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Attachment S 

Language Access Plan for Divisions

This Language Access Planning document is required by a new Immigration Ordinance 18665 for each department/agency division. Please consult with your department or agency’s Language Access Liaison(s). This planning document will be attached to a Department cover page. 

From Ordinance 18665:   King County agencies and offices shall develop language assistance plans that identify which of its vital documents and public communication materials need to be translated into languages for use by limited-English-proficient persons.  The plans should also include identification of agency or office plans for providing translation of webpages, automated telephonic greetings, automated telephonic voice messages and informational signage.  The threshold for the translation of vital documents and public communication materials shall be based on the top six languages identified by the tier map of limited-English-proficient persons maintained by the office of equity and social justice and the county demographer. The executive shall submit the language assistance plans required in section 6 of this ordinance and a motion that accepts the plans to the county council by September 30, 2018.

Background Definitions: 
“Public Communication Materials” are materials that are intended for broad distribution to inform or educate people served by King County.  For the purpose of translation, Public Communication Materials refers only to printed media such as: 
• Brochures
• Posters
• Booklets 
• Pamphlets
• Billboards 
• Advertisements in printed publications.
“Vital documents” are materials that provide essential information for accessing basic county services and benefits and for which serious consequences would result if the information were not provided. Departments will define their vital documents. Examples of vital documents include: 
• Emergency messages and alerts
• Application forms
• Consent forms 
• Complaint forms 
• Notices of eligibility criteria, rights, denial, loss, or decreases in benefits or services 
• Notices of availability of free language assistance 
• Summary explanations of department’s direct services

Translation: The conversion of written communication from one language to another in a written format. The materials translated include: Multilingual Signage (e.g. language signs at reception areas), Vital Documents, web pages, written outreach materials, and educational and informational materials. 

Interpretation: The oral conversion of communication of a spoken message from one language to another. Interpretation needs include: Community Meetings/Sessions, One-One Constituent Meetings/Appointments, Language Line, Vonage or other live-interpreter service,
In-Language Community Outreach include Ethnic Media Ad Buys, Contracting with Community Based Organizations (CBOS) to do in-language outreach, and community education and information. 



	Section 1:	Context and Current State 


	1. Department/Division/agency mission and purpose: 
If you live or do business in King County and outside a city or town, King County is your local government. The county maintains county roads and bridges, issues permits, manages land use planning, and provides many other services to unincorporated areas—which are grouped into seven Community Service Areas. The Department of Local Services is here to help connect you with these services. Our goal is to make it easy for you to find what you need, do what you need to do, and tell us what you think. The employees who provide those services will have a clearer mission focused on responding to the residents of unincorporated King County, and will be able to work as part of an organization that supports them through increased collaboration, coordination, and communication.

2. Geographic reach of primary services/facilities/programs: 
The geographic reach of the primary services/facilities/programs of Local Services includes the urban and rural areas of unincorporated King County, which are grouped into seven Community Service Areas. These areas are: Bear Creek/Sammamish, Snoqualmie Valley/Northeast King County, Four Creeks/Tiger Mountain, Greater Maple Valley/Cedar River, Southeast King County, West King County, and Vashon/Maury Island. For more information, visit: https://kingcounty.gov/depts/local-services/community-service-areas.aspx 

3. Demographics of current user population: 
The demographics of the Local Services resident/stakeholder population is varied and in line with county demographic data for unincorporated King County. The total population of the unincorporated area is estimated at just over 250,000 people as of 2015. 

Here are the numbers from King County, PSB’s 2015 report:
2010 Census Race and Ethnic Categories: 
Non-Hispanic White: 228,392         70%
Black or African American: 14,851    5% 
Asian and Pacific Islander: 40,799   13% 
Native American and other: 3,413     1%
Hispanic or Latino*:          25,395     8%
Two or more race:            12,152     4%
 2010 Census Age Structure: 
 17 and under                  79,000     24% 
 18 - 64                           220,300   68% 
 65 and over                      25,700     8%
             [image: ]
4. Demographics of intended or priority populations: 
Approximately 13% of the unincorporated King County population is Asian and Pacific Islander, 8% is Hispanic or Latino, and 5% Black or African American. The median household income is $88,900. Certain rural areas have limited access to digital mediums and Wi-Fi access.

