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The Office of Diversity and Inclusion (ODI) has been tasked with overseeing the agency-wide
implementation and enforcement of CHA’s Language Access Plan (LAP), which was revised
and released in May 2015. The ODI has been working with over 30 Language Access Liaisons
from each department within CHA to phase-in the implementation of LAP procedures at a
departmental level. This compliance report summarizes LAP accomplishments to date.

e January 2015: Researched and development of new LAP. Automated translation and

interpretation services process.

February - March 2015: Facilitated internal and external input sessions.

April 2015: Board of Commissioners approved CHA’s Language Access Policy.

May 2015: LAP launched. Language Access Liaisons designated and trained.

June 2015: Facilitated internal and external info sessions (follow-up).

July 2015 - August 2016: Implemented LAP fully (updated language information in

CHA’s main system of records Yardi).

e June 2016: Language Interpretation Chart (See Exhibit B) was developed and
distributed agency-wide to help staff interact with individuals with Limited English
Proficiency (LEP).

e August 2016: Language Access Compliance report released.

e March 2017: Language Interpretation Notice, containing top 20 languages, informing
CHA applicant and participants of right to free interpretation services was developed
and distributed agency-wide. This document is utilized as a collateral material for
mailing purposes.

e September 2017: Distributed over 190 Language Access posters informing of free
interpretation services, to be displayed in CHA Regional Offices and CHA properties.

e October - December 2017: Re-trained Language Access Liaisons, including vendors
for Private Property Firms.

FOUR FACTOR ANALYSIS

SERVICES PROVIDED

CHA tracks and groups language information (self-reported) by program and provides free
translation and interpretation services to CHA applicants/participants and the general
public. Following HUD guidance, and based on data from 4™ Quarter of 2017", CHA is
required to translate vital documents in six (6) senior buildings and two (2) scattered site
(See Exhibit ). For all other programs, CHA is not required to translate vital documents but
may be required to translate and a notice of right of interpretation services (See Exhibit C).
Hence, CHA has distributed notices in the appropriate language to residents with LEP and
has trained staff on new procedures. In addition, 190 Language Access posters (See Exhibit )
have been distributed across all lobbies in CHA Regional Offices and CHA properties in
September 2017 to inform of free interpretation services available to CHA
applicants/participants and the general public. CHA always translates documents as
requested, even if not required by HUD.

Since the inception of the new policy, the usage of the telephonic interpretation line
increased by 87% from 152 in 2015 to 1,145 in 2017. This reflects the successful agency-wide

' Requirements are subject to change. CHA will continue to track and update “Primary Language”
and “Translation” requirements.
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training and outreach efforts to improve the customer service provided to individuals with
LEP.

TOP 6 PRIMARY LANGUAGES?

. . Project-Based Housing Choice -
City of Chicago* Public Housing Voucher Voucher CHA Applicant
Households Households**
Households Households
1 | English English (78.41%) | English (74.65%) English (93.54%) | TBD (59.18%)
2 | Spanish Spanish (7.18%) | TBD (14.74%) TBD (3.29%) English (37.18%)
3 | Polish TBD (6.93%) Spanish (1.99%) Spanish (2.48%) | Spanish (1.53%)
4 | Chinese Chinese (3.46%) | Russian (1.74%) Russian (0.31%) Chinese (0.93%)
Urdu/Hindi
5 | Urdu/Hindi Polish (1.18%) Urdu/Hindi (1.58%) | Somali (0.14%) (0.13%)
Arabic Korean (0.73%) Other (1.13%) Other (0.04%) Arabic (0.13%)

*Breakout per 2011-2015 American Community Survey 5-Year Estimates, Table B16001

LEP COMMUNITY AND TRANSLATION OF VITAL DOCUMENTS

CHA tracks “Primary Language” in Yardi and this information allows us to complete the 4-
factor analysis. CHA determines whether a vital document (flyers, notices, letters,
newsletters, etc.) needs to be translated or if interpretation of the document will suffice
with the 4-factor analysis (See Exhibit E).

CHA will continue to translate vital and non-vital documents (as needed) and on a case-by-
case basis (when the size of the language group does not require a written translation).
Interpretation services can be provided in-person or over the phone, as requested. In
addition, City-wide marketing campaigns (flyers, notices, etc.) are now translated in the
City’s top 5 languages (Spanish, Polish, Chinese, Arabic and Hindi). In 2017, CHA translated
87 documents (See EXHIBIT A).

CHA RESOURCES

1. Automated translation and interpretation services managed by the Office of Diversity
and outsourced to professional firm as follows:
a. Written Translations: Multilingual Connections LLC
b. In-Person Translations: Metaphrasis Language and Anixter Center
c. Telephonic Interpretation: Telelanguage Inc.
2. Designated Language Access Liaisons at an agency-wide level
3. ldentified over 80 Bilingual CHA Staff?
a. 60 or 75% Spanish Speakers
b. Other languages include but are not limited to; Arabic, Chinese, French,
German, Hindi/Urdu, Polish, Romanian, Russian and Tagalog

The translation and Interpretation Services expense for 2017 was $52,030

2 Source: City of Chicago - Office of New Americans. CHA’s 2018 1st Quarter LAP Compliance Data Reports.
3 CHA employees are not required to disclose if they are bilingual. Thus, the number might be higher
than reported.
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SUMMARY OF TRANSLATION AND INTERPRETATION SERVICES PROVIDED

From January 1, 2015 to December 31, 2017, CHA has completed 3,337 translation and

interpretation requests (See Figure 1 CHA Language Access Requests Processed). CHA uses
SharePoint (internal tracking system) to process requests for translations and interpretation
services. 1,183 (35%) were written translations; 1,758 (53%) telephonic interpretations; 396

(12%) in-person interpretations. To view the requests by language (See Figure 2 Requests

Processed by Language).

