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CITY OF DAKIAND EQUAL ACCESS ORDINANCE
: ) ANNUAL COMPLIANCE PLAN

PART I: DEPARTMENT HEAD CERTIFICATION

DEPARTMENTNAME: ______CAO
FISCALYEAR:' - 2015-16

Provide the following certification that the Department head has reviewed this Annual
Compliance Plan for final approval: :

I, _STEPHANIE HOM , hereby certify, that I have reviewed and approved this
Equal Access Annual Compliance Plan for accrracy and completeness, and adept
the goals specified in this Avnnal Compliance Plan. This Annual Compliance Plan
for the City Administrator’s Office was submitted on July 7, 2016. )

Signature & Date

Stephanie Hom, Deputy City Administrator
‘ Print Name & Title



PART II

htitative Ascessment

CITY ADMINISTRATOR’S OFFICE (CAO)

City Administrator
1 Frank H- Ogawa Plaza, 3rd Floor,

CA 94612
phone: (510) 238-3301
fax: (510) 238-2223

Executive Assistant

1 Frank H. Ogawa Plaza, 3rd Floor,
Oekland, CA 94612

phone: (510) 238-6369

fax: (510) 238-2223

email: citvadministratonéioakiandnetcom | email: wwoo(@oakiandnet com
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gas
to the City Admini

1 Frank B: Ogawa Plaza, 3rd Floor
QOakiand, CA 54612

phone: (510) 238-6587

fax: (510) 238-2223

Email:

sorolosas@paklandnet con

Animal Services

1 1Sp ICH §s5sp

2CH

Citizen’s Police Review Board

1S | 1cH |28P

1CH

SP = Spanish, CH = Chinese
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Cats and Scratching

Children and Dogs

L

w[ >

Chy of Oakland Dog Licease Fee Waiver
Application for Service Dogs

Compliance Notice

Dead Animal Removal Form

Did you know that RABBITS:

Dog Adoption ACR

Dog Adoption Questionnaive

Dog Tips

Dogs in Oaklznd

BERBE

] b

Buid Tog

Feral Cat Surrender Form

Foster Agreement

Fowl in Oakland

Free First Exam (New Adopters)

Free Program (Spray and Neuter Surgery for
Cats) -

Installing a Dog Trolley System

Introducing Cats and Dogs

Tntroducing Cats 2o Cats

Introducing Dogs to Dogs

List of Ozkland Animal Services

Myths and Facts about Spaying and Neutering

NOTICE ~ Selling of Animals

ML DA| paf 4| D >

i Rl R

Oakland Animal Centrol Regulation (6.04.241
Spay/Neuter)

OAS Animal Noise Coatrol

OAS Dog Foster Program

Owner Surrender Agreement

Potentially Dangerous Dog Permit

Preventing Litter Box Programs/Cats

bl ke

Proper Outdoor Shelter For Your Dog

Puppy Housetraining

Ll b I kel g

b ke

Rabies Control Disposition Notice

Rabies Control Investigative Report

Rabies Vaccination Certificate

Request for Post Seizure Hearing

Spay/Neuter Appointment

Statement of Account

Statement of Buyer (No Warranty)

To Adopt You Must:

»| B4 D

e B

Veterinary Clinics in Oakland and FREE First
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Exams for New Adopters from the Oakland

When Dogs Bite in Oakland (FAQ) X X :

‘CPRB Complaint Form X X X (Xorean and

o Vietnamese)

CPRB Rights Formn X X X
(Vietnamese)

City of Oakland Public Ethics Copmission

Limited Public Financing Guide

Ethics Pledge

Tap Tean Ethics Rules

Complaints Procedures

Oakland Campaign Reform Act

Comnplaint Forms X X

Opendisclosure.io card X X

Minimum Wage Info pastcards X X X

Rules and Regulations for the Enforcement of X X X

Qaldand’s Mink ‘Wage Law (M FF) (Victnamese)

January 1 Minimum Wage increase posters X X X
(Vietnamese)

Display Advertisements for Jan. 1 Minimuem X X X )

‘Wage Increase (Vietnamese)

| 5 Nifio fuformation brochure X X

Percentage of vital documents transiated into one or both of the threshold langnage(s) =53%

Budget Hotline 238-4995 Completed
Business Assistance Center 2387952 Completed
Citizens Police Review Board 238-3159 Completed
City Administrator-Front Desk 238-3301 Completed
Contracting Compliance — Minimum Wage 238-6258 Completed
Contracting Compliance~General 238-3970 Completed
Ogaldand Animal Services 535-5603 Completed
Public Ethics Commission — General 238-3593 In progress
Special Business Permit 238-6914 Complsted
Special Business Permit for Taxi 777-8527 Completed

Percentage of public phone numbers with translated voice recording = 90%
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PART 1ll — QUALITATIVE ASSESSMENT (NARRATIVE)

| CITY ADMINISTRATOR'S OFFICE (CAO)
FISCAL YEAR 2015-2016 '

A. BILINGUAL PUBLIC CONTACT POSITIONS ASSESSMENT
ASSESSMENT

SPANISH PCP

FTE

CHINESE PCP
| GOAL ‘
PCP. | (11.39%) . |STAFF

GOAL MET? | GOAL (5.63%) | STAFF. | GOAL MET?.

99

Exceeds

34 4 7 Exceeds |2 . 5

Provide a summary narrative assessment and analysis of how and whether your Department is
complying with the Equal Access to Services Ordinance (EAD). Please share the challenges you
have faced, remedies you have implemented, or any other information that would help the

public knpw what efforts your Department has made this year to comply with the Ordinance.

The City Administrator’s Office and its Units are comprised of a total of 93 Full Time Employees [FTE). OF
the 99 employees, 34 are Public Contact Pesitions [PCP). The Spanish speaking PCP goal for the City
Administrator's Office is 11.39% which equates to 4 FTEs. The City Administrator’s Office has a total of
four (7) Spanish speaking PCPs. With regards to the Chinese speaking PCPs, the City Administrator’s
Office goal is 5.63%, which equals to 2 FTE, Currently the City Administrator’s Office has a total of five (5)
Chinese speaking PCPs.

Please describe your effost in outreach, recruitment and hiring of bilingual candidates., Describe
your means to ensure a pool of qualified bilingual applmnts Assess the adequacy of these
efforts and indicate areas of improvement.

forFY 2015~2016, the City Administrator’s Office has hired a total of seventeen (17} FTEs. Of these
seventeen (17), three {3) of the positions were PCP or required selective certification. Providing language
access for the public is'a top priority of the City Administrator’s office and the office has been working
with Human Resource Management (HRM} to ensure that every effort is made in regards to outreach and
recruitment of qualified candidates.

Please highlight positive changes and successes in this reporting period. PWde a descriptionof
implementation “best practices” developed by the Department. Please share with us your
SULCess story.

The City Administrator’s Office, along with severa! other City Departments, were committed in ensuring
that the Oakland public has equal access to City services. Posters were displayed prominently in the office
to better inform constituents of the language services provided by the City of Qakland. Staff has been
working difigently to ensure that vital information is provided to the public in multiple fanguages.
Presentations to address questions and concens in regards to the impl ion of M FF were
conducted in various neighborhoads throughout Oakiand, including Fruitvale, San Antonio and
Chinatown. Transtators in Spanish and Chinese were on-hand to help provide additionat supportas

A,
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Describe any additional measures, other than provision of bilingual staffing; the Department has
implemented to ensure Limited English Speaking (LES) persons receive the same level of service
as English speakers.

Efforts have been made to provide oniine surveys in Spanish and Chinese, as wefl aflowing the public to
fully engage and be digitally inclusive. in addition to translating vital documents into Spanish and Chinese,

" the department is making additional effort to also translate documents into Vietnamese and Korean. As
noted above, the City Administrator’s Office has made a list of bilingual staff within the department, both
PCP and non-PCP, who tould be contacted if interpretation s required.

Pléase describe your Department plan's for the next 12 months in an effort to ensure that all
Oakiand residents have equal and fair access to City services regardless of Janguage spoken.
‘The City Administrator’s Office will partner with the Equal Access Office in the new fiscal year to offer

additional training using current resources to increase public awareness of !anguage semces provided,
such as 2 possible public service announcements through KTOP,

The City Administrator’s Office will keep bilingual staff lists up to date to ensure anyone who is seeking
assistance can be served effectively. Also, should there be a vacancy in one of the PCP positions in the
coming year, the City Administrator’s Office will work with HRM to ensure the outreach and recruitment
efforts produce qualified bilingual candidates. Public notices will be inspected regularly to ensure
appropriate access to the public.

The Contracts and Compliance division will be performing additional community outreach in the LES
community in regardsto the minimum wage law most cor ly known as M FFthat was p d
in November 2014 by voters,

The Citizen’s Police Review Board {CPRB), 2 unit within the City Administrator Office, is also taking the
initiative to conduct community outreach events throughout Oakland and having translators on hand to
provide additional support.

B. Translation of Written Vital Documents Assessment

Departments are required to “post notices in the public areas of their facilities in threshold
language indicating that writtén materials in the Janguages, and staff who speak the languags,
are available.” Please list the focations in which the Department has posted notices.

Materials are provided in the fobby area of the City Administrator’s Administration area, as well as.in

various lobby areas of the City Administrator’s Offices and its units, including: Animal Services, CPRB,
Oalkdander’s Assistance Center, Public Ethics Commission and Contracts and Compliance,

Please describe the percentage of vital documentstranslated into threshold language(s). What
is the corrective action plan and timeline in getting the rest of the documents translated?
The City Administrator’s Office had 35 out of 66 of its vital documents transiated into Spanish and Chinese

for FY 2015-2016, The City Admini: *s Office will continue to work with Equal Access to ensure that
more vital documents are translated.
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Did the Department translate any other wntten documents in the reporting period in an effort to
serve the LES community?

As mentioned above, the City Administrator’s Office has made every effort to ensure signage is posted in
all of the lobbies 2advising the LES community of language access tools at their disposal. The City
Administrator’s Office translates all of its vital documents and ensures copies in all languages are avaitable
inall of the lobby areas. In addition, the City Administrator’s Office is utilizing its website as a means to
further inform the LES community by postirig and distﬁbuﬁng the information electronically in Spanish
and Chinese.

C._Muttilinpual Telephone Messapes Assessment

1.

Please provide a hanatlve assessment on how is the Department doing in providing multilingual
telephone messages in threshold language(s). What is the corrective action plan and timeline in
getting the rest of the telephone lines translated?

The City Administrator’s Office s at the 90% level in providing multilingual telephone messages for FY
2015-2016. And will be working with Equal Access 0 translate the Public Ethics Commssxon 's main line
into Spamsh and Chinese.

D._Assessment of Department Communication with LES Populations

1

2.

Please respond to the last EAO Language Access Survey resuits. Inwhat ways, the Department plans
to address the concerns and service gaps identified by the survey?

The results of the last Equal Access survey showed that the City as a whole has made progress in ensuring LES
community has access to City Services; however, there are still improvements needed to truly provide equal
access to all Oakdand constituents. During the survey period, the City Administrator’s Office was visited by
395 people. Of the 395 visitors no surveys were completed The City Administrator’s Office has taken steps to
ensure signage is displayed in the public access areas and that front desk staff is provided information on
which person to call if there is a need for language assistance; however, there is a need to address the issues
of ensuring that the LES community is.informed of their right to file a complaint in the event they do not
receive adequate language assistance.

Describe in detail the procedures and written policy used to facilitate communication with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

The City Administrator’s Office and its corresponding units follow and refer to Administrative Instruction (Al)
145 which outlines the City’s policies and procedures for Equal Access. Additionally, written procedures have
been shared with all PCPs throughout the City Administrator’s Office on how to utilize the tanguage Access
Line. Al 145 provides a guideline for City staff to follow to ensure that all Oakland residents, regardless of
their English proficiency, have full and equal access to services that are being offered by the Gity.

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bilingual services. (See § 2.30.130 (B)).

As mentioned abaove, the City Administrator’s Office has made every effort to ensure signage is posted in alf of
the lobbies advising the LES community of Language access tools at their disposal. The City Administrator’s

E.

L
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Office translates all of its vital documents and ensures copies in all languags are available inall of the lobby
dreas. In addition, the City Administrator’s Office is utilizing its website as a means to further inform the LES
community by posting and dnstnbuhng the mfonnatnon electronically in Spanish and Chinese.

Did the Department réceive any complaints regardmg the Department’s provision of bilingual oral
and written services? - Please describe the Department’s procedure for documenting actions taken
to resolve each complaint and maintaining copies of the complaint and documentation of their
resolution.

The City Administrator’s Oﬁice has not received any complaints in FY 2015-2016 regarding bilingual services
orinadequate language accessibility. The City Administrator’s Office protocols for such complaints are to
document the complaint thoroughly and forward the complaint or the complainant to the Equal Access Office
for further investigation.

E._Action Plan

Please identify three action steps and your Department’s plan for the next 12 months in an effort
to ensure that all Oakland residents have equal and fair access to City Sennces regardless of .
language spoken.

During the survey period, the City Administrator's Oﬁice was.visited by 395 people. Of the 395 visitors no
surveys were completed. The City Administrator’s Office has identified three (3) areas for which it could
improve over the next 12 months. The first wouid be ensuring that signage regarding language access is
up to date and is dlearly displayed in all public actess areas. The second would be ensiring that the LES
community has information about how to file a complaint in the event that they did not receive adequate
bilingual services. And third is to ensure that the wait time for Ianguage assistance is no longer than five
(S) minutes.

Describe how notice of the availability of language access has been posted prommenﬂy atthe
Department’s geographic location. Describe also the information posted to the Department’s
website and how the public may access the Department’s Annual Compliance plan.

Currently, the City Administrator’s Office posts the language accessibility signs in all of the lobby areas
on or near the reception desks to ensure that visitors can dearly see the signs, in the event that they
require language assistance. On the website, the information can be found on the City’s home page
under Language Access on the left hand side. In addition, the City of Oakland’s website can also be
translated into other languages using a Google based interpretation program that is embedded in the
browser. -
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OFFICE OF THE CITY ATTORNEY (OCA)
PART H Quantitative Assessment

I Mark ‘Mark Forte
-| 1 Frank H Ogawa Plazs, 6th Floor 1 Frank H Ogawa Plaza, 6th Floor 1 Frank H. Ogawa Plaza, 6th Floor
CA 94612 Ozkland, CA 94612 ’ Qakland, CA 94612
phone: (510) 238-3815 phone: (510) 238-2960 phone: (510) 238-2960
fax: (510) 238.6500 : fax: (510) 2286500
email: * | email:

email: . .
| bpartker@oallandeityatiomey.org fandcity 2 | mfortef@oakigndcitysttorney,org

i Administration Unit

Litigation Unit

Advisary Unit

Claim Against the City of Oakland YES YES Vietnamese

City of Oakland Claims Information ] YES | YES | Vietngmese | -

Percentage of vital documents translated into threshold langnage(s) = 100%

TABLE 5: TELEPHONIC MESSAGES

Aftomey -Front
Percentage of public phone number with translated voice recording = 100%
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PART it - QUAUITATIVE ASSESSMENT (NARRATIVE)
OFFICE dF CITY ATTORNEY (OCA)
FISCAL YEAR 2015-2016 -
A. BILINGUAL PUBLIC CONTACY POSITIONS Assmmsm
ASSESSMENT SPANISH PCP CHINESE PCP
GOAL GOAL GOAL
FTE PCP (11.39%) STAFF | GOALMET? | {5.63%) | STAFF MET?
72 g 1 2 EXCEEDED 1 1 EXCEEDED
1. Provide a summary narrative assessment and analysis of how and whether your Department is

complying with the Equal Access to Services Ordinance (EAO). Please share the challenges you
have faced, remedies you have implemented, or any other information that would help the
public know what efforts your Department has made this year to comply with the Ordinance.

The City Attorney’s Office had a total of 75 authorized FTEs during FY 15-16. The total positions identified
as PCPs remained nine (9). The goal of bilingual PCPs based on last fiscal year’s assessment was 11.39%
Spanish-speaking and 5.63% Chinese speaking. At the beginning of the reporting pesiod, four of our
Office’s PCP positions were filled by bilingual employees. Two positions were filled with Chinese speaking
employees (Claims lnvstu@tnr it and one (1) Neighborhood Law Corps (NLC} Attorney) and two positions
were filled with Spanist {Open chemment Coordinator and one {2) Neighborhood
Law Corps Atmmey).

During the fiscal year, three BCP (NLC Atbomey) positions were vacated, including one held by a Chinese-
speaking NLC Attorney who was promoted to Deputy City Attorney, a non-PCP role. Two of these
pasitions have been filled. One position was filled with an employee who is fluent in Arabic and
conversationalfy fluent in Spanish. ‘Arrangements have been made for her to be bilingually tested to
determine her proﬁqenq in providing language support. The second NLC Attorney vacancy was filled by
an employee who is not bilingual.

The recruitment for the third position has concluded and an unconditional offer has been made to a
candidate who identifies himself as conversationally fluent in Spanish. Arrangernents will be made to
have him bilingually tested to determine his proficiency to provide language support once his
employment begins. The City Attorney’s Office has exceeded the goal for bilinguat employees in PCP

. positions, in both languages.

" preparation for the recruitment, the job

In addition bilingual staff in PCP positions, the City Attorney’s Office has three (3) Chinese speaking
employees, three {3) Spanish speaking employees and one (1) German speaking employee in non-PCP
positions that are available to assist the public when needed.

. Please dascribe your effort in outreach, recruitment and hiring of bilingual candidates. Describe’

your means to ensure a pool of qualified bilingual applicants. Assess the adequacy of these
efforts and indicate areas of improvement.

As mentioned above, the City Attorney’s Office filled two {2) PCP positions during the fiscal year. The
positions were NLC Attorneys. One of these vacancies was filled with a bilingual émployee. In
was prepared with a specific call for Spanish

1
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and/or Chinese speaking applicants. The job'announcement was posted at sites where there was an
oppartunity to attract Spanish and Chinese speaking applicants. These efforts resulted In a pool of
qualified candidates for consideration and ultimately in'the hiring of a bﬂ'ngual employee to replace a
bilingual employee who was promoted internally.

The Department’s other PCP positions are not staffed with bilingual employees and did not experience
vacancles during the fiscal year.

. Please highlight positive changes and successes in this reporting period. Provide a description of

implementation “best practices” developed by the Department. Please share with us your
suceess story.

Pasitive changes far the City Attorney’s Office include the successful recruitment of an Arabic and Spanish
speaking Neighborhood Law Corps Attorney during this reporting period. The hiring of a German
speaking employee, albeit in a non-PCP pasition, also represents a positive addition during the fiscal year.

We will continue to emphasize the need for bilingual staff during future recruitment processes. We will
continue a best-practice of utilizing our non-PCP bilingual employees to provide any language services
needed as a way to insure that LES persons receive equal and fair access to the City services provided by
this office, If the need extends beyond what we can provide, assistance wlll be requested through the
Equal Access Office.

Describe any additional measures, other than provision of bilingual staffing, the Department has
implemented to ensure Limited English Speaking {LES) persons receive the same level of service
as English speakers.

There are no additional measures to report. However the City Attorney’s Office will continue to utilize
non-PCP employaes who have been bilingually certified in the target languages to assist when the need
arises. This method has proven to be successful as LES persons have received the same level of service as
English speakers,

. Please describe your Department plan’s for the next 12 months in an effort to ensure that all

Oakland residents have equal and fair access to City services regardless of language spoken.

The City Attorney’s Office will continue to focus on identifying target language applicants during its
recruitments to fill PCP positions by continuing to focus on job announcement sites that focuson -
potential Spanish and Chinese speaking applicants. The Office will ensure our pending new hire wilt be
bilingually tested to determine his proficiency in providing language support.

B. Translation of Written Vital Documents Assessment

Departments are required to “post notices in the public areas of their facilities in threshold
tanguage indicating that written miaterials in the languages, and staff who speak the languages,
are available.” Please list the locations in which the Department has posted notices. .

The required notices continue to be posted in the City Attorney 6™ floor reception area, 1 Frank H. Ogawé
Plaza on the wall and on the counter. Notice will also be posted on the City Attorney’s website.

. Please describe the percentage of vital documents transiated into threshold language(s). What

is the corrective action plan and timeline in getting the rest of the documents translated?
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Each of the City Attorney’s vital d are translated into S h and Chinese. The Claim fon'n and
information are aiso available in Vietnamese and are available to the pubhc on line and in the 6* floor

reception area at 1 Frank H. Ogawa Plaza. No corrective action plan is necessary as the Department is in
compliance,

. Did the Department translate any other written documents in the mportmg penod in an effort to

- serve the LES community?

No additional written documents were tmnslated during the reporung period. There are no other
documents that reguire transiation at this time.

C._Muttilingual Telephone Messages Assessment

1

Please provide a narrative assessment on how is the Department doing in providing
Multi-lingual telephone messages in threshold language(s). What is the corrective action plan
and timeline in getting the rest of the telephone lines translated?

Cur front desk phone line is equipped with a multilingual telephone ge. The has
options to push-a number to be directed to the message in either Spanish or Chmse, both Mandann and
Ca The were T ded using City Attorney staff.

D. Assessment of Department Communication with LES Populations -

1

Please respond to the last EAQ Language Access Survey results. In what ways, the Department
plans to address the concerns and service gaps identified by the survey?

The Language Access Survey results were limited in the City Attorney’s Office, receiving 6 responses
during the survey period. The responses were overall positive indicating that visitors to the City -
Attorney’s Office receive satisfactory service and are having their language needs met. The survey does
not identify any service gaps that may affect the City Attorney’s Office. The Office will continue to ensure
there are resources in the identified languages available to assist the public,

Our office currently meets the Spamsh speaking goal and the Chinese speaking goal. The City Attorney’s
Office will also continue to utilize the non-PCP bnh ily centified employees to assist when the need

arises for Chinese and/or Spanish sp g e,

Describe in detail the procedures and written policy used to facilitate com-municztion with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

To facilitate communication with the LES Spanish and Chinese populations, the City Attorney’s Office
utilizes the services of its bilingual employees and communicates with the Department of Human

“Resources Equal Access Office for assistance with services we are not adequately equipped to provide.

Further, the City Attorney’s Office continues to follow the requirements detailed in Al 145 and the Equal
Access Ordinance to determine what is expected. The Equal Access Reference Guide is also used.

. Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese

populations of their right to bilingual services. (See§2.30.130 (B)).

The City Attorney’s Office informs the population of their right to bilingual services by posting the
information in the reception area {on the wall and on the counter). This information will also be available

CITY ATTORNEY
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on the City Attorney wehsme Vital forms and publications are also avatlable in Spanish and Chinese and
are available at the City Attorney reception desk and on line.

4. Did the Department receive any complaints regarding the Department’s provision of bilingual

oral.and writtén services? Please describe the Department’s procedure for documenting actions
*‘taken to resolve each complaint and maintaining copies of the complaint and documentation of

their resolutlon.

The thAwome{s Office did not receive any complaints regardmg the provision of bilingual oral and

written services. The procedure used for documenting actions taken to resolve complaints is the

procedure provided in the Equal Access Ordinance,

E._Action Plan

1. Please review the 2015.Language Survey Result and provide a written response to the service
gaps and successes identified: Identify three action steps for the Department for the next 12
‘months to promote equal access to City Services regardless of language spoken.
inan effort to thatall Oakland resid, have equal and fair access to City Services, the City
Attorney’s Office plans to

* Continue its focus on the recruitment of bilingual employees to filt Public Contact Positions by

- identifying and posting job announcements in targeted publications and job sites.

¢ Update the City Attomney website to include additional information in Chinese. The dlaim formis

currently available in Chipse.
« Continue the use of certified bilingual City Attorney employees, in PCP and non-PCP, positions to
’ assist the public. )
2. Describe how notice of the availability of language access has been posted prominently at the

Department’s geographic location. Describe also the information posted to the Department’s
website and how the public may access the Department’s Annual Compliance plan,

The notice of availability of language access has been posted prominently on the reception counter on
the 6 floor at 1 Frank Ogawa Plaza and will be posted on the front page of the City Attomey website:
http://www.oakiandcityatto ome.html

Infarmation on how to file a claim, the claim form; the Open Government Guide and information on
other resources available in the City Attorney’s Office are posted on the City Attomey website in’
Spanish. Infarmation on how to file a claim and the claim form are also available on the website in
Chinese. Additional resource information will be added to the website in Chinese; daim forms and
instructions are available at the 6* Floor reception desk in Vietnamese as well.



DEPARTMENT NAME: Oﬁﬁogmﬂgbﬁg
wﬂmgg 20152016

Provide the following certification that the ggnrﬂm-ﬂmﬂsﬂ!&? b.:.num -
n..Eu_En&w_u:h Encm-.ﬁ».. :

L Ew vﬁﬂugéguggﬁa&nanuggﬁnﬁ_ ‘
Access Annual Compliance Plan fox securacy and completencss: and adoptithe

goals specified in this. Annwal Complisiice Plan, Eggbgagﬁoa :
E%%g 30 June 2015 .

