinator role, and/or membership in the agency’s Language Access Team, is 
assigned to individuals who are already involved in customer service-related activities and can influence agency’s 
business process. 

•  Convening and training all grantees and contractors carrying out direct services on their legal obligation to a) 
document all contact with LEP/NEP customers; b) report this data to the covered entity on a quarterly basis; and 
c) certify in writing that these requirements will be satisfied. 
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Translation of vital documents continues to be a significant challenge for most agencies. In the absence of reliable 
data on their LEP/NEP encounters, agencies primarily revert to translating vital documents into Spanish only, and 
when resources allow, additional languages that may not mirror the needs of their customers. OHR reminds agencies 
that combining data on LEP/NEP encounters with an assessment of emerging LEP/NEP communities will be required 
to properly identify languages encountered or likely to be encountered by the agency. OHR recommends the following 
action steps for using resources more strategically as agencies work to improve access to written translations for LEP/
NEP customers: 

3. Improving Accessibility 

• Agencies should take full advantage 
of the Biannual Language Access 
Planning process to get input from 
OHR’s Language Access team, the 
Mayor’s ethnic constituency offices, 
and the DC Language Access Coalition.

• Ensure all translated documents are 
organized online by language so 
LEP/NEP customers and agency staff 
can easily access them. Publicizing 
‘language support’ pages will create 
a trusted destination for LEP/NEP 
customers to connect with the agency 
in their language.

• Ensure all vital documents include 
multilingual tag lines instructing LEP/
NEP customers to call for language 
support guarantees that documents 
not translated are still accessible 
to all audiences. This is a temporary 
measure agencies can easily 
implement by including tag lines in the 
agency’s top ten encountered/likely to 
be encountered languages. 



The Language Access Act names the Mayor’s Offices on African Affairs (OAA), Asian and Pacific Islander Af-
fairs (OAPIA), and Latino Affairs (OLA) as consultative agencies, and the DC Language Access Coalition (LA 
Coalition) as an external stakeholder mandated to advise and assist OHR in the implementation of the Act.  
To the right are recommendations from these partners on priorities agencies should act on to improve ac-
cess and quality of service provided to LEP/NEP individuals living, working, and conducting business in DC. 
Recommendations reflect the needs and experiences unique to each consultative agency’s constituency, 
as well as those generated by the 40 plus diverse member organizations represented by the LA Coalition. 
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Top priorities amongst all stakeholders include 
hiring of more bilingual staff at agencies as well 
as increased cultural competency training for 
existing staff. 

Stakeholder Recommendations

Consultative Partners’ Recommendation 

On June 21, 2014, OHR’s Language Access Program hosted “DC Government Speaks Your Language,” a 
citywide dialogue on language access and multilingual resource fair to celebrate the ten-year anniversary 
of the Language Access Act of 2004. Over 50 diverse LEP/NEP residents speaking nine different languages 
discussed their experiences and provided the following recommendations for improving access for LEP/NEP 

• Ensure the District’s diverse LEP/NEP residents are aware of their right to language assistance by 
using ethnic media and community-based organizations to increase public awareness.

• Provide in-language prompts for all District agencies’ automated telephone services to facilitate 
navigation and access for LEP/NEP callers. 

• Hire linguistically and culturally diverse DC government staff who can provide customer service 
that is culturally competent, sensitive and respectful to LEP/NEP communities.

LEP/NEP Resident Recommendations



Office on African Affairs (OAA)           
•  Improve access to services and programs 

for African communities by partnering 
with community-based organizations 
to provide linguistically and culturally 
targeted outreach to Amharic, French, 
Arabic and Tigrigna-speaking LEP/NEP 
residents. 

•  Improve website accessibility to LEP/NEP 
users by including Language Preference 
menus on agency homepages leading 
to translated documents, content and 
notifications for all languages.

Office on Asian and                    
Pacific Islander Affairs (OAPIA)

•  Improve quality of translated documents 
in the Asian languages. Recurring issues 
include: mistranslation of words; words 
left untranslated; literal translations; and 
misused nouns and grammar.

•  Market and publicize interpretation 
services as “Free and Fast” services to 
motivate participation.   

•  Improve data collection on population and 
services available to the AAPI population. 

Office on Latino Affairs (OLA)
• Provide all frontline employees with more 

Language Access trainings and resources. 

•  Prioritize new translations for legally binding 
forms, notices requiring an immediate 
response, and general resource guides.

•  Translate and post multilingual signage.

• Promote available services and resources 
through more multilingual outreach.

DC Language Access Coalition
•  Provide recurring training for frontline staff 

and management on language access 
responsibilities and accessing resources.

•  Ensure accurate data collection and 
distribution on both currently served and 
likely to be served LEP/NEP groups.

•  Create a more linguistically inclusive 
environment within DCPS by assigning full 
time language coordinators at each school. 

FY14 Language Access Annual Compliance Review 25FY14 Language Access Annual Compliance Review



FY14 Language Access Annual Compliance Review26



FY14 Language Access Annual Compliance Review 27

FY14 Agency
Compliance Scorecards
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accessibility

quality

preparedness

The Alcoholic Beverage Regulation Administration (ABRA) reports that in 
FY14 it encountered a total of 33 LEP/NEP customers (primarily Spanish, 
Korean, and Amharic-speakers) based on data collected from sign-in sheets 
and language line usage reports. Given the ethnic and linguistic diversity 
of the District’s hospitality and restaurant business community, LEP/
NEP licensees are highly likely to interface with this agency for licensing, 
inspections, and other services.  OHR strongly recommends that ABRA 
take immediate steps to implement a comprehensive system for tracking 
interactions with LEP/NEP customers at outreach events, inspections, and 
hearings for a more accurate picture of agency’s encounters.  

OHR credits ABRA for delivering nine multilingual workshops and trainings 
in FY14. However the lack of multilingual forms, notices, and instructions 
presents an ongoing barrier to access for LEP/NEP customers.  OHR urges 
ABRA to prioritize key vital documents – such as the License Application 
Forms and Instructions - to be translated into top encountered, or likely 
to be encountered languages, and take swift action to ensure that these 
translations are available in both electronic and paper formats. Additionally, 
the agency should partner with the Mayor’s ethnic constituency offices, and 
other immigrant serving organizations to more intentionally engage LEP/
NEP communities and significantly increase contact with this population 
throughout FY15. 

FY14 Top Languages Encountered: 
Spanish, Amharic, Korean, Mandarin, Turkish, Cantonese

FY13 Score
8/12

FY14 Encounters
33

3/3
ABRA was not tested in FY14, and no 

complaints were filed against the agency in 
FY14.

2/5
ABRA conducted outreach to diverse 
audiences, but lack of translated vital 

documents continues to compromise agency’s 
accessibility to LEP/NEP customers. 

3/4
ABRA showed improvements by training staff 

and working proactively on planning and 
reporting requirements. Lack of comprehensive 

system for data collection remains a glaring 
gap in agency’s preparedness.

8/12
overall compliance

score

Alcoholic Beverage Regulation Administration
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quality

preparedness

OHR applauds the Child and Family Services Agency (CFSA) for its ongoing 
efforts to fully meet the compliance requirements of the Language Access 
Act and take proactive steps to facilitate meaningful access and inclusion 
of LEP/NEP residents. In FY14, the agency worked closely with the Language 
Access Program to successfully meet planning and reporting requirements. 

CFSA translated 27 vital documents - including notification letters, 
investigation summaries, and assessment evaluations - into Spanish, five 
documents into Amharic, two documents into Korean and French, and one 
into Amharic, French, Vietnamese, Chinese, and Korean. OHR encourages 
the agency to continue pursuing translation of prioritized documents in 
other languages and to further improve accessibility of its website to LEP/
NEP customers by centralizing links to non-confidential documents and 
resources on the ‘language support’ webpage for each language.

CFSA’s fourth quarter report highlights 20 community events the agency 
participated in to engage diverse LEP/NEP groups. Two of these events 
specifically targeted Spanish, Amharic and French speaking LEP/NEP 
residents. OHR commends CFSA for its proactive efforts to partner 
with ethnic constituency offices to reach and serve diverse LEP/NEP 
communities.    

Child and Family Services Agency

FY13 Score
11/12

FY14 Encounters
1008

FY14 Top Languages Encountered: 
Spanish, Amharic, Haitian Creole, Vietnamese, Chinese, 

Farsi, Mandarin, French, Burmese, and Tigrinya

3/3
In FY14, no field testing was conducted at 

CFSA and no complaints were filed against the 
agency.  

5/5
CFSA translated a total of 35 vital documents 

in FY14. Agency can improve its accessibility by 
making translated vital documents available 

on its website. 

accessibility

4/4
CFSA is well prepared to serve LEP/NEP 
clients and regularly trains public contact 
staff. Agency should continue to refine 
data collection strategies to better track 
encounters with LEP/NEP customers.  

12/12
overall compliance

score
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accessibility

preparedness

DC Housing Authority

OHR recognizes the DC Housing Authority (DCHA) for installing telephones 
with dual headsets in two of its busiest customer service centers serving 
LEP/NEP customers. This investment will facilitate effective use of 
telephonic interpretation by frontline staff and improve customer service. 

