
 
 
 

DEPARTMENT OF CONSUMER & REGULATORY AFFAIRS 
 

BIENNIAL LANGUAGE ACCESS PLAN (BLAP) 
 
 

 

PURPOSE: The purpose of this plan is to map out an effective course of action that enables the Department of Consumer and Regulatory Affairs 
(DCRA) 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) who access services and information through DCRA. “Access 
and participate” means to be informed of, participate in, and benefit from public services, programs, and activities offered by DCRA at 
a level equal to English proficient individuals, 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 submit quarterly reports to the Office of Human Rights (OHR) on progress made in their 
BLAP. 

 

    
 
 
DUE DATE:  March 5, 2009 
 
SUBMIT TO:  D.C. Office of Human Rights 
   Language Access Program 
   441 4th Street, N.W. 
   Suite 570 North 
   Washington, D.C.  20001 
 
 
PREPARED BY: Michael Rupert     Communications Manager 
   Name      Position Title 
 
   ________________________________ ______March 5, 2009__________________________ 
   Signature     Date 
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INTRODUCTION 

 
�  Please describe the Department of Consumer and Regulatory Affairs general mandate/mission. 
 
The mission of the Department of Consumer and Regulatory Affairs is to protect the health, safety, economic interests, and quality 
of life of residents, businesses, and visitors in the District of Columbia by issuing licenses and permits, conducting inspections, 
enforcing building, housing, and safety codes, regulating land use and development, and providing consumer education and 
advocacy services. 
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�  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 information and/or render services directly to the public).  
 

 
*List all divisions and their functions in the table below.  

 
 
TABLE 1: DESCRIPTION OF AGENCY DIVISIONS 

 
 Name of Program/ Division Public Service 

Division 
YES/NO 

Function Address Division’s Telephone 
Number 

1. Office of Service Integrity Yes Internal Affairs and Risk Management. 941 North Capital, NE 202-442-8955 
2. Zoning Administrator Yes Interprets/Enforces Zoning Laws. 941 North Capital, NE 202-442-4576 
3. Permitting Division Yes Enforces Building Code through 

permitting. 
941 North Capital, NE 202-442-4400 

4. Office of Information Services No Provides IT support to agency. 941 North Capital, NE 202-442-8340 
5. Office of Community Relations and 

Customer Service 
Yes Provides customer service for 

Inspections Division, processes FOIA 
requests and conducts community 
relations activities. 

941 North Capital, NE 202-442-9557 

6. Inspections Division Yes Enforces Building Codes through 
inspections. 

1900 Massachusetts 
Avenue, SE, 

202-442-9557 

7. Office of Enforcement and Legislative 
Affairs 

No Enforces Building Codes through 
penalties and fines. Provides legislative 
support to agency. 

941 North Capital, NE 202-478-5751 

8. Business Licensing and Consumer 
Protection Division 

Yes Enforces DC Laws for business and 
consumer protection through licensing, 
inspections and investigations. 

941 North Capital, NE 202-442-4300 

9. Office of the Chief of Staff Yes Provides administrative and 
communications support to the 
agency’s divisions. 

941 North Capital, NE 202-442-8947 
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�  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. 
 
 
 

*List all organizations that receive funding from your agency in the table below. 
 

 
TABLE 2: PUBLIC SERVICE ORGANIZATIONS FUNDED BY AGE NCY 
 

 Name of 
Organization 

Address and Phone 
Number 

Contact Person Services LEP/NEP 
Group 

Targeted 

Type of Language Service 
Provided 

1. n/a      
2. n/a      
3.  

n/a 
     

 
 
 

�  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). 