FIGURE 1 CHA LANGUAGE ACCESS REQUESTS PROCESSED
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Source: SharePoint 5/9/2018
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FIGURE 2 REQUESTS PROCESSED BY LANGUAGE

Arabic-Assyrian
Hebrew
Albanian
Swahili
Somalian
Nepalese
Italian
Hungarian
German
Lithuanian
Creole
Armenian
Tibetan
Thai
Karen
Yoruba
Greek
Cambodian (mon-khmer)
Amharic
French
Burmese
Gujarati
Assyrian
Japanese
Tagalog
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Bulgarian
Other
Urdu
Serbo-Croatian
Ukrainian
Croatian
Bosnian
ASL
Vietnamese
Hindi
Arabic
Romanian
Russian
Korean
Chinese
Polish
Spanish

Source: SharePoint 5/9/2018
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CY2017 LIST OF TRANSLATED DOCUMENTS

# Title ‘ Office
1 | Employee Medical Note Administration
2 | Meeting Notice BOC
3 | November Meeting Notice BOC
4 | Owners News Q1 2017 Communications & Marketing
5 | Moving Places 2017 Communications & Marketing
6 | Interpretation Poster Executive
7 | SCH Section 3 Flyer Executive
8 | ENH Section 3 Workshops West Town Chinese Executive
9 | ENH Affordable Housing Workshops West Town Chinese Executive

10 | Live Stream Flyer Executive

11 | Meeting Notice Executive

12 | Property Owner Workshop Executive

13 | Annual Report Executive

14 | Interpretation Assistance Executive

15 | FY2017 MTW Annual Plan Amendment Executive

16 | 2017 Day of Service Flyer Executive

17 | FY2018 Annual Plan Executive

18 | Resident Notice Executive

19 | HCV Admin Plan Notice Executive

20 | ENH One Pager Executive

21 | ENH Senior Confirmation Executive

22 | ENH Senior Housing Application Executive

23 | ENH CHA Workshop Topics 1 Pager Executive

24 | ENH Workshops Executive

25 | SCH November HCV Workshop Executive

26 | SCH Affordable Housing Executive

27 | SCH Senior Workshops Executive

28 | ACOP Resident Notice Executive

29 | ACOP Summary Executive

30 | Section 3 Executive

31 | Affordable Housing Workshop Executive

32 | ENH Senior Letter Chinese Executive

33 | ENH House Buen Hogar 1 Pager Chinese Executive

34 | Washington PK - Cottage Grove Executive

35 | Concord at Sheridan TSP & Lease Executive

36 | Proposed HCV Admin Plan Changes Executive

37 | SCH Waitlist Workshops Executive

38 | SCH Section 3 Flyer Executive

39 | HCV Program Addendum to the Family Obligations HCV

40 | Application For Continued Eligibility HCV
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41 | HCVP Interim Appointment HCV

42 | Zero Income Affidavit HCV

43 | Statement of Family Responsibility HCV

44 | HCV Owners Briefing HCV

45 | Translator HCV

46 | Resident Hearing Notice Legal

47 | Abatement Letter Legal

48 | Reasonable Accommodation Decision Legal

49 | Fair Housing Director Legal

50 | RAD Information Notice Property

51 | Notice UA Changes Property

52 | Mitigation Determination Property

53 | Final Outreach Letter Property

54 | RAD FAQ Property

55 | Community Center Construction Property

56 | Letter for Resident Property

57 | RAD RIN/ GIN Property

58 | Senior Housing Application Process Property

59 | Senior Housing Application Property

60 | Polish Translation Property

61 | Web Application Property

62 | Outreach Letter Packet Property

63 | Building Block Agenda Property

64 | Yiwu Market Property

65 | Britton Buds Property

66 | FSS Flyer 2017 Resident Services

67 | SHAC Meeting Agenda Resident Services

68 | Resident Satisfaction Survey Resident Services

69 | YOTS Booklet Resident Services

70 | Claim Letter Resident Services

71 | Year of the Senior Newsletter Resident Services

72 | Albany Terrace Building Resident Services

73 | ARES Letter Residents Resident Services

74 | Kenmore Celebration Flyer Resident Services

75 | Sr. Community Ambassador Letter Resident Services

76 | Refinance Procedure Resident Services

77 | Medicaid Redetermination Resident Services

78 | Family Works Survey Resident Services

79 | Senior Housing Survey Resident Services

80 | RAD PBV to HCV Transfer FAQ Resident Services

81 | YoS Symposium Flyer Resident Services

82 | Admin Plan Resident Resident Services

83 | 2017 Senior Gala Flyer Resident Services
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84

Tenant Patrol Advisory

Resident Services

85

FCAP Application

Resident Services

86

FCAP Guide

Resident Services

87

FCAP Letter

Resident Services
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Language Interpretation Chart helps staff interact with individuals with Limited English
Proficiency (LEP).

Language Interpretation
Chart
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Language Interpretation Notice, containing top 20 languages, informing CHA applicant and
participants of right to free interpretation services. This document is utilized as a
collateral material for mailing purposes.

Language Interpretation
Notice
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Language Access poster informs CHA applicants/participants and the general public of free
interpretation services available free of charge

Language Access Poster
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Self-reported Primary Language Data
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Supporting Language
Data(Self-Reported)

Source: Yardi 2017 4th
Quarter Reports.
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