Based on FY14 testing results indicating that one out of five telephone 
testers was turned away for not speaking English, OHR advises the agency 
to consistently train public contact staff and cultivate agency’s internal 
commitment to providing quality customer service and meaningful access 
to LEP/NEP customers.  As recommended previously in agency’s FY13 
scorecard, DCHA is encouraged to also train frontline staff on how to 
consistently and accurately track encounters with LEP/NEP customers in 
accordance with the Act. OHR looks forward to supporting the agency in 
implementing a rigorous FY15 plan for agency-wide trainings.

A section of the agency’s website is available in Spanish with direct access 
to online application updates and other relevant information. For other 
languages that meet the legally required threshold, OHR advises the 
agency to provide a link to translated and uploaded vital documents on 
the ‘language support’ page for each language.

FY14 Encounters: 1,454     FY13 Score: 11/14

FY14 Top Languages Encountered: 
Spanish, Vietnamese, Amharic, Chinese, Korean, French, 

Swahili, Bengali, Thai, and Arabic

Telephone Tests
4 out of 5 telephone tests provided 
the requested service, information 

or appropriate resources.

In-Person Tests
No in-person tests were 

conducted at DCHA.

2/5
One out of five telephone testers were turned 
away in FY14. Agency needs to improve quality 

of service to LEP/NEP customers. 

5/5
DCHA’s website is accessible in Spanish 
and includes online updates on housing 

applications. Agency should ensure 
translations in other languages are also 

available online. 

quality

3/4
Agency successfully implemented electronic 

data collection on LEP/NEP encounters during 
FY13-14 BLAP period. Training of public contact 
staff remains a major preparedness priority.  

10/14
overall compliance

score
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accessibility

quality

DC Lottery and Charitable Games Control Board

2/3
Though no complaints have been filed against 

the agency, DCLB needs to make significant 
strides to improve services to LEP/NEP 

customers and retailers. 

2/5
While agency conducts outreach to reach LEP/
NEP communities, the lack of translated vital 
documents presents a significant barrier to 

access. 

1/4
Without a reliable data collection strategy, and 
no efforts to train staff in FY14, the agency is 
not adequately prepared to provide language 

assistance to LEP/NEP customers. 

preparedness
FY14 Top Languages Encountered: 

Korean, Amharic, Hindi, Tigrinya, Punjabi, Chinese, 
Spanish, Urdu, Tagalog, Panis, and Yoruba

As a major public contact agency providing critical services, the DC Lottery 
and Charitable Games Control Board (DCLB) needs to take proactive steps 
to address ongoing compliance gaps and fulfill training, accessibility, 
reporting, and planning requirements of the Language Access Act. 

In FY14, DCLB reported 487 LEP/NEP encounters solely on the basis of 
language line reports and retailers who identified a non-English language 
as their primary spoken language. OHR recommends the inclusion of 
other methods, such as the creation of new sign-in sheets and the 
implementation of an electronic tracking system, to ensure data on LEP/
NEP encounters is documented. Data collection is a critical preparedness 
measure which will allow DCLB to understand the linguistic needs of its 
retailers and customers, and set guidelines for its translation efforts.

With only one document translated into Korean and none translated in the 
past two fiscal years, the translation of vital documents presents a critical 
gap in DCLB’s accessibility. OHR strongly recommends DCLB prioritize the 
translation of the agency’s core services and programs in top encountered 
languages, and review all documents to create a translation plan for FY15.  
In addition to translating documents, OHR encourages enhancing the 
accessibility of translated documents by uploading them to the agency 
website and providing a link on the ‘language support’ pages.

FY13 Score
5/12

FY14 Encounters
487

5/12
overall compliance

score
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accessibility

quality

FY13 Score
12/12

FY14 Encounters
38,142

FY14 Top Languages Encountered: 
Spanish, Chinese, Amharic, French, Russian, Vietnamese, 

Italian, Portuguese, Korean, and Arabic

3/3
No cases were filed against the agency in FY14. 

Agency was also not tested. 

5/5
Availability of translated documents allows 

LEP/NEP residents to access agency’s services 
and information in person and on the agency 

website.

4/4
Agency has a comprehensive data collection 

mechanism and sufficiently trains public 
contact staff.

preparedness

12/12
overall compliance

score

OHR applauds DC Publicy Library (DCPL) for its exceptional efforts to fully 
meet the requirements of the Language Access Act and take proactive 
steps to facilitate meaningful access and inclusion of LEP/NEP residents. 
DCPL worked closely with the Language Access Program on planning and 
reporting requirements, and successfully brought on a full-time Language 
Access Coordinator tasked with supporting the agency’s compliance.

DCPL’s comprehensive mechanism for data collection and reporting on 
LEP/NEP encounters relies primarily on Library Card Application forms and 
Language Line usage reports to identify the top non-English languages 
encountered by the agency. OHR acknowledges DCPL’s exemplary 
commitment to understanding the linguistic needs of its customer base, 
which allows the agency to target translations accordingly, and work to 
make its programs and services accessible to LEP/NEP residents.  

OHR also commends DCPL’s consistent commitment to Language Access 
trainings and FY14 efforts to train 49 employees and all new hires on 
Language Access compliance and cultural competency. 

OHR encourages DCPL to continue efforts to engage the District’s 
increasingly diverse LEP/NEP population by ensuring that information on 
DCPL’s events and activities are routinely translated and widely circulated. 

DC Public Library
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quality

preparedness FY14 Encounters: 8,868     FY13 Score: 10/14

FY14 Top Languages Encountered: 
Spanish, Amharic, Chinese, French, Vietnamese, Russian, 

Arabic, Tagalog, Bengali, and Igbo

OHR credits DC Public Schools (DCPS) for FY14 results of the in-person field 
tests, which show all 23 in-person tests at eight DCPS schools were provided 
adequate language assistance and received requested information and 
resources. However, field tests conducted over the phone indicated that in 
roughly 60 percent of calls made by testers, callers were not provided with 
language assistance or information - i.e. calls were hung-up, and testers 
were told they couldn’t be assisted.  

OHR reiterates FY13 recommendations and urges DCPS to take immediate 
steps to implement a phased plan for training central office staff and school 
personnel on language access requirements. English Language Learners 
comprise one of the fastest-growing groups in the country, and schools 
are increasingly linguistically diverse, so DCPS cannot afford another year 
without training personnel and administrative staff on the legal obligation 
to provide language assistance to students and parents.  

OHR stresses that DCPS should accelerate language access compliance 
efforts in FY15 and equally prioritize: a) adoption of an internal language 
access policy; b) designation of Language Access Points of Contacts in 
schools that have a large English Language Learner student population; 
and c) centralizing all translated vital documents on its website.   

Telephone Tests
Only 7 out of 17 telephone tests 
provided the requested service, 

information or appropriate 
resources.

In-Person Tests
All 23 in-person field tests 

provided the requested service, 
information or appropriate 

resources.

3/5
No complaints were filed against DCPS in FY14. 
7 out of 17 telephone testers were turned away 

during tests. 

4/5
Agency has translated 59 vital documents in 
FY13/14; however the DCPS Parent Handbook 

remains the only translated document 
currently accessible on the agency’s website.

accessibility

3/4
Agency collects comprehensive data on LEP/

NEP encounters. Adoption of a language access 
policy and agency-wide training remain top 

preparedness priorities for DCPS.

10/14
overall compliance

score

DC Public Schools
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accessibility

quality

preparedness

OHR recognizes and supports the Department of Behavioral Health (DBH) 
for its FY14 efforts to improve LEP/NEP data collection. It successfully 
incorporated a language preference drop-down menu into its customer 
tracking system as an additional mechanism for tracking encounters 
with LEP/NEP customers. Agency’s quarterly reports to OHR also provide 
data on Language Line and live interpretation use by grantees and public 
service organizations who provide services on behalf of DBH. These steps 
ensure comprehensive tracking of LEP/NEP encounters, and allow DBH to 
be better prepared to serve multilingual customers in their language.

In FY14, DBH translated nine documents - including a set of consent 
forms and agency helpline cards recommended for translation in the FY13 
scorecard - into languages reflecting the needs of the LEP/NEP population. 
OHR acknowledges DBH’s ongoing translation efforts and recommends it 
enhance document accessibility by centralizing them on its website and by 
providing a link on the ‘language support’ pages for each language. 

OHR commends the great efforts made by the agency to fulfill requirements 
of the Language Access Act and work diligently to improve quality of 
services to LEP/NEP customers. OHR encourages DBH to provide training 
to frontline staff in FY15 to increase cultural competency and Language 
Access awareness within the agency. 

FY13 Score
10/12

FY14 Encounters
9,336

FY14 Top Languages Encountered: 
Spanish, Amharic, Vietnamese, Creole, Chinese, Korean, 

Mandarin, and Urdu

3/3
No complaints have been filed against DBH in 
FY14. Agency has shown improvements in its 

implementation of LA.

4/5
Translated vital documents reflect LEP/NEP 

customers’ needs. More efforts are needed to 
improve accessibility of translated documents 

online.

3/4
Reliable mechanism for data collection was 

implemented. With agency-wide training 
of staff, DBH will be well-positioned to 

successfully meet the needs of its LEP/NEP 
customers. 