 
Language Access Purpose Funding 
Language Line  $10,000 
Translation Services $10,000 
Total* $20,000* 
* Total does not include in-house translations, community outreach specific to LEP/NEP communities. This amount would be impossible to determine 
considering it is not budgeted separately.
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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 fields 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.  
The Department of Consumer and Regulatory Affairs recently implemented the Comprehensive Property Management System (CPMS) for two of its 
four major public service divisions – the Permit Division and Inspections Division – in August 2008. The Business Licensing Division is scheduled to 
be online with CPMS by September 2009. The new system, which uses Accela software, registers each customer by name and prompts DCRA 
employees for their language spoken. The system maintains this information indefinitely and is accessible across all divisions. This means if an 
LEP/NEP customer requests an inspection in July 2009, the information would still be immediately available if they came to DCRA to get a building 
permit in August 2009. The field is not currently mandatory. 
 
Our main challenge in collecting this data is encouraging customers to submit their preferred language. Out of 29,000 records created over the past six 
months, just over 500 customers have opted to submit their language preference. Even if the field is mandatory, we feel that most would opt for the 
“other” category which would only further skew the numbers. We will be seeking assistance from the Office of Human Rights for strategies to improve 
customer submission of language spoken. In the 2nd Quarter of 2009, we will be issuing an administrative issuance, reinforcing the mandate that all 
customer-facing employees must ask for “language spoken.” 

 
 
2. If your agency is not currently collecting this data and has not updated its databases and/or tracking applications to collect this data, please 

provide the following: 
 

·  Detailed explanation for why the requirement has not been met. 
·  Detailed plan to comply with this requirement within this BLAP’s period.  
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3. If the agency is currently collecting data, include the total number of limited and non-English proficient (LEP/NEP) individuals served during 
FY07 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. 

 
All supporting information from the Department of Consumer and Regulatory Affairs is included in the Appendix as attachments. 

 
 

*In the matrix below, list all LEP/NEP individuals served by your agency during FY 2007/FY 2008. 
 
 
MATRIX 1A: NUMBER OF LEP/NEP CONSTITUENTS SERVED IN  FY07/FY08** 
 

 Number of LEP/NEP served in 
FY07* 

Number of LEP/NEP served in FY08 Total Number of LEP/NEP served  
in FY07/FY08 

Amharic 14 15 29 
Chinese 8 15 23 
French 0 2 2 
Korean 35 24 59 
Spanish 338 199 537 

Vietnamese 3 4 7 
Other 12 495 507 

 
*Information Not Accurately Collected in FY2007 beyond Language Line Data 
** Data does not include outreach efforts or web information 

 
 

MATRIX 1B: NUMBER OF LEP/NEP CONSTITUENTS SERVED IN  FY07/FY08 THROUGH LANGUAGE LINE SERVICES 
 

 Number of Phone Calls Made 
Through LLS in FY07 

Number of Phone Calls Made 
Through LLS in FY08 

Total Number of Phone Calls Made 
Through LLS in FY07/FY08 

Amharic 14 12 26 
Chinese 8 11 19 
French 0 2 2 
Korean 35 20 55 
Spanish 338 103 441 

Vietnamese 3 4 7 
Other 12 9 21 
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OBJECTIVE 2 : PROVIDE WRITTEN LANGUAGE SERVICES   
 

This objective requires the Department of Consumer and Regulatory Affairs to translate vital documents into the non-English languages largely served by 
DCRA. 
 
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 
for 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 tax forms 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. 

 
Glossary of Terms for Spanish, Vietnamese, Chinese and Korean are attached in the appendix.  

 
3. If the agency has not developed a systemic process for identifying documents for translation, please provide the following: 

 
The Department of Consumer and Regulatory Affairs is developing a comprehensive system to identify vital documents and 
expects to complete these processes by July 2009 and identify all vital documents and criteria for any new documents by 
October 1, 2009. Currently, we have indentified 142 vital documents we have set as a priority during this BLAP period. More 
will likely be added for FY10 once the identification system has been implemented. 
 
Currently, DCRA is focused on translating all vital documents for the Business Licensing and Permits divisions including all 
applications, application instructions, fact sheets and other communications. We have begun the translation of 145 license 
applications, fact sheets and supporting documents into key languages as mandated by the Language Access Act. On 
November 1, 2008, we pledged 20 percent of documents would be translated every 60 days through July 1, 2009. This decision 
was made because a vast majority of our LEP/NEP customers are business owners. 
 