10 -



OFFICE OF THE CITYAUDITOR (AUDITOR)

OFFICE OF THE CITY AUDITOR

FISCAL YEAR 2015-2016

PART II Quantitative Assessment
TABLE 1: DEPARTMENT CONTACT ] -
—_Department Head  Access Coordinator_ SPOC

Brenda Roberts : Robert McMenomy Robert McMenomy

City Auditor 1 Frank H. Ogawa Plaza, 4th 1 Frank H. Ogawa Plaza, 4th
1 Frank H. Ogawa Plaza, 4th  Floor

Floor ) Oakland, CA 94612 Osldand, CA 94612

Oakland, CA 94612 _phone: (510) 2384975 | phone: (510) 2384975

phone: (510) 2383378 fax: (510) 238-7640 fax: (510) 238-7640

fax:(510) 238-7640 email; email: -

email: brobests@paklandnet.com andnet.com e dnet.com

[ TABLE 2: SUPER PCP ACTGAL |
DEPARTMENT i i Staff
No Super PCP Units in the Office of the City Auditor*

l TABLE 3: DEPARTMENT ORGANIZATION STRUCTURE |
Office of the City Aunditor |
TABLE 4: VITAL DOCUMENTS Spanish Chinese Other

- Langmage(s) |
Fraud, Waste + Abuse Flyer & FAQ o YES YES
‘Website: Frand Waste and Abuse FAQ YES YES
‘Website: Home - Welcome Message YES YES

Percentage of vital documents translated info threshold language(s) =100%

TABLE 5: RECORDED TELEPHONIC MESSAGES i Lines Status
City Auditor’s Front Desk 238-3378 Completed

Percentage of public phone number with transiated voice recording = 100%

1
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PART Ul — QUALITATIVE ASSESSMENT {(NARRATIVE)
OFFICE OF THE CITY AUDITOR (AUDITOR)

FISCAL YEAR 2015-2016 ’

A. BILINGUAL PUBLIC CONTACT POSITIONS ASSESSMENT

ASSESSMENT SPANISH PCP CHINESE PCP
FTE PCP | GOAL (11.39%) | STAFF . | GOAL MI‘:T? GOAL (5.63%) | STAFF .| GOAL MET?
9 2 0 0 YES 0 0 YES
1 Provide a summary narrative assessment and analysis of how and whether your Department is

complying with the Equal Access to Services Ordinance (EAO). Please share the challenges you have
faced, remedies you have implemented, or any other information that would help the public know
what efforts your Department has made this year to comply with the Ordinance.

The Office of the City Auditor is charged with providing audit and investigative services to promote
accountability to the public and to improve the economy, efficiency, and effectiveness of our City
government. Located on the 4™ floor of Oakland City Hall, 1 Frank H. Ogawa Plaza, the Office rarely
receives foot traffic from Oakland resid H , vital pages on the Office website are in
Spanish and Chinese: the welcome message on the website home page and the Fraud, Waste +
Abuse Prevention Program FAQ page. The Office of the City Auditor has recorded its telephonic
message in Spanish, Mandarin, and Cantonese to provide basic information about the Office’s
operations including business hours, location, services offered, and the avallabxllty of language
assistance.

There is a notice posted immediately outside the elevators leading to the Office, indicating that
written materials are available in Spanish and Chinese and that, if necessary, the Office can provide
Spanish- and Chinese-speaking staff for assistance. There is also a notice at the reception desk
informing visitors that interpreters are available, by telephone, to provide assistance in several
different languages at no charge. The Office has also affixed Language Line stickers at each
workspace in the Office to assist staff in requesting interpreters, should the need arise.

Please describe your effort in outreach, recruitment and hiring of bilingual candidates. Describe your
means to ensure a pool of qualified bulmgual applicants. Assess the adequacy of these efforts and
indicate areas of improvement.

In addition to the elected City Auditor, the Office has only nine permanent staff. Turnover is fow
among the auditors in the Office; however, three auditors left the Office during the reporting period.
One of the vacant positions have been filled temporarily by one bilingual auditor (English-French).
One of the vacant positions was permanently filled by a trilingual auditor {English-Hungarian-
Romanian). Recruitment efforts have targeted as wide a field as possible by contacting various
auditor associations and posting openings on Linkedin, There was turnover in the public contact
position (Receptionist to the City Auditor) during the reporting period; this position was filled
temporarily by an English-only speaker. Efforts are underway to recruit a permanent replacement.
Please highlight positive changes and successes in this reporting period. Provide a description of
implementation “best practices” developed by the Department. Please share with us your success
story.

QFFICE OF THE CITY AUDITOR | 2
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During the reporting period, several FW+A FAQ flyers and cards in Chinese and Spanish were
distributed to the public and to the offices of City Councilmembers for community meetings. The

_efforts made by the Office of the City Auditor last year to comply with the Ordinance continued to

raise awareness among the staff of the Office’s commitment to equal access for all Oakland residents.
While the Office has limited visits from members of the general public, by posting a notice
immediately outside the elevators leading to the Office, affixing Language Line stickers ateach
workspace in the Office, and plating a notice on the front desk of the Receptionist to the City Auditor
informing visitors that interpreters are available to provide assistance in several different Ianguages,
the Office made positive changes which remain highly visible to staff.

"'Describe any additional measures, other than provision of bilingua! staffing, the Department has

implemented to ensure Limited English Speaking (LES) persons receive the same level of service as
English speakers.

The Office currently has one French-speaking auditor and one Hungarian/Romanian-speaking auditor.
In addition to this bilingual staffing, the Office of the City Auditor ensures that an equal level of
sennce is provided to LES Spanish and Chmese populations by having all three of its vital documents

d in Spanish and Chi :the on the Office of the City Auditor website
home page; the Fraud, Waste + Abuse Prevention Program FAQ page on the Office of the City Auditor
website; and the Fraud, Waste + Abuse Prevention Program FAQ flyer. The Office can also access
interpreter translation services via Language Line.
Please describe your Department plan’s for the next 12 months in an effort to ensure that all Ozkland
residents have equal and fair access to City services regardless of language spoken.

‘The Office of the City Auditor plans to upgrade its fraud, Waste + Abuse Prevention Program to
include new employee orientation and making the language options of the FW+A website more
promlnent. The third-party vendor for the FW+A offers sefvices in nearly 100 languages which is one
reason why this Office selected this vendor under a previous Administration.

B. Translation of Written Vital Documents Assessment

L

Departments are requi}ed to "post natices in the public areas of their fadilities in threshold language
indicating that written materials in the languages, and staff who speak the languages, are available.”
Please list the locations in which the Department has posted notices.

The Office of the City Auditor has posted a notice, located immediately outside the elevators leading
to the Office, indicating that written materials are available in Spanish and Chinese and that, if
necessary, the Office can provide Spanish- and Chinese-speaking staff for assistance. There is also a
notice on the front desk of the Receptionist to the City Auditor informing visitors that interpreters are
available, by telephone, to provide.assistance in several different languages at no charge.

Please describe the percentage of vital dotuments transisted into threshold tenguage(s). What is the
corrective action plan and timeline in getting the rest of the: documents translated?

The Office of the City Auditor had a total of three (3) vital documents in FY 2015-12016: the welcome
me_is.age on the Office of the City Auditor website home page; the Fraud, Waste + Abuse Prevention
Program FAQ page on the Office of the City Auditor website; and the Fraud, Waste + Abuse
Prevention Program FAQ flyer. All of the Office of the City Auditor’s vital documents have been
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Jated into Spanish and Chi Notices in both Spanish and Chinese are avaflable on the

homepage of the Office’s wébslte, www.OaklandAuditor.com. Each im:‘ludes‘the Office’s phone
number and the message that interpreters are available. The notices are riot altered or taken down

except to update them with Equal Access-reviewed material.

Did the Department translate any other written documents in the reporting period in an effort to
serve the LES community?

During the reporting period, no other written documents were translated. Over the course of the
next fiscal year, the Office of the City Auditor will arrange to have its annual report and the Fraud,
Waste + Abuse Prevention Program annual report translated into Chinese and Spanish (neither report
was released during the reporting pesiod). - -

C. Multitinpuat Telephone Messages Assessment

1

Please provide a narrative assessment on how is the Department doing_ in providing multilingual
telephone messages in threshold language(s). What is the corrective action plan and timeline in
getting the rest of the telephone lines transiated?

The Office of the City Auditor has recorded its telephonic message in Spanish, C: and
Mandarin to provide basic information about the Oﬁ' ce’s operations mdudmg business hours,
location, services offered, and the means of accessing such services, and the availability of language
assistance. The Office has met its translation goals in maintaining a telephonic msxge in Spanish

and Cantonese, therefore, no corrective action plan is necessary.

D._Assessment of Department Communication with LES Populations

L

Please respond to the fast EAO Language Access Survey results. In what ways, the Department plans
to address the concerns and service gaps identified by the survey?

In response to the last EAQ Language Access Survey results, the Office of the City Auditor has posted

a notice outside the elevators leading to the Office, indicating that written materials are available in
Spanish and Chinese and that the Office can provide Spanish- and Chinese-speaking staff for
assistance. The Office has also affixed Language Line stickers at each workspace in the Office to assist
staff in requesting interpreters, should the need arise. A notice has also been prominently placed at
the front desk of the Receptionist to the City Auditor informing visitors that interpreters are available,
by telephone, to provide assistance in several different languages at no charge.

DBescribe in detail the procedures and written policy used to facilitate communication with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

Notices in both Spanish and Chinese are available on the homepage of the Office’s website,
www.OaklandAuditor.com. Each includes the Office’s phone number and the message that
interpreters are available. There is alsc a notice on the front desk of the Receptionist to the City
Auditor informing visitors that interpreters are available to provide assistance in several different
languages. The Office has also affixed Language Line stickers at each workspace in the Office to assist
staff in requesting interpreters.

OFFICE OF THE CITY AUDITOR
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Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bllingual setvices. (See & 2.30.130 (B))

The Office of the thAuditor’s outreach efforts to inform LES Spanish and Chinese populat:ons of

. their right to bilingual services consists of Spanish and Chinese sections on the Office’s website

stating that interpreters are available when they call. The Office of the City Auditor has also posted a
notice outside the elevators leading to the Office, indicating that written materials are available in
Spanish and Chinese and that the Dffice can provide Spanish- and Chinese-speaking staff for
assistance. There is also a notice on the front desk of the Receptionist to the City Auditor inforning
visitors that interpreters are avallable to provide assistance in several different languages.

Did the Department receive any complaints regarding the Department’s provision of bilingual oral
and written services? Please describe the Department’s procedure for documenting actions taken to
resolve each complaint and maintaining copies of the complaint and documentation of their
resolution.

The Office of the City Auditor has not received any complaints regarding the Office’s provision of
bilingual oral and written services or alleging any violation of the EAC in a threshold language. Should
one be received, it would be addressed and referred to the City Administrator; all documentation of
the complaint and its resolution would be kept by the Office’s Language Access Coordi

’ E._Action Plan

L

Please review the 2015 Language Survey Result and provide a written response to the service gaps
and successes identified. Identify three action steps for the Department for the next 12 months to
promote equal access to City Services regardless of language spoken.

Over the next 12 months, the Office of the City Auditor will continue to impl rec dations
and requirements of the Equal Access Office. The Office of the City Audltor will also arrange to have
its annual report and the Fraud, Waste + Abuse Prevention Program annual report translated into
Chinese and Spanish. The Office will also continue to promote its Fraud, Waste + Abuse Prevention
Program by providing materials in Spanish and Chinese for community meetings.

Describe how notice of the availability of language access has been posted prominently at the,
Department’s geographic location. Describe also the information posted to the Department’s
website and how the public may access the Department’s Annual Compliance plan.

The Office of the City Auditor has posted a notice, located immediately outside the elevators leading
to the Office, indicating that written materials are available in Spanish and Chinese and that, if
necessary, the Office can provide Spanish- and Chinese-speaking staff for assistance. There is also a
prominent notice on the front desk of the Receptionist to the City Auditor informing visitors that
interpreters are available to provide assistance in several different [anguages. Notices in both Spamsh
and Chinese are available on the homepage of the Office’s website, www.OakiandAuditor.com. Each
includes the Office’s phone number and the message that interpreters are available. The Fraud,
Waste + Abuse Prevention Program FAQ page on the Office of the City Auditor website has also been
translated into Spanish and Chinese.
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CITY OF CAKLAND EQUAL ACCESS ORDINANCE
: ANNUAL COMPLIANCE PLAN

PARTY: HEAD CERTIFICATION

DEPARTMENT NAME: Office of the CityClerk
FISCAL YEAR: . ¥Y2015-16

Pmndeﬂlefoﬂowmgcerhﬁmuonthntﬂlebepartmmtheadhxsmiewedﬂmmm

‘Camphanee Plan for final approval:

1, LaTonda Stmmens, hereby certify, that I have reviewed and approved this
Equal Access Annual Compliance Plan for accuracy and completeness, and adopt
the goals specified in this Annual Compliance Plan. This Annual Com| Plan
for Office ot'ﬂ:egtz was submitted on _TJine B0, Qo)

ngmtn:e & Date

" LzTonds Simmons, City Clerk
: Print Name & Tiﬂe
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OFFICE OF THE CITY CLERK (CLERK) -

PARTII nﬁtnﬁvg Assessment

phone: (510) 238-7370
fox: (510) 238-6868
email:

phone: (510) 238-6790
fax: (510) 238-6868
email: swopg@oaklandnet com

Isimmy dnet.com

" | phone: (510) 238-6790
fax: (510) 238-6868
email: swong/@ozklanduet.com

CAL YEAR 2015-16

Percentage of vital documentstranslawd into threshold language(s) = 100%

TABLE 5: RECORDED TELEPHONIC MESSAGES Multilingual Lines

Status
City Clerk-Front Desk 238-3226 Completed
Records Division 1 238-3612 Compieted ]

Percentage of public phone number with translated voice recording =100%
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OFFICE OF THE CITY CLERK
FISCAL YEAR 2015-16
PART lll - QUALITATIVE ASSESSMENT {NARRATIVE)
OFFICE OF THE CITY CLERK (CI.E!K)
FISCAL YEAR 2015-16
POSITIONS ASSESSMENT
ASSESSMENT SPANISH PCP CHINESE PCP
FTE PCP | GOAL{11.30%) | STAFF GOA_I. MET? | GOAL {5.63%) | STAFF | GOAL MET?
17s | 4 1 1 YES 02 ) 1 YES
1. Provide a summary narrative assessment and analysis of how and whether your Department is

complying with the Equal Access to Services Ordinance (EAO). Please share the challenges you
have faced, remedies you have implemented, or any other information that would help the
public know what efforts your Department has made this year to comply with the Ordinance.

Our office' complies with the Equal Access Ordinance by having vital documents translated into threshold
languages; having recorded teleph in threshold ¢ ges; and utilizing the City’s extensive
transtation functions incorporated in the City’s webpage and phone system.

2. Please describe your effort in outreach, recruitment and hiring of bilingual candidates. Describe
your means to ensure a pool of qualified bilingual applicants. A the ad y of these
efforts and indicate areas of improvement.

Recruitments are conducted by the Department of Human Resoums'Managem-enf. We rely i n; the
recruitment guidelines and testing methodology conducting by DHRM. We hired a new employee who is
bilingual in FY2015-16.

3. Please highlight positive changes and successes in this reporting period. Provide a descnp'aon of
implementation “best practices” developed by the Department. Please share with us your
success story.

Having recorded teleph ges in threshold languages and posting of language services on the 24/7
posting boards. Having vital documents translated into threshold languages. .

4. Describe any additional measures, other than prbvision of bilingual sizfﬁhg, the Department h,aé
implemented to ensure Limited English Speaking {LES) persons receive the same level of service
as English speakers.

. Our office has a Chinese Speaking PCP, a Chinese Speaking staff and two Spanish Speahngstaff for .
providing the translation in Cantonese/Mandarin and Spanish languages. Staff also utilizes the telephone
based language translation services to further our compliance with the Equal Access Ordinance.

5. Please describe your Department plan’s for the next 12 months in an effort to ensure that all
Oakland residents have equal and fair access to City services regardiess of language spoken.

We plan to continue with current language support, utilizing language based translation services and
making core materials available in the designated languages. Make sure posters are visible to the public.

OFFICE OF THE CITY CLERK | 2

FISCAL YEAR 2015-16

B. TRANSLATION OF WRITTEN VITAL DOCUMENTS ASSESSMENT

1

3.

Departments are required to “post notices in the public areas of their facilities in threshold
language indicating that written materials in the languages, and staff who speak the languages,
are available.” Please ist the locations in which the Department has posted notices.

We posted the notices in the reception area on 1st and 2nd fioor offices located in City Hall,

" Please describe the percentage of vital documents translated into threshold language(s).  What

is the corrective action plan and timeline in getting the rest of the documents translated?

Our office has a total of 5 vital documents of which 200% were translated in to Spanish and Chinese. We
updated and printed the Speaker’s Card in multilingual languages.

Did the Department transiate any other written documents in the reporting period in an effort to
serve the LES community?

€. MULTILINGUAL TELEPHONE MESSAGES ASSESSMENT

1

Please provide a narrative assessment on how is the Départmem: doing in providing multilingual
telephone messages in threshold language(s}. What is the corrective action plan and timeline in
getting the rest of the telephone lines translated?

We maintain recorded tefephonic messages in Spanish and Chinese {Cantonese and Mandarin).

D._ASSESSMENT OF DEPARTMENT COMMUNICATION WITH LES POPULATIONS

1

Please respond to the last EAO Language Access Survey results. in what ways, the Department
plans to address the concerns and service gaps identified by the survey?

We plan to continue with the current language support from Equal Access, utilizing language based
translation services, making signage and core materials available in the designated Janguages.
Describe in detail the procedures and written policy used to facilitate communication with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

Have a list of bilingual staff for in-house language assistance and information on Over-the-Phone

Interpretation Services available at the front counters. Trained staff on utilize all available language
assistances to assist the public.

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chmese
populations of their right to bilingual services. (See § 2.30.130 (B)). ’

Post notices on visible wall and counter in the reception area of 1st and 2ne floor offices.

Did the Department receive any complaints regarding the Department’s provision of bilingual
oral and written services? Please describe the Department’s procedure for documenting actions
taken to resolve each complaint and maintaining copies of the complaint and documentation of
their resolution. No.
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E. ACTION PLAN

1

Please review the 2015 Language Survey Result and provide a written response to the service
gaps and successes identified. Identify three action steps for the Department for the next 12
months to promote equal access to City Services regardiess of language spoken.

‘We plan to continue with current fanguage support, utilizing language based transtation services and

making core materials available in the designated languages.

Describe how notice of the availability of language access has been posted prominently at the
Department’s geographic location. Describe also the information posted to the Department’s
website and how the public may access the Department’s Annual Compliance plan.

Equal Access Pasters posted on the wall of the reception area of st and 2nd floor offices. Website hasa
fink to the Equal Access Office. The Annual Compliance Plan is available to the public upon request.
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EQUAL ACCESS ORDINANCE
ANNUAL COMPLIANCE PLAN

PART I: DEPARTMENT HEAD CERTIFICATION

DEPARTMENT NAME: CITY COUNCIL
FISCAL YEAR: 15-16

Provide the following certification that the Department head has reviewed this Annual
Compliance Plan for final approval:. )

I, Lynette Gibson McEThaney, hereby certify, that I have reviewed and approved
this Equal Access Apnuat Compliance Plan for accuracy and completeness, and

. adopt the goals specified in this Annual Compliance Plan. This Ainual
Compliznce Plan for CITY. COUNCIL was sabmitted on 6/30/16.

Lynette Gibson, aney, President of the Council
) . . Print Name & Title
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CITY. COUNCIL (COUNCIL)
| PARTIL itative Assessment

Lynette Gibson McEhaney Sanchez. | Susan Sanchez - .
Council President ¥ Executive Assistant to the City
1 Frank H. Ogawa Plaza, 2nd Council -

Floor, Oakland, CA 94612 2 1 Frank H. Ogawa Plaza, 2nd
phone: (510} 238-7003 Floor, Oakland, CA 94612 - | Floor. Oakland, CA 94612
fax: (510) 238-6129 phonk: (510) 238-6517 phone; (510)238-6917
email: fax: (510) 238-6129 fax- (510) 238-6129 -
email: email: .
sasanchez(@oaklandnet.com

District Two Unit

District Three Unit
District Four Unit -
District Five Unit

District Six Unit

| District Seven Unit |

Council At Large Unit -

Office Close Notices X X
Community Beautification — DS X X X
Dia De Las América -D5 ' X X
News letter —D2 X X X
Turkey give away - D2 X X X

Percentage of vital documents translated into thresbold language(s) — 100%

Percentage of public phone number with translated veice recording = 100%
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PARTIN - QUALITATIVE ASSESSMENT (NARRATIVE)
CITY COUNCIL (COUNCIL)
'FISCAL YEAR 2015-2016

ASSESSMENT SPANISH PCP CHINESEPLP

FTE | pcP | GOAL(1139%) | STAFF | GOALMET? | GOAL(563%) { STAFF - | GoaLMET?

275 12725 |3- 3 Yes 2 2 Yes

1. Providea summary narrative assessment and analysis of how and whether your Department
is complying with the Equal Access to Services Ordinance (EAO). Please share the challenges
youhave faced, remedies you have implemented, or any other information that would help
the public know what efforts your Department has made this year to comply with the
Ordinance,

For FY 2015-2016, the City Council had bilingual PCPs in Spanish and Chinese (both Cantonese and
Mandarin). The goals for Bilingual PCPs (as determined by an earlier assessment) were 11.39% for
Spanish speaking and 5.63% for Chinese speaking, We have made partial goals for Spanish PCP in
2015/2016. Carrently, we are waiting for a bilingual staff member to be'tested. In addition to

. hilingual staff members, two of the City’s elected officials [City councilmembers) also spoke Spanish.
That brought the total Spanish speakersto 5. B

2. Please describe your effort in outreach, recruitment and hiring of bilingua) candidates.
Describe your means to ensure a pool of qualified bilingual applicants. Assess the adequacy
of these efforts and indicate areas of improvement.

Two new Councilmembers (Districts 2 & 4) with almast entirely new staff members joined City
Council in FY 2014, presenting new opportunites for expanding blingual staff in City Council. The
District 2 C 1l ber is Spanish speaking and the District 2 Council office brought a new Chinese
speaking staff member on board through outreach efforts within the Chinese speaking community.

3. Please highlight positive changes and successes in this reporting period. Provide 2
description of implementation “best practices” developed by the Department. Please share
with us your success story.

As noted above, the District 2 office includes both a Spanish speaking Council representative, as well
as a Chinese speakingstzﬁ member,

Council members take advantage of Interpreter services when needed for public meetings, and
printed and on-line outreach materjals are made available in several languages. when doing outreach
to monolingual communities.

4. Describe any additional measures, other than provision of bilingual staffing, the Department
hasimplemented to ensure Limited English Speaking [LES) persons receive the same level of
" service as English speakers,
Recognizing that monolingualists can telephone Council offices at any time and may speak a language
not spoken by any PCP; all Councilrembers and their staff now have access to translation services
via Language Line. A sticker with information on accessing the service has been affixed to every

5.

2.

1

arycounar 2
FIscs “"EARN.IS 2016

‘Council phone. Additionally, monolingualists wha arrive at the Coundil’s ieeepu‘on desknowseea

sign on prominent display on which they can point to their lJanguage, enabling the receptionist to put
them in touch with a Language interpreter.

Please describe your Department plan’s for the next 12 months in an effort to ensure thatall
Oakland residents have equal and fair access to City services regardless of language spoken.
Prior to any Council Office doing any hiring, the Council’s Execuuve Assistant wi]] inform that office
ofﬁ:eh:rmgreqmrmnentsforEqualAwes&

Departments are required to “postnotices in the public areas of their facilities in threshold
language indicating that written materials in the languages, and staff who speak the
languages, are available.” Please list the locations in which the Department has posted
notices.

At the City Council’s Reception desk on prominent display is a sign provided by Language Line
Services announcing that interpretation services are available in 20 languages.

Please describe the percentage of vital documents translated into threshold language(s).
What is the corrective action plan and timeline in getting the rest of the documents
translated?

Each Councilmember determines which documents need to be translated for distribution to
monolingual constituents. The Council Presiderit does not have a tally of all documents disseminated
from Council offices, or a tally of those that have been translated into Chinese or Spanish languages.-
Asa pracﬁtzl matter, when Councilmembers have a constituent population with a large number of

S| or Chinese speak meeting announcements are printed in thatlanguage as well as Engikh.

i

3 Did the Department translate any other written documents in the reporting period in an
effort to serve the LES community?

Please see response to question 2 above.

Please provide énan‘ative assessment on how is the Department doing in providing
multilingual telephone messages in threshold language(s). What is the corrective action
plan and timeline in getting the rest of the telephone lines translated?

The City Council Front Counter reception phone line is in compliance with Equal Access Ordinance
and is equipped with voice recordings in English, Spanish, Cantonese and Mandarin.

Please respond to the last EAQ Language Access Survey results. In what ways, the
Department plans to address the concerns and service gaps identified by the survey?
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The City Council is not one departient but is comprised of the offices of seven distinct council
district offices as well as an at-large council office and council administration office. The seven
district offices address their respective constituent concerns and service gaps. Prior to any Council
office doing any hiring, the Council’s Executive Assistant will inform that office of the hiring
requirements for Equal Access.

Describe in detail the procedures and written policy used to facilitate communication with
LES Spanish and Chinese populations and assess the adequacy of the procedures.

At the present time, there is 1o City Councfl written policy relating to communication with LES
Spanish and Chinese speakers. ’

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
popitlations of their right to bilingual services. (See§ 2.30.130 (B)).

- - Councilmembers conduct meetings and/or arrange for interpreters ftranslators at meetings where

Spanish speaking or Chinese speaking monolingualists are present. Advertising for those meetings,
such as via flyers, may indicate that translation will be available.

Did the Departiment receive any complaints regarding the Department’s provision of
bilingual oral and written services? Please describe the Department’s procedure for
documenting actions taken to resolve each complaint and maintaining copies of the
complaint and documentation of their resolution.

The City Council Executive Assistant and her one staffer who staff the Council reception area have
not received any complaints, nor has the Council President received any complaints. We are not
aware of any complaint received by any other council office.

ion Plan

1. Pleasereview the 2015 Language Survey Result and provide 4 written response to the
service gaps and successes identified. Identify three action staps for the Department for the
next 12 months to promote equal access to City Services regardless of language spoken.

Councilmembers will be advised by the Executive Assistant that they should do targeted outreach for
hiring Council staff so that the job announcements are seen in places where bilingual candidates are
likely to see them and that the job announcements specifically mention that bilingual candidates are
encouraged to apply.