10/12
overall compliance

score

Department of Behavioral Health



FY14 Language Access Annual Compliance Review 35

accessibility

quality

preparedness

OHR notes the strong score the Department of Consumer and Regulatory 
Affairs (DCRA) received on in-person field tests conducted in its service 
centers in FY14. However, only 40 percent of telephone tests resulted in 
testers receiving the service or information they requested, while in 60 
percent of the tests, the agency employees hung-up on testers and/or 
told them they were unable to help. In light of these results, OHR urges 
DCRA to take proactive steps to monitor the quality and accessibility 
of customer service provided to LEP/NEP callers over the phone, and 
prioritize agency-wide training in FY15 to ensure all public contact staff are 
aware of and equipped to fulfill their legal obligation to provide language 
assistance.  

In FY13 DCRA reported translation of 24 vital documents into the top 
six languages. OHR recommends the agency upload already translated 
documents and resources on its website by centralizing links on the 
‘language support’ page for each language. 

In addition, as OHR indicated in the agency’s FY13 compliance review, DCRA 
needs to assess and refine its data collection mechanism and tracking of 
LEP/NEP customers; for instance ensuring encounters with professional 
interpreters, bilingual personnel, and other frontline staff are tracked via 
the main agency customer tracking system.

FY14 Encounters: 623     FY13 Score: 11/14

FY14 Top Languages Encountered: 
Amharic, Vietnamese, Spanish, French, Mandarin, 

Portuguese, Urdu, Korean, and Haitian

Telephone Tests
Only 6 out of 15 telephone tests 
provided the requested service, 

information or appropriate 
resources.

In-Person Tests
13 out of 14 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

3/5
No complaints were filed against agency in 

FY14. Four (4) telephone testers were turned 
away during tests.

4/5
Agency conducts outreach to LEP/NEP 

communities. However very few translated 
vital documents are available on DCRA’s 

website.

3/4
DCRA currently relies on Language Line usage 
reports as its main source for reporting LEP/
NEP encounters. Agency needs to refine data 

collection mechanism.  

10/14
overall compliance

score

Department of Consumer and Regulatory Affairs
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Department of Corrections

OHR commends the Department of Corrections (DOC) for its efforts in FY14 
to meet the requirements of the Language Access Act, and for successfully 
implementing a team-based model to achieve these outcomes. OHR also 
credits the agency for translating 12 vital documents into Spanish in FY14, 
and for making them accessible under a dedicated tab on the agency’s 
website for information and documents in Spanish.  OHR recognizes these 
efforts to ensure accessibility to Spanish-speaking LEP/NEP customers, 
and encourages DOC to make similar efforts to translate and centralize 
vital documents in other top languages encountered by the agency.  

DOC reports 351 encounters with LEP/NEP customers mainly captured 
through JACCS, DOC’s case management system, which documents inmate 
information during intake. OHR advises DOC to enhance data collection 
strategies to ensure encounters with LEP/NEP customers and inmates are 
well documented. Including additional data points - such as the language 
line usage reports and self-reported language information on sign-in 
sheets - will ensure that agency is aware of, and can adequately respond 
to the full scope of interactions with LEP/NEP customers and inmates. 

In FY15, OHR recommends DOC partner with the Language Access Program 
to provide agency-wide training on language access compliance. 

FY13 Score
11/12

FY14 Encounters
351

FY14 Top Languages Encountered: 
Spanish, Amharic, French, Arabic, Italian, Korean, 

Portuguese, Bengali, Russian, and Turkish

3/3
No field tests were conducted at DOC, and no 
complaints were filed against the agency in 

FY14.  

5/5
OHR credits DOC for online availability of 
vital documents in Spanish, and agency’s 

outreach efforts in FY14. DOC needs to improve 
agency’s accessibility in other top languages 

encountered by the agency.   

3/4
DOC should take steps to enhance data 

collection mechanism and provide 
agency-wide language access compliance 

trainings to ensure DOC is fully prepared to 
serve LEP/NEP customers and inmates. 

11/12
overall compliance

score
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OHR acknowledges proactive steps the Department on Disability Services 
(DDS) has taken since FY13 to enhance the agency’s linguistic and cultural 
competency: hiring bilingual staff now poised to provide in-person 
interpretation to LEP/NEP customers; assigning a dedicated bilingual 
staff to its intake office; training public contact staff on language access 
compliance and cultural competency; and instituting a form for bilingual 
staff to capture interactions with LEP/NEP individuals.  

In FY14, DDS translated 28 vital documents - toolkits, intake forms, 
brochures, and reference cards - into Spanish. OHR notes the agency’s 
investment, and recommends translation of these vital documents into 
all top encountered languages. Translated vital documents should also be 
made available online on the ‘language support’ page for each language. 

As OHR indicated in the agency’s FY13 compliance review, DDS should 
assess and refine its data collection mechanism and tracking of LEP/
NEP customers. DDS reported 410 less encounters in FY14 compared to 
FY13. Although DDS explains a growing reliance on bilingual staff reduced 
language line usage, the encounters reported from bilingual staff tallies 
do not compensate entirely for the sharp decrease overall encounters. 
OHR encourages DDS to adopt an efficient system for collecting data from 
bilingual staff, and for ensuring all LEP/NEP customers are tracked.  

FY14 Top Languages Encountered: 
Spanish, Amharic, Vietnamese, Mandarin, French, 

Portuguese, Korean, Arabic, Karen, and Hindi

FY13 Score
8/14

FY14 Encounters
512

2/3
No field tests were conducted at DDS, and no 
complaints were filed against the agency in 

FY14. 

3/5
Translating vital documents into languages 
beyond Spanish, and making translations 
available online would improve agency’s 

overall accessibility. 

4/4
DDS staff is well prepared to serve LEP/NEP 
customers. Agency should continue refining 
mechanisms for collecting and centralizing 

data on LEP/NEP encounters. 

9/12
overall compliance

score

Department on Disability Services
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accessibility

quality

preparedness FY14 Encounters: 13,271    FY13 Score: 11/14

FY14 Top Languages Encountered: 
Spanish, Amharic, Chinese, Korean, Vietnamese, 

Portuguese, French, Tigrinya, Arabic, and Japanese

OHR commends DOES for the perfect score received on in-person field 
tests that were conducted in its Office of Wage and Hour, Office of Worker’s 
Compensation, and three of its American Job Centers. However, telephone 
test results indicated that in more than 40 percent of tests LEP/NEP 
customers did not receive the requested service or information (agency 
employees hung-up on testers and/or told them they are unable to help). 
In light of these results, OHR recommends DOES closely monitor language 
support gaps for LEP/NEP customers over the phone, and train all frontline 
staff on language access compliance requirements.  

In FY14, DOES completed Spanish translation of two vital documents (the ‘DC 
Minimum Wage’ poster and ‘Accrued Sick and Save Leave Act’ documents) 
which were disseminated to over 30,000 businesses in the District. 
Given DOES’s frequent encounters with diverse LEP/NEP customers who 
speak other languages besides Spanish, it is imperative that the agency 
secure resources to replicate translation and outreach efforts with other 
languages that meet the legally-mandated threshold. 

Telephone Tests
 8 out of 14 telephone tests 

provided the requested service, 
information or appropriate 

resources.

In-Person Tests
All of the 12 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

3/5
Telephone field test results indicate agency 
should improve in providing assistance via 

phone.

3/5
OHR urges DOES to translate vital documents 

into frequently encountered languages 
other than Spanish and ensure the District’s 
linguistically diverse job seekers, businesses, 

and residents can access critical services.

3/4
OHR urges DOES to better prepare for serving 
LEP/NEP customers by instituting a reliable 
system for tracking LEP/NEP customers and 

encounters, and by providing language access 
and cultural competency training for all staff.

9/14
overall compliance

score

Department of Employment Services



FY14 Language Access Annual Compliance Review 39

accessibility

quality

preparedness FY14 Encounters: 15,337     FY13 Score: 8/14

FY14 Top Languages Encountered: 
Amharic, Spanish, French, Chinese, Cantonese, Korean, 

Tigrinya, Portuguese, Urdu, and Swahili

Telephone Tests
Only 1 out of 13 telephone tests 
provided the requested service, 

information or appropriate 
resources.

In-Person Tests
8 out of 12 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

OHR recognizes improvements in FY14 in-person field testing results 
(compared to FY13 results) indicating tested DOH service provider sites 
(i.e. Community Connections, Vital Records Division, Whitman Walker 
Clinic, etc.) offered adequate language assistance. However, more than 
92 percent of the telephone tests conducted at these sites indicate LEP/
NEP customers were systematically denied access, and were not provided 
the requested services and/or information. OHR advises DOH to take 
immediate steps to train all of its service providers on language access 
compliance and closely monitor the quality of customer service provided 
to LEP/NEP customers over the phone.  

As DOH-funded service providers are a vital point of entry for thousands 
of LEP/NEP customers who interface with the agency every year, DOH must 
place significant focus on ensuring that its providers fully comply with 
the Language Access Act by capturing data on encounters with LEP/NEP 
customers, training all public contact staff, translating vital documents, 
and routinely reporting their progress back to DOH. OHR reiterates 
recommendations made in FY13 for the agency to improve overall reporting, 
and provide OHR with comprehensive and disaggregated data.