DCRA also created and translated a BBL EZ Form which reduces the application from 18 pages to 2 pages for many business 
licenses. The document has been translated into Spanish and we expect to have translated the form into other mandated 
languages by July 2009. 
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DCRA has also translated vital communications documents for Residential Inspections including “Heat Regulations” and 
“Steps to Report Housing Code Violations.” Communications materials for “Post Card Permits” have also been translated into 
Spanish as part of our outreach efforts to contractors. 
 
Costs and lack of direct funding for Language Access requirements has been a huge factor in the agency’s progress in 
translating vital documents. 
 
DCRA is somewhat limited in using translation on the Web beyond PDF copies as the current Web software provided by the 
Office of the Chief Technology Officer does not support Asian languages. 

 
 
4. 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.  
 

Office of the Director  202-442-8947 
Homeowner’s Center  202-442-9470 
Permit Center   202-478-9292 
Licensing Center  202-442-4311 

 
 
5. If translations have not been printed or are unavailable to the public, please provide the following: 
 

·  Explanation as to why the translations are unavailable to the public. 
·  Detailed plan to translate and disseminate/display documents within this BLAP’s period. 
·  Plans to post documents on agency website.  

 
DCRA has not published Spanish versions of the agency’s fact sheets as of January 23, 2009 as it is awaiting the Office of 
Contracting and Procurement to select a vendor. DCRA wants to have the vendor review the documents for clarity and 
accuracy before publishing to the public. DCRA expects the vendor to be selected by February 1, 2009 and to have documents 
reviewed by April 1, 2009. 
 
As documents are reviewed and finalized, DCRA will post all new materials to the Web. As part of our efforts to conserve 
paper, we will be predominantly posting information online and providing kiosks for customers to review the materials. 
Customers will then be able to print the information if they require a hard copy. 
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Again, documents in Asian languages will be posted to the DCRA Web site in PDF form as the current software does not 
support Asian languages. Spanish translations will be posted to Web as HTML as soon as they are finalized. 

 
 

6. Explain how your agency responds to correspondence written in a non-English language.  
 
DCRA does not currently have a written protocol for handling correspondence written in a non-English language. DCRA will 
create a protocol by May 1, 2009. 

 
 
 
 
 

* List vital documents in the matrix below. 
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MATRIX 2: AGENCY VITAL DOCUMENTS  
 

 Type of 
Material 

 

Agency 
Division/Departm

ent 

Document 
Title 

Description of Document Language(s) 
Document 

Available In 

Target 
Language(s) for 

Translation 

Estimated Date 
of Completion 

1. 
 

Application 
Business Licensing 

Basic Business 
License 

Application 

Application for Basic Business 
License 

English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

2. Instructions 
Business Licensing 

 

Basic Business 
License 

Application 
Instructions 

Instructions for Completing 
Basic Business License 

Application 
English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

3. 
 

Application 
Business Licensing BBL EZ Form Abbreviated BBL Application Spanish 

Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

4. -
126.

* 
Fact Sheets Business Licensing Fact Sheet 

DCRA has 123 BBL Facts 
Sheets it is currently revising 

and translating 
Spanish Spanish – All August 1, 2009 

127. Glossary Agency 
Glossary of 

Terms 
Glossary of Terms Spanish Spanish Complete 

128. Glossary Agency 
Glossary of 

Terms 
Glossary of Terms Chinese Chinese Complete 

129. Glossary Agency 
Glossary of 

Terms 
Glossary of Terms Vietnamese Vietnamese Complete 

130. Glossary Agency 
Glossary of 

Terms Glossary of Terms Korean Korean Complete 

131. Informational Inspections 
Heat 

Regulations 

A comprehensive information 
flier describing heat regulations 

and available city services 
Spanish 

Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

132. Informational Inspections 
How to Report 
Housing Code 

Violations 

A comprehensive information 
flier describing housing code 
violations and available city 