2 Describe how notice of the availability of language access has been posted prominently at
the Department’s geographic location. Describe also the information posted to the
Department’s website and how the public may access the Department’s Annual Compliance
plan. ’

See B.1 above regirding the prominent display of available language access mrough Language Line
at the City Council’s reception desk There is no single City Council website on which to pest the
availability of an annual compliance plan. Each Councilmember is responsible for his/her own
website, . : )

3
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EQUAL ACCESS ORDINANCE
'ANNUAL COMPLIANCE PLAN

PART I: DEPARTMENT HEAD CERTIFICATION

DEPARTMENT NAME: Economic & Worldorce Development
FISCAL YEAR: 2015-2616

Provide the following certification that the Department head has reviewed this Annual
Compliance Plan for final approval: - )

I, _Mark Sawicki ; hereby certify, that I have reviewed and approved this Equal

Access Annual Compliance Plan for accuracy and completeness, and adopt the

goals specified in this Aimual Compliance Plan. This Annual Compliance Plan for
* Economic & Workforce Development was submitied on _June 30, 2016 ,

- ZZeP ot

Signature & Date

Sawi
Print Name & Title
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ECONOMIC & WORKFORCE DEVELOPMENT DEPARTMENT | 3 ECONOMIC & WORKFORCE DEVELOPMENT DEPARTMENT
FISCAL YEAR 2015-2016 FISCAL YEAR 2015-2016

Pubiic Art Program Teformation Sheet

X X X
Public Art Policy Guidelines for Attist- X X X
Fundmg Program and Anu-Grafﬁn Maural Gramt
)
M X X X
i | CmmcilRed:smmngnmxtmengFlyet X X X
250 Frankcfk g‘%awa Plaza, 5th Floor i i Real Estate
Oaldand, CA 94612 270 Frank H, Ogawa Plaza - Girvin D1
phone: (510) 2382992 Oakdand, CA 94612 phone: (510) 238-3852 Fiyer Swpivs Land: Girvin Drive_ 2 X
fax: (510) 238-3691 phone: (510) 2387794 finc (510) 238-3691 | Ftyer-Surplus Land: 1148-717 Strect X X
emaitMSawicki@oaklandnetcom | firc: (510) 238-9105 Email: dhowell@oaklandnet.comi Fiyer-Supplus Land: 6226 Maraga Ave X X
email: SVillaeal@oakiandner.com : Workforce Develop i
= X

No §; PCPmﬂshanomic&Wodd’orceDevelopment

Pertentage of pnblic phone numbers with translated voice recording = 160%

Economic Development

Business Assistance Center Flowcharts (Retail,
Restaurant, Push
Minimum Wage, Paid Sick Leave Notices
Broadway Skuttle Information Cards
Project Implementation
Faq;ad_eapdl‘euantlmpmvunmt Program

Fagade Improvement Program Application
‘Tenant Improvement Program Application
Cultaral Arts &Marketing and Public Art
(All Public Art project /grant applications are
directed to the artist community and posted on
the website and/or administered through third
| party /Web based services

‘Walking Tours Program . X - X . X

o B B I e e
PEIpE b | pehe| M

Lt I T o
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PART Il - QUALITATIVE ASSESSMENT (NARRATIVE)
ECONOMIC AND WORKFORCE DEVELOPMENT DEPARTMENT (EWD)

FISCAL YEAR 2015-2016 . .
A. BILINGUAL PUBLIC CONTACT POSITIONS ASSESSMENT
ASSESSMENT SPANISH PCP CHINESE PCP
GOAL GOAL : | GOAL
FTE PCP (11.39%) | STAFF GOAL MET?. | {5.63%) STAFF | MET?
505 1200 |oO 1 EXCEEDED |0 1 EXCEEDED

Provide a summary narrative assessment and analysis of how and whether your Department
is complying with the Equal Access to Services Ordinarice (EAO).. Please share the challenges
you have faced, remedies you have implemented, or any other information that would help
the public know-what efforts your Department has made this year to comply with the
Ordinance. X

‘The Economic and Workforce Development Department’s focus in this report is the
Basiness Assistance Center (BAC) because it provides direct public contact to smafl
businesses. BAC continues to offer handout materials, business development
workshops, and bilingual assistance in Chinese, Spanish and Viethamese. One ofthe
BAC staffis fully bilingual in Spanish, ﬂmsmcrwslngourabilityto provide services in
Spanishto the commnnity. -

Several of the Oakland's Business Services Providers Orgamhon Network Partners:
Alameda County Small Business Development Center (ACSBDC), Anew America, Kiva,

. Lawyer’s Committee for Civil Rights (LCCR) Renaissance Center, and Working

Solutions are now offering technical assistance services and client sapport from the
BAC. This partnership forther allows the City of Oakland to provide services in
Chinese and Spanish to walk in clients and Oakiand small businesses thus increasing
the City’s overall ability to sexve those populations.

The BAC offers a once a month Legal Clinic in English, Chinese or Spanish. Limited
English Speakers (LES) sign up direcﬂywlthlawyerscommiweeforclvﬂmglu(l.cm)
who provide a Chinese or Spanish Speaking attorney consultation. -

We continue to offer Mininyam Wage workshops and support in Chinese, Spanish at
the various communities and City Hall prior to the yearly increase in January of each
year and throughout the year advertising in the various ethmic newspapers. We also
participate in the annual National Small Business Week presenting simultaneous
workshops in Chinese and Spanish, The BAC is fally committee to enntinnally offer
and increase services to the LES.

" Pleasé describe your effort in outreach, recruitment and hmng of bilingual candidates,

Describe your means to ensure 2 pool of qualified bilingual applicants. Assess the adequacy
of these efforts and indicate areas of improvement.

« Our partnerships with the BSO’s have increased our ability to provide additional
business development services in Chinese and Spanish at the BAC.

Economic and Workforce Development Dy
FISCAL YEAR 20152016

L BACandBmadwayﬂmﬂ:lebaverecrnitedSpanishspeakingbxhngnalmtems
"during the last two summers. Theintemshe!plimwdl!nghshwalkmcﬁems
and provided other outreach services.

Please highlight positive changes and successes in this reporting period. Provide a
description of implementation *best practices” developed by the Department. Please share
with us yoursuccess story.

. SinceournewpammrshavesmtedofﬂoehoursattheBACthisyearwehave
increased our ability to assist limited language speakers by providing services
in their respective Janguages. We have increased the counseling sessions and
ualningsinSpanishﬂmsina'easmghmxtedm@shspeakersmslartup

. Earlierthlsyearxivaa_ndBACwenttoworkwnhﬂleUnityCopndltohelp

predominantly Spanish Speaking merchants to offer $5,000 and $10,000 no

interestloans. We were able to provide 5 businesses with small business loans

to grow their business. Based on the success of this Program, another special

KivaOaldandloanpmgramwlththeUnitYCoundlandﬂleOaklandBousing
uﬂmﬂtywﬂl be offered in late summer 2016.

+ The 2016 National Small Business Week also included more focused ontreach to
LES small businesses through media outlets and personal contact by the City and
key Oakiand’s Business Services Providers Organization Network partuers,

Describe any additional measures, other than provision of bilingual staffing; the Department
has implemented to ensure Limited English Speaking (LES) persons receive the same level of
service as English speakers.
* BAC conducts periodic sensitivity/cross cnltural training to ensure that all staff
is aware of our diversity and how to be sensitive and help direct folks to the
right places or staff that can help.

» The City Website provides online information in different languages for EWD
programs. Also, BAC refers English speaking businesses to the federal Small
.. Business Administration (SBA) that has languages incduding Chinese and
Spanish available at their website.

Please describe your Department plan’s for the next 12 months in an effort to ensure that all
Oakland residents have equal and fair access to City services regardless of language spoken.

» Continue our work in providing business development Services, materials, and
outreach to the LES.

o CoBaborate with Equal Accss in a timely manner when requesting
interpretation sexrvices.

» Increase partnerships with onr business service providers to ensure that LES
businesses receive snpport.

24



Economic and Workforce Development Department | 3
FISCAL YEAR 20152016

= Workwith City Administrator’s Office to increase community access to
bnlingnalmatenals and web support services. .

1. Departments are required to “post notices in the public areas of their facilities in threshold
language indicating that written materials in the languages, and staff who speak the
languages, are available.” Pl&se list the locations mwhu:h the Department has posted
notices.

¢ All EWD programs post public notices in the public areas of their facilities and
submit printing requeésts to Equal Access to review for ontreach materials
including the Broadway Shuttle, the Walking Tours Program, and BAC materials
and for Public Hearings. For example, Equal Access translated a fiyer from
English to Chinese and Spanish for the San Leandro Creek Masterplan Project
for two workshops held May 11 and 12, 2016, Check.in with the Equal Access
Program to better provide onlire translation of materials such as the Walking
Tours Program in addition to translated materials provided by BAC. Our
locations indude: -

. l:'Wl)AllPrograms.Dalzxeanilding,ZSOFx-ankl!.0gawal’lam.3lﬂ,4-"'amlsﬂl
floors

e BAC, 270 Frank H. Ogawa FPlaza, 3™, 4th gnd 5% Floors
¢ Walking Tours Program, 1 Frank H. Ogawa Plaza, 9% Floor

Please describe the percentage of vital documents translated into threshold language(s).
What is the corrective action plan and timeline in getting the rest of the documents
translated?

¢ 100% of current materials. Not only do we provide handouts of vital
documents, our varions websites provide translation including Chinese and
Spanish. Interest inincreasing additional written materials.

Did the Department translate any other written documents in the repornng ‘period in an
effort to serve the LES community? Yes, in the effort of impraving language access to city
services, our office also worked with the Equal Access Office on a number of other
document translations. Materials are well received by members of the public.

Please provide a narrative assessment on how is the Department doing in providing
multilingual telephone messages in threshold language(s). What is the corrective action
plan and timeline in getting the rest of the telephone lines translated?

Economic and Workforce Developmem
FISCAL YEAR 2015-2016

. Ourmamphonennmberatthe BACoffersmulnlingualintetpretaunnonour
) mam line: 510-238-7952

Please respond to the last EAQ Language Access Survey results. In what ways, the Department
plans to address the concerns and service gaps xdenuﬁed by the survey?

No survey this FY.

Describe in detail the procedures and written policy used to facilitate communication with LES
Spanish and Chinese populations and assess the adeguacy of the procedures.

* Most of our materials have been translated from English to Chinese, Spanish
and Vietnamese and are exact translations. Staffand BSQ's are experts in
langunages and possess an above average knowledge of the languages thus
insuring the delivery of services.

. Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese

populations of their rightto bilingunal services. {See § 2.30.130 (B)).

» The BAC has been offering services to the LES population throngh the City of
Oalkland’s Business Services Providers Organization Network - 60 business
development and financing business providers (BSO), ethnic newspapers, press
releases, town halls, ethnic chambers, etc. We mustinclude our City’s website
to include information in Chinese, Spanish and Vietnamese to improve our
outreach to those populations.

.. Did the Department receive any complaints regardmg the Department’s provision of bilingual

oral and written services? Please describe the Department’s procedure for documenting
actions taken to resolve each complaint and maintaining coples of the complaint and
documentation of their resolution.

e No we did not receive any complaints.

Please identify three action steps and your Department’s plan for the next 12 months in an
effort to ensure thatall Oakland residents have equal and fair access to City Services
regardless of language spoken.
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= - Continue collaborating with Equal Access onall printed documents forprégram
work : .

e Continue providing bilingual business development services: handouts, _
workshops, clinics and presentations.

*  Continue epsuring translation information is available on our phone main line:
510-238-7952. .

« Continue posting and using bilingnal information materials.
e Continue providing on-site translation whenever needed.

Describe how notice of the availability of language access has been posted prominently at
the Department’s geographic location. Describe also the information posted to the
Department’s website and how the public may access the Department’s Annual Compliance
plan. ' ’

o Equal Access flyers are posted in the BAC and the 5% Floor of EWD.

«  EWD will ensure that our website posts our annual compliance plan on our
website.

« Continne offering online translations of various EWD programs.
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 CITY OF QAKLAND EQUAL ACCESS ORDINANCE
ANNUAL COMPLIANCE PLAN =
Com
=
PART I; DEP, CATION w
-]
. . 3
i
4

. DEPARTMENT NAME: Finance/Revenme Management Bureau
" FISCAL YEAR: m15-16

hnvﬁe&efoﬂowhgwtﬁaﬁonmﬂmbmmhadhmmedthnm
Compliance Plan for final approval:

I, MARGARET O°BRIEN hereby certify, thatlhzvermewedandapprovedihﬁ
Egqual Access Annual Complisnce Plan for accuracy and completeness, and adopt

-the goals specified In this Annual Compliaunce Plan. ThBAnnualCompBancel’lan
for FINANCE was submitted on 6/30/16.

mmmr-nwmmmmwmu
. :. FISCAL YEAR 2015-2016

" FINANCE DEPARTMENT (FINANCE)
Andy Best
of Finence i Pri '._ 1] ‘ A Ly
150 Frank H: Ogawa Plaza lSOankH.Oguwale,Sum 150 Frauk H, Opawa Plazs, Suite
| Oakiand, CA 54612 5342 5342 >

phone: (510) Oekland, CA 94612 Ozkland, CA 94612

fix: (510) phone: (510) 238-7009 phone: (510) 238-7009

email: fax: (510) 238-6431 fax: (510) 238-6431

email: X est@os S

Administration (08411)

p1

2 R Audit/Compliance (08421)

3. . Revemue: Business Tax (08431) -

4. Collections/Mandatory Garbegy

Revenue: Parking Meter Collection

28p

2CH

4*8p

acH YBS YBS

3CH YES YES

5.
)
F&_wzl Parking Citation Assi
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mmnu’mmmmmmmmm 2
: ) PART Iff - QUALITATIVE ASSESSMENT (NARRATIVE)
Finance Department (FINANCE)

FISCAL YEAR 2015-2016
lemvﬂenmmmmdmﬁveofwbﬁcmuwﬁﬁmaﬁﬁemb«ofbﬂhmﬂ
— public contact position employees a3 of June 30, 2015

{this is the psyment plan handout) - . . L .

“Permit Placement Instructions Completed Completed A B GUAL PUBLI CT POSITIONS ASSESSMENT

ReqmtmemofDepmmmm ~ Completed Completed : _

Administrative Hearing ASSESSMENT SPANISH PCP . c_arr;ms_n

RPP Application j Completed Completed 8 lecp | GoAL gr0.71 STAFF | GDALMET? | GOAL(536%) | STAFR | GOALMETY

“Tow/lmponnd® Information ] Completed Completed 7 56 6 7 BXCEEDED | 3 [ EXCEEDED
[ __l¢o (] 1o A ‘1o 0 NA

i DD HIENESSAg] : Sl L Provide 2 summary narrative asscssment and analysis of how and whether your Department is

Business Tax __ ] 238-3704 Completed complying with the Equal Access to Services Ordinance (EAC), Please ahare the challenges you
Multi Space Parking Meter 238-4954 Completed have faced, remedies you have implemented, or any other faformation that would help the public
Collection/ Mandatory Garbage 238-7474 Completed mmtwmmmmmmmmwmﬂymuommm.

Parking Citation 800-500-6484 Compicted ‘The Finance - Revenue Management Bureau has a total of seveaty-geven (77) Full Time Bmployees

(FTEs) which consists of 2 total of ten (10) bilingual Spanish speakers and six (6) bilingual Chinese.
The total PCP total is seven (7) bilingual Spanish and six (6) Chiness bilingual speakers. The
department copsists of the following divisions: Revenne Management Burean Admipistration,
Andit/Complisnce, Business Tax, Collections/ Mandatory Garbage, Parking Citation Assistance Ceater

* Percentage of public phone nummber with translated voice recording = 100%

Note: Parking Citation Assistance Center has three (3) "ACTUAL” bilingual Spanish speaking s
and three (3) bilingual Chinese speaking staff who are Publiz Contact Positions (PCPs). (PCAC) and Pasking Meter Collections divisions.

Parking Meter Collection has three )] bIlmgual&mmhspeaHngﬂa_ﬂ"andthmpom‘ionsm . %mﬂamﬁwwdwmmhmnwmofﬂﬁym(ﬂ)MSmwapm
not PCPs. - DU ' do not provide direct public viees, especially scrvices to Ghe LES communitics; thercfore,

Nma:&dmmwﬁnggmmgmmmm the Bureau has three these positions are exemmpt froin being Public Contact Positions,
(3) Chinese and four (4) Spanish bilingual speaking staff who are PCPs, The Revenue Management Bareau has sufficient bilingual staff to provide services during businéss

. hours in threshold langnages (Chinese & Spanish). Resources ere being shared between divisions of the
**Note: The Controller and Treasury departments have a total of fifly (59) FTEs. Since these

department as well as utilizing the Equal Access Offico for additional support and serviges. Jo August
departments do not provide direct public confact services, especially services to the LES . 2014, with the help of another staif from IT, &emhlmmubphommmgessetupwummpm
communities; therefore, these positions are exempt from being Public Contact Positions,

suecessfully and is now available for service to the LES communities.

2, Please deseribe your effort in ountreach, recruitment and biring of bitlingnal candidates, Describe

yonr means to ensure a poal of qualified bilingual applicants. Assess the adequacy of these efforts
and indicate areas of improvement.

‘The Finance Department-Revenus eManammBmmesﬂw“ R D for
selective certification for positions with bi-lingual requiremeants, Asadepamnentwausmﬂmwe
meet the Bilingual Public Contact (PCP) goal set by the Equal Access. As vacancies arise, recruitment
efforts focus on obtaining highly qualified bilingual candidates to epsure greater aceess to Limited
English Speaking (I.ES) Oakiand residents. We regularly confer with the Equal Access Office to make
cextain the notices and postings pertaining to LES are current and to inform steff of any new changes.

28



7 MANAGEMENT | 2
PISCAL YEAR 2015-2016

Please highlicht positive changes and successes in this reporting period. Provide & description of
:M%demdbyﬂuw Meshnwuhusyom'm
ry.
As 8 part of an ongping effort, we have been working closely with. mmmoﬁwbm
up-to-date materials are made available to the public. In the beginning of Piscal Year 2014-15, we
mmmwAmmmmmmmmofmwmﬁrmm .
- Division; which is now complete for FY'2015-16. All of the vital documents were translated into
anmmmdSpamsbbquuﬂAcmsOﬂieemdmpmvidedemhnngmmfmmSww .
use in a titely fashion: Additionally, we have hired 2 two (2) Revenue Assistants in Fiscal Year 2015
16, of which ane is bilingual in Chinese and the other is bilingual in Spanish. Both Revenue Assistants
mkmﬁmmmmmwmwmmmmmm
Spamshspenkmgwmmmuy

Describe any additionst other than visi othﬂmgula(ﬂﬁngmnepuﬁnmths
Immplemenmlglml lnenmﬂmiudlhgﬂshSpeﬂdng(LES)pmmmuvethemlewlofmlu
as .

chwmmdmgnﬁngwmmmmmwhmvmwsmmnm‘bh
" - locations iry our offices, This provides awareness of the services available within the Burean, as well 25
the Equal Access Office. In addition, sécorded telephons translated messages in the Business Tax
division provides basic information in English, Spanish aid Chinese tobilingual speakers, and calls are
mwwwmmmmmmmmanum
(PCAC) division, the Interactive. Voice Response (IVR) system provides thorough instractions in -
Euglmh,Spmishwddzmmﬁephmesudns.hvwbmknapaymmdspmam
citation, information about meter check, information on towed/booted vehicles, etc. *

Maddmm.wemmmepmmofhnmgﬂwvmldommnsmhbleinthevmonsdwmmofm
burean’s websites.

Please describe your Department plan’s for the next 12 months in an effort to ensure that all -
Oakland residents have equal and fair access to Cify services regardiess of Ianguage spoken.
The Revenue Management Bureay will continge to cammumicate with the Equal Access Office ona
regular basis to ensure the updated matezials are shared with our departmental staff, In addition, we will
Wmmmmmmmmmmmmwﬁmwmwmm

L Dmrmmﬁmmdndh“putnuﬂmhheyubﬁ:mof&drhﬂﬂmhﬂlruhﬂd

language indicating that written materials in the languages, and staff who speak the langnages,
are available.” Please Het the locations In which the Department has posted notices.

The Finance Department - Reven mnzgmBmunhasposwdthemﬂmﬂmtmrqunedwme
Equal Access Office in the following locations of its department:

. Nadﬁoﬂ:uphoneatﬂxeenﬁamedooroflSOkaH. Ogawa Plaza Suite 5342, -

. mplim andCouechonsMndmryGarbagelobbynlsonmkH. Ogawal’hm,
2.

-« Business Tax lobby at 250 Frank H. Ogawath,Suﬂe 1320,
o Parking Citation Assistance Center’s lobby at 250 Frank H. Ogawa Plaza Suite, 6300.

. : . FINANCE-REVENUE MANAGEMENT | 3
.  FISCAL YEAR 20152016

2. Please describe the percentage of vital dmmmkudhhﬁmhddlnguga(l). ‘Whatis

the corrective action plan and timeline in gelﬂngthemtoﬂhedmmtstunﬂm

With the help of Equal Access Office, we have been abls to get 100 p of the vitel d
mm&mmmmmmmmummmmxm
burean’s

mmnmmmmmmmammﬁgmmwmmmmm
serve the LES community?

During the reporting period, the Bureau has not identified or a request for additional transiated

leprovldeanamﬁvementon how s fhe Department doing in providing muttilingual
hold Innguage(s). What is the corrective action plan and fimeline in
gelﬂngthexutofﬂ:e telephoneﬂneau'ammm

hngmgsavaﬂﬂﬂemofomdxvisonswchas.BumMCoﬂwﬁomdmmebagemd

Parking Citation Assistance Center division. As noted earlier, with TT"s assistance, we have completed
mmmmmmwwmmmwmmm
provide the basic and necessary information in Eaglish, Spanish and Chinese. This process was
completed in August 2014.

In addition to the Bureaw’s IVR system, fo improve the response time for either face-to-face or
telsphons service, the Bureay is implementing dedicated phone fines for citizen inguiries, where citizons
can-select English, Spanish, Cantoness, or Mandarin and 1o leave their message in one of thess .
languages and their contact number, A bilingual staff member in the selected language will prompily
contact the citizen in the selected language,

ent of D t Communication with 1. ulations

Please mpnndtoth;hnmolanwm&mqmdu. In what ways, the Department '
plans to address the concerns and service gaps identified by the survey?

The Revenue Management Burean has sufficient bilingual staff to provide services during the business
‘hours in threshold languages. Resources are being shared between the division of our Burean as weil as
utilizing the Bqual Access Office services offered to the City such as translation of

departments
dmms,mwmmmmmmmmgmnzolmammmmm

bilingual speakers, one in Chinese and on in Sparish.

Describe In detall the praced andwriﬂmpﬂquedhb:ﬂka&umﬂﬂ\m
Spmdshdehinesepopnhﬂommdm&udequqofﬂ:epmeedm

. The Revenue Management Bureau has sufficient certified bilingpal staff fo pruwdeumslanmsm

to the LES commumity during business hours, I addition, cur telephonic messages in Chinese and
Spanish provide basic information and services to LES population. In the event we need any
interpretation services, staff uses the City of Oakland Language Line, Rurthermore, the Revere
Management Burcau is in the process of having several staff members in PCAC fo get certified for their
bilingual pay to respond to camrespondence in both Spanish and Chinese
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nmmmeummmmMmmssmmmcmm
popuiations of their right to bilingnal sexvices. (See§2.30.130(B).
mmwmgmmmmbMMmmmm
and communication with the LES popujation. Notices are posted in various public office locations to
inform the LES population. of the availability of the bilingnal services,

Did fhe Department receive any complaiats regarding the Department’s provision of bilingual
oral and wriftem services? Plense deseribe the Department’s procedure for docamenting actions
ﬁwmhamhmpmmmﬂngwpmdmwmﬂamm docomentation of

mwmmammmmmmmmmwmm
mmmOmdwmmeomplleswnhm Oumplmntnwedurespov:dedmﬂ:eﬁqmlm

E,_Action Plan

Memmmmgngemwmwdummwmmm
and successes identifted. Identify three action steps for the Department for the next 12 months to
promote equal access to City Services regandless of language spoken.
ﬁefoﬂwhgamﬁek:vamagume’sphn.ﬁrtheupwmiqgummﬁs

. To post the multilingnal notices info Reverie Management Burean®s website,

. Tohmﬁequmtemnmmmmwnhﬁeﬂqmmoﬁiwforanyupdatedlmw
information.

. To get additional staff certified for Tier I bilingual services, .
. Tomﬂmaddiﬁnmlvimldommminmﬂnmhowlmmfwmimdivisimsofﬁe
bureau,

e ~ Upon cmnp!ehmofﬂ:eﬁmslmnbythel!qualmwewﬂl post them at key customer
louaunnsmmndeparunmt

. Tohpma&nmmmﬁrcﬁuﬁwb-ﬁwmmlqhmemﬂmhmm .
implementing dedicated phone lines for citizen inquiries, whers citizens can select English,
Spanish, Cantonese, or Mandarin and to leave their message in oné of these Ianguages and their
contact numbes. Abiﬁngnn!stnﬁmunbumﬂmselﬂdhngmgewﬂlpmmpﬁymm
citizearin the selected language,

. ‘The Burean is exploting the possibility to obtain multi-fanctional kiosks, which could not only
mmvepaymmbmnkomdevduabbmfomﬁmmmemsmmd .
services in multiple languages.

Describe how notice of the availability of language access has been posted prominently at the

Wsmmbmﬂomnumah&emmdwﬁenmmﬁ

website and how the public may access the Departinent’s Annual Compliance pian.

. The Revenue & Mensgement Burean hes posted the notices for the language translation
services offiered by the Equal Access Office by the customer service sreas, Additionally, to
better serve the bilingual community, we are in the process of posting the transiated langoages
o our divisions® websi

FINANCE-REVENUE MANAGEMENT | 5
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hnddmm.asﬂxeoudwebpsﬂudymdewebam,dxenmhaseonabmdmh
City’s web design consultants to assist in the development of the Bureau’s website to enhance
the delivery of vita! information in multiple langnages.