2/5
No complaints were filed against DOH in FY14. 

However field testing results point to real 
concerns in the quality of service provided 
to LEP/NEP customers, particularly over the 

phone. 

3/5
While DOH took steps to translate a number of 

vital documents in FY14, agency should take 
steps to centralize these documents on its 
website and track translation efforts by its 

grantees and providers. 

3/4
DOH can be better prepared to serve LEP/NEP 

customers by streamlining data collection, 
reporting comprehensive data to OHR, and 
taking immediate action to train all agency 

and service provider staff on language access. 

8/14
overall compliance

score

Department of Health
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OHR applauds the Department of Housing and Community Development 
(DHCD) on FY14 field tests results indicating all but one tester were provided 
adequate language assistance and received the information requested in 
their language. Of the six telephone tests conducted at DHCD’s Housing 
Resource Center, one caller was unable to receive assistance because 
the employee hung up the call. OHR recommends DHCD closely monitor 
customer service provided to non-English speakers, and train frontline 
staff to reinforce equitable service for LEP/NEP customers.  

Given the agency’s targeted mission to revitalize underserved communities, 
and its existing partnership with immigrant-serving community-based 
grantees to deliver services, it is imperative comprehensive data collection 
and customer tracking be in place to ensure all LEP/NEP encounters are 
documented by DHCD and its grantees. OHR instructs the agency to 
prioritize streamlining data collection by a) systematically recording 
primary languages data during first encounters with LEP/NEP customers 
at all DHCD and grantee locations; b) including language access and data 
collection provisions in DHDC RFAs and grants; and c) requiring all bilingual 
staff at DHCD and grantee locations to tally language assistance provided.

OHR recommends DHCD take immediate steps to translate relevant vital 
documents that were slated for translation in agency’s FY13-14 BLAP. 

FY14 Encounters: 977    FY13 Score: 8/12

FY14 Top Languages Encountered: 
Spanish, French, Vietnamese, Amharic Chinese, and Korean

Telephone Tests
5 out of 6 telephone tests provided 
the requested service, information 

or appropriate resources.

In-Person Tests
All of the 5 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

3/5
No complaints were filed against DHCD in FY14. 
Field test results indicate the agency provided 

quality in-person service and acceptable 
telephone-based assistance to LEP/NEP 

customers. 

2/5
While DHCD conducts aggressive outreach, 

no vital documents have been translated by 
the agency since 2010. OHR urges immediate 

action to address this gap.  

3/4
Refining mechanism for collecting LEP/NEP 

encounters from DHCD and grantee locations 
would improve agency’s overall preparedness 

to serve its LEP/NEP customers.  

8/14
overall compliance

score

Department of Housing and Community Development
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FY13 Score
11/12

FY14 Encounters
36

3/3
No complaints were filed against DCHR in FY14. 

Steady improvement has been observed in 
language access implementation.

5/5
Translated vital documents reflected LEP/NEP 

clients’ needs and are easily accessible on 
agency’s website.

4/4
Agency trained all employees including new 
hires in FY14. All preparedness requirements 

were met in FY14.

12/12
overall compliance

score

FY14 Top Languages Encountered: 
Spanish, French, Korean, Turkish, and Tagalog

OHR applauds the Department of Human Resources (DCHR) for its ongoing 
efforts to fully meet the requirements of the Language Access Act. In FY14, 
DCHR worked with the Language Access Program to provide seven trainings 
on Language Access and Cultural Competency and ensured that all agency 
staff, including new hires, were trained. DCHR was equally proactive in 
meeting outreach requirements by participating in community events and 
by partnering with OHR in the planning and implementation of ‘DC Speaks 
Your Language’ LEP/NEP community forum in June 2014.  

DCHR reports minimal encounters with LEP/NEP customers, as the agency 
interacts primarily with District government employees and English-profi-
cient job seekers. Still, DCHR is working to ensure that appropriate signage 
and meaningful language support are available for LEP/NEP job seekers 
and residents who do call or visit the agency’s customer service and 
professional development center. 

OHR encourages DCHR to  continue supporting citywide language access 
implementation  in the coming fiscal year by facilitating citywide trainings 
on language access and cultural competency through its Center for 
Learning and Development, and by supporting agencies  in attracting and 
recruiting bilingual talent.

Department of Human Resources
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OHR credits the Department of Human Services (DHS) for slight improvements 
in service quality observed in FY14 field test results conducted at select 
service centers (Fort Davis, Anacostia, Taylor St., H St., and Childcare and 
Adult Protective Services). However, only 20 percent of telephone tests 
and 85 percent of in-person tests received adequate language assistance 
or requested services. In other tests, language assistance was denied as 
employees hung-up on the tester, or told testers they were unable to help. 

These results - along with the three FY14 public complaints for which DHS 
was found in non-compliance - point to systemic barriers preventing LEP/
NEP residents from accessing DHS services. As an agency tasked with 
providing protection and critical social services for our most vulnerable 
populations, these barriers have dire consequences for LEP/NEP families 
who are denied meaningful access. OHR once again urges DHS to take 
serious measures in FY15 to address persistent gaps in compliance.   

OHR acknowledges FY14 improvements made in public education and 
outreach, internal training of public contact staff, and translation of 16 
vital documents into Spanish. In FY15, the agency should translate vital 
documents into other languages meeting the legally mandated threshold, 
and ensure translated documents are accessible on the DHS website. 

FY14 Encounters: 17,333    FY13 Score: 7/14

FY14 Top Languages Encountered: 
Spanish, Amharic, Mandarin, Cantonese, French, 

Vietnamese, Arabic, Portuguese, Tigrinya, and Korean

Telephone Tests
Only 3 out of 14 telephone tests 
provided the requested service, 

information or appropriate 
resources.

In-Person Tests
15 out of 19 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

0/5
Three complaints were filed against DHS and 
agency was found in non-compliance in all 
cases. While field testing results improved, 

almost half of the tests were met with 
inadequate quality of service. 

3/5
DHS’ website is currently inaccessible to LEP/
NEP customers. Agency can mitigate this by 
uploading translated documents under its 

‘language support’ web pages.  

accessibility

4/4
DHS has a comprehensive system in place for 
identifying and tracking LEP/NEP encounters. 

Instituting rigorous language access and 
cultural competency trainings for all frontline 
staff is needed to strengthen preparedness. 

7/14
overall compliance

score

Department of Human Services
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Department of Motor Vehicles

OHR credits the Department of Motor Vehicles (DMV) for taking steps 
to better meet  requirements and for working closely with OHR to fulfill 
training, outreach, reporting, and planning requirements. 

DMV translated 13 of its most requested vital documents in FY14, including 
those related to the implementation of the Limited Purpose credentials. 
Nevertheless, OHR encourages DMV to further improve accessibility of 
its website to LEP/NEP customers by centralizing links to translated and 
already uploaded vital documents on the ‘language support’ pages.

During FY14, DMV did exceptional work in providing language access 
compliance trainings internally for over 200 public contact staff with some 
OHR-led cultural competency trainings. However, three field testers were 
turned away without language assistance and a complaint was filed against 
DMV for which the agency was found in non-compliance, so OHR urges 
DMV to issue clearer directives and offer additional training to front-line 
staff to boost its commitment to quality and inclusive customer service.

OHR recommends DMV take steps to ensure all service centers display 
effective multilingual signage to inform LEP/NEP customers about language 
assistance and orient them on the agency’s service delivery process. 

Telephone Tests
No telephone tests were 

conducted at DMV.

In-Person Tests
14 out of 18 in-person field tests 
provided service, information or 

appropriate resources.

FY14 Encounters: 4,025     FY13 Score: 9/14

FY14 Top Languages Encountered: 
Spanish, Amharic, Chinese, French, Arabic, German, 

Portuguese, Vietnamese, Italian, and Korean

1/5
One complaint was filed against the DMV and 

the agency was found in non-compliance. 
Testing results indicate quality of customer 
service remains an area of improvement for 

the agency. 

5/5
DMV has translated 13 of its vital documents 
into 6 languages and made them available on 

its website. Agency conducted outreach to 
LEP/NEP communities. 

4/4
DMV collects comprehensive data on 

encounters with LEP/NEP customers and 
trained all front-line staff on Language 

Access compliance requirements and Cultural 
Competency. 

10/14
overall compliance

score
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OHR credits the Department of Parks and Recreation (DPR) for proactive 
efforts in FY14 to engage LEP/NEP residents and to make the city’s parks 
and recreation centers more welcoming community spaces. The agency 
worked closely with the Language Access Program on the implementation 
of the ‘DC Speaks Your Language’ forum for LEP/NEP residents, and 
partnered with the Mayor’s ethnic constituency offices, and community 
partners to attract and hire bilingual employees. 

DPR reports 1638 LEP/NEP customers in FY14 and 1,942 customers who have 
indicated non-English language preferences in its automated registration 
system. This data is solely collected through program registrations, and does 
not account for LEP/NEP residents who visit individual sites and centers. 
DPR should take immediate steps to institutionalize a comprehensive data 
collection strategy for capturing all encounters - across its many parks, 
centers and programs – in a consistent and reliable manner.  