services 

Spanish 

Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

133. Informational Permit Center Preguntas y Description of frequently asked Spanish Korean, February 1, 2010 
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respuestas 
hechas con 
frecuencia* 

questions regarding home 
improvement projects and the 

application process 

Amharic, 
Chinese, 

Vietnamese 

134. Informational Permit Center 
Contribuya a 

tener un Hogar 
Sano* 

Tips on having a healthy home. Spanish  Complete 

135. Informational Permit Center 

Remodelar 
correctamente: 
Información 
importante 
sobre los 
riesgos 

causados por el 
plomo para 
familias, 

proveedores de 
cuidado infantil 

y escuelas* 

Mandated EPA Brochure on 
Lead Paint and other dangers 

Spanish  Complete 

136. Application Permit Center 
Building Permit 

Fact Sheet 
Overview of Building Permit 

Process English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

July1, 2009 

137.  Permit Center 

Application for 
Home 

Occupation 
Permit 

 English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 
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* Complete List of all facts sheets is attached. 

138.  Permit Center 

Authorization 
for Use of 

Rental Property 
Form 

 English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

139.  Permit Center 

Application for 
Air 

Conditioning 
and 

Refrigeration 
Installation 

Permit 

 English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

140.  Permit Center 
Post Card 

Permit 
Application 

 English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

141.  Permit Center 
Supplemental 

Permit 
Application 

 English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

142.  Permit Center 
Building Permit 

Application 
Form 

  

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

October 1, 2009 

143. Survey Agency 
Customer 

Satisfaction 
Survey 

Survey English 

Spanish,  
Korean, 
Amharic, 
Chinese, 

Vietnamese 

March 1, 2009 
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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). 

 
DCRA provides qualified bilingual staff to assist clientele whenever possible. We have bilingual speakers in all divisions who 
work across the division and the agency whenever possible.  
 
DCRA has also trained all inspections staff on using telephonic interpretation services both at DCRA offices and the field. DCRA 
has created laminated business cards outlining tips on assisting LEP/NEP customers which inspectors are required to have with 
them at all times. 
 
DCRA issued a new administrative issuance and is providing training for all employees on using Language Line services. 
Additional training sessions will be held on a bi-monthly basis throughout the BLAP period. We are also going to require that all 
new employees receive the training upon entry in addition to any training provided by DCHR. 
 
2. Describe how your agency will evaluate the quality of oral language services provided. 
 
DCRA has created a survey that will be available onsite and online where customers can comment on the services provided. This 
document is included in our vital documents and is expected to be available by March 1, 2009. 
 
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.  
 
DCRA has Language Line posters and OHR “Know Your Rights” Fliers/Cards posted in all customer facing positions. All DCRA 
employees have been notified through administrative issuance that they are required to utilize Language Line services when 
necessary.  
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·  If your agency presently does not notify/advise its LEP/NEP clientele of the language assistance they are entitled, please 
provide how it will comply with this requirement wi thin this BLAP period. 

 
4. Describe agency plan on how it will implement ongoing and accurate assessments of staffing capacity by language and service area/unit. 
 

·  How will your agency prioritize assignments of bilingual staff to programs with a high number of LEP clientele? 
 
DCRA will continue to seek and consider bilingual candidates for all positions. DCRA does not currently have a staffing plan 
as all divisions essentially serve all residents of the District of Columbia. 

 
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. 
·  If your agency currently assesses the language proficiency skills of its bilingual staff and/or applicants, please explain how. 
·  Include incentives, if any, provided to bilingual staff for utilization of their language skills. 

 
DCRA will develop and implement a recruitment and retention plan to increase bilingual staffing by January 1, 2010. DCRA 
currently does not offer any incentive for utilization of their language skills and due to budget restraints does not anticipate 
offering these incentives during this BLAP period. 