To mmﬂwdﬂ:vuydm:hbd%mﬂmkmhuh&nﬂedmﬂmomd

Parking Citation Assistance Center. Displaying brochues in this mannér has beea highly
successful. The Bursay will implement this display strategy bureau-wide.
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EQUAL ACCESS ORDINANCE
ANNUAL COMPLIANCE PLAN

PARTED CATION

DEPARTMENT NAME: FIRE DEPARTMENT
FISCAL YEAR: 2015-2016

Provxde&efollowmg ea-ﬁﬁahonﬂntﬂxel)eparhnentheaﬁhsreﬁewedﬂmmm .
Compliance Plan for final approval:’

I, Teresa Deloach Reed, hereby certify that I have reviewed and approved this -

Equal Access Annunal Compliance Plan for accuracy and completeness, and adopt .
. the goals specified in this Annrial Compliance Pian. This Annnal Compliance Plan

'fortheFireDeparmentwassnbmdonJme:&O 2016. :

ﬂ/m@

L ture & Date
Sgne Z-1-1t

fmbc/zd/cao/ ﬁrz Chief =

Print Name & Title
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FIRE DEPARTMENT (FIRE)
PART I Quantitative Assessment

Teresa o )
Agency Director, Fire Services
150 Frank H. Ogawa Plaza,
Suite 3354, Oakland, CA 94612
phone: (510) 2384050
fax: (510) 238-2284
email;

wisloachreedi@oaklandnet com

Fire Division Manager
150 Frank H. Ogawa Plaza, Suite

- | 3354, Oakiand, CA 94612

phione: (510) 238-4936
fax: (510) 2384056
cmail:

FIRE DEPARTMENT | 1
FISCAL YEAR 2015-2016

Fire Personnel Operations

Specialist
150 Frank H. Ogawa Plaza, Suite
3354, Oakland, CA 94612

| phone: (510) 238-7803

fax: (510) 2384056
emzil: gaya@oakiandnet.com

 [Language Line Solutians
| City Line Brochure

Budpet and Planning Unit

Payroll Unit

Human Resources Unit

FIRE DEPARTMENT | 2 .

FISCAL YEAR 2015-2016

ity Line

Administration Welcome

Safe 3 Pro; Brochure

| Safe Bousing Fuspection Program Brochure
Residential and Commercial Property Resource Guide

Fireworks Flyer

s

Smoke Alarm/ Carbon Monoxide Alarm Gi ‘Whaiver

g8

8

Vietnamese

Victnamese

Emergency Procedures - Fire (Senior Residential Building)

Vietnamese

ywide Extrcise FT

Class Registration

CORE I Manual

CORE I Recruiter Flyer

CORE [I Manual

CORE II Participant Evaluation

| Emerpency Services/Suppression
Spon Oncrations Vot

CORE H Recruiter Flyer

CORE III A Meanual

| Aport .
Suppart Services Unit

CORE I B Manual

CORBE Il C Manual

CORE II Recruiter Flyer

In-Service Training Unit

Urban Search And Rescue (USAR)

Fire Marshal’s Unit

Public Education & Outreach Unit

Inspectional Services Unit

Engincering Unit
Vegetaty Unit

Medical Services Unit _

Measure N - Paramedic

Emergency Management Services

| Firc Emergency Dispatch & Communications Unit

Disaster Plan Worksheet

Disaster Supplies Calendar
| Emergency Supply List

Family Disaster Supplies

Join CORE Request CORE Class
Public Class Schedule

| Spanish CORE

‘Welcome to the CORE Community

Community CPR & First Aid Flyers i

Citizen’s Academy PowerPoint

ettt ol

Percentage of vital documents translated into one or both of

f the threshold langnage(s) = 58%
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Administration Division 238-3856 Completed -
EMS Division | : 238-6957 Completed
Fire Prevention Buresn 238-3851 Completed
Arson Unit 2384031 Completed .
Vegetation Misnagement Unit _ 238-7388  Completed
Emergency Management Sexvices Division CORE 2386351 . Completed
Emergency Management Services Division 238-3938 Completed

Percentage of public phone namber with translated voice recording = 100%

Commumities of Qakland Respond to Emergeacies (CORE). - Yes Yes
Introduction to CORE B “Yes Yes
CORE Neighhorhood Emergency ications Overview Yes -Yes
TIntroduction to Two Way Radio Communication Yes Yes
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PART I - QUALITATIVE ASSESSMENT (NARRATIVE)

OAKLAND FIRE DEPARTMENT (FIRE)
FISCAL YEAR 2015-2016

Please pr and
position anployes asnflme 30, 2016.

A. Bilingual Public Contact Positions Assessment

ASSESSMENT BILINGUAL ENGLISH/ SPANISH BILINGUAL ENGLISH/ CHINESE
¥TE, Ipcp GOAYL (11.39%) | STAFF | GOALMET?. | GOAL (5.63%) . { STAFF | GOAL MET?
59395 | 448 S1 &8 EXCEEDED | 25 . 14 NO -

1 Provide a summary narrative assessment and analysis of how and whether your Department is
complying with the Equal Access to Services Ordinance (EAO). Please share the challenges
you have faced, remedies you have implemerited, or-any other information that would help the
public know what efforts your Department has made this year Ozkland Fire Department (OFD)
had a total of 448 PCPs this FY 2015-2016 to comply with the Ordinance.

ﬁmﬁcmﬁwdﬁmmﬁenmbadbﬂmmmﬂécm

In Fiscal Year (FY) 2015-2016, the Oakland Fire Department (OFD) had a total of 593.95 authorized
positions of which 448 positions were Public Contact Positions (PCP). The Equal Access
Ordinance (EAQ) goal for OFD Bilingual PCP (BPCP) for Spanish speaking was 51 and for Chinese
speaking was 25. OFD had a total of 68 Spanish speaking and 14 Chinese speaking employees in
BPCP dusing the FY. During this FY, Fire confinued to exceed the goal for Spanish PCP,

OFD provides bilingual language access to services through both PCP and non-PCP positions.
OFD had city-certified and self-ilentified mploy who ish (75).and speak Chinese
{15). Further, oy speak the g languages other than English: Cambodian, German,
Japanese, Korean, itafian, Laotian, Russian, Tagalog and Vielhamese.

Efforts made fo achieve compliance with the EAQ included:

{1) placing Equal Access brochures at front counters;

(2) publishing a fist of BPCP and non-PCP staff who speak the threshold languages;

(3) - utilizing non-PCP staff that have the abilily to translate and/or interpret languages other
than English;

(4) utilizing over-the-phone interpretation services;

(®) active recruitment and outreach efforts via Spanish and Chinese media such as
newspapers and other advertising;

(8) refemral of sesvice needs to the Equal Accass Unit when OFD does not have the capability
fo sesve

Successes we achieved included: -
During FY 2015-16, the department hired sixteen (16) bilingual candidates as follows:

Spanish Speaking ’ 3 5 6 o 14
ChineseSpeaking | 9 0 0 2 | 2

Additionally, a Ficefighter graduating from Academy 2-: 2015 is able to communicate in Sign
. Language.

Challenges we faced included:

The Flreﬁghterlabaag:eementspedﬁes assignments are based on semoniy and persond
preference,; not language skills. For example, if a Firefighter who speaks Chinese does not bid
for a position in the Chinatown area, the department is hindered from assigning a Chinese
speaking employee to a fire station in that area. Before the agreement expires in October 2017,
the department will discuss with Employee Relations altematives to incentivize blingual
employeesbweddeslgnaledﬁ'ashﬁons

\/:
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with the Personnel M

are filled by p

in (Civll Service
Rules). if candidates ona pmmﬁona.l list don't have bilingual langtage skills, the department

a\mgommmabihmmmhﬁrapmmﬁoml position. Selection must
be made from eligible candidates on the promotional fist.

Amongswornn»etnbers.oae(ﬂBaﬁgBonChiefspe‘ekssﬁrﬁsh. Sixty-eight (68) members at
fire stations speak Spani: hi 2 .

hor Cl

1 1603 M. L. King Jr. Way 10 4 . jA0% | 3265% 1 1% }a243%
3. | 1445 14th Streer M607 | 8 6 % | sde% o o I15.56%
4 |15 ional Blvd 4506 | 8 3 8% | 20% 2 jax |izsx
5 ' 1.93434th Street 94608 | 4 (] 0% | ox O lox |ox
6 | 7080 Colrom Blvd 94611 4 2 50% | paIx 0 jox L80%
7 | 1006 Amito Averme 94605 | 4 [ o | oax 0 |ox g8%
8 | 463 51st Street 94509 | 8 1 13% |245% - |0 |ox .|15%
10 | 172 Sants Clara Avenne 34610 | 4 o Jox jomx fo [ox |oesw
12 | 422 Alice Street 94607 | 4 1 2% | 546% 2 Joom |assex
13 | 1225 Derby Avemue 94601 | 4 1 2% |o6sax |0 Jox |4
15 | 455 27th Street o512 | 9 3 3% | 3655 0 X 12.43%
16 | 3600 13th Aveue - 94610 | 2 2 50% | nsox 0 jox 265%
17. | 3344 High Street 94619 | 5 1 20% | 5.00% 1 0% | 483%
18 | 1700 50th Avenus 94601 | 8 7 % lossax |1 |13% |49
19 | 5776 Miles Avenve 04618 | & 1. 25% | 033% 0 |ox 0.67%
20 | 1401 98th Avenue 94603 | 8 3 2% |2e29% 10 Jox | 1o
21 | 13150 Skyline Boulevard 94619 | 4 a o% 500% 0 . {ox 483%
22 | 751 Air Cargo Way 54621 | 6 1 7% |2451%x |0 Jox  |oex
23 | 7100 Foothill Blvd sa605 | 4 0 Jox lowx o lox |.ex
24 ] 5900 Shepherd CanyonRoad | 54511 | 4 3 75% 081% 0 % 1.80%
25 | 2795 Butters Drive 94602 | 4 2 5% 3.17% 0 o% 5.27%
26 | 2611 98th Avenue 94603 | 4 S {so [2e2a% [0 jox {1 B
27 | 8501 Pardee Drive 94621 | 4 0 0% 2451% 0 |ox 063%
28 | 4615 Grass Valley Road 84621 | 4 . 1 25% | 2451% 0 jox 063%
29 | 1016 66th Avenue o421 | 4 1 25%  § 24.52% 0 [ 0.63% .
137 48** | &5% 7 |

A Shipt (1); B SHapt (2; CShift (2)

**Lleven (11) Sparish speaking: and two (2) Chinese speaking members are astigned to Rovtes

(backfill for other members on Regylar Day Off, Vacation or other Lecve).
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2. Heasedsmbeyomeﬁ‘onmbmmch,tecnﬁnnemandhiﬁngofbﬂhguﬂandidm Describe
yourmeanstoensm‘eapoolofqlmhﬁedbﬂmgualapphmts Amtheadequacyofﬂme
efforts and indicate areas of improvement.

The Department's recruitment of bilingual applicants is identified at public events, in recruitment
publications and in recruitment advertisements. When an applicant states that he/she

or Chinese, OFD submits his/her name to Hurhan Resources Management (HRM), Equal
Access Unit for bilingual testing. . If the candidafe passes the test, HRM certifies the candidate for
hisher language skll

Below is information retated fo meappﬁtzntpool from which FrsﬁngTmlneesforAcademes 1-20156 and
* 2-2015 were selected:

Firefighter Trainee 2013 Eligible List

Recruitment Step Date Total Bilingual Spanish . Bilingual Chinese
Applications Received 11/16/2012 "3409 : 548 [}
Invited to Written 2/4{2013 2662 |  78% 234 | o% 16 385%
invited to Oral Interview 3/4/2012 M2 | 2% 72 1% 14 88%
Referred to Department | 5/14/2013 557 50% 63 88% BE] 64%
Invited to Acidemy 1-2015 7/20/2015 s 2. 0.

1 2015 11/6/2015 5 2 o
inited to Acdemy 22015 | ©2/28/015 | 5 3 5
Acadesny Graduation 2-2015 4/15/2016 5 3 0

Below is information related to the appﬁcant poo from which Firefighter Paramedic Trainees for Academies
1-2015 and 2-2015 were selected:

Y 2015 Eligible List

Frefighter F dic Trainee.

Recruitment Step Date Total Bilingual Spanish Bilingual Chinese
Supplemental Applications 12/9/14 45 6 1
Received

Referred to Department 1/29/15 45 100% [ 200%. 1 100%
invited to Academy 1-2015 7/20/2015 9 ©3 9

Academy Graduation 1-2015 11/6/2015 9 1 ) 0

invited to Academy 2-2015 “12/28/2015 8 2 . 0

Academy Graduation 2-2015 4/15/2016 7 2. 0

FIRE DEPARTMENT
FISCAL YEAR 2015-2016

wowsmﬁmnmnmhbdbmeappﬁantpodmmd\meﬁteﬁgmﬂmmmmeﬁeﬁgmr
Paramedic Trainees for Academy 1-2016 were selected:

Firefighter Trainee 2015 Eligibie List
Reeruitment Step Date Total Bilingual Spanish Bilingual Chinese
Applications Received 4/29/25 = 2804 410 28
4/30/15
Invited to Written 625715 | 2383 | s5% 338 82% 23 82%
Invited to Oral interview 8/3/15-8/7/15 | 71 | -35% 119 2% 10 36%
Referred to Department 8f1/15 - s25 1 19% 75 1B%- © 1%
[ tnvited to Academy 1-2016 - 6/6/2016 2 3 . 0
| Academy Graduation1-2046 | _ 10/7/2016 | | [} ] B | 1
Firefighter Par roinee August 2015 Eligible List
Recruitment Step Date Total Bilingual Spanish Bllingual Chinese
‘Applications Received 4f29/15- 417 [ 4
4/30/15 .
Invited to Written 6/25/15 22 | os1% 8% 3 75%
: z | :
Invited to Oral interview 8/3/15 103 25% . 17 28% 1 25%

"I Referred to Department 8/31/15 = 15% 13 21% 1 | %
Ilnvmedmmdemyi-zms ! 6/6/2016 Iu' i 5 I l.o ' I

| Academy Gradwgtion 1-2016 | — 10/7/2006 | |

I 1

Please highlight positive changes and successes in this reporting period. Provide a description
of implementation “best practices” developed by the Department. Please share with us your

SUCCRSS Story.

A volunteer Fire Recruitment Committee was fasked with idenfifying Alameda County eligible
candidates. Due to the time constraints (four months to.recruit), the Comimittee focused on
Emergency Medical Technician (EMT) and Paramedic Schools, social media, community based
organizafions, and word of mouth cutreach. The Committee did not have a singular focus on
bilingual candidates, however, 5% of those responding identified as fluent in another language.

OFD hosted many educational and autreach programs such as CORE (Communifies of Oakland
Respond to Emergencies) Training, Fire Safety Training, Fire Safe!y information fof Youth and

Schools Annual Fire Safety Day, Workshop

andanE

Fair. CORE

is

In year 2015, 1,784 participants attended the E;

in English, Chi and

¢4 P

[+

ORE ¢l

and 123 p

ditended the Chinese-language CORE classes. Thlneen (13) additional workshops were held
January through May 2016 with attendance of 1683, Eight of the English-fanguage CORE classes
incorporated Spanish interpreters as the updating of the Spanish curiculum is in progress.
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Dwm'beanyaddmonalmeasmm otherﬂ‘anpmvxsmnofbﬂmgualsuﬁing;ﬂ:eDepamnent
hasmplanmtedmmmlmdenghshSpeakmg(LBS)pemonsmavethesamelevd of

service as English speakers.

FrmheeepbondesksmalniamH)equalAmOfﬁceformsmatmdudeaﬁstofmupm
services available in 20 languages, instructions for using a language line, information on
communicating effectively through an interpreter, and a language access compiaint form.
OFDwnﬁnuedbmainuinasmnmngemmmlwiﬂtanoumdemdmbpmwemslaﬁon
services for 911 emergency calls. -

OFDdisﬁibutedeicebeaﬁonsaﬁstofdldepamnembiﬂngua!employew

. Please describe your Department plan’s for the next 12 months in an effort to ensure that all

Mmdmﬁdmhwemmm&kmmcmwﬁwm@mmoﬁmgmgesmkm
OFD‘wlllaonﬁnuetoemre aft reddentshavemesshservﬁsby.

etttilizing bilingual staff and over-the-phone interpretation services

wposting recruitment ads in local newspapers that identify the recruitment of
bifingual applicants

«hiring bilingual candidates

B. Translation of Written Vital Documuns Assessment

1.

Departments are required to “post notices in the public areas of their facilities in threshold
language indicating that written materials in the languages, and staff who speak the languages,
are available.” ‘Please list the locations in which the Department has posted notices.

(1) Fire Administration 150 Frank H. Ogawa Plaza Oakland, CA 84612
@ FuePrevmﬁonBureauzsoFrankH Ogawa Plaza Oakland, CA 84612

‘metranslaﬁeddowmntsformes-1 1 Registry are posted on the City website under
the Oakiand Fire Department and at the Emergency Management Services Division.

Please describe the percentage of vital documents translated into threshold Ianguage(s). What
mﬂlewmveacumplmandumelmemgemngﬂ:emofﬂledoammmﬂamd?

OFD has a folal of twenty-eight (28) program and services documents translated to Spanish
(68%); seventeen (17) transiated fo Chinese (36%); and two (2) transiated to Vietnamese. This
indudes disaster and emergency preparedness as a priotity focus for language access efforts
through Gommunities of Oakiand Respond fo Emergencies (CORE).

Some transtated documents are intemal documents developed by staff for public distribution.
Those documents will be forwarded fo the Office of Equal Access where they will be translated
into the required languages. It is estimafed by the Equal Access Unit that the tanslation
process will take approximately three (3) weeks from the date the documents are received, with
added time if the translation required is for more than.one language.

Other documents are in the form of pamphiets which were purchased by the department from a
third parly publisher, usually a non-profit public safety agency. Staff will research the

of these documents in Spanish and Chinese. If they are available, the department will purchase
the documents from the third party publisher. If the documents are not available for purchase in
these |anguagw, stafi we will solicit permission from the publisher to franslate them. Once
permission is granted, we will forward the dowmems fo the Equal Access Unit to be transiated
info the required languages.

3
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I!ﬂledou.lmems;snotavaﬂableforpwdlaseandpemnssmnsnotgraniedbyﬂwﬁﬂrdpany
publisher, staff will further research surrounding jurisdictions for non-copy written mateyial or will
develop. our own and forward to the Equal Access Unit to be transiated. it is anficipated these
traristations can be obtained in two (2) or three (3) months.

Dzd&enepammumslammyomermmdomemmﬂxempomngpenodmaneﬁbnm_
serve the LES community?

No.

€. Multifingual Telephone Messapes Assessment

1.

Pleesepmdcananmveammentonhowrsthebepanmmdomgmpmwdmg
multilingual telephone messages in threshold language(s). What is the corrective action plan
and timeline in getting the rest of the telephone lines translated?

OFD is 100% EAOmpﬁammdlseva\mwbncwmmiés(swPartll.TablaS).

D. Assessment of Department Communication with LES Populations

1.

Please respond to the last EAQ Language Access Survey results. In what ways, the
Department plans to address the concerns and service gaps identified by the survey?

No EAOQ Language Access Surveys were refurmed to OFD mmﬂgamwhﬁcmor
service gaps.

Describe in detail the procedures and written policy used to facilitate communication with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

The two documents used as policies and guidelines are (1) Equal Access Ordinance and (2)
Administrative msﬁucﬁon 145 - Equal Access to City Services.

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bilingual services. (See § 2.30.130 (B)).

Informalion is made available af OFD reception counters and at pubiic events. Also, the EAD is
explalned during community meetings. -

Did the Department receive any complaints regarding the Department’s provision of bilingual
oral and written services? Pleasedmm“beﬂ:eDepa:unem’spmcedmefordoc\mmmg
actions taken to resolve each complaint and maintaining copies of the compiaint and
documentation of their resolution. .

No.
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E. Action Plan

PleaserevxewﬂerOlﬂ.anguagevaeykmﬂtandpmvxdeawnnenresponsetothesemee
gaps and successes identified. Identify three action steps for the Department for the next 12
monﬁstopromoteeqmlammcnySmcsmgmdlwsoflan@agespphm

2016 Language Surveys were placed at the Fire Administration counter, the Fire Prevention

counter and distributed during eotmnmlty CORE trainings and meefings. No surveys were
submitted. OFD will continue to:

-mamnamupdmemrﬁstoismﬂvmmﬂuahddlmguages
saclively recruit bilingual candidates as vacancies are fil

srequest assistance from the EqualAm unit when OFD does not have the capability
toserve

chﬁbehownouoeofmeamﬂabmzyofhngmgeacmsﬁasbempomdpmmmmﬂyatme
Department’s geographic location. Dmn‘bealsoﬂxemfomanonposmdtoﬁmDepamnmt’s
website and how the public may access the Department’s Annual Compliance plan.

Brochures are placed at front reception counters.

Lénguage Services Reference Information is posted online at
:/foakn s/Firelinformationfind:
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CITY OF OAKLAND EQUAL ACCESS ORDINANCE
: ANNUAL COMPLIANCE PLAN

PART I DEPART) HEAD CERTIFICATION

DEPARTMENT NAME: E&mg and Commm Develgmment
FISCAL YEAR: 2015 - 2016

Provide the following certification that the Department head has reviewed this Annual
Complia.néel'hnfprﬁnalappmal: .

I, Michele Byrd, hereby certify, ﬁ:atlhzverevuwedandnppmedﬂmEqnal
Access Annual Complisnce Plan for accuracy and completeness, and adopt the
goals specified in this Annual CompEance Plan, This Annual Compliance Plan for

" Honsing and Communjty Development Department was submitted on June 30,
2016. . .

fuin At o

Michele A. Byrd
Director, Houxmg & Commumty l)evelnpment Department

Print Name & Title
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HOUSING & COMMUNITY DEVELOPMENT DEPARTMENT (HCD)

Director . . 250 Frank H. Ogawa Plaza, 5% Floor, 250 Frank H. Ogawa Plaza, 5* Floor,
250 Frank H. Ogawa Plaza, $* Flocr, Oakimnd, CA 54612 Oaldand, CA 94612 -

nd, CA 94612 phone: (510) 238-6514 phone: (510) 2383715
phone: (510) 238-3716 fac (510) 238-3691 fax: (510) 238-369]
faxt (510) 238-3691 - emnil: edillard@oaklanduet com emsil:
email:

] YES YES
REERCEECEECEE S ves |

YES
YES
. YES
YES
YES
Notice to Tenants YES YES Vienamese |
Outreach Posteard K YES YES ‘Vietnamese
Rent Ady & = YES YES Victnamess
‘Homeownership Loan Programs Brochure YES YES ‘Vietnamese
AsSEtance VB | VES
Oakland Rent Control Insert Cerd YES YES In Progress
Housing Services Quireach Brochure NO YES ToProgress |
TVES " YES Tn Progress
P tage of vital di g into threshold L ge(s) = 100% :
Redevelopment and Housing 238-3015 Completed
[RmzAdjmmm . L 2383721 l Completed j
Percentage of public phone ber with iated voice ding =100%
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5. Pleasedsu'ibeyournepamnentplan‘sforﬂ!enextlzmonthsmaneﬂ'orttnensure
ﬂ:ataﬂOaldandmadenlshaveequalandfakamsmmtysemregardlssof
HCD plansto continue to expand its outreach services to the LES population in Oakland over
the next 12 months. The current emphasis has been with the residents who speak Spanish
and Chinese. HCD's goal is to ensure that all Oakland residents have fair and equal access to
the program and services that we offer regardless of the spoken language. HCD isalso using
third party agencies, such as International Contacts, Inc. to assist our clients.

Departments are required to “post notices in the public areas of their facilities in
threshold language indicating that written materials in the languages, and staff who
speak the languages, are available.” Please listdle locations in which the Department
has posted notices.

Over the years, HCD has been consistent in displaying our program notices in the reception
areas of our offices located at 250 Frank H. Ogawa Plaza, Suites 5313 and 6301 (5% and 6%
floors). The Municipal Lending Unit has a bookshelf in their area where written materials
are kept. The Rent Adjustment Unit has bookshelves for their written materials located at
250 Frank H. Ogawa Plaza, Suites 5313 and 6301. Additionally, brochures and other written
materials are distributed atvarious community events inside and outside the Frank H.
Ogawa Plaza, street fairs, home buyer fairs and Church events.

Please describe the percentage of vital docnments translated into threshold
language(s). What is the corrective action plan and timeline in getting the rest of the
documents translated? .

Vital documents for HCD programs have been modified and translated into Spanish,
Cantonese, Mandarin and Vietnamese. These vital documents have been translated into the
threshold languages required by the City’s Equal Access Ordinance. We will continue to
translate vital documents in different languages when necessary and needed.

Did the Deparlment translate any other written documeuis in the reporting period in
an effort to serve the LES community?

In an effort to serve the LES community, HCD also translated other vital documents during
the reporting period, such as written materials regarding home ownership programs,
Procedural Justice Training, notices, newspaper notice, Oakland Rent Control insert cards,
Oakland Al Survey, Housing Assistance Center Flyer, Housing Services Outreach Brochures
.and Housing Community Assessment Surveys. These documents were translated into
Spanish, Mandarin, Cantonese and Vietnamese. However, we are willing to translate

" documents into other languages if needed.

2
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1. Please provide a narrative assessment on how is the Department doing in providing

muktilingual telephone messages in threshold langaage(s). What is the corrective
action plan and timeline in getting the rest of the telephone lines translated?

HCD is providing multilingual telephone messages in the threshold languages required by
EAO. The languages are English, Spanish, Mandarin, Cantonese and Vietnamese, We have
been working on modifying all other telephone messages to provide multilingual service to
the LES community. We hope to complete this before the next reporting period.

