District of Columbia Housing Authority

BIENNIAL LANGUAGE ACCESS PLAN (BLAP)

, PURPOSE: The purpose of this plan is to map out an effective course of action that enables D.C. Housing Authority to establish and provide
greater access and participation in public services, programs and activities for residents of the District of Columbia with limited or no-
English proficiency (LEP/NEP) that access services and information through D.C. Housing Authority. “Access and participate”
means to be informed of, participate in, and benefit from public services, programs, and activities offered by D.C. Housing Authority
at a level equal to English proficient individual, thus removing language barriers is most fundamental to achieving access to needed
services.

In accordance with Section 5(a)(2) of the Language Access Act of 2004, each Language Access Plan (LAP) shall be updated on a
biennial basis or every two years. The BLAP will be published in the D.C. Register and is subject to the review of the Mayor and City
Administrator. Agencies are required to report out on a quarterly basis to the Office of Human Rights (OHR) on progress made in

their BLAP.
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INTRODUCTION

» Please describe D.C. Housing Authority general mandate/mission.

Mission Statement
The District of Columbia Housing Authority is dedicated to enhancing the quality of life in the District of Columbia for low and meoderate income
households by providing and effectively managing affordable housing that is diverse and aesthetically pleasing.

Organizational Chart
Attached

¥ Briefly describe the function for each division that works under your agency’s general mission/mandate. Identify which divisions/departments
are “public service” divisions (i.e., divisions that furnish infermation and/or render services directly to the public).

TABLE 1: DESCRIPTION OF AGENCY DIVISIONS
Name of Program/ Division Public Service Division Function Address Division’s Telephone
YES/NO Number

1. Client Placement Yes Receive applications for 1133 North Capitol St. NE 202.535.1000
DCHA’s programs and
determine eligibility

2. HCVP Yes Administer DCHA'’s 1133 North Capitol St. NE 202.535.1000
voucher program

3. | Public Housing Operations Yes Administer DCHA’s public | 1133 North Capitol St. NE 202.535.1000
housing programs

4. DCHA Call Center Yes DCHA’s new centralized 1133 North Capitol St. NE 202.535.1000
call center

5. | Planning and Development No Implement DCHA’s capital | 1133 North Capitol St NE 202.535.1000
development programs such
as HOPE V1




6. Development and No Implement DCHA’s major 1133 North Capitol St. NE 202.535.1000
Modernization modernization efforts at the
public housing sites
7. Administration No Manage the administrative 1133 North Capitol St. NE 202.535.1000
needs of the housing
authority
8. Human Resources No Manage DCHA personnel 1133 North Capitol St. NE 202.535.1000
policies and procedures
9. | General Counsel and Audit No Oversight of DCHA'’s legal 1133 North Capitol St. NE 202.535.1000
and Compliance matters and programmatic
auditing
10. Office of the Executive Yes Manage all executive 1133 North Capitol St. NE 202.535.1000
Director decisions and strategic
planning

»  Provide names and contact information of all Community-based Organizations (CBOs), Faith-based Organizations (FBOs), Hospitals, Clinics or other
public service providers funded by your agency to provide public services. If your agency does not fund outside organizations to provide public
services, please indicate it below.

NOT APPLICABLE

» Provide a disaggregated budget allocated for Language Access purposes (i.e., identify the amount of funding that has been set aside for this BLAP
period for the following: written translations, oral interpretation services, incentives for bilingual staff, trainings, and community outreach).

FY 2009 Budget *

Written Translations $2,500
Oral Interpretation $1,000**
Trainings $1,500 ***
Community Outreach $2,000

*The FY 2010 budget will be developed near the start of that fiscal year.

**The figure is approximate and is based on need.

***This cost does not include the general, mandatory training for all DCHA personnel that will include information on the Language Access program.
This cost is for the targeted training for the public contact positions.