 
* List all bilingual positions in the matrix below. 

 
 
MATRIX 3: AGENCY BILINGUAL STAFF 
 

Grade/Rank/Position Title PCP/ 
Non- PCP 

Agency Division/Department Language(s) Spoken/Written  Language(s) 
Certifications/ 

Training 

Use bilingual 
skills when 
needed? 

Engineering Technician PCP Permit Division - Zoning Spanish  No 
Community Outreach Specialist PCP Office of Communications & Outreach Spanish  Yes 
Mechanical Engineer PCP Permit Division - Homeowners Center Hindi  Yes 
Program Support Specialist PCP Permit Division - Specialty Permits  Creole, French  Yes 
Contact Representative  PCP License Division - Business License Center Spanish  Yes 
Program Support Specialist PCP License Division - Corporations  Azeri/Turkish, Russian  Yes 
Plans Review Coordinator PCP Permit Division - Permit Center Spanish  Yes 
Mechanical Engineer  PCP Permit Division - Permit Center Amharic, French, Italian  Yes 
Investigator  PCP Investigations- Regulatory French, Spanish  Yes 
Structural Engineer PCP Permit Division - Permit Center Arabic, Persian, Punjabi, Urdu  Yes 
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Paralegal Specialist PCP License Division - Corporations French, Korean  Yes 
Consumer Investigator PCP Consumer Protection Division Italian, Spanish  Yes 
Engineering Technician PCP Permit Division - Zoning Administrator Vietnamese  No 
Neighborhood Stabilization Officer PCP Residential Inspections  Spanish  Yes 
Electrical Engineer PCP Permit Division - Permit Center French  Yes 
Program Support Specialist PCP Permit Division - Homeowners Center Spanish  Yes 
Investigator  PCP Investigations - Weights & Measures  Spanish  Yes 
Supervisory Performance Management 
Analyst 

PCP Office of Communications & Customer 
Service 

Spanish  No 

Electrical Engineer PCP Permit Division - Permit Center Arabic, Bengali, Hindi, Urdu  Yes 
Program Analyst ** Operations German  No 
Neighborhood Stabilization Officer PCP Residential Inspections Spanish  Yes 
Director of Information Systems ** Office of Information Systems French, Italian, Spanish  No 
Plans Review Coordinator PCP Permit Division - Permit Center Spanish   Yes 
Licensing Operations Coordinator PCP License Division - Vending Spanish  Yes 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 



 16 

OBJECTIVE 4 : CULTURAL COMPETENCY TRAININGS 
 

This objective requires DCRA to provide, at minimum, one language access-related training, and one linguistic and/or cultural competency 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. 

 
DCRA anticipates conducting an agency-wide training session on cultural competency in FY2009. The trainings will be 
mandatory. These training are conducted biannually. 
 
2. Provide a detailed plan for how your agency will comply with this requirement within this BLAP’s perio d. In your response include how your 

agency will provide staff with the skills and tools necessary to effectively serve the agency’s diverse LEP/NEP clientele. 
 
DCRA plans to partner with the Office of Human Rights to conduct the training seminars and will also expand its intranet 
information and provided regular “refresher” communications throughout the BLAP period. DCRA anticipates the training will be 
scheduled for June or July of 2009. 

 
3. Describe how your agency will evaluate the success of the trainings provided to staff. 
 
DCRA will analyze Language Line and CPMS data on a bi-monthly basis to determine whether the trainings result in an increase 
in the identification of LEP/NEP customers. DCRA will also use the customer survey cards as a gauge of the success of the 
program. 
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OBJECTIVE 5 : OUTREACH TO THE LEP/NEP POPULATION OF THE DISTRIC T 
 
The goal of this objective is to conduct outreach activities that target LEP/NEP populations served or encountered by the Department] on services and 
programs offered by DCRA]. 
 
 
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.) are targeted 
through this outreach. 