OHR credits DPR for training all DPR staff on language access for a second 
year in a row.  Given the increased LEP/NEP encounters reported in the 
last year, the agency needs to continue efforts to attract bilingual staff, 
cultivate real partnerships with diverse immigrant-serving organizations, 
and enhance its internal cultural and linguistic capacity to match the 
needs of an increasingly diverse LEP/NEP population. 

FY14Top Languages Encountered: 
Spanish, Amharic, French, Russian, German, Chinese, 

Italian, Vietnamese, Korean, and Farsi

FY13 Score
8/12

FY14 Encounters
1,638

3/3
No complaints were filed against the agency in 
FY14. No field tests were conducted this year.    

4/5
Agency shows progress in availability of 

translated documents. Expanding translations 
beyond Spanish to reflect top languages, and 
centralizing documents, would boost agency’s 

accessibility.   

3/4
Instituting a comprehensive and reliable data 
collection mechanism remains a top priority 

for DPR without which the agency will not 
be equipped to understand the needs of its 

service population.  

10/12
overall compliance

score

Department of Parks and Recreation
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quality

preparedness FY14 Top Languages Encountered: 
Spanish, Chinese, French, and Korean

FY13 Score
10/12

FY14 Encounters
239

In FY14, Department of Public Works (DPW) translated four vital documents 
(flyers and brochure) into Spanish and uploaded them to the agency 
website. OHR credits the agency for these efforts, and encourages DPW to 
submit a list of agency vital documents and pursue translation of prioritized 
documents into other languages that meet the legally mandated threshold. 
The agency can further improve the accessibility of its website to LEP/NEP 
customers by centralizing links to uploaded translated documents on the 
‘language support’ page for each language. 

DPW reports 239 encounters with LEP/NEP customers in FY14, which 
reflects a slight increase compared to the agency’s 157 encounters in 
FY13.  While quarterly reports submitted to OHR indicate that the agency 
is capturing data through a combination of methods, FY14 encounters 
appear to rely mainly on Language Line usage reports. OHR urges DPW to 
put mechanisms in place to collect data from multiple sources and ensure 
that reported encounters fully capture all contact the agency has with 
LEP/NEP individuals.  

In FY15, OHR encourages DPW to plan ahead and schedule language access 
trainings that accommodate employees who work non-traditional shifts, 
and ensure all front-line personnel receive training by the end of the fiscal 
year. 

2/3
No field tests were conducted at DPW in FY14, 

and no complaints were filed against the 
agency. 

5/5
DPW translated four vital documents into 
Spanish in FY 14. Agency should take steps 
to translate these same documents, and 
other prioritized vital documents into top 

encountered languages. 

3/4
DPW is adequately prepared to serve LEP/

NEP customers, but could be better equipped 
by broadening data sources and by training 
all public contact staff on language access 

compliance requirements.

10/12
overall compliance

score

Department of Public Works
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accessibility

quality

preparedness FY14 Encounters: 6    FY13 Score: 3/12

FY14 Top Languages Encountered: 
Spanish, French, and Korean

Telephone Tests
 2 out of 4 telephone tests 

provided the requested service, 
information or appropriate 

resources.

In-Person Tests
2 out of 4 in-person field tests 

provided the requested service, 
information or appropriate 

resources.

3/5
While no complaints were filed against the 
agency in FY15, field testing results indicate 

agency needs to significantly improve 
customer service for LEP/NEP customers. 

3/5
Translation of key vital documents and 
proactive outreach to LEP/NEP business 

owners are two critical steps DSLBD needs to 
take in FY15 to improve agency’s accessibility. 

2/4
Collecting data from grantees and training all 
DSLBD and grantee staff on language access 
compliance requirements would significantly 
improve agency’s preparedness to serve LEP/

NEP customers. 

8/14
overall compliance

score

OHR credits the Department of Small and Local Business Development 
(DSLBD) for its increased commitment to Language Access implementation, 
and significant strides in FY14 to bring the agency into greater compliance 
with the Language Access Act.  FY14 field test results indicate that 50 
percent of both in-person and telephone tests conducted at the agency did 
not provide the requested service or information. In light of these results, 
and compliance gaps identified in agency’s FY13 scorecard, DSLBD must 
take action to improve overall preparedness and ensure all agency and 
grantee staff are trained on Language Access requirements and prepared 
to serve LEP/NEP-owned businesses and customers.

DSLBD reported only six LEP/NEP encounters in FY14. Given the significantly 
large immigrant and LEP/NEP-owned businesses represented in the 
District, OHR encourages DSLBD to reinforce data collection and reporting 
requirements for its grantees and service providers, and conduct targeted 
outreach to engage LEP/NEP-owned businesses and communities. In FY15, 
DSLBD needs to prioritize additional vital documents – such as instructions 
and forms related to CBE certification – for translation based on LEP/NEP 
customers encountered or likely to be encountered by the agency.  

Department of Small and Local Business Development
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quality

3/3
No field testing was conducted at DDOE in 
FY14, and no public complaints were filed 

against the agency. 

4/5
DDOE translated 10 vital documents in FY 14 
and participated in 6 community events to 

engage LEP/NEP communities. 

accessibility

4/4
DDOE is well prepared to serve LEP/NEP 
clients through its well-trained staff and 

comprehensive tracking of encounters with 
LEP/NEP customers. 

11/12
overall compliance

score

preparedness FY14 Top Languages Encountered: 
Spanish, Cantonese, Chinese, Amharic, Korean, 

Vietnamese, Arabic, Tagalog, Tigrinya, and Portuguese

FY13 Score
12/12

FY14 Encounters
1,690

OHR applauds the District Department of the Environment (DDOE) for its 
proactive efforts to meet requirements and to facilitate meaningful access 
and inclusion of LEP/NEP residents. DDOE’s FY14 accomplishments include 
capturing LEP/NEP encounters comprehensively using varied data sources; 
coordinating with the Language Access Program to train all public contact 
and senior managers on language access and cultural competency; and 
actively engaging LEP/NEP communities through six community events the 
agency participated in to provide linguistically-targeted information. 

In FY14, DDOE translated seven vital documents including notices, letters, 
and forms into Spanish; and three into Amharic, Chinese and Spanish. 
OHR encourages the agency to continue translating documents prioritized 
during the FY13/14 BLAP period into other languages that meet the 
threshold and to further improve accessibility of its website to LEP/NEP 
customers by centralizing links to in-language documents and resources 
on the ‘language support’ page for each language. 

OHR recommends DDOE continue outreach efforts in FY15 to ensure that 
LEP/NEP residents and businesses are accessing key DDOE services – 
such as the Solar Advantage Plus Program - and participate in agency’s 
environmental education programs. 

Department of the Environment
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OHR recognizes the District Department of Transportation (DDOT) efforts 
in FY14 to meet compliance requirements of the Language Access Act, and 
credits the agency for working with the Language Access Program to train 
77 public employees on language access compliance and for participating 
in seven community events targeting, Spanish, Tagalog, Cantonese and 
Mandarin-speaking residents, among others. 

DDOT reports 73 encounters in FY14. While the agency has made steady 
progress on tracking LEP/NEP customers by capturing encounters through 
sign-in sheets, Language Line usage reports, and records from bilingual 
staff, instituting a comprehensive and reliable data collection strategy 
remains a critical gap in compliance for the agency. OHR advises DDOT to 
consider its business processes, and identify new methods for recoding 
and tracking LEP/NEP encounters to ensure that the language needs of its 
customers are accurately documented and addressed. 

In FY15, DDOT is encouraged to continue efforts to train its staff - including 
its field staff, and the 22 public service organizations that provide education 
and transportation services on behalf of the agency - to ensure that they 
are equipped to serve LEP/NEP customers.  

FY14 Top Languages Encountered: 
 Spanish, French, Amharic, Chinese, Vietnamese,            

and Korean

FY13 Score
10/12

FY14 Encounters
73

3/3
No field tests were conducted at DDOT in FY14, 

and no complaints were filed against this 
agency.  

4/5
DDOT translated six vital documents into 

Spanish. Agency should prioritize translation 
of additional vital documents into top 

languages encountered in FY14.  

4/4
Continued language access compliance 
trainings and improved mechanism for 

collecting data on LEP/NEP encounters will 
ensure that agency is prepared to serve LEP/

NEP customers.

11/12
overall compliance

score

Department of Transportation
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accessibility

preparedness FY14 Encounters: 42     FY13 Score: 2/14

FY14 Top Languages Encountered: 
Spanish, Amharic, Mandarin, Korean, Vietnamese, Russian, Arabic, French, 

Tagalog and Thai

FY14 field test conducted at Fire and Emergency Medical Services (FEMS) 
indicate no testers were provided language assistance. FEMS is an agency 
with major public contact that is charged with providing critical emergency 
and safety services to the public. There are potentially dire consequences 
to the glaring compliance gaps exhibited by the agency with respect to 
Language Access implementation. Persistent gaps in compliance have not 
been addressed by agency leadership.  