OBJECTIVE 1: DATA COLLECTION ON “LANGUAGE SPOKEN”

This objective of collecting data by “language spoken” has been established to assess the effectiveness of the Agency’s programs and services for LEP
populations served. The agency’s databases and tracking applications shall contain Jields that will capture this information. This provision applies to all
contractors/grantees that the agency funds to carry out services to its public. Collected data shall be used for Planning, budgeting, and implementation
purposes of current and future BLAPs when providing language assistance, as well as for adjustment purposes at the end of each fiscal year.

Narrative:

1. Describe in detail how this objective is being met within each of your agency’s public service divisions. Include in your response how your
agency collects the data, maintains the data, and uses the data. Finally, describe any challenges, if any, your agency encounters when meeting
this objective.

During the last quarter of 2007 and the first quarter of 2008, DCHA began to collect, for the Jirst time, the primary language spoken by the primary
applicants to the housing authority’s programs. This effort was a part of DCHA's updating of its existing waiting list. We also modified the housing
application to inquire and receive information regarding primary language of all future applicants. DCHA will use this information to both measure the
impact of our outreach efforts to various LEP communities and to ascertain the necessity of translating certain documents designed for our applicant clients.

During this BLAP period, DCHA will implement the collection of language data for our existing 20,000 housing clients. DCHA does accommodate the
language needs of our existing clients as requested, but we intend to have a more proactive approach to our routine efforts. This data will be collected via
our recertification process where we update information on the households of each client.

Data on both our applicants and existing housing clients will be maintained in our internal data management system, Visual Homes. Much as our language
data on our applicants, similar information on our existing housing clients will assist DCHA in targeting language needs particularly as this relates to the
transmittal of vital documents that impact the continued tenancy of our clients.

DCHA only challenge in implementing this objective is the time involved with collecting the data from our existing clients. Collecting this information via

our recertification process will take at least one year. During this time, though, DCHA will accommodate each identified and requested language request by
a LEP/NEP client.

2. If the agency is currently colleting data, include the total number of limited and non-English proficient (LEP/NEP) individuals served during
FYO07 and FY08. Indicate this number by language spoken, and include all data reported by the Language Line Services®, and any other data
used in your past quarterly reports.

N/A




MATRIX 1A:

NUMBER OF LEP/NEP CONSTITUENTS SERVED IN FY07/FY08

Number of LEP/NEP served in FY08 Total Number of LEP/NEP served
in FY0O7/FY08
Amharic 94 94
Chinese 11 11
French
Korean 1 1
Spanish 129 129
Vietnamese 18 18
Other
MATRIX 1B: NUMBER OF LEP/NEP CONSTITUENTS SERVED IN FY07/FY08 THROUGH LANGUAGE LINE SERVICES
Number of Phone Calls Made Number of Phone Calls Made Total Number of Phone Calls Made
Through LLS in FY07 Through LLS in FY08 Through LLS in FY07/FY08
Amharic 5 5
Chinese 4 4
French
Korean
Spanish 4 12 16
Vietnamese 9 10 19
Other 3 5 8




OBJECTIVE 2: PROVIDE WRITTEN LANGUAGE SERVICES
This objective requires D.C. Housing Authority te translate vital documents into the ron-English languages largely served by D.C. Housing Authority.

Vital documents — applications and their instructions, notices, complaint forms, legal contracts, correspondence, and outreach materials published by a
covered entity in a tangible format, including but not limited to those which inform individuals about their rights and responsibilities or eligibility requirements
Jor benefits and participation, as well as documents that pertain to the health and safety of the public. The term "vital documents” shall include tax-related
educational and outreach materials produced by the Office of Tax and Revenue, but shall not include 1ax Jorms and instructions.

Narrative:
1. Identify your agency’s vital documents by using the BLAP’s corresponding matrix below.

2. Based on the information provided on the matrix, identify which documents are available in non-English languages (indicating the language),
and which documents are targeted for translation within this BLAP period. Explain how your agency ensures the quality of translations
received.