Please respond to the last EAO Langnage Access Survey results. In what ways, the
Department plans to address the concerns and service gaps identified by the survey?

No citywide survey was implemented during the reporting period.

Describe in detail the procedures and written policy used to facilitate communication
with LES Spanish and Chinese populations and assess the adequacy of the procedures.
Our procedures and written policies are in compliant with the City’s Equal Access to Services
Ordinance and Al 145. -

Describe and assess the Department’s outreach efforts to inform LES Spanish and
Chinese popnlatlons of their right to bilingual services. (See § 2,30.130 (B)).

‘During the reponmg period, our program staff attended various community events to
promote our services and distribute written materials. The LES residents of Oakland were
given information on how to obtain and use our services.

Did the Department receive any complaints regarding the Department’s provision of
bilingnal oral and written sexvices? Please describe the Departirent’s procedure for
documenting actions taken to resolve each complaint and maintaining copies ofme
complaint and documentauon of their resolution.

HCD did not receive any complzints regarding our provision of bilingual services (oral or
written) during the reporting period.

E. Action Plan

Please review the 2015 Language Survey Result and provide a written response to the
service gaps and successes ide_ntiﬁed. Identify three action steps for the Department
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forthe next 12 monthsmpromoteeqnalato CityServinesregardlm oflanguage
spoken.

Although no citywide survey was implemented during the reporting period, the overall
results of the 2015 Language Survey did not show any negative findings on HCD programs.
Nevertheless, it shows that HCD needs improvement in the way that we prowde specific
language assistance.

For the next 12 months, we plan to expand our community outreach, review and improve
ourprogrammatenals and maintain an LES list of people served.

Descﬂbe how notice of the availability of language access has been posted
prominently at the Department’s geographic location. Describe also the information
posted to the Department’s website and how the public may access the Department’s
Annual Compliance plan.

The notice of the availability of language access has been prominently posted at reception
desks of our offices located at 250 Frank H. Ogawa Plaza, Suites 5313 and 6301 (5% and 6%
floors). All of our program brochures contain the links to the Department’s websites. The
public may access the Department’s Annual Compliance plan via City website.
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EQUAL ACCESS ORDINANCE

' PART I: DEPARTMENT HEAD CERTIFICATION

DEPARTMENT NAME. HUMAN RESOURCES MANAGEMENT
FlSCAL YEAR: :.A ' 2015 2016

" Provide the following certification that the Department head I:as reviewed tlus Annual
Compliance Plan for final approval: .

I,_ANIL, COMELQ, hereby certify that I have reviewed and approved this Equal
Access Annual Compliance Plan for accuracy and completeness, and adopt the
-goals specified in this Annual Compliance Plan, This Annual Comphanee Plan for
HUMAN RESOURCES MANAGEMENT DEPARTMENT was submitted on

June 30, 2016.

E5E

’ Signatare & Date _

N 81 2l0 -@

t Name & Title
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HUMAN RESOURCES MANAGEMENT DEPARTMENT (HR)

Silvia San Miguel

i Program Analyst
150 Frank H. Qgawa Plaza, Suite | 150 Frank H. Ogawa Plaza, 2ud | 150 Frank FL OgawaPlam,B“
3332,03Hand, CA94612 Floor, Oakdand; CA 94612 | Floor, Oakland, CA 94612
phone: (510) 238-3112 phone: (510) 238-3112 : phone: (510) 2383112
fax: (510) 238-2325 fax: (510) 238-2325 fax: (510)238-2325

it acomelo@oaklaindnet coin email: ssanmicuel@ooklandnetcom | email; yehak@oaklandnet.com

{ Equal Access Unit (05221)

EquaIAmCompImntFom YES YES Victnamese
Equal Access Langnage Survey YES YES
Annual Compliance Plan Summary YES YES
City Directory Brochure YES YES
Language Assistance Service Poster YES YES
" Intespretation Equipment Requirements YES YES
Interpretation Equipment Poster YES YES
Interpretation Equipment Signage and Form YES YES Vietnamese
Summer Jobs Flyer YES YES

Percentage of vital docoments teanslated into threshold language(s) = 100%

Human Resonrces -Front Desk ) 2383112 Completed (EN/SP/CH)
Equal Access Program ] 2382368 . Completed EN/CH) |
Equal Access Program 2386448 Completed (EN/SP) -

. Perceutage of public phone number with transiated voice recording = 100%
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PART Il - QUALITATIVE ASSESSMENT (NARRATIVE) -
HUMAN RESOURCES MANAGEMENT DEPARTMENT (HRM)
FISCAL YEAR 2015-2016

ASSESSMENT. ) SPANISH PCP CHINESE PCP
FTE_ [ PcP | GOAL(1139%) | STAFF | GOALMET? | GOAL(5.63%) STAFF | GOALMET?
37 5 |1 1 YES a 1 Bxceeded

Provide a summary narrative assessment and analysis of how and whether your
Department is complying with the Equal Access to Services Ordinance (EAQ). Please
share the challenges yon have faced, remedies you have implemented, or any other
information that would help the public know what efforts your Department has made
this year to comply with the Ordinance.

The Human Resources Management (HRM) department is. fully committed into Equal Access to City
Services Ordinance and continues to meet compliance requirements. The HRM currently has several
non-public contact position openirgs (2 Technicfans, 1 Assistant Analyst, and 1 Senior Analyst). HRM
has maintained its vital document translation, multi-lingual recordings and bilingual staffing.

The Equal Access Program of HRM worked with all City Departments on regular basis to ensure Equal

Access Ordinance (EAQ) requirements are implemented throughout the City. This year our office staff
visited the following Recreational Centers: Allendale, Carmen Flores, deFremery, Franklin, Malonga
Casquelourd Center for the Arts, Montclair, San Antonio, Diamond, FM Smith Lincoln Square and
Redwood Heights. All the Centers displayed trilingual poster promoting equal access to services in
languages. The staff of each center was trained to. use the Language Line services to access an
interpreter in any language at any time. As part of the ordinance the Office continued to review and

. monitors all bilingual public contact position recruitments, HRM office pre-screens, tests and certifies
bilingual candidates prior to employment. We contintle to support all the City Departments providing
training, posters, stickers, handouts, complaint forms and brochures. We also worked on a follow-up
cuswomer satisfaction survey with the Parking Citation Assistance Center, Business Tax Assistance
Center and over ten recreation. centers to further evaluate customer feedbacks. Result was provided in
a Supplemental Report provided in March 2016. . Overall, our office' was involved in many on-site
activities to promote and evaluate language assistance sexrvices.

Please describe your effort in outreach, recruitmient and hiring of bilingnal candidates.
Describe your means to ensure a pool of qualified bilingual applicants. ‘Assess the
adequacy of these efforts and indicate areas of improvement.

HRM participated at job Fairs at Fruitvale District and Chinatown as part of our outreach to bilingual .

candidates. The HR regularly sent out weekly updates of City of Oakland job openings to over 100
agencies in the Bay Area, including Oakland Chamber of Commerce, Famfly Bridges, Inc, Youth
Employment Partnership, Allen Temple, Asian Health Services, Oakland Vietnamese Chamber of
Commerce, Oakland Chinatown Chamber of Commerce, Spanish-speaking Citizens Foundation, Chinese
Community United Methodist Church, St. James Episcopal Church, Oakland Private Industry Council, and
many more. HRM provided technical assistance and consultation to City departments on recrujtment
outreach. Public Contact Position vacancies were often advertised on the Oakland Tribune, El Mundo,
and Smg Tao newspapers on regu!ar basis.

HUMAN RESOURCES MANAGEMENT DEPARTMENT | 2
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Please highlight positive changes and successes fn this reporting period. Provide a
description of nnplemattauon "b$t practices" developed by the Deparl:menrr. Please
share with us your success story.

HRM honsed sufficient bilingual employees.to provxde bilingual services to the public. The department -
had 3 bilingual employees who can provide assistance in Spanish and 2 bilingual employees who can
provide assistance in Chinese. In addition, HRM front counter has included a new senior aide assistant
who is bﬂlngual in English and Spanish. Senior Aide Program Is a federally funded employment training
program for mature adults. This addition further expanded our language availabllity at the front
counter.

As part of a new initiative, our office partnered with the Mayor’s Office and the Oakland Urified School
Distxict in the Oakland Promise Project. The Oakland Promise project aims to have every child in
Oaldand go to college; providing college fumd accounts from the day they start kindergarten to
scholarships when the students apply for college. We teamed up with the OUSD and together we prove
language services in the form of translation of documents and inteypretation services in various

- languages; ensuring that all constituents have access to all the information regardless of the langnage.

In addition, our office worked with the Planning and Building Department in development an On-Line
Permit Center available in English, Spanish and Chinese platforms. The P h platform is exp: dwo
be launched this summer and the Chinese platform is expected to be launched this Fall )

We also worked with the City Administrator’s office City-wide Communications Team in the
development: of 2 new Styles Guide created for all city employees to make sure the writing style is of
consistent and easy to understand. A section on Language Accessibility is induded in the instructional
guide. Once approved, the Styles Guide will be made available throughout City departments.

Describe any additional measures, other than provision of bilingnal staffing; the
Department has implemented to ensure Limited English Speaking (LES) persons receive
the same level of service as English speakers.

In an effort to enhance diversity awareness, HRM offered Diversity Training to all the City employees.

Employees attended a half-day workshop on topics centered on diversity, inclusion, and equity. The
training took an interactive and generalized approach on how to improve relationships;
communications and how to navigate through conflict caused by differences and perceived beliefs so it
does not cause damage or harm to the service our employees provide to the community. Staff was able
to engage interdepartmentally and share experiences as well as solution oriented approaches to how to
improve our communications and relationships to better serve. In this fiscal year, HRM offered a total of
109 Diversity Training and 3,057 employees participated and completed the training.

Please describe your Department plans for the next 12 months in an effort to ensure that

" all Oakland residents have equal and fair access to City services regardless of langnage

spoken.

* HRM is committed to the following;

1. An additional 15 sessions of the Diversity Training will be offered July to September 2016 for new
employees, employees who had not have a chance to complete the training yet. HRM is projected to
train an additional 400 to 500 employees within the next four months,

2. Continue supporting all the City departments with the translation of vital documents, providing
interpretation services for all the meetings and hearings. Contacting the ethnic media to make sure
the outreach is made to the entire Spanish and Chinese constituency.
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3. Supporting department by making on-site tn-nmngs available, ~ The Equal Access Program will
continue to promote the availability of on-site training for City employees, interns and volunteers to
be training on resources avaflable when serving LES clients.

4. Work with the City-wide Communications Team and Information Technology Department on
improving language actess to City website and online portals. Conduct further research and testing
on different content management systems and translations methods to identify solution for the City,
In addition, HRM is also conducting research to identify potential vendor to assist with social medla
and online marketing for City ]ob apenings.

Departments are required to “post motices in the public areas of their facilities in
threshold language indicating that written materials in the languages, and staff who
speak the languages, are available.” Please list the locations in which the Department
has posted notices.

Front counter, 150t Frank H Ogawa Plaza 2nd Floor Oakland, CA 94612
Please describe the percentage of vital documents translated into threshold language(s).

What is the corrective auuonplanandt:melmeingetﬁngﬂxerestofﬂxe documents
translated?

100%

- Did the Deparlment translate any other written documents in the reporting penod inan
effort to serve the LES community?
HRM cqntmued to provide its vital documents in English, Spanish and Chinese.

Please provide a narrative assessment or how is the Department doing in providing

multilingnal telephone messages in threshold language(s). What is the corrective action
plan and timeline in getting the rest of the telephone lines transiated? .

Our front desk voice mail box is equipped with voice mmges in English, Spamsh and Chinese.
Employees working at service counter have access to the Language Line Services, an over-the-phone
Interpretation services that can serve over 100 languages. In addition, the Equal Accéss Office is housed
at HRM and is available to provide Spanish and Chinese supportas needed.

Please respond to the last EAO Language Access Sarvey results. In what ways, the
Department plans to address the concerns and service gaps identified by the survey?

This Fiscal Year the office did not conduct a citywide survey.

Describe in detail the procedures and written policy used to facilitate commumication
with LES Spanish and Chinese populations and assess the adequacy of the procedures.

Front Counter staff was provided with tools to facilitate communication with LES persons. HRM
followed Administrative Instruction 145 in our implementation of language access services. Qur Office

3.

4.
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coordinated the collection, compilation, and reporting of data with the Language Access Coordinators in
each City department, and monitored closely if any complaint was filed.

Describe and assess the Department’s outreach efforts to inform LES Spanish and
Chinese populations of their right to bilingual services. (See §2.30.130 (B)). :

Posters were displayed prominently at our public counter letting constituents know language service
was available. The Equal Access Program also participated in community meetings, and supported
events with interpretation services. Example of events included: Neighborhood Crime Prevention
Council meetings, the Mayor’s Toy Drive, the Mayor’s Town hall Meétings, Job Fairs and more.

Did the Department receive any complaints regarding the Department’s provision of
bilingual oral and written services? Please describe the Department’s procedure for
documenting actions taken to resolve each complaint and maintaining copies of the
complaint and docmnemzﬂon of their resolution. No.

E._Action Plan

1.

2.

Please review the 2015 Language Survey Result and provide a written response to the
service gaps and successes identified. Identify three action steps for the Department for
the next 12 months to promote equal access to City Services regardless of langnage
spoken.

As we continue to comply with the Equal Access Ordinance, HRM is itred to the following:

1 An additional 15.sessions of the Diversity Training will be offered july 2016 to September 2016 for
new employees, employees who have not had a change to complete the training yet. HRM is projected to
train an additional 400 to 500 employees within the next four months.

2, Continue supporting all the City departments with the translation of vital documents, providing
interpretation services for all the meetings and hearings. Contacting the ethnic media to make sure the
outreach is made to the entire Spanish and Chinese constituency.

3. Supporting department by making on-site trainings available. - The Equal Access Program will
continue to promote the availability of on-site training for City employees, interns and volupteers to be
training on resources available when serving LES clients.

4. Work with the City-wide Communications Team and Information Technology Department on
improving language access to City website and online portals. Conduct further research and testing on
different content management systems and translations methods to identify solution for the City. In
addition, HRM is also conducting research to identify potential vendor to assist with social media and
online marketing for City job openings.

Describe how naotice of the availabitity of language access has been posted prominently
atthe Department’s geographic location. Describe also the information posted to the
Department’s website and how the public may access the Department’s Annual

Compliance plan
' The Equal Access Program Brochure and the City’s Helpful Phone Numbers Brochure were provided in

English, Spanish and Chinese in the lobby area. This Anmual Compliance Plan will be avaflable on City
Website once it is approved.
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PART II ntitative t * Head Start - Service Area I (Virginia Ave - P/D)
- * Head Start - Service Area Xl (Arroyo Vigjo - PD)
- HUMAN SERVICES DEPARTMENT (HSD) * Head Start - Service Area II (Tassafaronga - P/D) -

* Head Start - Service Area 1T (Lion Creek Crossing - P/D)
* Head Start - Service Area I (Sun Gate - P/D)
* Head Start - Service Area II (San Antonio CDC - P/D)

" Sara Bedrord
Director of Human Services

150 Frank H. Ogawa Pfaza,

4th Floor, Oakland, CA 84612

phone: (510) 238-6784

fax: (51 0) 238-7207 fax: (510) 238-7207
email:

bedford klandnet.com

phone: (510) 2583247 .

Dana Petw

Assistant to the Director

150 Frank H, Ogawa Plaza,

4th Floor, Oakland, CA 84612
phone: (510) 238-3247

fax: (510) 238-7207

email: dperez@oaklandnet.com

Sytara Ellis

Headstart Program Coordinator
150 Frank H. Ogawa Plaza,

5th Floor, Oakland, CA 94612
phone: (510) 238-6803 -

fax: (510) 238-2157

email: seilis@oaklandnet.com

* Head Start - Service Area 11 (Brookfield - P/D)
* Head Start - Service Area II (85th Ave - F/D)
* Head Start - Service Aréa II (Manzanita - P/D)
* Head Start - Family Child Care

* Head Start - Home Base Program @ Franklin
* Head Start - Site 5

* Head Start - Ceatral Kitchen

* Head Start - Central Office

* Early Head Start Service Area I (FAMES) -F/D
* Early Head Start Su'vweAmaI(FnstPrwbytm@ ~FD

Early Childhood and Family Services

Year Round Lunch Program Unit -

Youth Services

Children & Youth Services and Policy & Planming

HSD Brochuore

Head Start Parents Handbook 2014/15

HSD Appendix A

HSD Parent Survey .

Qakland Unite Program Brochure
Serd 5 - Oaklangd Unite Clieat Consent Form.
AT Gakland Uites Reeiry Clicat Consent Form
Ogukiand Paratransit for the Elderly and Disabled Unit Older Americans Celebration Flyers
Senior Aide Program Unit Comumunity Letter Japanese

Senior Service Program Multi Senior Services Brochure
Senior Center Unit Seni:fmcmrs&ochme T
‘Sm_orCm(Citywids) =
* Semior Ceater (Downtown meless Program Brochure
| = Seer ot (s O Hunger Program Brochure
* Senior Center (west Oakland) Commn;t:m?;:shp&ocbm
DHS Administration Unit Summer gram Brochure
Policy & Plann: Commumity Housing Program Brochire
ity Housing Sexvices Senior Volunteers Program Brochure

Head Start Unit ASSETS Broch
* Fead Start - Service Area [ (Fenmie Wall - /D) Employment Program Brochure
* Head Start - Service Area I (West Grand - F/D) ASSETS Employer Brochure
* Head Start - Service Area I (Eastmont - P/D) Oakland Paratransit Program Brochure
:Hmdgﬂ-mmi(&mklgﬁ:‘))rm) Oakland Fund for Children & Youth
* Head Start - Service Area } (San Antonio Park - P/D) Early Head Start Brochure
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Head Start Brochure ‘YES- | YES

Head Start Application Status Letter ‘| YES YES | Viemamess, French, Arabic, Igbo, Trigina
Head Start Acceptance Letter R YES YES. | Victoawese, French, Arsbic, Igbo, Trigina
Head Start Parent Survey YES YES

Head Start Enrollment Form - YES YES

Homeless Declaration Form YES YES | Vietnamese

Determination Record Form YES YES

Summer Menn . : YES YES

Survey Instructions & Letter YES YES

Aging & Adult Services Older American’s Flyer YES YES

Help Feed Kids this Summer document YES YES

Summer Food Service Program Site Eligibility YES YES

Guidelines

100% of Program Brochures translated into threshold language(s).

Early Head Start (EHS) Emergency Card

EHS Family Needs Assessment

EHS Admission Policy and Agreement

EHS Attendance Policy

EHS Photo/Video Release

EHS Code of Conduct

EHS Family Partnership Strength Based Check List
EHS Agency Transition Plan

Updated Senior Companion Program {(SCP) Care Plans
SCP Special Program Flyers

| SCP Volunteer Specific Guidelines/Procedures

HSD Front Desk R 238-3121 Completed
Head Start 238-3165 Completed
Percentage of public phone number with translated voice recording = 100%




PART I - QUALITATIVE ASSESSMENT [NARRA'I'IVE)
HUMAN SERVICES DEPARTMENT (BSD]

FISCAL YEAR2015~2016

HUMAN SERVICES DEPARTMENT | 1
FISCAL YEAR 2015-2016

d BILINGUAL ENGLISH/ SPANISH
GOAL (11.39%)] m GOAL MET?
306 154 175 l 33 IBK.‘EEDED 87

ASSESSMENT . _BILINGDAL ENGLISH/ CHINESE
FIE PCP | GOAL (5.6396) | STAFF GOAL MET?
i7 | EXCEEDED
Human Services Department - Head Start Center & Senior Center :
i Spanish Chinese
iCenter Address [zipcode] PcP | Goal | Actual | Goal | Actial
1)FANNIE WALL 647 55th Street T9460$ 4.00 0.10 0.00 0.06 0.00
ZIH\ANKG. MAR 274 12th Street }'2507 400 | 022 | 0.00 | 062 | 200
3[FRANKUIN 1010 E1SthStreet . 194506 | 3.00 | 0.22 | 0.00 | 040 | 2.00
i 4IMANZANITA 2701 220d Ave Im 3.00 | 022 | 100 | 040 | 0.00
5|sAN ANTONIO €DC 2228 Ei5thStreet (94605 | 6.00 | 0.44 | 100 | 0:80 | 100
6[SAN ANTONIO PARK 1701 E19th Street im 5.00 (037 [ 100 | 067 | 200
7|VIRGINIA - |433s VirginiaAve 94619 | 5.00 | 0.30 | 1.00 | 029 [ .0.00
a|msovo\nao 7701 KrauseAve 94605 | 3.00 | 0.28 | 1.00 | 0.03 | 0.00
SIBROOKHELD 19600 Edes Ave 94503 6.00 145 0.00 0.06 0.00 -
D.94 3,00 0.10 1.00
147 1.00 .04 1.00
159 | 200 [ 026 [ 100
0.74 1,00 0.02 0.00
. 038 | 100 | 109 | 0.00
15[85TH AVENUE 8507 international . |94621 | 8.00 | 1.96 | 1.00 | 0.05 | 1.00
16/92ND AVENUE 3202 international _[94603 | 20D { 194 | 600 | 0.09 | 100
17|FAME {Early Head Start EHS) *_[3717 Telegraph Ave |94606 | 6.00 | 0.44 | 2.00 | D.80 | D.00
18[FIRST PRESBATYRIAN (EHS) 2619 Broadway 94512 | 5.00 [ 018 | 100 [ 062 | 0.00
19|EAST CAKLAND SR. CENTER 9255EdesAve - (94621 | 3.00 [ 074 [ 100 | 002 | 0.00
20}WEST QAKLANDSR. CENTER 1724 Adefine Street {94607 | 250 | 014 [ 0.00 | 035 | 0.0
22| DOWNTOWN OAKLANDSR. CENTER 200 GrandAve 194612 | 2.50 | 0.0 | 100 | 0.31 | 0.00
- |_22|normi oaeanpsk. center 5714 MLX, Jr Way lsdsus 250 | 006 | 0.00 | 0.04 | 0.00 |

“CRy Towers Hed Stort Center is dosed.

1

" Provide a summary narrative assessment and analysis of how and whether your Department is

complying with the Equal Access to Services Ordinance (EAO). Please share the challenges you
have faced, remedies you have implemented, or any other information that would help the

“public kmow what efforts your Department has made this year to corply with the Ordinance.

In Fiscal Year 2015-16, the department is very successful in recruiting bilingual employees to meet the
need of clients. HSD continues to strive to meet/exceed full compliance. Additionally, the department
meets federal grant mandates around language access in our Head Start Program: It is mandated that
staff be capable speaking in the families’ served first Janguage and that all documents be translated as
such,

. 473
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> 1304.51 (b} Communications and {c} Communication with  families:
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Communicati eneral, Grantee and delegate agencies must establish and implement systems to
grbllsmemdxm - mel}% accurate information is proviaged to parents, policy groups, .sp-mﬂ’ and the general

(¢) Communication with familtes.
1) Grantee and delegate agencles must ensure ffective comprehensive wmmumaaﬁons
ge]twmsmﬂq"n pﬁ';'ensagm carried out on aregularbas&ﬂlmuzgut the program yea

Commimication w:thparenbmustbeam‘ledoutm the parents’ primary or rqferredla ge or
g{oug h an interpreter, to the extent feasible. primary orp ngLeg

» 1304.21 Education and early childhood development.
(a} Child development and education approach for all children.

1 Inorda'mhelpdlﬂdren ain the skills and confidence necessal repared to succeed in thefr
[r}esm environment and w!gz later rxponsﬂ;ﬂz‘dgsﬁ in school and I% grungee and delegate agencies’
approach to child deveIapmentand education must:

Be devels recognizing that children have individual rates o
opm a@m indivi in%g%gp egnp;‘era%nens,glanﬁlgags, cultural backgrounds, and Iearnjirng

> 1306.20 regarding classroom staffing. . .

Wh di k thy I at legast clamn staffmember or-hom
e gt S i lroom eaff member o home.
Please describe your effort in outreach, recruitment and hiring of bilingual candidates.
Describe your means to ensure a pool of qualified bilingual applicants. Assessthe adequacy of
these efforts and indicate areas of improvement.

Chinese and Spanish speakers are highly desirable for all recruitments tn HSD. We partuered with
HRMD and Equal Access when recruitments are for Public Contact Pasitions and especially for satellite
locations that are targeted to serve limited Enghsh speaking populations, Multiple language screening
and certification were conducted this year.

Please highlight positive changes and successes in this reporting period. Provide a description
of implementation “best practices” developed by the Department. Please share with us your
success story.

Each work station has a complete list of bilingual staff contacts and in addition they have the
interpretation phone line access information. Signs have been posted in multiple languages to promote
language access assistance: Reception staff recefved a refresher regarding the bflingual contact istand
the interpretation phone line to ensure that all staff understands how ta effectively serve LES clients
that require assistance. HSD was involved in testing a new interpretation system for American Sign
Language.

Describe any additional measures, other than provision of bilingual staffing, the Department
has implemented to ensure Limited Enghsh Speaking (LES) persons receive the same level of
service as English speakers.

All brochures have been translated in addition this year, HSD translated the Older American’s Month
event flyer. HSD performs targeted outreach in LES geographical areas for Head Start open enrollment
periods and all events.

" Please describe your Department plan’s for the next 12 months in an effort to ensure thatall

Oakland residents have equal and fair access to City services regardless of language spoken.

The Department plans to continue its written and verbal outreach approach to the Oakland community
to ensure that HSD clients are connected to resources and receive services needed and that limited
English speaking population have access to HSD services.
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Departments are required to “post notices in the public areas of their facilities in threshold
language indicating that written materials in the languages, and staff who speak the languages,
are available.” Please list the locations in which the Department has posted notices.

Notices are posted at all satellite locations throughout the City and at our reception areas on the 44 5%
floors of 150 Frank Ogawa Plaza.