During FY14 OHR issued a memo listing chronic areas of non-compliance  
at FEMS and urged the agency to take action on four baseline language 
access compliance requirements, such as submission of bi-annual plan, 
FY14 reporting, training of staff and attendance at mandatory meetings.   
OHR encourages the agency to follow through on efforts to address these 
gaps, and on commitments made during FEMS leadership meeting with 
OHR to implement effective data collection methods for tracking LEP/NEP 
encounters. 

Telephone Tests
None of the 5 telephone tests 

provided the requested service, 
information or appropriate 

resources.

In-Person Tests
None of the 7 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

1/5
FY14 testing results indicate agency has 

to take immediate steps to transform and 
improve customer service provided to LEP/NEP 

customers. 

1/5
FEMS reports 42 instances where Language 

Line was used. Agency needs to translate vital 
documents and equip all first responders 

with access to phone-based interpretation in 
the field to ensure that agency’s services are 

accessible to LEP/NEP customers. 

quality

2/4
Creating an effective data collection 

mechanism, training public contact staff, and 
cultivating internal buy-in, are critical gaps 

FEMS’ must address in order to be prepared to 
serve LEP/NEP residents.

4/14
overall compliance

score

Fire and Emergency Medical Services
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quality

preparedness FY14 Encounters: 138    FY13 Score: 10/12

FY14 Top Languages Encountered: 
Spanish, Amharic, Chinese, Vietnamese, Korean, Thai, 

Tigrinya, Russian, and German

OHR commends Homeland Security and Emergency Management Agency 
(HSEMA) for a perfect score on FY14 telephone field tests conducted at the 
main office. While all testers who called the agency were offered adequate 
in-language assistance, three in-person testers were not provided the 
requested service or information. Based on these results, OHR recommends 
HSEMA take immediate steps to train front-line staff assigned to receive 
customers on a walk-in basis, and ensure the agency’s reception areas and 
entry points are equipped to serve LEP/NEP customers.  

In FY14, HSEMA uploaded one translated vital document on the agency’s 
website, and one of its vital documents, ‘Shelter-in-Place’ is now available 
electronically in the top six languages encountered by the agency. OHR 
encourages HSEMA to pursue translation of prioritized vital documents 
and ensure that key documents on emergency preparedness are available 
to LEP/NEP residents in a language they can understand, and further 
improve accessibility of its website to LEP/NEP customers by providing 
links to translated documents on the ‘language support’ page for each 
language. 

Telephone Tests
All of the 4 telephone tests 

provided the requested service, 
information or appropriate 

resources.

In-Person Tests
Only 1 out of 4 in-person field 
tests provided the requested 

service, information or appropriate 
resources.

4/5
FY14 in-person field test results indicate 

improvements need to be made to HSEMA’s 
customer service to LEP/NEP customers at the 

main office.

5/5
One vital document translated and uploaded 
on agency website in FY14. Without translated 

vital documents, LEP/NEP residents will be 
unable to access critical information on 

emergency preparedness and safety.

3/4
Identifying additional sources of data (beyond 

Language Line usage reports and sign-in 
sheets) will allow agency to better track LEP/

NEP encounters and get a better picture of the 
linguistic needs of the LEP/NEP population 

HSEMA is encountering or likely to encounter.    

12/14
overall compliance

score

Homeland Security and Emergency Management Agency
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Telephone Tests
6 out of 11 telephone tests 

provided the requested service, 
information or appropriate 

resources.

In-Person Tests
10 out of 12 in-person field tests 
provided the requested service, 

information or appropriate 
resources.

11/14
overall compliance

score

OHR recognizes Metropolitan Police Department (MPD) for sustained and 
overall effective efforts to comply with requirements and for proactive 
work on systemic corrective actions identified by OHR. OHR also credits 
MPD for working closely with the agency to successfully fulfill planning and 
reporting requirements, and partner on LEP/NEP outreach initiatives. 

In light of FY14 field testing results, in which almost half of telephone 
tests conducted at MPD did not provide language assistance, and three 
complaints filed against MPD in FY14, OHR urges the agency to focus on 
quality of service provided to LEP/NEP customers. In FY15, OHR recommends 
MPD accelerate efforts to partner with OHR in delivering instructor-led 
training for all frontline staff, and utilize roll calls and other administrative 
mechanisms to reinforce agency’s overall commitment to quality and 
inclusive service.

In FY14, MPD reported translating 13 documents and publications into six 
languages, 3 documents into Spanish, and one into Urdu and Chinese. OHR 
encourages the agency to continue translation of prioritized documents, 
and implement plans to improve accessibility of its website to LEP/
NEP customers by centralizing links to all translated documents on the 
‘language support’ page for each language. 

FY14 Encounters: 4,692     FY13 Score: 13/14

FY14 Top Languages Encountered: 
Spanish, Mandarin, Vietnamese, Amharic, Korean, French, 

Cantonese, Japanese, Thai, and Chinese

2/5
Field testing results and recurring public 
complaints point to a major gap in MPD’s 

ability to provide quality services to LEP/NEP 
customers.

5/5
Although agency can improve on accessibility 
of translated documents on agency’s website, 

MPD consistently translates documents 
in languages that reflect the needs of the 

population it serves.

4/4
MPD is well prepared to serve LEP/NEP 

customers and has put satisfactory systems 
in place for effective data collection and  staff 

training. 

Metropolitan Police Department
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OHR credits the Office on Aging (OA) for significant efforts made in FY14 to 
serve the District’s LEP/NEP senior population: working with the LA program 
to convene and train its service providers on Language Access compliance 
requirements; training new hires and public contact staff; and conducting 
targeted outreach to reach linguistically diverse LEP/NEP communities. 

OHR also acknowledges OA’s ongoing efforts to translate vital documents 
into languages that reflect the needs of its LEP/NEP customers, and the 
steps the Language Access team takes to review and verify the quality 
of translations.  OA can improve accessibility of its website by uploading 
translated documents under the ‘language support’ page for each 
language. This would make it easier for LEP/NEP customers to access 
electronic documents in their language, and also make the documents 
centrally available for OA staff and community-based partners to use.   

In FY15, OA should prioritize refining its data collection mechanism. To 
date, OA has primarily relied on data collected from sign-in sheets and 
language line usage reports to document LEP/NEP encounters. OHR 
highly recommends the inclusion of other methods - capturing language 
information on customer tracking software, and requiring bilingual staff 
to tally interactions with LEP/NEP customers - to ensure it is continuously 
tracking trends and changes in the language needs of the senior population. 

3/3
OA was not tested in FY14 and no complaints 

were filed against the agency in FY14. 

4/5
Interpretation services were provided and 

documents were translated. However better 
accessibility could be achieved by making 

translated documents centrally available on 
agency’s website.

3/4
While OA has instituted a comprehensive data 
collection mechanism, agency should refine 
its process to better track data on emerging 

encountered languages.

FY13 Score
9/12

FY14 Encounters
2,605

FY14 Top Languages Encountered: 
Spanish, Chinese, Korean, Amharic, Vietnamese, French, 

Tigrinya, Armenian, Arabic, and Tagalog 

10/12
overall compliance

score

Office on Aging



FY14 Language Access Annual Compliance Review 53

accessibility

quality

preparedness

FY13 Score
8/12

FY14 Encounters
8

FY14 Top Languages Encountered: 
Spanish

2/3
No complaints were filed against the agency in 

FY14, and the agency was not tested. 

With eight encounters reported in FY14, an increase from zero reported 
in FY13, it appears Office of Contracting and Procurement (OCP) has had 
slightly more contact with LEP/NEP-owned businesses and/or residents 
over the last year. To further increase the agency’s limited exposure to the 
District’s LEP/NEP business community, OHR strongly recommends OCP 
conduct targeted outreach to diverse immigrant-owned businesses, and 
ensure that this population is aware of OCP’s role and services.  

Additionally, ensuring that vital documents promoting key services offered 
by OCP  – fsuch as its ‘FAQ on Requirements for Doing Business with the 
District’, or description and schedule of ‘Vendor Workshops and Trainings’ 
– would prove useful for LEP/NEP businesses who may currently  be 
excluded from access to agency resources and thus opportunities to bid 
on contracts. In FY15, OHR urges OCP to prioritize such vital documents for 
translation in languages encountered, or likely to be encountered by the 
agency. 

OHR recommends OCP accelerate efforts to be in full compliance with 
Language Access requirements by putting in place a reliable system for 
tracking interactions with LEP/NEP customers, and by training all front-line 
staff on Language Access requirements and resources.  

3/5
Beyond a summary of agency’s services, no 
vital documents are translated. OCP should 
translate vital documents and upload them 

on its website. Targeted outreach is needed to 
ensure agency is accessible to all vendors.

3/4
OCP would be better prepared to serve LEP/
NEP customers once all public contact staff 

in the agency are trained on language access 
requirements and resources. 

8/12
overall compliance

score

Office of Contracting and Procurement
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OHR acknowledges the Office of Planning (OP) for continuing efforts in 
FY14 to comply with the Language Access Act and for working closely with 
the Language Access program to fulfill training, planning and reporting 
requirements. OHR also credits OP for capturing language information on 
sign-in sheets used at public meeting as an additional source of data.