5. People who are not fluent speakers or writers of English are considered Limited English Speaking (LES).  Do you assess LES data in your division? ☒ Yes     ☐  No 
Department Director’s Office Communications planners analyze census data, county demographics, community meeting data, and Community Service Area Program data to determine the proper Limited English Speaking populations in need of translated materials for outreach. In addition, equity impact tools are utilized as appropriate and where resources allow.

6. What tools (census maps, school data, subcontractor data, community meeting data, etc) are you using to gather information about the LES communities that your Division/agency serves? Local Services Department Director’s Office utilizes the most effective tools available to gather information about LES communities served. These tools include census data, county demographics, community meeting data, Community Service Area Program data. Geographic Information Systems, or GIS, is also employed to analyze and determine where the populations are located and what languages are prevalent in specific regions.




7. Existing language access policies, service levels, tracking methods: 
Local Services utilizes best practices as recommended by King County’s Office of Equity and Social Justice to meet the needs for language access. The guidelines set forth in King County’s Language Tiers help guide decision making. Local Services departmental and division programs, when determined they have a known need, work with the Department Director’s Office to translate public communication materials and vital documents into needed languages. When focusing on audiences that live in a specific geographic region, the county language maps that are available for Spanish, Vietnamese, Russian, Chinese, Korean and some African languages are utilized to guide decision-making. In addition to written translation of materials, Local Services utilizes Voiance translation services for oral interpretation services on an as-needed basis when assisting customers over the phone or in person at remote work sites or community events. Other translator or interpreter support is provided on a case-by-case contract basis with coordination and support from external agencies.

8. Current state of translated materials and interpretation service levels.  Please note: Current Executive order mandates King County to translate all documents into Spanish and recommends translation into: Vietnamese, Somali, Russian, Chinese, Korean, Amharic, Arabic, and Ukrainian. The chart below allows for each department to report and plan for the populations served. 
	Current State 
	Primary tools, methods, and channels for interactions

	Language:
	Print materials and .pdfs of vital docs
	Websites, email, social media content
	In-person, interpretation services

	Spanish
	The Department Director’s Office provides, as needed, translation of printed materials including postcards notifying residents of upcoming projects or events. Postcards and other correspondence that is mailed to residents contain the phrase “To request this document in an alternative format, please call 206-477-9094 (TTY Relay: 711).”
	Most of the Department of Local Services’ website is not currently translated, or configured for easy software translation. As the Department of Transportation disbanded and the Department of Local Services forms, a primary objective was to improve websites and to possible gain permission to utilize machine-based translation applications where appropriate. 
	Various language support is used for in-person interpretation. This includes using Voiance system, agency support, and other County and partner resources. The Department Director’s Office, follows King County’s translation contractors and work order processes that were established in 2012.


	Language 2:
	All languages other than Spanish are area specific, determined by data analysis and follow the same protocols listed above.
	
	

	Language 3:
	All languages other than Spanish are area specific, determined by data analysis and follow the same protocols listed above.
	
	

	Language 4: 
	
	
	

	Language 5:
	
	
	

	Language 6: 
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Vital Documents/Public Communication Materials Inventory

	Vital Document/ PCM:
	Ever been translated? Y/N
	Languages currently translated into:
	Date English document was last revised:
	Date translation was updated:
	Additional languages needed to be translated into:

	Presently working with staff to identify communications to translate. Gap analysis is slated to begin September 1, 2019 with the newly formed Department’s ESJ committee. This gap analysis will identify other key documents within our department and associated resourcing needs.
	