The following matrix summarizes those vital documents already translated. As DCHA has translated its major documenis into Spanish and several
eligihility documents into each of the Asiatic language,, we will look to translate any additional documents on an as needed basis. For instance, from time to
time DCHA updates some of its legal notices and as we do so, we will translate them into Spanish. Likewise, should DCHA produce any additional
information that will impact the successful tenancy of our clients, that information will be transiated as well.

DCHA conducts quality control of its translated products using existing Spanish-speaking staff DCHA has also requested the services of the Mayor's Office
of Asian and Pacific Islander Affairs for documents translated into Chinese, Vietnamese and Korean.

| 3. Identify by name and contact information your agency entry points (i.e., the agency’s divisions/units) that readily display and provide the
| identified translations of vital documents to LEP/NEP constituents.

! DCHA's translated application is available at its intake office on 1133 North Capitol St. and DCHA's website. Translated documents Jor voucher clients
are available at the HCVP Office at 1133 North Capitol St.. Translated documents are available for our public housing clients by request to their
respective property manager. |

4. Explain how your agency responds to correspondence written in a non-English language. |

For Spanish documents, DCHA staff reads and responds to the correspondence. For all other languages, DCHA has the document translated into English and the
response is translated into the language of the incoming correspondence.




MATRIX 2: AGENCY VITAL DOCUMENTS
Type of Agency Document Title Language Target Date or
Material Division/Department Document Language for Estimated
Available In Translation Date for
Completion
1 Form Client Placement Housing Spanish 2005
Application
2 Information Client Placement Description of Spanish Vietnamese, 2005 for
Sheet DCHA’s Housing Korean, Spanish.
Programs Chinese, 2009 for other
Ambaric translations
3 Informational Operational Support Annual N/A Spanish 2007
Sheet and Forms Recertification
Packet (public
housing)}
4 Brochures HCVP HCVP Spanish Vietnamese, 2005
Informational Chinese,
Brochures Korean
5 Letter Operational Support Annual Spanish Vietnamese, 2005 completed
Recertification Chinese, in Spanish.
Letter (voucher Korean 2009 for other
program) translations
6 Form Operational Support Recertification Spanish N/A 2007
Forms (voucher
program)
7 Lease Public Housing Operations Public Housing Spanish N/A 2007
Lease
8 Notice Public Housing Operations | Vacate Notice for | Spanish N/A 2008
Failure to Sign
New Lease
9 -| Handbook Handbook Residency Spanish N/A 2008
Occupancy
Handbook
10 Notices Public Housing Operations | Various Public Spanish Spanish (these | 2008 and
Housing Notices translations are | beyond
ongoing)
11 Letters Client Placement Applicant Spanish, N/A 2008
Interview Letters Vietnamese,
Chinese, Korean




OBJECTIVE 3: PROVISION OF ORAL LANGUAGE SERVICES

This objective requires agencies to focus on their policies and procedures describing when and how to provide oral language services to LEP/NEP clients, as
well as their hiring processes of qualified bilingual personnel to further this endeavor.

Note regarding this objective: Clear protocols must be created by staff in need of interpreters. Use of family members, children, witnesses and victims
as interpreters present ethical and other complications that can result in tragic consequences. It is the responsibility of the District government to
provide qualified interpreters to all individuals who need and/or request oral language assistance.

Narrative:

1. Describe the types of oral language services your agency will provide to its LEP/NEP clientele (e.g., qualified bilingual staff, staff interpreters,
contract interpreters, telephonic interpretation, etc).

During this BLAP period, DCHA will continue to use existing bilingual staff’ and the services of LanguageLine for those languages not represented by staff.
DCHA is proud to have three certified Spanish-speaking interpreters and looks forward to having other staff certified as this city sponsored program is
offered again. As in the past BLAP period, DCHA will also contract the services of qualified interpreters as certain events dictate the need,

2. Describe how your agency will evaluate the quality of oral language services provided.

During this BLAP period, DCHA will evaluate the quality of its oral language services through two measures. First, DCHA will incorporate a mystery
shopping component into its evaluation system. DCHA will work with local community groups to determine whether staff response to LEP/NEP clients is
satisfactory. DCHA will use these findings to enhance its daily interaction with this client group.