Senior Center (Downtown Oakland)
Senior-Center (East Oakland)
Senfor Center {North Ockland)
Senior Center (west Oakland)
Head Start Unit
Head Start - Service Area I (Fannfe Wall)
Head Start - Service Area I (West Grand)
Head Stare - Service Area I (Eastmont)
Head Start - Service Area I (Franklin)
Head Start - Service Area I (Frank G. Mar}
Head Start - Service Area I {San Antonio Park)
Head Start - Service Area I (Virginia Ave)
Head Start - Service Area Il (Arroyo Viejo)
Head Start - Service Area Il (Tassafaronga)
Head Start - Service Area II {Lion Creek Crossing)
Head Start - Service Area I1 (Sun Gate}
Head Start - Service Area Il (San Antonio CDC)
Head Start - Service Area I (Brookfield)
Head Start - Service Area 11 (85th Ave)
Head Start - Service Area Il (Manzanita)
Head Sturt - Family Child Care
Head Start - Home Base ngrm-n @ Franklin
Early Head Start - FAME
Early Head Start — First Preshyterian___

Please describe the pexcentage of vital documents translated into threshold language(s). What
is the corrective action plan and timeline in getting the rest of the docuiments translated?

HSD is committed to translating all vital documents into threshold languages. The department reported
all documments fully translated in last year’ s report. Inthe pasttwelve months, staff engaged in
comprehensive review of materials and identified/ created new materials for translation. We are
working closely with EAO Office in getting all translated version ready for distribution.

Did the Department translate any other written documents in the reporting period in an effort
to serve the LES community?

The Human Services Department completed translation of program brochures into Spanish and Chinese,
and also translated the Older American’s Event Flyer.

Please provide a narrative assessment on how is the Department doing in providing
multilingual telephone messages in threshold language(s). What is the corrective action plan
and timeline in getting the rest of the telephone lines translated? 100% completed.

4
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Please respond to the last EAQ Language Acces Surveyresults. In what ways, the Department
plans to address the concerns and service gaps identified by the survey?

. The Department parﬂdpated in a Citywide survey in 2015. The department will eﬁm that signs for

language assistance shall be clearly visible to the publicand that the receptionists are better prepared to
address language barrier interpretation needs promptly.

Describe in detail the procedures and written policy used to facilitate communication with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

The City has written into its MOUs with the Unions, a bilingual award structure for both spoken and
written skills. The written structure has recently been revamped and certification process has been
clarified. HSD bilingual staff are being certified in this procedure to better serve the community at large.

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bilingual services. (See § 2.30.130 (B)).

The department has simplified the Website URL for Head Start clients to utilize
(www.caklandheadstart.com) and we have incorporated social media into our outreach efforts thus
reaching more community members than ever before. Additionally the department advertises events
and enrollment opportunities through language appropriate media, etc.

Did the Departnient receive any complaints regarding the Department’s provision of bilingual
oral and written services? Please describe the Department’s procedure for documenting
actions taken to resolve each complaint and maintzining copies of the complaint and
documentation of their resolution.

The Department did not receive any complaints over this period. The complaints would be routed to the
Assistant to the Director who would then take action to resolve the particular issue and determine any
policy/procedural changes that would need to occur, 1f appropriate. Records of complaints would be
maintained in that office.

E_ActionPlan

Please review the 2015 Language Survey Result and provide a2 written response to the service
gaps and successes identified. Identify three action steps for the Department for theé next 12
meonths to promote equal access to City Services regardless of language spoken.

The Department shall continue to recruit for bilingual staff and provide service to community members
in their native languages as needed. The department will proactively provide strategic outreach as it
pertains to language access. The department will ensure that all vital documents are translated into
threshold languages. Additionally, reception staff have been trained to address language barriers
promptly and language access signs will be made more visible. Our signs alerting the public of language
access assistance have been redesigned to make more of an impact.

Describe how notice of the availability of language access has been posted prominently at the
Department’s geographic location. Describe also the information posted to the Department’s
website and how the public may access the Department’s Annual Compliance plan.

The notice of availability of language access has been posted prominently at all satellite offices and on

the 41, 5% floors of 150 Frank Ogawa Plaza at all reception areas. Please refer to section “B” for a list of
sites.
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The information is posted on the City of Oakland Website as well as the Department’s annial
compliance plan under Equal Access. ‘ ‘
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 CITY OF GAKLAND - " EQUAL ACCESS ORDINANCE
ANNUAL COMPLIANCE PLAN

PARTE HEAD CERTIFICATION

' DEPAMMNTNAM-MMMM
FISCAL YEAR:

Provide the following certification that the Department head l:as reviewed ﬂlis Annual
Complisnce Plan for final approval:

1,_Katano Kasaine , hereby certify, that I have reviewed and approved this Equal
Access Annual Compliance Plan for accuracy and completeness, and adopt the
goals specified in this Annual Complisnce Plan. This Annual Compliance Plan for

ﬂnegomaﬂon’l‘mm was submitted on _6/24/16 .

/@a, ,4@4_,

Slgnstnre&l)ate.

0 Xaza Cln'eﬂnﬁrmsﬁun()ﬁw
. - Print Name & Title

©  INFORMATION TECHNOLOGY DEPARTMENT. I 1

ECONOMIC & WORKFORCE DEVELOPMENT DEPARTMENT (EWD)

- PARTHI e Asses

Tychimba Jelani : Cynthin Perkins

AdmmlsmveAnalystII ' Assistant to the Director

150 Frank Ogawa Plaza 150 Frank Ogawa Plaza
150 Frank Ogawa Plaza . Oskland, CA 94612 Ogskland, CA 94612
Oakland, CA 94612 Phone: (510) 238-3035 . | Phone: (510) 2384702
Phone: (510) 238-6741 Fax: (510)238-3555 Fax: (510)238-2800
Fax: (510) 986-2800 Email: ticlani@oaklandnetcom | Email: ¢

Percentage of vital docuntents translated into one or both of the threshold language(s) = %
. v D > -

Percentage of public phone pumbers with translated voice recording = %
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EQUAL ACCESS ORDINANCE

PART L DEPARTMENT HEAD CERTIFICATION.

t
DEPARTMENT NAME: S
FISCAL YEAR: 116 '

Provide the following certification that the Department head has reviewed this Annual
Compliance Plan for final approval:

- I, _INAME OF AGENCY HEADI , hereby certify, that  have reviewed and
approved this Equal Access Anpual Compliance Plan for accuracy and
completeness, and adopt the goals specified in this Anpual Compliance Plan. This
Annua! Complisiice Plan for [DEPARTMENT NAME] was submitted on
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. OFFICE OF THE MAYOR (MAYOR)
PART 1 Onantitative Assessment

Libby Schaaf - : Shereda Nosakhare
Mayor Deputy Chief of Staff
1 Frank H. Qgawa Plaza, 3rd. 1 Frank H. Ogawa Plaza, 3rd 1 Frank H. Ogawa Plaza, 3rd
Floor Floor Floor

CA 94612 Oakiand, CA 94612 Ozkland, CA 94612 -
phone: (510) 238-3141 phione: (510) 238-4739 phone: (510) 238-7662

fax: (510) 238-4731 fax: (510) 2384731 fax: (510) 238-2223
email: :

email-iquan@oaldandnet.com Email:

Mayor's Administration

Oaklanders Assistance Center

‘Hieipful Phone Numbers , YES "~ YES )

Mayor’s Interview YES .

Oakiand Promise Vision. YES YES

Oakland Promise Flyer YES YES

Safe Oakland Speaker Series Flyer (5 documents) YES YES

Mmimem Wage Flyer YES YES
Percentage of vital docwments translated into one or both of the threshold language(s) = 100%

[ S . . 8—314] D L

Mayor's Toy Drive Hotline : 777-8697 Completed
Oaklanders® Assistance Center 444-2489 - Completed
Karely Ordaz Salto 238-7340 Completed
Sun Kwong Sze : . 238-7571 Conmpleted
Jose Corona : 238-7581 Completed

Percentage of public phoﬁe number with translated voice recording = 100% _

*The Oaklander’s Assistant Center is funded through the City Admini 's office but is 51 d by the Office of the Mayor.
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PART ili - QUALITATIVE ASSESSMENT (NARRATIVE)
MAYOR’S OFFICE (MAYOR)
FISCAL YEAR 2015-2016

ASSESSMENT SPANISH PCP CHINESEPCP

FIE | PcP. | GOAL(1139%) lsrm GOALMET? | GOAL (5.639) lsrm-' GOAL MET?

| i6 10 1 : 2 ¥ES 1 3 YES

1 Provide a summary narrative assessment and analysis of how and whether your Deparbment is

complying with the Equal Access to Services Ordinance (EAQ). Please share the challenges yon
bave faced, remedies you have implemented, or any other infarmation that would help the
public know what efforts your Department has made this year to comply with the Ordinance.

The Mayor’s office is complying with the Equal Access Ordinance by having bilingual staff and
volunteers who are able to respond to calls made by LES persons and have ensured that the front desk -
has access to the appropriate information. The Mayor’s Office is eager to communicate its various
program offerings and cornmunications equally among community members city-wide. The office
consistently translates its outreach matertals into Spanish or Chinese and refiects the
communities/neighborhoods it is reaching. It also provides translation equipment and translators in
Spanish and Chinese as appropriate at public meetings where LES persons may attend.

The Mayor’s office had a total of 10 PCPstInsFYZOlS 2016, ZPCPswereSpamshspakingandlwas

_ Chinese speaking,

The Oaldander’s Assistance Center (0AC), a Mayor’s Office initiative has 2 PCP's this FY 2015-2016, 1
PCP was Spanish speaking, The 0AC is structured under the City’s Administrator’s personnel budget for
funding purposes.

Please describe your effort in outreach, recruitment and hiring of bilingual candidates.
Describe your means to ensure a pool of qualified bilingual applicants. Assessthe adequacy of
these efforts and indicate areas of improvement. -

The Mayor’s office includes its interest in bflingual candidates when recruiting applicants and will
assess the Jevel of the proficiency. During the Staff recruitment phase, the Mayor’s office has attracted a
large pool of applicants that included bilingual applicants.

Please highlight positive changes and successes in this reporting peried. Provide a description
of implermentation “best practices” developed by the Department. Please share with us your
Success story.

Mayot Libby Schaaf connects with Oakland’s Spanish speaking communities at least one time
per month through a live interview on KIiQl (1010 AM, “Radio Unica®). KIQ! (is a Spanish-
language radio station based in San Francisco, It is under ownership of Multicultural
Broadcasting. KIQ! serves the Bay Area’s fast-growing Latmo commumty reaching almost 1.5
million in the Bay area.

Each hve interview is 25 32 minutes long During the first half, the host asks the Mayor
questions (in Engbsh and Spanish) based on current events in Oakland. During the second half,

" MAYOR’S OFFICE | 2
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Mayor Schaaf takes calls from listeners {(Spanish and English). In addition, she speaks in
Spanish at events with Spamsh speaking audiences and attends manyeventin the Chinese
community.

The Mayor’s office coordmahes with the Equal Access Office when needed. Implementation of
the Equal Access Langnage Line has been very helpful to staff and callers.

Describe any additional measures; other than provision of bilingual staffing, the Department
has implemented to ensure L\mxted English Speaking (LES}) persons receive the same level of
service as English speakers.

The Mayor’s Office coordinates with the Equal Access Office where approptiate to assess
language skills.

The Mayor’s Office hasa des;gnated Language Access Coordinator who ensures that the office
maintains a hstofemployeesm the office who speak the threshold languages as well as the
interpretation service should it be necessary.

Please describe irour Depar:nient plan’s for the next 12 months in an effort to ensure that all
Oakland residents have equal and fair access o City services regardless of language spoken.
‘The Mayor’s Office consistently translates its materials into Spanish and Chinese, takes advantage of the
Equal Access Office’s language interpretation services, and recruits volunteers who can regularly assist
with additional language requirements. The Mayor's Office adopts and impleinents Language Access
Policies including ensuring that each PCP is trained in thie use of interim measures to assist LES persons,
‘The Mayor’s Office continues to respond to media requests from news outlets that provide information
to LES communities,

B. Translation of Written Vital Documents Assessment

1

Departments are required to “post notices in the public areas of their facilities in threshold
language indicating that written materials in the languages, and staff who speak the languages,
are available.” Please list the locations in which the Department has posted notices.

The public notice is posted both on the 1st floor in the Oaklanders Assistance Center atthe front desk
and on the 3rd floor also at the front desk. The Mayor’s Office policy is that the front desk receptionist
alert the Language Access Coordinator when a new sign needs to be posted.

Please describe the percentage of vital documents translated into threshold language(s). What
is the corrective action plan and timeline in getting the rest of the documents translated?

The Mayor’s Office Administration Unit had a total of 8 vital document FY 2015-2016, of which 8 were
translated into Spanish and 7 into Chinese. The Oaklanders Assistance Center had a total of 2 vital
documents FY 2015-2016, of which 2 - 100% were translated into Spanish and 2 - 100% were
translated into Chinese.

Did the Department translate any other written documents in the reporting period in an effort

to serve the LES community?
The Mayor's office translated the following documents in Spanish and Chinese.
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Safe Oakland Speaker Series fiyer (5 different events), Mayor’s interviews, Caldand Promise Overview,
Oaldand P Flyer, Oakiand Promise Vision and a Budget Workshop announcement video,

The Oaklanders Assistance Center transiated the Mayor’s Toy Drive Flyer and the Helpful phone
numbers in Spanish and Chinese.

Please provide a narrative assessment on how is the Department doing in providing
multilingual telephone messages in threshold language(s). What is the corrective action plan
and timeline in getting the rest of the telepl_mne lines translated?

The Mayor’s Office maintains a recorded telephonic message in Spanish and Chinese with the

basic information about the Mayor’s Office operation including business hours and location. Bflingual
staffhave recorded messages on their voicemails,

Please respond to the last EAD Language Access Survey results. In what ways, the Department
plans to address the concerns and service gaps identified by the survey?

The Mayor’s Office consistently translates its materials into Spanish and Chinese, takes advantage of the
Equal Access Office’s langnage interpretation services, or has Staff that can regularly assist with
additional language requirements. The Mayor’s Office adopts and implements Language Access Policies
including ensuring that each PCP is trained in the use of interim measures to assist LES persons,

Describe in detail the pmcedméc and written policy uséd to facilitate communication with LES
Spanish and Chinese populations and assess the adequacy of the procedures.

The Mayor’s Office uses translated written materials, translators, bilingual volunteers and bilingual staff
o communicate with LES Spanish and Chinese populations, The Mayor’s Office’s policy isto ab&de by the
Equal Access Ordinance,

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bilingual services. (See §2.30.130 (B)).

The Oaklanders Assistance Center delivers d that outline available services to the NSCs that
serve the Chinese and Spanish speaking communities, the ethnic chambers of commerce, the Spanish
Speaking Citizens Foundation, Unity Council, Cesar Chavez and Chi library branch

Did the Deparnnent receive any complaints regarding the Department’s provision of bilingual
oral and written services? Please describe the Department’s procedure for documenting
actions taken to resolve each complaint and maintaining copies of the complaint and
documentation of their resolution.

There are no complaints on file. Complaints can be delivered to the Mayor’s Officés via email, in person,
or by phone, The offices also have printouts of complaint forms at the front desk The Mayor’s Offices
will provide the services that are requested in an effort to resolve any complaints as qmcldy as possible.
Boﬁofﬁwswﬂlmalntzinamewiﬂ:mmpla!msfornotlmthanmoywm
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E._Action Plan

2.

Please identify three action steps and your Department’s plan for the next 12 months inan
effort to ensure thatall Oakland residents have equal and fair access to City Services regardless
of language spoken.

The Mayor’s office will continue to ab:de by the Equal Access Ordmance by means of baving bilingual
staff and volunteers, continuie to use translated materials for community outreach and utilize the Equal
Access office and the Equal Access Language Line when needed and necessary.

Describe how notice of the availability of language access has been posted prominently atthe
Department’s geographic location. Describe also the information posted to the Department’s
website and bow the public may access the Department’s Annual Compliance plan.

The public notice is posted both on the 1st floor in the Oakianders Assistance Center at the front desk
and on the 3rd floor also at the front desk. The Mayor’s Office palicy is that the front desk receptionist

volunteers alert the Language Access Coordinator when a new sign needs to be posted. Annual

compliance plan will be posted on the City website and accessible to the public,
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OAKLAND PUBLIC LIBRARY (OPL) | Magazines aud Newspapers
Science Business and Sociology
PART [T Quantitative Assessment ' . Children’s Room
Branch Administration
Director of Library Services ‘Management Assistant Management Assistant | Eastraont Branch
125 14th Street, 2™ Fioor 125 14th Street, 2 Floor 125 14th Street, 2* Floor Finhurst Broch
Oakland, CA 94612 Oaldand,CA94612 Ockland, CA 94612 : ML Eins I Bro
phone: (510) 238-6608 - phone: (510) 238-6716 phone: (510) 238-6716 og T
fox: (510) 238-3295 fax: (510) 238-2232 fax: (510) 238-2232 Montclair Branch
email:cramie@oaldandnet com | email: . [Roclaidse Branch
email: gearzan@onkisndnet.com cramie@oaklandnet com Temescal Branch
. : District 1 Administration (SIst Ave Branch)
Goldén Gate Branch
Lakeview Branch
| Melrose Branch
Piedmont Branch
1. _Administrafive Unit (61211) ) | West Oakland Branch
2. Main Library i ion (81221) Aﬁ:mn—Ammanm&Lﬂ:my
3. AiHistoryfl ierature (61231) 542 | 0ss . mm e
4_ Magazines and Newspapers 61235) | 18P | 1CH | ° | ol YES NO American Branch (C WBW)
5. Business and Sociology
(61236)
6. Children’s Room (61237) .
7. Circulation/Automation (61243) . Adult Library Card Applicati : . YES YES Vi
733 Children's Library Card Application YES " YES . | Vietnamese
B. Asian Branch (61341) = ] 2CH { oSP | o - YES . Teen Library Card Application YEs - YES Vietnamese
. R OPL Extended Services Application YES YES
9. Latin American Branch 1se] - -";,7 oeH | ves - Tibrary Behavior Guidelines ~ YES YES Vietnamese
(ak.a. Cesar Chavez) (61345) C Card YES YES -
SP ~ Spanish, CH = Chinese ) Welcome to Your Library YES YES
- Library Privacy Stat YES YES
3 Tt Percentage of vital documents transiated into threshold language(s) = 160%
WOpﬂanmUm(mecm&AdmmSmmOfﬂu) ” NI Maltids St
Atomation (Coputer Servioss) : TABLE 5: RECORDED TELEPHONIC MESSAGES nlﬁlmgmlm
Children Services/Youth Room (Cataloging/Processing) ' Asian Branch Libraty 2383400 | Completed (FMVCE)
Community : ‘Brookhield Branch Library _ 615-5725 Completed (EN/SP)
— : ‘Eastmont Branch Libraty 6155726 Completed (EN/SP)
On&nl:gbhc %ﬁm — Flmburst Brench Library 6155727 Compieied (EN/SF) |
» Suvx el Voaths Literacy Latin American CwChava:‘Libmy 535-5620 Completed (EN/SP)
a’ﬂdms s (Tocn Services) Mzin Library-Tnformation Desk 238-3134 Completed (EN/SP)
A ’! s Uk Main Library-Reference Desk 238-3138 Completed (EN/SP)
Mam Adminiiation Melrose Branch Library 535-5623 Completed (EN/SP)
- mm"“‘,l’ mistrati 815t Avenue Branch Library 615-5812 Completed (EN/SP)

Percentage of public phone number with translated voice recording =100%
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PART IN¥ - QUALITATIVE ASSESSMENT
THE OAKLAND PUBLIC LIBRARY (OPL)
FISCAL YEAR 20152016

A. BILINGUAL PUBLIC CONTACT POSITIONS ASSESSMENT

CHINESE PCP

ASSESSMENT SPANISH PCP.
GOAL
FIE ECP GOAL (11.39%) | STAFF GOALMET? | (5.63%) STAFF GOAL MET?
-.21529 | 174.68 | 19.89 FTE 3234FTE | EXCEEDED | 9.83FIE 1538 FTE | EXCEEDED .

FY 15-16 Library Analysis by B h Locations

- ish 1| Chinese
Ubrary Facifities Address . ZpCode | PCP | Goal | Actual | Goal | Actual
81st Avenue 1021 81st Avenue 94621 820 2.00 293 0.05 0.00
African ican A 659 14th Street 94607 | 530 | 0.28 | 000 | 073 0.00
Asian . 388 Oth Street #190 . 94607 11035} 057 0.00 161 233
Brookfield 9255 Edes Avenue 84603 | 417 | 102 140 0.04 100
Cesar Chavez 3301 East 1.2th Street #271 | - 94601 7.16 1.90 | 507 0.31 0.00
Dimond 3565 Fruitvale Avenue 84602 9.17 0.29 100 Q48 0.40
Eastmont 7200 Bancraft Ave #2131 94605 656 0.62 .136 0.06 0.00
Elmhurst 1427 88th Avenue 584621 4.00 0.98 2.00 0.03. 0.00
Golden Gate 5606 SanPable - 94608 472 | ‘0.16 .00 | 007 0.00.
Lakeview 550 EJ Embarcadero 94610 5.30 0.04 0.56 0.14 0.42
Main Library geciodes on-tal, Teen .
SCtiidrest's Sue. Branel Aduiin) 225 14th Street CMWIDE | 7026 | 800 | 1228 | 396 4.23
Martin Luther King Jr. 6833 Intenational Bivd 946521 | A0D | 088 | 140 0.03 0.00
Melrose 4805 Foothill Bivd 84601 4.00 1.06 0.80 017 0.00
{ail 1687 in Bivd 94611 | 5.39-] 0.02 155 o.10 0.00
Pi 80 Echo Avenue 94611 4.88 0.02 0.00 0.09 0.00
Rackridge 5366.College Avenue 99618 {1033 { 0.04 0.79 0.07 100
’_Tims:al 5208 Telegraph Avenue 94609 6.74 0.17 0.00 ({ 010 0.00
West Gakiand 1801 Adeline Street ) 94607 427 0.23 0.20 D.66 .00

"L

Provide a summary narrative assessment and analysis of how and whether your Department is
complying with the Equal Access to Services Ordinance (EAQO). Please share the challenges you
have faced, remedies you have implemented, or any other information that would help the public
know what efforts your Departrent has made this year to comnply with the Ordinance.

' fheOaHandPuincLibmrycanplieswizhtinqﬂAccesstaServicesOra‘iMmewmemba'softhe

Limited English Speaking Spewish and Chinese populations. The Qakland Public Library has

" bilingual staff that account jor 47.72 FIE of owr 215.29 FTE budgeted positions: 174.60 FTE of

public contact positions and 40.69 FIE of non-public contact positions.

‘The Oakland Public Library implements equal access through services designed to serve the Limited
English Speaking (LES) population. These services are rooted in the Library’s Strategic Plan,
Mission Statement, materials, programs, and other public services offered every day in Oakland

OAKLAND PUBLIC LIBRARY
FISCAL YEAR 2015-2016

Public Libraries throughout the city. Providing bilingual services to our staff and patrons is a strong

value that the Oakland Public Library continues to communricate in every manner feasible.

The Oakland Public Library frequently assesses the needs of our patrons by reviewing available
Census data, circulation and other library usage statistics, and all available data representing the
demographic breakdown throughout the City of Qakland. Our Integrated Library System (ILS) gives
us data on a monthly basis so that we can review the trends and identify what is being checked out
and in what languages. This information is then-shared with our Supervising Librarians and they
work with the Branch and Unit Managers to provide the necessary, requested resources for that
community.

The Oakland Public Library is committed to extending all available library services to all of our
patrons, including the LES population, and works to hire qualified employees to accomplish this
goal: During the 2015-2016 fiscal year the Oakland Public Library worked diligenly ro fill a number
of public contact positions with bilingual staff and worked with the Humean Resowrces Management

to open a number of critical recruitments that will aid in this effort as we move into the

2016-2017 fiscal year.

Someaj‘thecliallep:gexthatthe Oaklard Public Library continue to face are budgetary constraints,
Public Contact Positions (PCF) vacancies which remain unfilled, on-call staffing of our temporary

. part-time employees, as well as positions which are presently being under-filled or backfilled in

order to provide minimal staffing levels. We continue to be challenged with temporary system-wide'
movement of staff in order to address staffing holes in place while we are awaiting civil service
recruitments‘in order to permanently fill a number of public contact positions.

Please describe your effort in outreach, recruitment and hiring of bilingual candidates. - Describe
your means to énsure & pool of qualified bilingual appheams Assess the adequacy of these efforts
and indicate areas of improvement. .

When possible, the Oakland Public Library is a at respective local, state, and national
tibrary conferences; as well as at the School of Library and Information Science at SJISU. Outreach,
recruitment and hiring are on-going processes that we work towards vigorously in order to provide
the best service that we can to our patrons.

The Oakland Public Library works closely with the Human Resources Management Department and
dreEqualAccessDepmmmdezermnetheneedforImguageschave certification, for each
re.memvecla.mﬁcatwnwecomderﬁllmg as required. As we are approved to fill existing
or npt part-time positions, we will continue o recruit for the most qualified
mtdldat&v,mdmmmncawlm'easuccesqidcmaidamhaxbdmgmlshlb we will comply with
the Bilingual Certification testing process to assess the skills of that candidate. We follow all civil
servwende:mdregulaaomwhmitcomestohzrmg

During 2015-2016 most of our library recruitments were restricted to existing City of Oakland and
Oakland Port employees, however any recruitment that's open to the general public.is advertised in
local Oakland newspapers which embody many of the diverse demographics within the City of
Oakland, in order to reach more qualified bilingual applicants. Additionally, Oakland Public Library
remmgmal@hvespecﬁclmgmgemdudedmmejobmwemmwhchmowaga
bzlmgualapplzcantstoappb/
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Lawyers in the Library in Spanish

ESL Conversation Group at the Main Library;

Bi-weekly Spanish Conversation Groups at the Dimond Bmm:hLzbrwy
Book Reading Club at the Cesar Chavez Branch Library;

FormmmMmopmwthegemdptzbﬁqﬂteOaMhbHchrmysmdsjob
announcements to various library listservs, which have been established to provide information to
Hbrwypm@mﬁswmkmdprofesﬂmakﬁomwmculmﬂ/edmcpm in order to
assist with recruiting qualified candidates who may have bilingual skills.