 
IN FY 2009, DCRA established the Office of Communications and Outreach and now has a bilingual staff member dedicated to 
outreach events in predominantly Spanish areas – DCRA’s largest LEP/NEP customer base. In FY 2009 alone, DCRA anticipates 
holding 120 community outreach events in LEP/NEP communities – 10 times more than FY2008. These events are directly or 
indirectly targeted towards LEP/NEP communities and bilingual information will be available at each event. DCRA will continue 
to expand its outreach to Asian and Amharic speakers once vital documents and translation services have been procured in FY 
2009. 
 
The Street Vending program will continue to partner with the Office on African Affairs to provide translators at the 12 outreach 
events it holds annually. 
 
DCRA also meets with several Chinatown business organizations annually. 
 

 
2. DCRA will commit to conducting 20 outreach activities to each LEP/NEP community it currently serves and will serve that meet their “3% or 

500 individuals” threshold in FY09/FY10.  Briefly explain how your agency’s determination of the number of outreach activities indicated 
above was reached. 

 
DCRA has five major initiatives it plans to implement during the BLAP period including the General Business License, Proactive 
Inspections, Heating Regulations, Online and Kiosk Building Permits and Consumer Protection. DCRA has already scheduled 
more than 130 events for licensing and permit initiatives. 

 
 

3. Provide a detailed plan for how your agency will comply with this objective within this BLAP’s period.  
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DCRA is committed to performing outreach to LEP/NEP communities. The agency, for the first time, has staff dedicated solely to 
external communications. DCRA has already conducted 60 outreach events in LEP/NEP communities in the first 120 days of 
FY2009. 

 
      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. 
 

DCRA will schedule a community open house for LEP/NEP communities in the 1st Quarter of FY2010 to receive feedback of 
efforts from FY2009 Language Access efforts. All input will be used to make adjustments to our programs in the 2nd half of 
this BLAP period.  

* Public Meeting- a meeting scheduled by a covered entity and a LEP/NEP community to allow for input or feedback from community members on issues of 
interest relating to the Language Access Act and service(s) provided by the entity. 

       5. Describe how your agency will evaluate the success of its outreach initiatives.  

DCRA will analyze Language Line and CPMS data on a bi-monthly basis to determine whether the trainings result in an increase 
in the identification of LEP/NEP customers. DCRA will also use the customer survey cards as a gauge of the success of the 
program. DCRA will also track hits on translated materials as a gauge of the impact of our outreach efforts.  
 
Again, documents in Asian languages will be posted to the DCRA Web site in PDF form as the current software does not support 
Asian languages. Spanish translations will be posted to Web as HTML as soon as they are finalized. This will limit our ability to 
gauge the success of our outreach efforts in Asian communities. 
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Certification of Language Access Plan Approval for Covered Entity 

The Department of Consumer and Regulatory Affairs  has a language access plan that has met the standards and criteria outlined in the following checklist. 

APPROVAL CHECKLIST 

A successful Language Access Plan aligns the overall furnished information or rendered services, programs or activities to improvement objectives with the 
following three criteria. To qualify as an approved Language Access Plan for a specific covered entity, the plan must meet these criteria. It is critical that 
Language Access planning not be viewed or treated as a separate exercise. There must be strong connections between the proposed program, services, or 
activities of the covered entity and the plan improvements.  

____ The plan establishes clear goals and a realistic strategy for the covered entity to provide public services, programs, and activities for 
residents of the District of Columbia with limited or no-English proficiency. 

____ The plan provides for a sufficient budget to acquire and maintain the public services, programs, and activities that will be needed to 
implement the strategy for improved data collection, oral language services and written language services. 

____ The plan includes an evaluation process that enables the Language Access Director to track and monitor progress toward the specified 
goals and make mid-course corrections in response to new developments and opportunities as they arise.  