	
	
	
	

	Brochures
	N
	
	
	
	

	Post Cards
	N
	
	
	
	

	Road closures
	N
	
	
	
	

	Signage
	N
	
	
	
	

	Fire Safety docs
	Y
	Spanish
	2017
	2017
	Assessing

	Code enforcement stop work docs
	Y
	Spanish
	2017
	2017
	Assessing

	Disclaimer and call outs to language support available. 
	N
	
	
	
	

	24/7 Helpline
	N
	
	
	
	

	Engagements in urban unincorporated King County (i.e. White Center, Skyway, Federal Way)
	Y
	Various, based on need
	
	2019
	Assessing

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	




	Section 2: 	Analysis/prioritization of future needs
1. Have you identified Key gaps existing language access policies, service levels, tracking methods? 
When Local Services produces public information documents, the Communications staff utilizes other department resources and outside agencies to ensure they are translated, if appropriate, for the audiences in need. With the reorganization of the Department of Transportation to the new Department of Local Services there has not yet been an opportunity to do a gap analysis. The gap analysis is slated to begin September 1, 2019 with the newly formed Department’s ESJ Committee. This gap analysis will identify other key documents within our department and associated resourcing needs. 

2. Have you identified amount / type of vital documents and public communication material translation materials that need to be completed and do you have a backlog of these?   Please create an inventory of these needs for 2019 
This work will begin in September with the newly formed, Department of Local Services’ ESJ Committee. This gap analysis will identify other key documents within our department and associated resourcing needs. The 2020 Census and its demographic updates could also affect future outreach needs. 

3. What communities have you not been able to serve effectively because of insufficient translation and interpretation resources? 
Anecdotal evidence and customer comments suggest that there are disparities and information gaps in translation and interpretation resources. Thus far, Local Services has been purposefully inclusive in its approach in seeking out communities of color and low English speakers to solicit their input on how to approach our service delivery and other issues. Beginning in September, gap anlysis with the newly formed Department’s ESJ committee will identify other key documents and associated resourcing needs. The department is currently conducting outreach with stakeholders in known communities of color and low English speaking populations to that will further identify information gaps for the analysis.

4. Do you have a plan and existing funds to work towards some of your translation and interpretation goals for the remainder of 2018? ☐ Yes     ☒  No     Please describe these: 
The Department of Local Services began in January, 2019 and its budget did not exist until the current, 2019-2020 budget. Funding for translation and interpretation comes from existing communications and outreach budget, specific project funding options like grants or other, associated budgets. As part of the next biennium budget planning process, the gap analysis being conducted by the department’s new, ESJ committee will identify known shortfalls and plan for future resources in the 2021-2022 budget. 




Section 3: Work plan

1. Given each department’s limited resources, please develop a two year sequencing of resource deployment (by languages and methods/channels) to advance business/agency goals and objectives.  

	Intended state by 2020
	2020 improvement targets

	Language:
	Print materials and .pdfs of vital docs
	Websites, email, social media content
	In-person, interpretation services

	Spanish
	· Priority designation
List of needs:
-Helpline directory and pocket-sized cards. 100% To be completed in Spanish by December 31st, 2020. Other languages will be assessed as needed with on-demand, short run orders available through contract with KC Print Shop. 
-Vital documents and application materials, such as for CSA Grants. By December 31st, 2020, 100% of vital documents identified with translated options available on-hand or on-demand through contract. 
-Templated materials that highlight translation offerings or services. By the end of 2020, DLS will have on hand an archive library available to employees of templated translation items. 
 
	· Priority designation
List of needs:
-Utilize machine-based translation on websites where allowed. Follow-up with KCIT in 4th quarter, 2019 to adhere to revised County guidance if available. For 2020, all identified priority pages will adhere to KCIT policy on machine-based translations or have other options available.
-Translate vital pages into target languages. For Spanish, main Departmental splash page will have Spanish options for base information and contacts for support by end of 3rd quarter, 2019. Other languages will be determined based on revised KCIT policies and needs. 

To be determined based on needs analysis slated to begin September 1, 2019.
	· Priority designation
List of needs:
-Community meetings when need is identified. Spanish translation is available to be provided for every major meeting and other engagements as requested or assessed. 100% of Spanish-speaking staff onboard and identified. Departmental policy for internal support developed. Other contractor support identified and associated contracts emplaced.
-Translated support systems like microphones and headphones need to be procured. Equipment, systems, and software all procured by December 31, 2020. 