Language Exchange Group at M.L. King Branch Library;

_Wzﬂ:mrmbudgetmywmmmﬂmdte Oakland Public Library, addngadzﬁdanaIPCPs Vmwnmluasagewmslmmmmhowmmgwdaﬂofowbmmdwmghobday
Jinancial consequences for which the Library only has minimal budgeting as identified in the current closures.

FY15-16 mid-cycle budget. We view this challenge as an area that can and may improve as the

economic state of the City of Oakland contirues to steadily improve, and we are committed to
reassessing possible additional budgetary measures in the Library’s future budgets. .

000000

The OaldandPuincLime's “best practices” approach to implementing the Equal Access Office
and providing bilingual services to library patrons continue to be:

Heasehighﬁghtposiﬁwchmmdminthisrepo:ﬁngpmod Provide a description of . a. To have a daily commitment to serving the diverse needs of our library users and non-users
implunmmﬁon“bestpractioes”developedbytheDepamnent Please share with us your success equally every day, at all of our library locations.
story. b. To proactively recruit for qualified bilingual candidates for our exempt part-time at-will
Over the 2015- 22016 fiscal year the Oaldand Public Library has had the following successes in the positions in addition to our permanent vacancies.
provision of services to our LES Spanish.and Chinese populations: ¢. To budgetfor bilingual services (collections, printing of translated materials, bilingual
0  We instituted the use of language ribbons for both language learners, and to identify public premiums).

contact steff who can offer assistance in the threshold languages; d To comply with the City of Oakland’s Administrative Instruction #145

o  We continue to have dedicated Library employees to streamline and handle system-wide written
translations such as system wide program flyers for Adult, Teen, and Children’s summer reading

- program, Teen passport program: Ockland Musetn: End of Summer reading i kol 4. Describe any additional measures, other than provision of bilingusl staffing the Department has
closure signs; computer issues (wi-fi down, imemetowofq:a-vic'e) maﬁcad%ﬁ%?th’:opfgymm implgmen;edmemmeLinﬁmdmglishSpeﬂdng(l.BS)personsmmvethe same level of service as
Spanish and Chinesé languages; English speakers.

©  Owr Asian Branch steff translated 35-38 documents in Chinese for library patrons; In addition to providing bilingual staff at the Oakland Public Library, we continue to review, update,
©  Coordinated with American Sign Language facllitators to offer 6 craft programs at the Main and provide staff with available tools (i.e. cheat sheet of conmon Spanish and Clinese words and
Library for our deaf patrons; . phrases for staff to reference) and resources (Language Line Solutions Interpreter Services cheat

o Expanded our WorldCoIIecaonmvmowlanguagesandmadeaddmomIboolsavazIabIem

other longuages throughout the system. shee) to have readily available and reference in order to facilitate communication with LES Spanish

o Translated an oll new “Help your child to read” brochure; * and Chinese populations.
o Fzrstlzlme mlanonofmmermadmgprogrmnmmmalxmboth&amshmddun&seforthe The Oakland Public Library also offers online services to owr LES Spanish and Chinese populations
. entire zbr;rymtenf:r s with our “ » fyer highlighting ESL by having information and services on our public webpage available in both Chinese and in Spanish:
Conversation Club, Spanish Conversation Group, Language Exchange program, and Learning : Ittp:/oakdandlibrary.org/servicios-en-espanol
Express Library; . . .
o The library replaced the language learning software Transparent Language Online with bupoaklandlibrary org/chinese/services )
. Pronmunciator, which offers easier access to lessans, better instruction for users, and o friendlier
user interface; S, Please describe your Department plan’s for the next 12 months in an effort to ensure that all Oakland
o  Participation with the California Library Association on their Children’s Services Pilot outcome . residents have equal and fair access to City services regardless of langnage spoken.
Statements and survey questions; CLA only made the survey available in English and
Spanish. Our stoff at the Asian Branch created the Chinese translation and we shared it back The Oakland Public Library will work on the following action steps and necessary plan of action for
with CL4 so that others in the state can use it as well; : ﬂxenatlzmonﬂwmmeﬂ%ﬁtomethataﬂOakIardmxdenmImveequdandfmrawesstoCity
o Wdozgﬂmwnmm%ndoﬁﬂmsmm ; Services regardless of language spoken:
D ot ey tsgnes et vre affredn Spmish end Ml o filas ol | @ Comtmevorkingvith ITaithe Bl deass Ofce o g asisiane st ll o
e . . akland 'c Library branches in addition to the recent or ary,
: W&%%m&m%ﬂmm;m | v ok ver P Soret ko 0 e e o o resrded o,

Chinese; - ) messages in multiple languages;
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b. Proactively recruit and hire more qualified bilingual/bicultural candiddtes in the threshold
longuages by targeting our outreach efforts to more diverse populations for our temporary part-
time at-will positions in addition to our permanent vacancies. Based on the Chinese PCP goals
Jor 2015-2016, weneedtoclaselymandxdenaﬁaplmformeasmgowbdmgwlmﬂ'm
serve the LES Chinese population.
Itslmuldbemaed&mtheﬁbrmngmmmpmmstaﬁ'wwarkatvmouslibm
locations based on staffing needs and that several of our On-Call staff are budgeted against
specific positions although they may work at a number of library locations at any given time. As a
result, there are instances where actual public contart pasitions on our staffing report may not
reflect that we have qualified bilingual staff assigned to those positions to provide service to the
LES Chinese and Spanish population. However, we have ample gualified bilingual staff at each of
our library locations to provide service to our patrons, and in instances where we may not have a
qualified bilingual emplayee, we utilize the City’s Language Line Solutions resource.

¢. Budget for bilingual services (collections, printing of translated materials, bilingual premiums).

d. Perform more relevant owtreach services to non-English speaking library users.

* B. Translation of Written Vital Docaments Amt
1.

Departments are required to “post notices in the public areas of their facilities in threshold language
indicating that written materials in the languages. and staff who speak the languages, are available.”

. Please list the locations in which the Departmient has posted notices.

The Oakland Public Library has notices posted in the threshold languages at the circulation desk and
on the doors of each of our 16 branches, m:heAﬁicmAmmcmAMm&bbrmy and at each
service desk in the Main Library.

81 Avenue Branch Library

Asian Branch Library

Brookfield Branch Library

Cesar Chavez Branch Library

Dimond Branch Library

Eastmont Branch Library

Elmhurst Branch Library

Golden Gate Branch Library

Lakeview Branch Library

Martin Luther King Jr. Branch Library

Melrose Branch Library

Montclair Branch Library

' Piedmont Branch Library
Rockridge Branch Library

Temescal Branch Library
Temescal Tool Lending Library
West Oakland Branch Library
Main Library, Information Desk
Main Library, Circulation Desk

- Main Library, Computer Lab

m PUBLIC LIBRARY | ¢
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Main Library, Children's Room

Main Library, Teen Zone :

Main Library, Magazines & Newspaper

Main Library, Financial & Administrative Services Office

Main Library, Adult Reference Services

Main Library, Second Start Adult Literacy

Main Library, Oakiand History Room

African American Museum & Library

Please describe the percentage of vital documents translated into threshold langnage(s). What is the
corrective action plan and timeline in getting the rest of the dochments translated?

The Oakland Public Library currently translates all of our vital documents into the threshold

DzdﬂzeDeparunenttmns!amanyotherwnmdoannemsmtharepomngpmodmaneﬁ'mtosm
theLEScommumty? )

The Oakdand Public Library translates many of our programming materials, even when not deemed

vital, in the threshold languages as appropriate.

Telephone es Assessment
Please provide a narrative assessment on how is the Deparu:ient &oing in providing muitilingual
telephone messages in threshold langnage(s). What is the corrective action plan and timeline in
getting the rest.of the telephons lines translated?

TEeOaHmdPubthibrary}mworkedeabormvetywxdztheWAcces QOffice to determine
the best practices for recording messages in the threshold languages at each of our branch libraries.
As aresult of collaboration between the two departments, a viable solution has been identified and
the bramches utilize a forwarding feature to allow patrons to access messages recorded in the
threshold languages when the City/Library is shut down. We also continue discussing the need for
additional City’s Voice-Over IP Shortel telephones to assist in the eﬁbrtafprawdmgrecorabd
telephonic messages in multiple languages.

The Oakland Public Library has repeatedly been unable to purchase and utilize the necessary
ramber of the City's Voice-Over IP Shortel telephones to assist in providing recorded telephonic
messages in multiple languages at all of our locatiors, largely due to budgetary constraints. The
telephone system that the Library currently uses presents a number of obstacles for recording
telephonic messages in multiple languages.

In response to our contirued inability to provide translated recorded messages in the threshold
lamguages on all of our public service telephones, the Ocakland Public Library submitted a request for
unfunded funds for telephone upgrades in the 2015-2016 Capital Improvement Program and there is
an gfffort wnderway to upgrade the telephones within the Main Library in the upcoming year.

62



D. - Assessment of Dy

1

OAKLAND PUBLIC LIBRARY | 7

FISCAL YEAR 2015-2016

We will continue discussing and working with the Department of Information Technology, and the
Equal Access Office on obtaining the City’s Voice-QOver IP Shortel telephones throughout our
branches in order to assist in the effort of providing recorded telephornic messages in multiple
languages, and will also continue to assess any existing budgetary constraints to determine if future
Junding may become available.

ent Communication with igns

Dcsm'bemdemlﬂ:epmcedmandwnmnpohcyusedmﬁacﬂmwmmmmonwnhlﬁs
Spanish and Chinese populations and assess the adequacy of the procedures.
ﬁeOaHmdPublchbrmyembhasmmmpabaesmdmwdw&smpmwdmg:emm
to our patrons, inclusive of the LES Spanish and Chinese populations (ie. Collection Development
policy, Circulation policy). Additionally, theLibraryalsowmlzeswdhaIIr&pecmeand
applicable city, state and federal guidelines.

The OaHmdPuwabbraovmwde:on-gomgbdmgwlmmmowpmvaem-mde and is

- able to assess the adequacy of the services we provide to our LES populations through 1) Patron

surveys, 2) Comment Cards and 3) Direct contact with our staff.

Assessment of the adeguacy of the procedures used to facilitate communication with LES Spanish and
Chinese populations is an on-going effort and varies from employee performance appraisals to the
Library's service goals. Prioritizing assessment tools for facilitating communication with LES
Spanish and Chinese populations will be a continued effort. The Oakland Public Library pays an
annual fee to a 3™ party vendor to provide the public catalog wser interface in both Chinese and’
Spanish .

Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bilingual services. (See §2.30.130 (B)).

The Oakland Public Library has identified key bilingual staff within each branch and the Main
Library to facilitate communication with members of the LES Spanish and Chinese population. If
these positions are not PCPs, we add this task to the job duties of the individual to ensure that City
information and services are provided in Cantonese, Mandarin and Spamish upon demand. Many of
our divisions within the Main Library are able to access any current bilingual staff within the Library
Department as needed. .

In instances where bilingual staff is not available to provide servicés in the needed language, we are
dlso able to contact and utilize the over-the-phone interpreter service as needed.

The Oaklond Public Library remains committed to recruiting, hiring, and fimding qualified
bilingual/bicultural staff, and to producing necessary materials in multiple languages for the public.
We budget international language materials accordingly, using a variety of demographic and other
tools, and we fimd, without budgeted appropriations, bilingual premiums system-wide.
Ihe‘OaMPublicLibr;ﬂycontimmto prioritize outreach and facilitate communication to LES
Sparish and Chinese populations. The Oakland Public Library presently has two outreach librarians

OAKLAND PUBLIC LIBRARY | 8
FISCAL YEAR 2015-2016

whose primary goals are to access parts of the community that may not access our services. In
addition, the Oakland Public Library also ensures that the LES Spanish and Chinese populations are
made aware of the vast resources that are available. ﬂlmughomzhel.ibrmygmn. as well as those
avmlablemmwlachmaybe.gpeaﬁctothoxepqmlanm

Dxd&eDepu@emrwmveanywmplmnEmgmdmgﬂwDepummt’spmmonofbﬂmgmlml
and written services? PleasedwcnbeﬂxeDepamnent’spmoedmefordocmneuungacumstakenm

‘resolve each complaint and maintaining copies of the complamt and documentation of their

resolution,

At this time the Oakiand Public Library has not received any complaints related to the Equal Access
Ordinance (EAO) or compliance of the EAO.

E._Action Plan

L .

PleasewﬁewﬁeflOMLanguagevaeydetmdpmvideamitﬁenrwpmemthesuﬁoeyps
and successes identified. Identify three action steps for the Department for the next 12 months to
promote equal access to City, Services regardless of language spoken.

TheOaldandPublchibmrmetdnaIMIgmgeSmeymZOIS
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Office of Parks and Recreation Brochre (38 pz. YES YES
comprehensive annual program activity guide)
QPR Activity/Program Registration Form YES - YES Vietnamese
Facility/Park Use Application YES YES
Facility Rental Guideline Packet YES YES
OPR Summer Hiring Event Material YES YES
Studio One Fall and Winter Brochure "~ YES YES
Sports Camp YES YES
Focus Group YES YES
Dads and Jazz YES YES
An Intimate Evening . YES YES
Programs Without Borders Description YES YES
Volunteer Application Forms YES YES
| Financial Assistance Forms YES YES
Gender Friendly Signs YES YES
Locker Room Flyer YES YES
Pool Rental Application YES YES
Surf Sisters Flyer and Forms YES YES
| DACA Catalog YES NO
OPR Survey YES YES
Rentel Application YES YES
Rental Procedures ~ Bandout YES YES
Release and Waiver Formn YES YES
Restroom Signage YES YES
Swimming Pool Flyer YES YES
Summer Booklet YES YES
Explorer Camp Flyer YES YES
Rowing Program Flyer YES YES
Youth Sailing Flyer YES YES
‘Whale Boat Flyer YES YES
Adult Swimming Flyer YES YES .
Billion Year Quiz NO YES Vietnamese
Lake Merritt Boat Center YES YES
Footnotes will be inserted on Board and Comimission YES YES
Schednled Meetings for Language Interpretation
Services .
» », B YES YES Wide
“Select Langnage™ on OPR’s Website . Variety

Percentage of vital docaments translated into threshold language(s) = 100%.

OAKLAND PARKS & RECREATION DEPARTMENT | 4
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| TABLE 5: RECORDED TELEPHONIC MESSAGES Multilingual Lines Status
Administrative Offices / General Information 2387275 -|. (EN/SPICH)
Arroyo Vicjo Recreation Center 615-5755 (EN/SP)
Brookdale Recreation Center’ 535-5632 I (EN/SP)
Cannen Flores Recreation Center 535-5631
Central Reservations 238-3187 (EN/SP)
Digital Arts & Culinary Academy 615-5807 ENSP) |
East Oakland Sports Center 615-5838 (EN/SP)

| Franklin Recreation Center 238-7741 - (ENCH) |
Fremont Pool . 535-5614 (EN/SP)
Ira Jinkins Recreation Center 615-5959 (EN/SP)
Lincoln Square Recreation Center 238-7738 (ENCH) |

| Manzanita Recreation Center 535-5625 (EN/SP)

Rainbow Recreation Center 615-5751 (EN/SP)

San Antonio Recreation Center 535-5608 (ENSSP) |
Tassafzronga Recreation Center 615-5764 (EN/SP)

Percentage of public phone number with translated voice recording =100%
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— _ o— &=

OPR SITES ZipCode JPCP | Gosl _ Actal |Goal . Actal
Mosswood 94609 | 935 | 023 | 136 | 014 | 00
Rainb 94621 | 344 | 084 | 046 | 002 | 000
Redwood Heights 94619 | 931 ) 046 | 000 | 044 | 007
Sen Antogio 94606 | 200 | 014 | 069 | 026 | 0.11
Sheffield Village 94605 | 224 | 021 | 000 | 002 | 005
Tassafronga 94621 | 365 | 089 | 004 | 002 | 000
Wilkie 54608 | 4.83 | 019 | 017 | 009 | 000
SPORTS

Davie Teanis Stadium 94610 | 273 | 002 | 013 | 007 | 075
“East Qnkland Sports Center 94603 | 17.05 | 413 | 536 | 018 | 193
OTBER j

Discovery East 54601 | 275 | 072 | 178 | 012 | 033
Discovery West 94607 | 176 | 009 | 185 | 027 | 000
Dunsmutt Estate 94605 | 424 | 039 | 004 | 004 | 047
Rotary Nature 04610 | 436 | 003 | 026 | 011 | 042

1. Provide a summary narrative assessment and analysis of how and whether your

department is complying with the Equal Access to Service Ordinance (EAO). Please
share the challenges you have faced, remedies you have implemented, or any other
information that wounld help the public know what éfforts your Department has

" made this year to comply with the Ordinance.

InFebrmryZOlG theDepamnenthanmeeMmagement(DHRM) Equal
Access Unit identified service gaps and requested that OPR provide Limited English
Speakus(LES)oommunnysmveystosdennfyuemmgetformmsedmm

During OPR’s February monthly management meeting Recreation Supervisors and
Center Directors were provided with the Supplemental Qualitative Assessment Surveys
for distribution to LES. Additionally, copies the Administrative Instruction 145 ~
Implementation of the Qakland City Ordinance were provided. The importance of

FISCAL YEAR 2015-2016
A. BILINGUAL PUBLIC CONTAC.I' POSITIONS (PCP) ASSESSMENT ’
Oakland Parks & Recreation Summary Analysis
ASSESSMENT SPANISH PCP CHINESE PCP :
FIE_ | PCP_ ) GOAL(IL39%) | STAFF | GOALMET? . | GOAL (5.63%) STAFF | GOALMET?
247 | 237 | AcCruaL 8% B;f;rE EXCEEDED AcTUALSy | LLFTEGL
) g PT Staff)
’ o Spanish Chinese
OPR.SITES Zip Code PCP Goal Actual | Goal Actual
AQUATICS (POOLS & BOATING) . )
Boating, 94610 626 005 | 1.56 0.69 0.14
| deFremery Pool. . 94607 | 1081 | 055 | 106 | 1.68 | 029
Dimond (Lions) Pocl 94602 1.79 0.05 045 0 09 0.05
Fremoat Pool 94601 2.64 0.70 112 0.11 0.18
" Temescal Pool 94609 299 0.07 049 0.04 0,18
CULTURAL ARTS
MALONGA CASQUELO 94612 | 495 | 018 | 000 | 061 | 000
Rmc@y_t Vm&%ﬂ“’“& 94621 | 148 | 036 | 010 | 000 | 000
Studio One 94609 21.82 0.53 353 033 | 055
RECREATION CENTERS i
Allendale 94619. | 327 0.16 0.02 0.16 0.00
Anroyo Viejo 94605 555 0.30 209 (.86 0,00
Bushrod . 94609 4.16 0.10 0.55 0.06 0.00
Carmen Flores 94601 - 642 | 1.70 3.73 028 0.00
| Defremery 94607 | 347 | 018 | 000 | 053 | 000
Dimond 94602 858 027 0.82 045 024
FM. Smith 94606 3.44 0.25 1,05 045" 037
Franklin 94606 403 0.29 136 0.53 042
Golden pate 94608 508 020 0.00 0.09 0.00
Tra Jepkins 94603 582 1.14 0.28 0.06 0.00
Lincoln square 94607 7.08 038 0.14 1.10 255
Mamnzanita 94606 423 031 1.84 0.56 0.00
Montelai 94611 6.16 0.02 0.01 0.11 0.06

translating signage, vita! information of services and community events for each center
was reiterated.
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OPR received 101 surveys from the following the following recreation centers,

Deffemery Lincoln Square :
Ira Jinkins Boating Center

Montclair Sheffield Viliage

Mosswood Willie Keys

Dimond (Lions) Pool | Amroyo Viejo

Temescal Pool: Tassafaronga

Dimond Caroen Flores

M Smit Redwood Heights

The goal of the survey was to gather suggestions and feedback on how OPR can improve
services to LES participants. ‘memuhsofthesnrveymd;cmdﬂmsemmtoﬂxem
participants were “Good”. Areas needing improvements continue to be a work-in
progress. However, OPR has identified and corrected the following concerns:
® Relocated vital and non- vital signs to the exterior-front of the recreation centers,
» Delivered the Equal Access materials: posters, Language Access Complaint
forms, and a list of phore numbers in the event LES need additional assistant,
¢ Provided recreation. center staff with the Administrative Instruction to help
implement Equal Access to City Services ordinance.

Below are the overall ratings from the analysis.

Data Collected From OPR Walk-ins
93% Received Services s/he came in for
91% Indicated signs and instructions were clear
9%6% Rated services as excellent and/or good
9% Felt the recreation centers made good efforts in serving
Limited English Speaking clients

LES participants provided the following general sugsestions and comments:

¢ More bilingual signage would be encouraged,

e More Free Pre-K Play Program (Play Groups) is awesome,

« 'Will be awesome to have beverages/souvenir items available,
e Want a snack bar,

e Great service, bright and accessible mfonnahon,

» Visible “Open” sign,

2. Please describe your efforts in outreach, recrnitment of bilingual candidates.

Describe your means to ensure 2 pool of qualified bilingnal applicants. Assess the
adequacy of these efforts and indicate areas of improvement.

OAKLAND PARKS & RECREATION DEPARTMENT | 4
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’mevmbl'e below provides a spapshot of the classifications and languages hired for the
summer programming. -OPR continues to hire throughout the summer to meet program
needs. Summmer program needs begin mid-June and end late-August.

PR 2016 Hives Total Spanish Chinese Other
Recreation Aide 73 17 3
Recreation Aftendant1 | 22

Recreation Leader 1 36

Recreation Leader 1T

Recreation Specialistl | O
Recreation Specialist T | 9
Sports 3
TOTALS ’ 164 33 5 ) 4
@0%oftotal) | (3% oftotal) | @% of total)

N o - o] o w
v of o o] =l ~l W)
o o| of of =

OPR continues to exceed the Spanish requirement of the Equal Access to Services
Ordinance by 11.66%. While the Chinese requirement goal (or need for Chinese
speaking staff) increased in FY 2015-16, ‘OPR will continue to work with community
based organization, small business, OUSD High Schools, colleges and universities to
meet the tarpeted goal.

Duemalowattrmonmte,OPRhasﬁlledvm-yfewﬁﬂltme(l"l‘)orpermanentpanume
(PPT) positions. OPR added an Administrative Analyst IT and will serve as a backup in
the Administrative Office as 2 PCP — Spanish Speaker. The position will also serve as
OPR’s Equal Access Coordinator. OPR hired three Recreation Leader I, Permanent Part
Time (PPT) staff; two who are fluent in Chinese dialects (Cantonese) and one who is
fluent in Spanish. The Chinese speaks are located at Lincoln Square and Franklin
Recreation Centers and the Spanish speaker is located at Ira Jinkins Recreation Center.

Below are snapshots of OPR’s hiring dates, and the volume of interested candidates that
have subritted applications.
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The follbwingmbls provides a timeline to OPR’s 2016 Summer hiring process

GPR Job Fair -
(BIRM — 150 Frank Ogawa Plaza, 2 Floor). | Friday, January 29,2016
Job Arnouncements for Recreation for Tuesday, February 16, 2016, Friday, Merch
Recreation Attendant, PT 11, 2016 (4 weeks)

Job Announcements for Leaders, Specialist,
*Sports Official, Aides

Tuesday February 16, 2016 — Friday, March
25,2016 (6 Weeks)

Recreation Attendant, PT — Written Test
(HRM — 150 Frank Ogawa Plaza, 2™ Floor)

Tuesday, April 5, 2016

YEAR 2015-2016

Binngl’mms ~ Date All Applicants
Applications received — ReuemonLaadu'
I,Rea-mnmLadalI,Rccreanon .
Specialist1, R fion SpecialistIT, March 25,2016 851
Recreation Aide, and Sports Official
Recreation Atiendant Merch 11,2016 50
Candidates who met minimum B
qualifications (MQ) / Invited to OPR Hiring Agpril 30, 2016 667
Day.
Attended OPR Hiring Day (itetviews, .
evaluation and assessment of skills) Aides Apel 30,2016 250
Candidates referred to OPR April 12,13 & 19, 2016 ) 273
Candidates hired to date July 15, 2016 164

Job Announcements for Aquatics

me Continuously

OPR continues to rely heavily on the collaboration with the DHRM and the Equal Access
unit to ensure goals in hiring bilinguat staff is met. The recruitment efforts for FY 2015-
16 summer hires integrated a wide distribution of Spanish and Chinese translated
Summer Job Opportumity aunouncements, mcrumembyrecmnonsnestaﬂ'tothe
surrounding commumity and patrons, and recruitment from Counselor in Training
Programs.

Over 3,000 English/Spanish and 3,000 English/Chinese Sumnmer Job Oppot:umity notices

were distributed to City offices and recreation sites, local colleges and universities,

OUSD High Schools, Middle Schools 2nd Alternative High Schools, Oakland Public
Libraries, Faith Based Organizations, and Charter School/Education Centers.

Concentrated bilingual outreach efforts were intensified to included staff visits to CBOs
serving the Spanish speaking community and CBOs and merchants serving the Chinese
speaking commumity. The 2016 Summer outreach efforts were enhanced through
partnership with Loa Family Commmity Development and the Unity Council.