Second, DCHA will use its compliance reports from OHR to further determine whether staff interaction with this client group meets expectations, and will
use these reports as a management tool for improvement, as deemed necessary.

3. Describe how your agency notifies/advises its LEP/NEP clientele of the language assistance they are entitled to as it pertains to this objective.

| Visitors to DCHA offices: DCHA utilizes the services of Languagel.ine and has prominently displayed posters that allow LEP/NEP visitors the opportunity
to indicate their primary language. DCHA will provide additional training (o its frontline lobby staff on the use of this service.

Applicants: DCHA'’s applicants also have the opportunity to request oral interpretation services as offered by posters in DCHA's main lobby and in
DCHA's imtake/application office. Additionally, if an applicant indicates a need for interpretation to an intake staff member, DCHA will provide
interpretations services in the desired language. Finally, since DCHA now collects primary language information from its applicants, it will use this
information to better communicate with each applicant when an applicant reaches the top of the waiting list and when DCHA needs to communicate to the
entire applicant pool.




Housing Clients: Once DCHA has completed its language survey of its existing 20,000 housing clients, which will be conducted via the housing authority's
recertification process, it will seek to communicate to these clients in their primary language. Additionally, DCHA will include information in its guarterly
newsletter to inform housing clients of their access to language services.

4. Describe agency plan on how it will implement ongoing and accurate assessments of staffing capacity by language and service area/unit.
Currently Spanish is the only language that meets the technical threshold of a language group for which DCHA must translate vital documents, ensure
Spanish-speaking staff, and comply with other local and federal language access laws. It is DCHA'’s goal to keep its designated bilingual staff positions
Siled. Given DCHA's intent to strengthen its outreach efforts, we will continue to gauge the representation of language groups on our waiting list and will
expand our language services as deemed necessary by existing data.

Notwithstanding DCHA'’s legal obligations, the housing authority’s goal is to develop practices that are inviting to LEF/NEP clients of any language group.
DCHA has and will continue to exceed the standards of the law by translating documents and providing interpretation services for underrepresented
language groups as deemed necessary by the Language Access Coordinator.

5. Develop a recruitment and retention plan to increase bilingual staffing in all areas of the department for this BLAP period.

¢ Explain how your agency currently recruits and will recruit for qualified bilingual staff.

DCHA's recruitment of bilingual staff includes outreach to and the provision of the job description to the Mayor’s Office of Latino Affairs,
and the posting of the job in local community/ neighbor newspapers.

In the future, DCHA will seek to work with neighborhood CBOs, if we do not receive qualified applicants using our traditional outreach
methods.

¢ If your agency currently assesses the language proficiency skills of its bilingual staff and/or applicants, please explain how.

During this BLAP period, DCHA will use our inhouse, certified bilingual staffto assess the language proficiency skills of potential new
hires. DCHA will also review and adopt any assessment measures recommended by the Office of Human Rights.

® Include incentives, if any, provided to bilingual staff for utilization of their language skills.

Generally, positions designated as “bilingual” receive a higher grade/step designation than a similar position that is not similarly
designated.




MATRIX 3: AGENCY BILINGUAL STAFF
Position/ Title PCP/ Agency Foreign Certifications/Trainings Held Address of
Non-PCP Division/Department Language(s) in Interpretation or Center/Office
Spoken/Written Translation Where Bilingual
Employee is Staffed
1 | Program Assistant OFH PCP Office Fair Hearings Spanish Yes 1133 North Capitol
2 | Bilingual Compl. Specialist No Contracts and Procur. Spanish Yes St. NE
3 | Eligibility Specialist PCP Client Services Spanish No
4 | Bilingual Housing Couns. PCP HCvP Spanish Yes DCHA'’s central
5 | Director of Budget & Acc. No Finance Ambaric No office
6 | Bilingual Program Assit. PCP Client Services Spanish No
7 | Bilingual Staff Assistant PCP Office Exe. Director Spanish Yes
8 | Budget Analyst No Finance Chinese No

10




OBJECTIVE 4: CULTURAL COMPETENCY TRAININGS

This objective requires D.C. Housing Authority to provide, at minimum, one language access-related training, and one linguistic and/or cultural compelency
training to its staff (mandatory for personnel in a Public Contact Position) per fiscal year of this BLAP period.