	Language 2
	· Priority designation
List of needs:
All languages other than Spanish are area specific, determined by data analysis and follow the same priority listing above.

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	Language 3
	· Priority designation
List of needs:
All languages other than Spanish are area specific, determined by data analysis and follow the same priority listing above.

	· Priority designation
List of needs:
· 
	· Priority designation
List of needs:


	Language 4
	· Priority designation
List of needs:

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	Language 5
	· Priority designation
List of needs:

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	Language 6
	· Priority designation
List of needs:

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	
	Highest priority
	Mid-level priority
	Lower priority




2019 plan to work towards 2020 goals: 

	2019 plan 
	2019 plan 

	Language:
	Print materials and .pdfs of vital docs
	Websites, email, social media content
	In-person, interpretation services

	Spanish
	· Priority designation
List of needs:

-Update customer service card content. To be completed in Spanish by January 1, 2020. Other languages will be assessed as needed with on-demand short run orders available through contract with KC Print Shop.

-New Services Directory translated into Spanish by January 1, 2019. Other languages will be determined based on the gap analysis to begin 1 August.  

-CSA Grant applications in Spanish available by the fall of 2019, before the next application round begins.  

-Currently translated templated materials of generic messaging and recurrent phrases are available in Spanish, traditional Chinese, Somali, Vietnamese, and Korean. These will be expanded upon in the remainder of CY 2019.


	· Priority designation
List of needs:

-Identify potential community needs for translated information. Stakeholder meetings underway to share best practices for translations and interpretations. Gap analysis slated to begin September 1, 2019 with the newly formed Department’s ESJ committee. This gap analysis will identify other key documents within our department and associated resourcing needs.

-Perform communications assets inventory 4th quarter, 2019. 
	· Priority designation
List of needs:

-Community meetings (as needed). Spanish-speaking staff identified and associated policies developed by end of 2019.

-Update CSA grants process and materials. CSA Grant applications in Spanish available by the fall of 2019, before the next application round begins.  

-Translated support systems like microphones and headphones need to be procured. Local Services will procure microphones and headsets for interpretation before the next round of CSA Town Hall events slated to begin in September 2019.

	Language 2
	· Priority designation
List of needs:

All languages other than Spanish are area specific, determined by data analysis and follow the same priority listing above.


	· Priority designation
List of needs:

	· Priority designation
List of needs:


	Language 3
	· Priority designation
List of needs:
All languages other than Spanish are area specific, determined by data analysis and follow the same priority listing above.

	· Priority designation
List of needs:
	· Priority designation
List of needs:

	Language 4
	· Priority designation
List of needs:

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	Language 5
	· Priority designation
List of needs:

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	Language 6
	· Priority designation
List of needs:

	· Priority designation
List of needs:

	· Priority designation
List of needs:


	
	Highest priority
	Mid-level priority
	Lower priority




	Section Four: Ensuring Quality & Continuous Improvement 
The purpose of this section is to measure and ensure high quality language access services.




It is encouraged that all translations go through a third-party quality assurance review. If you have your translation completed by a translation vendor, this is an additional layer of review since vendors already provide a reviewer for all translations. There are three ways you can choose to have this third-party quality assurance review completed. 
1. Translation Vendor. You may choose another vendor from your department’s approved list of translation vendors to complete the quality assurance review. 
2. Certified Translator. You may have your material(s) reviewed by internal staff who are certified in the target language. 
3. Target Audience. Another option is to have your material reviewed by someone from your target audience. If you have relationships established with local community-based organizations that serve your target population, you can ask them to review your translated materials for cultural relevancy and quality assurance. 


	Service
	Do you have a system to measure quality of services? Please answer Yes or No for each service listed. 

	Translation
	☒   Yes
Please describe how you measure quality:
Local Services utilizes internal staff resources and external contracted agency support when measuring quality of translations, interpretation, or outreach. Also, our relationships with community stakeholder groups assures quality control by involving targeted populations and groups in the editing or review process. When complaints are received, the Local Services External Relations manager works with the staff to best address needs. Currently, policies and associated materials are being developed along with our overall Department ESJ planning.
	☒ No 

Do you need technical assistance? Not at this time.