 
Approved by:                                                 
 
Agency Director: Linda K. Argo      Language Access Director:  _________________________ 
 
Signature: ________________________   Date:  March 5, 2009  Signature: ______________________ Date: ____________ 
 
                 
Office of Human Rights Director:       
 
Signature: ______________________ Date: _____________ 

 
 

APPENDIX 
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ATTACHMENT 1.1 
DRCA Language Line Use in FY 2007 

 
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter to date 
Oct-Dec Jan-Mar April-June (td) July 

 

Mins Calls Charg
es 

Mins Calls Charg
es 

Mins Calls Charg
es 

Mins Calls Charg
es 

Spanish 130 248 $537.60 236 39 $377.60 209 36 $334.40 80 15 $128.00 
             
             
             
Amharic 1 8 $12.80    69 4 110.40 12 2 $19.20 
             
             
             
Bengali             
Chinese (Mandarin)       57 8 91.2    
French             
Hmong       2 1 $16.00    
Japanese       12 2 $19.20    
Korean 1 6 $9.60 13 1 $1.60 94 17 $163.20 120 11 $192.00 
             
             
             
Laotian          2 1 3.20 
Portuguese             
Thai    63 2 $100.80 10 1 $16.00    
Vietnamese    37 1 $59.20 20 1 32.00 114 1 $182.40 

TOTAL 132 262 $560.00 349 32 $539.20 118 14 $188.80 338 30 $524.80 

 
 
 

1st Quarter  2nd Quarter 3rd Quarter 4th Quarter FY 2007 Web Hits* 
*Data was not collected by agency in 1st and 2nd Quarters Oct-Dec Jan-Mar April-June  July-Sept 
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 Documents/Page Views Downloads Downloads Downloads Downloads 
Amharic Vending FAQs Amharic  86 112  
Chinese  How DCRA Serves the District (Chinese)  89 18  
Korean Vending FAQs Korean   52  
Spanish Centro de Tramitación Para Propietarios de Una Casa FAQs 

en Espanol (Homeowners Center FAQs) 
 141 238  

 Información Sobre Contratistas De Renovación De Viviendas 
(Home Improvement Contractors Fact Sheet) 

 57 132  

 Información Sobre Talleres De Reparación De Carros (Auto 
Repair Fact Sheet) 

 132 142  

 Las Casas de Alojamiento FAQs en Espanol (Rooming 
House FAQs) 

 44 63  

 Las preguntas más frecuentes sobre ventas en carritos en el 
Distrito de Columbia (Vending FAQs) 

 156 213  

 Lo Que Usted Debe Saber Acerca del Control de Alquileres 
en el Distrito de Columbia (Rent Control) 

 99 156  

 Cómo presta servicios el DCRA al Distrito de Columbia (How 
DCRA Serves the District) 

  83  

Vietnamese How DCRA Serves the District (Vietnamese)   53  
 Page View: Translations of DCRA Publications  159 512  

 TOTAL  963 1774  

 
 
 
 

Attachment 1.2 
 

Residential Inspections Information (FY 2008) 
FY-08 Oct Nov Dec  Jan Feb Mar Apr  May Jun  Jul  Aug Sep  YTD 

Inspections that used Bilingual Staff        8       1       4       3      -        -         5  11    3     -     1       -    36 
Spanish        8       1       4       3      -        -         5   11 3    1   36 
Amharic       -        -        -        -        -        -       -                                  -   
Chinese       -        -        -        -        -        -       -                                  -   
Korean       -        -        -        -        -        -       -                                  -   

Vietnamese       -        -        -        -        -        -       -                                  -   
Meetings LEP/NEP Organizations        -        -        -        -        -        -       -    1     -        -    3        -    4 

Spanish       -        -        -        -        -        -       -     1      3               4    
Amharic       -        -        -        -        -        -       -                                  -   
Chinese       -        -        -        -        -        -       -                                  -   
Korean       -        -        -        -        -        -       -                                  -   

Vietnamese       -        -        -        -        -        -       -                                  -   
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Attachment 1.2 
 