While OP consistently reports minimal contact with LEP/NEP populations, 
including only 16 encounters in FY14, OHR maintains that applying more 
culturally and linguistically targeted strategies in public engagement 
efforts would yield more interaction with LEP/NEP stakeholders. In FY15, 
OHR advises OP to work with its Neighborhood Planning Division and ensure 
planners assigned to neighborhoods are aware of the linguistic and cultural 
diversity within those areas. In addition, the Mayor’s ethnic constituency 
agencies, the DC Language Access Coalition’s diverse immigrant-serving 
member organizations and ethnic media outlets are important partners to 
increase LEP/NEP participation in planning and engagement efforts.   

In FY15, OHR recommends that OP proactively translate key vital documents 
– such as notices related to neighborhood engagement activities, workshop 
announcements, etc. - into languages that are likely to be encountered by 
the agency to aide outreach efforts and improve OP’s overall accessibility 
to LEP/NEP communities. 

FY14 Top Languages Encountered: 
Chinese and Spanish

FY13 Score
11/12

FY14 Encounters
16

2/3
No complaints were filed against the agency in 

FY14, and no field test were conducted.  

2/5
A description of core services must be  

available in top languages encountered by 
the agency. Targeted outreach to LEP/NEP 
stakeholders should be prioritized in FY15. 

4/4
With a comprehensive data collection 

mechanism in place and regular trainings for 
frontline staff, OP is adequately prepared to 

serve LEP/NEP customers. 

8/12
overall compliance

score

Office of Planning
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2/3
While no formal complaints have been filed 
against the agency, OTR did not respond to 
public requests for translated documents.  

2/5
Agency needs to immediately translate its 

vital documents into languages that meet the 
threshold. As is, agency is not accessible to 

LEP/NEP customers.   

1/4
Instituting a comprehensive data collection 
mechanism and training public contact staff 
remain top preparedness priorities for OTR. 

5/12
overall compliance

score

FY14 Top Languages Encountered: 
Spanish, Amharic, Mandarin, Vietnamese, Korean, Somali, 

Russian, Hebrew, Tamil, and Hindi

FY13 Score
6/12

FY14 Encounters
1456 (up to June ‘14)

OHR  urges the Office of Tax and Revenue (OTR) to take swift action to 
put in place the requisite infrastructure needed to meet language access 
compliance requirements.  Per OHR records, the agency is lagging behind 
on key compliance requirements for major public contact agencies, namely 
the adoption of a signed Language Access Policy and routine planning and 
reporting expectations that often go unfulfilled.   

OTR interacted with 1456 LEP/NEP customers in FY14, but is not positioned 
to provide meaningful access to this population. As outlined in previous 
compliance assessments, taglines on agency-generated correspondence 
instructing LEP/NEP customers to contact OTR for assistance does not 
constitute meaningful access. OHR requests OTR accelerate efforts and 
translate non-federal vital documents into top languages encountered by 
the agency. OTR is advised to prioritize translation of key documents - its 
FAQ Sheets, FR500 Form, Clean Hands Certification Form, and a description 
of its core services – by making these translations available online.

OTR relies on two methods – tally of bilingual staff interactions and 
Language Line reports - to report data on LEP/NEP encounters. OHR urges 
the agency to ensure that other sources - such as reception area/event 
sign-in sheets and language preference drop-down menu in customer 
management tracking software – be utilized to ensure that the agency is 
collecting comprehensive data on its encounters with LEP/NEP customers. 

Office of Tax and Revenue
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3/3
OPC was not tested in FY14, and no complaints 

were filed against the agency in FY14.

5/5
LEP/NEP customers are likely to enjoy full 

access to OPC’s services as most, if not all, its 
vital documents are accessible in languages 

that reflect needs, and agency conducts 
culturally competent outreach. 

4/4
With a reliable data collection mechanism in 
place and staff routinely trained on Language 

Access requirements and resources, the 
agency is fully prepared to serve LEP/NEP 

customers. 

preparedness

12/12
overall compliance

score FY14 Encounters
4,579

FY13 Score
12/12

FY14Top Languages Encountered: 
Spanish, Amharic, Chinese, French, Vietnamese, Arabic, 

Japanese, Portuguese, Yoruba, and Tigrinya

OHR commends Office of the People’s Counsel (OPC) for exemplary efforts 
in FY14 to meet the compliance requirements of the Language Access Act 
and for taking proactive steps to facilitate meaningful access and inclusion 
for LEP/NEP residents. The agency worked closely with the Language Access 
Program throughout the year to fulfill planning, reporting, and training 
requirements. 

OPC combines information from agency’s customer tracking software, 
language line reports, and sign-in sheets to successfully report 
comprehensive and detailed data on LEP/NEP customers and languages 
encountered by the agency. OHR recognizes OPC for exceptional levels 
of compliance in data collection, as well as in outreach to LEP/NEP 
populations, which is reflected in agency’s 4,579 encounters reported for 
FY14. OPC conducted and co-sponsored a total of 55 community-based 
events in FY14 targeting diverse LEP/NEP communities. 

In FY15, OHR strongly encourages OPC to focus on expanding translation 
of vital documents to not only Spanish, but also other languages – such as 
Amharic and Chinese – encountered frequently by the agency. 

Office of the People’s Counsel
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OHR credits the Office of the State Superintendent for Education (OSSE) for 
taking steps over the last two years to improve the agency’s compliance. 
However, given OSSE’s extensive contact with LEP/NEP populations, 
oversight of federal programs at local education agencies, and partnerships 
with grantees that provide critical services targeting LEP/NEP populations, 
it is vital it maintains an agency-wide commitment to tackle ongoing 
compliance gaps and serve the needs of LEP/NEP communities.

While OSSE has shown improvements in data collection, it has yet to 
implement plans since FY12 to: a) update statewide data tracking system 
to capture students’ language needs; b) introduce a drop-down field to 
the Parent Call Center database to include language line use; c) provide 
bilingual staff with a form to track encounters; and d) recruit Divisional 
Language Access Liaisons to support efforts within individual divisions as 
members of the Language Access Team.  

OHR also recommends priorizing the following in FY15: a) adding a ‘language 
support’ feature on agency’s website by uploading translations of agency’s 
core services; b) uploading all existing translated documents on language 
support pages; c) providing OHR with a list of documents to be translated 
in FY15-16; and d) training all public contact staff, grantees and service 
providers on their legal obligation to provide language assistance.

FY13 Score
12/14

FY14 Encounters
13,499

FY14 Top Languages Encountered: 
Spanish, Amharic, Mandarin, Vietnamese, Korean, Somali, 

Russian, Hebrew, Tamil, and Hindi

2/3
While no formal complaints have been filed 

against the agency in FY14, OSSE needs to do 
more to ensure quality access and services are 

provided to LEP/NEP residents. 

4/5
Agency needs to take immediate steps to 

translate vital documents into languages that 
meet the legally mandated threshold and 
make them available on OSSE’s website. 

2/4
Instituting a comprehensive agency-wide 
data collection mechanism and training 

public contact and grantee staff remain top 
preparedness priorities for OSSE.  

8/12
overall compliance

score

Office of the State Superintendent for Education
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preparedness FY14 Top Languages Encountered: 
Spanish, Amharic, Vietnamese, Chinese, French, and Korean

FY13 Score
8/12

FY14 Encounters
114

OHR acknowledges the Office of Tenant Advocate (OTA) for its outreach 
efforts in FY14 and credits the agency’s proactive steps to partner with 
local organizations and ethnic media outlets to increase participation of 
diverse LEP/NEP residents in its programs and services. While the agency 
participated in a total of seven outreach events targeting LEP/NEP tenants 
and landlords in FY14, OHR must underscore the total of 114 LEP/NEP 
encounters reported for FY14 as an indication that more work needs to 
be done to improve agency’s overall accessibility to linguistically diverse 
residents.    

OHR urges OTA to take immediate steps to translate vital documents 
and ensure that at a minimum, prioritized documents such as the Tenant 
Bill of Rights or the FAQ on Tenant Rights are available in top languages 
encountered by the agency. OHR suggests OTA also review documents 
already translated in order to make sure they still reflect the needs of LEP/
NEP clients, and upload all translated documents on the agency website 
for greater accessibility.

In FY15, OTA needs to ensure that both the agency’s public contact staff 
and grantees who receive funding from the agency are trained on their 
Language Access compliance requirements and are prepared to provide 
quality service to LEP/NEP customers.  

2/3
No complaints were filed against the agency in 

FY14, and no field tests were conducted. 

3/5
LEP/NEP customers would experience difficulty 

accessing services and information because 
translated documents do not reflect the 

language needs of the community, nor are they 
centrally available on OTA’s website.

accessibility

Office of the Tenant Advocate

3/4
Agency-wide training on Language Access 

compliance requirements and a streamlined 
data collection system are needed to ensure 

that OTA staff are fully prepared to serve LEP/
NEP customers.

8/12
overall compliance

score
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Office of Unified Communications

FY14 Top Languages Encountered: 
Spanish, Amharic, Chinese, French, Vietnamese, Korean, 

Arabic, Japanese, Portuguese, and Tigrinya

OHR applauds the Office of Unified Communications (OUC) for effective and 
exceptional efforts in FY14 to fully meet all requirements of the Language 
Access Act. In FY14, OUC took proactive steps to facilitate meaningful access 
and inclusion of LEP/NEP residents, and worked closely with the Language 
Access Program to fulfill training, planning and reporting requirements. 