Narrative:

1.

Describe all trainings pertinent to this objective that are currently provided to agency staff. Include in your response whether these trainings
are mandatory within your agency for all or some of the staff.

During FY 2009, DCHA will implement a mandatory training session for all DCHA personnel that will include a variety of topics, including the
importance of DCHA'’s language access responsibilities and cultural sensitivity training. DCHA is currently designing the training curriculum and
will update OHR of this effort in its quarterly reports. During 2009, DCHA will also have a separate and more comprehensive training session for
public contact personnel. DCHA will also avail itself of training opportunities offered by the city, including training in utilizing LanguageLine,
interpretation certification, and additional cultural competency training.

New employees will receive information regarding DCHA'’s language access efforts during their orientation sessions. New public contact personnel
will receive a more intensive training session on the use of LanguageLine and cultural competency.

Describe how your agency will evaluate the success of the trainings provided to staff.

DCHA will evaluate the success of these training efforts by utilizing the same evaluation tools for its oral interpretation services: mystery shopping

during mid 2009 and 2010 to measure performance and institute any corrections necessary. DCHA will also rely on OHR’s compliance reports
and feedback as a management tool,

11



OBJECTIVE 5: OUTREACH TO THE LEP/NEP POPULATION OF THE DISTRICT

The goal of this objective is to conduct outreach activities that target LEP/NEP populations served or encountered by D.C. Housing Authority on services
and programs offered by [D.C. Housing Authority].

Narrative:

1. Describe current outreach methods and/or activities that have been used/are being used by your agency to target the District’s LEP/NEP
populations. Please include which LEP/NEP populations (e.g., Spanish speakers, Amharic speakers, Vietnamese speakers, etc.) arc targeted
through this outreach.

In the past, DCHA has worked with various community based organizations to both implement new programs and to inform communities who are
underrepresented on DCHA’s waiting list of our housing opportunities. During this BLAP period, DCHA will continue to reach out fo local CBOs to
provide program information and receive feedback.

DCHA is a regular attendee at community fairs sponsored by the Mayor’s Office of Latino Affairs and Asian/Pacific Islander Affuirs, and we will
continue to participate in these public forums te provide housing and employment information.

While DCHA will participate in and arrange forums for our Spanish-speaking clients, during this BLAP period, we will give extra focus ton the
LEP/NEP clients in the Asian community. This community has traditionally not accessed DCHA'’s housing assistance, and we want to ensure that there
are no perceived barriers to our programs and offices.

2. D.C. Housing Authority will commit to conducting (3) outreach activities to each LEP/NEP community it currently serves and will serve that
meet their “3% or 500 individuals™ threshold in FY09/FY10.

4. Provide a detailed plan for how your agency will conduct a minimum of one (1) public meeting* per fiscal year within this BLAP period.

DCHA will sponsor a public meeting in the Columbia Heights neighborhood inviting our current clients and persons interested in DCHA’s housing

and employment opportunities. We will schedule this meeting during May of 2009. We will work with neighborhood organizations in the Columbia Heights
area in planning the agenda and alerting the community of the meeting.

DCHA will also sponsor a public meeting during FY 2010, and will provide the specific details during the FY 2009 fourth quarter report.

5. Describe how your agency will evaluate the success of its outreach initiatives.
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DCHA will evaluate the impact of its efforts based on:
1. community attendance to the outreach events
2. the number of new applicants (of underrepresented communities) to the waiting list

3. resolution of issues brought to DCHA’s attention
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