	Interpretation
	☒   Yes
Please describe how you measure quality:
Local Services utilizes internal staff resources and external contracted agency support when measuring quality of translations, interpretation, or outreach. Also, our relationships with community stakeholder groups assures quality control by involving targeted populations and groups in the editing or review process. When complaints are received, the Local Services External Relations manager works with the staff to best address needs. Currently, policies and associated materials are being developed along with our overall Department ESJ planning.
	☒ No 

Do you need technical assistance? Not at this time. 


	In-Language Outreach
	☒   Yes
Please describe how you measure quality:
Local Services utilizes internal staff resources and external contracted agency support when measuring quality of translations, interpretation, or outreach. Also, our relationships with community stakeholder groups assures quality control by involving targeted populations and groups in the editing or review process. When complaints are received, the Local Services External Relations manager works with the staff to best address needs. Currently, policies and associated materials are being developed along with our overall Department ESJ planning.
	☐ No 

Do you need technical assistance? Yes. Resources will be needed in the future to measure and implement in-language outreach.
 




2. Please describe how priority populations / populations of concern will be consulted on the effectiveness of language access effort:
Local Services has, and maintains, a number of strong community partnerships and relationships with agencies that represent priority populations. Local Services will continue to utilize those relationships to consult on the effectiveness of our efforts. We may employ tools within these partnerships, and within the community as a whole, including surveys, focus groups, and face-to-face interaction.

3. Measures of success that will inform the degree that language access innovations are helping advance toward agency and program objectives:
With the reorganization of the Department of Transportation to the new Department of Local Services there has not yet been an opportunity to do a gap analysis or develop measures of success in regards to departmental objectives. Measures of success will include feedback from community groups and residents to align with other departmental metrics being established. Local Services currently maintains the asklocalservices@kingcounty.gov email address to take in resident complaints or queries. The gap analysis slated to begin in September, 2019 with the newly formed Department’s ESJ committee and the development of performance measures for the Department and the Director’s Office are underway.
	Complaints 
	Do you have a system to handle language-access related complaints? Please answer Yes or No for each type of complaint.

	 We provide information to LES individuals advising them of the right to file a complaint if they did not get the information or service they sought due to language barriers. 
	☐ Yes
	☒ No  
	☒ Other 

Please describe. Through our liaisons and partners we work with any resident that may have barriers to communication. More money needed to address adequately.

	We display information on how to file a complaint. 
	☐ Yes
	☒ No  
	☒ Other 

Please describe. Through our liaisons and partners we work with any resident that may have barriers to communication. More money needed to address adequately.




	Please describe how your division handles complaints regarding the provision of language access services.

Local Services utilizes internal staff resources and external contracted agency support when measuring quality of translations, interpretation, or outreach. Also, our relationships with community stakeholder groups assures quality control by involving targeted populations and groups in the editing or review process. When complaints are received, the Local Services External Relations manager works with the staff to best address needs. Currently, policies and associated materials are being developed along with our overall Department ESJ planning.






	Section Five:  Total Department Budget for Language Access
Please fill out the following using the total from each division’s plan. Refer to “Part Five: Implementation” for each Division


.
	Language Access Services  
	Total Budget Allocated 

	Translation
	$0 in direct allocation. Local Services uses funds budgeted in its communications or other budget allocations as needed, from project-specific grants and/or associated project budgets, and/or partner resources. There is no stand-alone budget for language support allocated in current 2019-20 budget. 


	Interpretation 
	See above

	In-Language Outreach 
	See above

	Ethnic Media Ad-Buys 
	See above. Budgeted as part of required notifications as needed. 




Thank you for your attention to making the King County a model county in language access. 


David Daw for John Taylor (DLS Director)External Relations Manager			7/31/2019
Department Staff			Title									Date

Jerry Pionk				Chief Communications Officer				7/31/2019
Department Staff			Title									Date

Cheryl Binetti			Chief of Staff						7/31/2019
Department Staff			Title									Date


Immigrant and Refugee Policy & Strategy Analyst							Date
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