OUC reported 10,135 LEP/NEP encounters in FY14. OHR credits the agency 
for successfully implementing a comprehensive data collection strategy 
that fully captures the agency’s extensive contact with LEP/NEP customers 
through its customer service hotlines and outreach activities. In an effort 
to ensure reliability and accuracy of this data, OHR recommends that OUC 
take additional steps to clearly identify the source of each set of data 
when reporting encounters to OHR.  

In light of OUC’s extensive contact with LEP/NEP populations, OHR 
encourages the agency to continue ensuring  all public contact staff are 
routinely trained on Language Access requirements and are equipped to 
provide quality service to all LEP/NEP customers. In addition to training, 
OHR further recommends OUC take steps in FY15 to translate outreach 
material into additional languages and enhance its cultural and linguistic 
competency by attracting bilingual staff who reflect the populations the 
agency serves. 

FY13 Score
12/12

FY14 Encounters
10,135

3/3
No complaints were filed against the agency 
in FY14, and no field tests were conducted. 

Steady progress in customer service observed 
at the agency. 

5/5
Language Line usage reports demonstrate 
agency routinely provides interpretation 

services to LEP/NEP callers. Agency’s 
translated documents are centralized under 
‘language support’ page for each language. 

4/4
With a comprehensive data collection 

mechanism and sufficient staff training, the 
agency is adequately prepared to assist LEP/

NEP customers.

12/12
overall compliance

score
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Office of Zoning

OHR congratulates the Office of Zoning (OZ) on fully meeting the 
requirements of the Language Access Act for a third year in a row. In FY14, 
OZ worked closely with the Language Access Program to successfully fulfill 
accessibility, training, planning and reporting requirements. 

OZ reports minimal encounters with LEP/NEP customers – nine in FY14 
and seven in FY13. To increase the agency’s limited interactions with LEP/
NEP communities, OHR recommends OZ translate its introductory ‘Zoning 
101’ training into languages likely to be encountered, and partner with 
the Mayor’s ethnic constituency office, and members of the DC Language 
Access Coalition to conduct targeted outreach to linguistically diverse 
neighborhoods. This will ensure that LEP/NEP residents are informed 
about and can access the agency’s zoning services. 

OHR credits OZ for translating seven documents into Spanish in FY14, and 
for centralizing all translated documents - including agency’s brochure, 
a glossary of terms, and forms  –  under the ‘language support’ page for 
six different languages.  OHR encourages OZ to pursue plans to translate 
‘Zoning 101’ and other tutorials into additional languages, and ensure that 
documents that are currently available in Spanish are also available in 
other languages the agency is likely to encounter. 

FY14Top Languages Encountered: 
Spanish and Korean

FY13 Score
12/12

FY14 Encounters
9

3/3
No complaints were filed against the agency in 

FY14, and no field tests were conducted. 

5/5
OZ has comprehensive signage in place to 
facilitate access for customers who need 

language assistance. Translated documents 
are centralized and easily accessible on 

agency’s website. 

4/4
Agency has a comprehensive mechanism 

in place for tracking data on LEP/NEP 
encounters. OZ is well prepared to serve LEP/
NEP customers, and should continue ensuring 

agency-wide training on Language Access 
requirements. 

preparedness

12/12
overall compliance

score
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LEP/NEP encounters reported by 
major public contact agencies

agency staff, grantees and contractors 
trained  on language access

seven-hundred and fifty
bilingual employees were reported to be working at the    

33 agencies with major public contact

71,139 agency calls to provide 
telephonic interpretation

1,638 vital documents 
translated by agencies

152,732

3,017 

By the Numbers:
Implementation of     
Act Requirements

59,057
Spanish

1,900
Chinese

Percent of Training by Type

Top 10 languages based on Language Line usage
5,627
Amharic

844
Vietnamese

1,019
French

1

2

3

4 1. OHR-led (51%) 

2. In-house (25%) 

3. Public service 
organization  (12%)

4. Online (3%)

5. Center for Learning & 
Development (5%)

Top 10 languages based on agency reported encounters

474
Arabic

450
Cantonese

196
Bengali

312
Tigrinya

222
Korean

101,602
Spanish

9,103
Chinese

14,091
Amharic

2,524
Vietnamese

4,954
French

1,486
Italian

2,347
Russian

1,145
Portuguese

1,457
Korean

492
Arabic

Top five languages of bilingual staff: 
Spanish (598); Amharic (54); French (41); Chinese (20); and Vietnamese (15).

5
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Compliance Details

AGENCY NAME ABRA CFSA DCHA DCLB DCPL DCPS DBH DCRA DDS DOES DOH DHCD DCHR DHS DMV DPR

PREPAREDNESS

P1. Agency provided data on 
FY14 encounters X X X X X X X X X X X X X X X X

P2. Method for collecting data 
was comprehensive. X X X X X X X X X X X X

P3. Agency staff trained in 
FY14. X X X X X X X X X

P4. Agency communicated 
effectively. X X X X X X X X X X X X X X X

PREPAREDNESS SCORE 3 4 3 1 4 3 3 3 4 3 3 3 4 4 4 3

ACCESSIBILITY

A5. Requests for interpre-
tation and/or translation 
services were met.

X X X X X X X X X X X X X X X X

A6. Vital documents were  
translated and/or updated 
in FY14.

X X X X X X X X X X X X X

A7. Vital documents translat-
ed in FY14 reflect the needs 
of LEP/NEP. 

X X X X X X X X

A8. Efforts were made to 
reachout to LEP/NEP com-
munities in FY14.

X X X X X X X X X X X X X X X X

A9. Translated vital docu-
ments accessible on agency 
website.

X X X X X X

ACCESSIBILITY SCORE 2 5 5 2 5 4 4 4 3 3 3 2 5 3 5 4

QUALITY

Q10. No recurring problems 
or a trend observed in the 
nature of complaints. 

X X X X X X X X X X X X X

Q11. Agency was not found in 
non-compliance in FY14. X X X X X X X X X X X X X X

Q12. No tester was turned 
away during tests. n/a n/a n/a n/a n/a n/a X n/a n/a

Q13. All testers who accessed 
employee or interpretation 
received requested informa-
tion or services.

n/a n/a X n/a n/a X n/a X n/a X n/a n/a

Q14. OHR has observed 
significant improvement in LA 
implementation in FY14.

X X X X X X X

QUALITY SCORE 3 3 2 2 3 3 3 3 2 3 2 3 3 0 1 3

TOTAL AGENCY SCORE 8 12 10 5 12 10 10 10 9 9 8 8 12 7 10 10
TOTAL POSSIBLE SCORE 12 12 14 12 12 14 12 14 12 14 14 14 12 14 14 12

Agency scores are based on questions related to compliance with the Language Access Act. An ‘x’  
indicates successful completion of the requirement. An ‘n/a’ indicates the particular question does 
not apply to the specific agency for FY14.
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AGENCY NAME DPW DSLBD DDOE DDOT FEMS HSEMA MPD OA OCP OP OTR OPC OSSE OTA OUC OZ

PREPAREDNESS

P1. Agency provided data on 
FY14 encounters. X X X X X X X X X X X X X X X X

P2. Method for collecting data 
was comprehensive. x x X X X X X X X X

P3. Agency staff trained in 
FY14. X X X X X X X X X

P4. Agency communicated 
effectively. X X X X X X X X X X X X X X X

PREPAREDNESS SCORE 3 2 4 4 2 3 4 3 3 4 1 4 2 3 4 4

ACCESSIBILITY

A5. Requests for interpre-
tation and/or translation 
services were met.

X X X X X X X X X X X X X X X X

A6. Vital documents were  
translated and/or updated 
in FY14.

X X X X X X X X X X X X X

A7. Vital documents translat-
ed in FY14 reflect the needs 
of LEP/NEP. 

X X X X X X X X X X X

A8. Efforts were made to 
reachout to LEP/NEP com-
munities in FY14.

X X X X X X X X X X X X X X

A9. Translated vital docu-
ments accessible on agency 
website.

X X X X X X

ACCESSIBILITY SCORE 5 3 4 4 1 5 5 4 3 2 2 5 4 3 5 5

QUALITY

Q10. No recurring problems 
or a trend observed in the 
nature of complaints. 

X X X X X X X X X X X X X X X

Q11. Agency was not found in 
non-compliance in FY14. X X X X X X X X X X X X X X X

Q12. No tester was turned 
away during tests. n/a n/a n/a x n/a n/a n/a n/a n/a n/a n/a n/a n/a

Q13. All testers who accessed 
employee or interpretation 
received requested informa-
tion or services.

n/a n/a n/a n/a n/a n/a n/a n/a n/a n/a n/a n/a

Q14. OHR has observed 
significant improvement in LA 
implementation in FY14.

x x x x x x x x x

QUALITY SCORE 2 3 3 3 1 4 2 3 2 2 2 3 2 2 3 3

TOTAL AGENCY SCORE 10 8 11 11 4 12 11 10 8 8 5 12 8 8 12 12
TOTAL POSSIBLE SCORE 12 14 12 12 14 14 14 12 12 12 12 12 12 12 12 12
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