Comprehensive Property Management System Language Spoken Data 
Language Spoken Total Records 
Amharic 3 
Chinese 1 
Spanish 8 
Korean 2 
Other 484 

 
 

Attachment 1.3 
FY 2008 Translated Web Hits 

Measures Oct Nov Dec Jan Feb Mar Apr May Jun Jul Au g Sep Total 

Web hits on Translated 
Materials n/a n/a n/a   n/a n/a  n/a 27 17 60 32 28 33 197 

Spanish  n/a  n/a  n/a n/a  n/a  n/a  14 12 11  6  12  10 65 

Amharic  n/a  n/a  n/a n/a n/a  n/a  1 1 28  22  14 12  78 

Chinese  n/a  n/a  n/a n/a  n/a  n/a  3 0 4 2   0  2 11 

Korean  n/a  n/a  n/a n/a  n/a n/a  4 3 17  2 2  8  36 

Vietnamese  n/a  n/a  n/a n/a n/a  n/a  5 1 0  0 0   1 7 

 
 

Attachment 1.1D 
 

FY 2008 Outreach  
 Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep FY to Date 

Publications Distributed at Events  30 0 50 0 10 20 30 50 10 110 290 2,300 2900 
Spanish 30 0 50 0 10 20 30 50  10 10 240  2300 2750 
Amharic                         0 
Chinese                   80 30   110 
Korean                   10 10   20 

Vietnamese                   10 10   20 
Audience at events using Bilingual 
Staff 

0 0 0 0 0 0 0 0 0 5 1 0 
45 

Spanish                   44 1   45 
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Amharic                         0 
Chinese                         0 
Korean                         0 

Vietnamese                         0 
Investigations using Bilingual Staff 4 4 4 4 4 5 6 0 6 5 5 1 48 

Spanish 4 4 4 4 4 5 6    6 2 2 1 42 
Amharic           0             0 
Chinese           0       1 1   2 
Korean           0       1 1   2 

Vietnamese           0       1 1   2 
Meetings with LEP/NEP 
organizations  

5 5 5 5 5 5 5 10 5 110 290 2,300 
2900 

Spanish 1 1 1 1 1 1 1  2 1  10   100 220 
Amharic 1 1 1 1 1 1 1  2 1       0 
Chinese 1 1 1 1 1 1 1  2 1 80 30   110 
Korean 1 1 1 1 1 1 1  2 1 10 10   20 

Vietnamese 1 1 1 1 1 1 1  2 1 10 10   20 
Outreach in LEP/NEP Communities 0 0 0 0 0 0 0 0 0 5 1 0 45 

Spanish                   5 1   45 
Amharic                         0 
Chinese                         0 
Korean                         0 

Vietnamese                         0 

 
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter to date 
Oct-Dec Jan-Mar April-June  July-September 

Language Line FY08 

Mins Calls Charg
es 

Mins Calls Charg
es 

Mins Calls Charg
es 

Mins Calls Charg
es 

Amharic - - - 25 4 $40.00 18 2 $28.80 45 6 $72.00 
Chinese ( Mandarin) - - - 7 2 $11.20 11 1 $17.60 53 8 $84.80 
French - - - - - -    11 2 $17.60 
Korean 26 4 $41.60 28 3 $44.80 60 8 $96.00 69 5 $110.40 
Spanish 218 31 $348.80 144 29 $230.40 112 20 $179.20 146 23 $233.60 
Vietnamese - - - - - - 71 1 $113.60 14 3 $22.40 
Somali          2 1 $3.20 
Arabic 2 1 3.20 - - - 23 1 $36.80 - - - 
Bengali - - - 13 1 $20.80    -  - 
Bosnian 1 1 $1.60 - - -    - - - 
Greek 55 10 $88.00 - - -    - - - 
Thai - - - 63 2 100.80    - - - 
Tigrinya 93 2 $148.80 - - -    - - - 
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TOTAL 395 49 $632.0
0 280 41 $448.00 275 28 $440.00 340 48 $544.00 

 