Hiring announcements were posted on the City’s website, OPR’s webpage and on Craig’s
List. The announcement was included in OPR’s e-blast, City Administrator’s Weekly
report, and Council offices assisted with publicity efforts by including hiring information
in their e-newsletters. Newspaper advertisements were placed with the Post Group, El
Mundo, Sing Tao Daily and Bay Area News Group papers and requests for Public
Service Announcements were sent to KQED, KTOP, KRON4 NBC Bay Area, Bay City
News, and KTSF 26,

OFR attended job fairs at three QUSD High Schools (Oakland Technical, McClymonds
& Castlemont), the East Oakland Mall, California Conservation Fair, and the Oakland
Marriott Convention Center. OPR staff, including bilingual staff provided tips to
candidates on how to successfully complete the application end helped mrhdats
determine the position best suited to the apphcant’ss]dl]s

“Recreation Spacialist 1L, PT Unranked
Eligible List to OPR (Email Notifications
Sent to Candxdm)

Monday, April 11, 2016

Recreation Attendant, PT Unranked Eligible
List to OPR (Email Notifications Sent to
Candidates)

Wednesday April 13,2016 |

Recreation Leaders /I, PT, Sports Official,
PT, Recreation Aide, PT Unranked Eligible
List to OPR (Email Notifications Sent to

Monday April 18,2016

Candidates)
Aquatics ~ Performance Test (Temescal Pool | Wednesday, March 9, 2016 Friday, April 1
~371 45™ Street) . and Saturday, April 23, 2016
Recreation Specialist I, PT (Studio One at 365 | Saturday, April 23, Tuesday, April 26 and
45ht Street) ) ‘Wednesday April 27, 2016
Recreation Attendants Draft Day (Lake ‘Wednesday, April 27, 2016 and Thursday,
Merriit Boat House 56_8 Bellevue Ave.) April 28, 2016
Aquatic Untanked Eligible List to OPR . -
(Bl Notifications Sert to Candidates) Friday April 29, 2016
Assessment Day - Leeders, Sports Officials, s
Aides (Ira Jenkins 9175 Edes Ave) Saturday, April 30,2016
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To meet language needs, OPR began to identifying bilingual candidates at the
department’s interview draft day with color coded tags. Addmonally OPR’s bilingual
staff conducted a conversational analysis of candidate language skill af the Assessment
day. This process helped the placement of future OPR part time staff to areas of need.

Lastly, OPR staff met with career counselors at OUSD, local colleges and universities to
place poster size amouncement to encourage recruitment through placement of OPR
materials and to post job annowncements on their E-Job Boards.

Please highlight positive changes aud successes in this reporting period. Provide a
description of implementation “best practices” developed by the Department. Please
share with us your success story.
OPRpravidesamualuamingmansimdirectmsonﬂneequalapcessprmand
available services. This includes how to request document translation, language line
translation service, and availability of an interpreter and/or headset equipment. OPR
utilizes a translator and headset equipment during larger meetings such as a community
focus group.

» QPR supervising staff periodically spot checks sites to ensure langnage access

poster and commment box are prominently displayed.

e Voice messages are recorded in required languages, Administrative Offices,
Central Reservations, and all Recreation Centers throughout Dakland.

. Languagetranslanonsemcematenahsreadﬂyamssible

» Annual training is being beld to provide policy updates, share 1deas/concems,
review the departments Equal Access to Services report.

+ Public Contact Persons are treined to ensure LES clients are well informed of
OPR events and services.

"o Foootes will be included in all Boards and Commission Mestings with
Equal Access information and contact numbers.

Describe any additional measures, other than provision of bilingnal staffing; the
Department has implemented to ensure Limited English Speaking (LES) person
receives the same level of service as English speakers.

. OPR provides translation of materials beyond vital documents. The program guide for

the Studio Ome Art Center was translated into both Spanish and Chinese, as were
materials for the Great American Backyard Campout, Sports Camp, Focns Group, Dads
and Jazz, An Intimate Evening, Programs Without Borders, and Surf Sister Saturdays.

Additionally, the OPR website has been updated to allow the contents of its information

‘wbedlangedmanylanguagmensmeanpersomreeewethesamelevelofmfamanon

as our English speaking clients.

OAKLAND PARKS & RECREATION DEPARTMENT | 8
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s. Plasedesuibeyonrneparunutphn’sforﬂmnutlzinonthsmaneﬁortm

ensureﬂmtaﬂOakhndres:dmlshaveequalandfairaccmtoCityservics
regardless of lauguage spoken.

. OPRchonunuetoworkclosdywiﬂatheD}mM'and_EqualAcémsmﬂ‘m

» OPR also continues to provide annual training where requirements of the Equal

Access to Services ordinance are reviewed. The training also will cover City

policy updates, reviews the departments Equal Access to Services report: This is

an opportunity to share ideas/concerns and to discuss which recreation sites may

require additional assistants with meeting the language goals.
. OPRadmxmsuanvestaﬁ‘mnperfonntmsnewsnsannuallymcheckfor
compliance to OPR’s Equal Access policy.

o During the next 12 months OPR will continue to scout and hire more bilingual
staff in ordertohelp»ﬁﬂﬁl customer needs,

B. Translotion of W Vital

Assessment

1. Please list the locations in which the Department has posted notices. The notices are
posted at the below Recreation Centers.

Administrative Office Fremont Pool
Allendale Golden Gate

-1 Arroyo Viejo Ira Jinkins
Boating Lincoln Square
Bushrod Malonga Casquelourd Art Center
Carmen Flores Manzanita
Davie Tennis Stadium ‘Montclair
Defiemery Pool Mosswood
Defremery Rainbow
Rambow Teen Center (Digital Arts & : . -
i ary Acad _D(AD‘C%‘ . Redwood Heights
Dimond (Lions) Pool Rotary Nature
Dimond San Antonio
Discovery East Sheffield Viilage
Discovery West Studio One
Dunsmuir Estate Tassafaronga
East Oakland Sports Center Temescal Pool
F.M. Sinith Willie Keys
Franklin -
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Please describe the percentage of vifal documents n-anslatedmtothmhold
langusges(s).

OPR exceeds and meets the requiremcmfor translation of vital and not-vital documents
for FY 2015-16.

bnd&emparmtuanslateanyoﬂzerwﬁmdocnmentshdmmporﬁngpeﬁod
in an effort to serve the LES community?
Bdowrsahstofdocmneum,forms,andﬂyemnanslatedmﬁusmpmngpenodw
2015-16. In addition to translating documents, OPR Select Lenguages is now available on
OPR’s website.

Recreation centers located in areas identified as having a large number of Limited English
speakers provide many of the Site specific program flyers translated into the required

language. OPRalsotmnslan:snonvualdocmnems

Type of Materials Translated - Name of Document SP |CH
Handout ' Program w/o Borders x| x
Form Quick Rental Information x| x
Form Table Tenmis LRC x| x
Flyer . Citywide Information x
Flyer/Form Surf Sisters x| x
Booklet DACA Catalog PR
Survey OPR Survey x| x
Form . Recreation Rental Application | x | x
Handout Recreation Rental Procedures | x | x
Form : -Vohmlna_' Application X | %
Form Release & Waiver x | x
Form LMBC Registration x | x
.| Flyer -1 8IS x [ x
Flyer Restroom Signape x | x
Flyer Swimming Pool x | x
Form - Financial Assistance x { x
[Fiyer - Locker Room x | x
Booklet Summer Booklet x | x
Flyer . | Explorer Camp x ) x
Flyer . Rowing Program x | x
Flyer Youth Sailing x | x
Flyer Whale Boating x| x

OAKLAND PARKS & RECREATION DEPARTMENT
FISCAL YEAR 2015-2016

 Flyer Adult Sailing x| x
Form Quiz ~ Billion Year x
Form Pool Rental Application x
Form . Scholarship Application x| x

C. Mul Telephane Messapes Assessment

- Please provide am assessment on. how the Department doing in providing

multilinguzal telephone messages in threshold languages(s). What is the corrective
action plan and timeline in getfing the rest of the telephone lines translated?

Recorded Telephone Messages Multitingual Lines Statos
Admimstrative Office 238-7275 EN/SP/CH
Arroyo Viejo Recreation Center. 615-5755 EN/SP
Brookdale Recreation Center 535-5631 EN/SP
Carmen Flores Recreation Center 535-5631 EN/SP
Central Reservations 238-3787 EN/SP
Digital Arts & Culinary Academy 615-5807 EN/SP
st Ocldznd Sports Center ¢15-5538 ENAD
Franklin Recreation Center 238-7741 EN/CH
Fremont Pool 535-5614 EN/SP
Ira Jinkms Recreation Ceater 615-5959 EN/SP -

| Lincoln Square Recreation Center 238-7738 EN/CH
Manzanits Recreation Center 535-5625 EN/SP
Rainbow Recreation Center 615-5751 EN/SP
San Antonio Recreation Center 535-5608 EN/SP
Tassafaronga Recreation Center 615-5764 EN/SP
: Perunuge of public phone ber with Iated voice ding is 100%
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‘The following is OPR’s internal directive for providing access to services to the LES persons.
Thednecuvehasbempmenmdanddmsscdatmonﬁxlymagmnentmeeungs

Equal Access Language Availability Poster is to be posted in public contact areas — front
desk/lobby/bulletin board of each recreation facility.
Rmmﬁcﬂmmuemmmpmmthemplemmmonuﬂanguag:meyamuaﬂy
or as requested.

Recreation facilities aretod:splayapphwbhuansmdmamna]ssuchaSOPRBrochme,
Registration Form and individual site’s program flyers.
Reamonﬁcﬂmwmmhavecommmtwdandmpmclereadﬂyvmblemﬁlemam
lobby. AHoommentsmcexvedrelaﬂngtquualAmstmmmtobeforwarded
t0 OPR’s Equal Access Coordinator, -

Interpretation Service Awailable sheet (listing of languages translation via phone) &
Language Service Reference Card are to be kept readily accessible. . Recommended
location is red binder at front desk/office. .

Staff is to be knowledgeable on the availability of translation service and how to use the
Langvage Service Line. Language Line phone stickers are to be posted at all office
phones.

Staff is to be knowledgeable of OPR staff identified as bilingual on the phone list and
request assistance with translation when required.

Oakland Parks and Recreation facilities display the Equal Access Language Availability
poster. The notice is posted in public contact areas such as the front desk/lobby/bulietin
board of each recreation facility. Information about Equal Access to Services is located
on OPR’s Facebook and website homepage and includes a link to the City’s Equal
Access webpage to provide more infonmation.

- 70



.Hnesm ¢ the foll eaBunnamwn-EE
Phan o et E»ﬂ«g&grﬁg&gg

L
ggégngggg&g
§wa»w Eﬁgﬁﬂgggga%nu bgwnuu_
nuo&@n Eﬂeﬁ?ﬂg ‘This Aniiudl Complisy —
, gugamﬁmw,g oo Fin b

2 \ b




PLANNING & BUILDING DEPARTMENT (PED) .

PART IT Quantitative Assessment

Rachel Flyon
Director
250 ¥rank H. Ogawa Plaza

3rd Floar, Suite 3315

and, CA 94612
phone: (510) 238-2229
email: e,

Melanie Cockerham
Administrats

250 Frank H. Ogawa Plaza
3rd Floor, Suite 3315

QOakland, CA 94612
phone: (510) 238-3471
email;

meockerham@oaldandnet.com

Analyst 1T

PLANNING & BUILDING DEPARTMENT
FISCAL YEAR 20152016

Melanie Cockerbam
Administrative Analyst If
250 Frank H. Ogawa Plaza

| 3rd Floar, Suite 3315

Oaklznd, CA 94612

 phone: (510) 238-3471
email:

meocketham@osklanduet.com

Plasning (84211)

Zoning (84229)

1sp

1CH

3sp

1CB YES YES

Engineering: Project Coordil

(84432

Admin; Engineering (84411)

Admin: Building b u12)

Permit Center (84421)

Building & Infrastructure Plan Check

. (84437)
T o e AT

18P

&1 8P

1CH
&1CH

25P

& 8SP

5CH
2CH

Tnspections: Residential Building (84452)

5 ons: Infrastructure (84453)

Inspeehws Nﬂghbwhoodl’rmvmon

mca-a.m
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Bicycle Program Newsletters -
City-Racks Bike Rack Request Form YES. YES Vietnamese
Blight Abatement Brochure YES - YES

Dogs in Ogkland YES YES

Keep Oakland Beautiful, Clean antheen YES YES

Home Occupation YES YES

How to Reach Us YES YES

MI Residentie] Additions and Alterations - YES YES

Plot Plan YES YES

Services and Permits YES ~YES

Single Family Dwellings YES YES

‘What is a Variance? YES YES

How to Contact Us YES YES

Tmportant Additions and Alterations for Residents . YES YES

Site Plans . YES YES

Smoke Alarm Brochure YES YES Vietnamese
Landldeesponsihﬂ:tyfarReMOanchm VES YES Victnamese
Stop Work Brochure VES YES Vietnamese
Certification of Occupancy Brochure YES YES
Mold and moisture (Lendlard & Homeowners) YES YES

Smoke Detector and Carbon Monoxide Instaliation YES YES -

DOCUMENTS PENDING TRANSLATION

Undocumented Dwelling YES PENDING
Coliseum EIR Public Notice YES PENDING
| Mold and Moisture (Tenant) YES PENDING

‘Vehicle Food Vending YES PENDING

Push Cart Food Vending Program YES PENDING
Percentage of vital docaments transiated into threshold langnage(s) =95%

TABLE 5: RECORDED TELEPHONIC MESSAGES Mnlhllngull Lines Status
Planuing and Zonimg Tntake Scheduling Appompment 2383940 Completed
Plarning and Zoning-Zoning Division Voicemail 238-3911 Completed
Blight Hotline 238-3381 Completed
Building Sexvicés Division-Billing Appeals Unit 238-3452 Completed

Percentage of public phone number with translated voice recording = 100%

72



PLANNING & BUILDING DEPARTMENT

3
FISCAL YEAR 2015-2016

2. Please describe the percentage of vital documents translated into threshold language(s).
Whatis the corrective action plan and umelme in getnngﬂle rest of the documents
translated?

A total of twenty-six documents (Spanish) and twenty-one (Chinese) out of ﬂm'ty fdentified vital
document pamphlet publications and for one page information sheets & forms have been translated
into threshold languages. During the next assessment year, PBD will collaborate with Equal Access to
ensure a comprehensive review of Vilzl Documents identified, yet not translated to Chinese translated
appropriately.

A majority of documents are currently in PDF form and cannot be used by Equal Access for translation
purposes. Within the next 12 month period, PBD will explore opportunities to reformat PDF
documents into Word format for translation purposes particularly since a number of staffhave been
certified at Level Il and can be utilized within the department to assist with translation of written
materials.

3. Did the Department translate any other written documents in the reporting period in an
effort to serve the LES community?

No additional translation of written documents occurred during this assessment period.

Please prowde a namuve assessment on is the Department doing in providing
- Multilingual telephone messages in threshold language(s).

There are multiple public access telephone lines which have begn updated with Multi-lingual
messages to accept threshold language voicemails, The lines have been assiguied to bilingual
employees who retrieve, translate and interpret messages on a regular basis.

i Please respond to the lastEAO Language Access vaeymsuhs. Inwhatways the
Department plans 1o address the concerns and service gaps identified by the survey?

An EAQ Language Access Survey was not conducted during this 2015-2016 assessment period.

2. Destribe in detail the procedures and written policy used to facilitate communication with
LES Spanish and Chinese populations and assess the adequacy of the procedures.

Planning & Building facilitates communication with LES populations by providing translated
materials and having bilingua) staff avaflable for language translation during the course of business
hours.

3. Describe and assess the Department’s outreach efforts to inform LES Spanish and Chinese
populations of their right to bilingnal services. (See § 2.30.130 (B).
Notices are posted at the Permits & Zoning Service Center Counters and at the Inspections
Service Center Counter. PBD administrative staff verifies adequate stock of readily available
documents on a regular basis.

4. Did the Department receive any complaints regarding the Department’s provision of
bilingual oral and written services? Please describe the Department’s procedure for
documenting actions taken toresolve each complaint and maintaining copies of the
complaint and documentation of their resolution.

PLANNING & BUILDING DEPARTMENT | 4
FISCAL YEAR 2015-2016

Planning & Building Department did not receive any complaints re@rding its provision of bilingual
oral and written services. Procedures for docimenting actions taken to resolve any complaints (as
described in this context), maintaining copies of the complaiut(s) & resolution(s) maybe inftiated as
a practice upon receipt of an aforementioned associated complaint.

E._Action Plan
L Please review the 2015 Language Survey Result and provide a written response to the service
gaps

and successes identified. Identify threeacuon steps for the Department for the next 12
months to

promote equal access to City Services regardles of language spoken.

During this assessment period survey a high percentage {73%) of LES customers serviced at the
Permit Service Center, revealed that they waited more than 10 minutes for language services.
Planning & Buflding will address service gaps by providing transiated materials and/or when feasible,
have bilingual staff for language translation, avalable during the course of regular business hours.
Ahigh percentage (42%) of LES customers indicated that the bilingual employee who provided
interpretation service to them did rot have sufficient knowledge of subject matter of their visit. To
the extent possible, Planning & Buflding will provide Subject Matter Expert bilingual interpreters
when available.

PBD will assess feastbility of scheduling current bilingual staff for direct customer service delivery
Future vacancies may be selectively certified based on the bilingual need at the time of recruitment.

PBD assess & convert PDF documents to Word format for transiation purposes. During the 2015-
2016 assessment, Level I testing has heen conducted and yielded successful results. Staffisnow
certified for use of written translation services and may be utilized for the review and conversion of
PDF documents to Word format.

The Planning & Building Department acquired “Accela” a new Land-Use & Permit Tracking Automated
System during this assessment period and during the next assessment period will work with
Information Technology and Equal Access to Iaunch Spanish and Chinese platforms online.

2. Describe how notice of the availability of language access has been posted prominently at
the Department’s geagraphic location. Describe also the information posted to the
Department’s website and how the public may access the Department’s Annual Compliance
plan.

Notices are posted at the Permits & Zoning Service Center Counters at 250 Frank H. Ogawa Plaza,
20 Foor. Posted notices include Spanish and Chinese threshold languages.

Notices are posted prominently and readily visible at the Inspections Service Cent:er Counter at 250
Frank H. Ogawa Plaza, 2= Floor.

PBD Annua] Compliance Plan is not posted on the Planning & Buflding Department website;
historically the Annual Compliance Plan is made available on Equal Access Division’s website.
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EQUAL ACCESS ORDINANCE
ANNUAL COMPLIANCE PLAN -
PART I: DEPARTMENT HEAD CERTIFICATION

DEPARTMENT NAME: Oakland Police Department
FISCAL YEAR: 2015-2016 -

. vadeﬂ:efoﬂowhgeerﬁﬁmﬁonthﬂﬂxebepaﬂmentheadhasmiewedﬂmmﬂ
- Compliance Plan for final approval:

1, Kiona Suttle, Interim Personnel Mandger, hereby.certify that I have reviewed
and approved this Equal Access Anmusl Compliance Plan for accuracy and
completeness, anid adopt the goals specified in this Annual Compliance Plan. This
- Annuaf Compliance Plan for Police Department was submiited on 0808/16,

QMMQ_ MQ_

Slgndnre&Date
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Downing
Acting Chief of Police
455 Tth Street, 7th Floor 4557t
Qakiand, CA 94607

ddowning@oaklandnet. com smithy

Aot
Street, 7th
Qakiand, CA 94607

Analyst I

Floor

| ehane: (510) 238-3365 phone: (510) 238-2288
fax: (510) 238-4736 fax: (510)238-4736

.com
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Kiona Suitle o
Police Services Manager
455 7th Street, 7thi Floor
Qakiand, CA 94607
phone: (510) 238-6971
fax: (510) 238-4736
email:
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1. Training Unit (103430)

128P

16

6CH | YES

2. Records Unit (103240)
3. Records & Warramts (103242)

18p

4Sp

5CHE{ "YES YES

14. Communications Unit (103310)

9 SP

11sp

3CH| YES

5F = Sparish, CH = Chinese

Office of the Insp General

Research and Planning

Ceasefire/COMPSTAT

Assistant Chief of Police

B of Field Operations West

. Field Traming Program

Bureau of Field Operations Administration

Police Area 1

Police Area 2

Police Area 3

Burean of Field Operations East

Police Area 4

Police Area5_-

Special O o Dvision

(TF-952) Parking Courtesy Warning

(TF-2096) Notification to Serve Crime Victim YES
(T¥-3053) Business Information Record Card .. YES
| (TF-3098) Fiimg a Complaint YES Vaetnamese
Burglar Alarm Permit Application NO
(TF-3168) identily Theft YES
(TF-3202} Tow Resonrce Guide YES
(TF-869) Resource Card for Vie. Of Violent Crimes YES
(TF-2093) Vehicle Release Fee (stored vehicles) YES
(TF-748) Vehicle Release Form NO
(TF-2072) Affidavit for Release of Vehicle NO
‘Tow/Impound Hearings Guide NO
Menfal Health Resource Card NO
_ YES
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Safety Tips ~ Avoid Being A Robbery Victim YES
- Holiday Safety Tips YES
_Sﬂbmdmre YES
Peddler/Solicitor Certificate Information Packet NO
Petition to Seal & Destroy Arrest Records NO
Steps to Request Juvenile Records . NO
Sexual Assanlt Resonrce Card ~ Marcy’s Card YES
Youth and Family Sexvices Resource Brochure NO
Child Abduction law Enforcement Packet . NO

Percentage of vital documents transiated into threshold language(s) = 100%

238-3365

Chief of Palice

Internal Affairs Division 238-3161 Completed
Patrol Desk (Information) 238-3455 Completed
Drug/Prostitution Hotline 238-3784 Completed
Fii tks Hotline 238-2373 Completed
Sexunal Assault Tip Line 6370298 - Completed
Traffic Complammt 238-3155 Completed
Chinatown Substation 238-7930 Completed
Neighborhood Services Division 9862715 Completed
Criminal Investigation Division 238-3744 Completed
Emergency 7773211 Completed
Non-Emergency 7773333 Completed
Records Division 238-3021 Completed

Percentage of public phone number with translated voice recording = 100%
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PART Il - QUALITATIVE ASSESSMENT (NARRATIVE)
QAKLAND POLICE DEPARTMENT
, FISCAL YEAR 2015-2016

ASSESSMENT SPANISH-SPEAKING PCP - CHINESE-SPEAKING PCP

FTE/PT | PCP | GOAL (1139% [‘ STAFF | GOALMET? | GOAL([5.63%) | STAFF_|. GOAL MET?
1251 ] 115D | 131 191 Yes 65 |_es Yes

Facilities Address - Zp PCP | Goal | Actual | Goal | Actual
Police Administration ) ’
Building 455 7% Street - 94607 | 661 75 107 37 44
Eastmont Sub-Station 265173 Averiue 94621 315 36 54 -] 18 12
Communications | 7101 Edgewater Drive 94621 | 79 | 9 | 16 | 4 | 3
Backgroundand .
Recmiﬁngand Internal | 250 Frank H. Ogawa Plaza, -

Suite 1333, 6303,Cand D 94612 87 10 7 5 3

Domesuc Violence Unit | 470 27t Street 94612 8 1 1 0

Please note There are no other sub-stations or facilities used by the Oakland Pohce  Depariment

1 Pmmdeasummarynarraﬂveasentandanalysxsofhowandwhemeryour
Department is complying with the Equal Access to Services Ordinance (EAQ). -Please
share the challenges you have faced, remedies you have implemented, or any other -
information that would help the public know what eﬂoﬂs your Deparunenthas made
this year to comply with the Ordinance.

" The Oakland Police Department (OPD] has an authorized strength of 737 sworm and 437.7
- civilian (Le, parttime and full time) personnel. Of the approximately 1150 public contact
positions, there are 191 Spanish and 65 Chinese bilingual employees assigned to field
operations and specialty units. These assignments include, but are not limited to, the following:
Internal Affairs Division, Criminal Investigation Division, Special Operations Division, Training
Division, Field Operations, Records, Fiscal, 'l‘raﬁic, Personnel and the Office of Chief of Police.

The OPD surpassed the number of Spanish & Chinese speaking personnel in the designated
public contact positions. There were 191 Spanish and 65 Chinese and the hiring goals were
131and 65 respectively. Continued efforts are underway 1o ensure that Chinese & Spanish
speahngmndxdatesarereamted.ﬂowevex;therearealsofocused effortstoauractoﬂxer
multilingval applicants.”

Hiring Chinese speakers was a challenge during the fiscal year 2015-2016. However, the

Department’s continued efforts have paid off. A broad range of media and community outreach
was executed to attract Chinese speaking applicants to law enforcement careers.

Police Department l 2
FISCAL YEAR 2015-2016

The Department: contmues to focus on atiracting Chinese and Spamsh speaking apphmms by
utilizing the following outreach strategies:

« Advertising in both newspapersand r;dio stations to promote job opportunities; .

o Having Chinese and Spanish speaking officers, as well as civilian employees, respond to
inquiries at community events;

e Increasing visibility and awareness within the Chinese and Spanish communities by
organizing eventsand providing educational pamphlets:

Please describe your effort in outreach, recruitment and biring of bilingual candidates.

Dasmbeyourmmsmensnreapool of qualified bilingunal applicants. Assessthe
adequacy of these efforts and indicate areas of improvement.

The Personnel Section continues to collaborate with the Equal Access Coordinator and the
Humar Resources Management (HRM) department for each recruitment cycle with the goals of
attracting Chinese and Spanish speaking candidates. Some of our recent outreach strategies
include newspaper and radio advertnsementm Sing Tae, AM1400 radio, El Mundo a.nd the
Oakland Post

Additional outreach and media activities are conducted by the Personnel Section on a monthly
basis and include, but are not limited to the following:

» . Contimied partnership with the Unity Council in the Fruitvale district to ensure that
bilingual candidates are afforded opportunities to compete in entry level positions. This
includes exploring alternative workshop and seminar venues in an effort to pmvmde
assistance geared toward improving writing and interviewing skills;

« Maintaining Department recruitment posters in Chinese and Spanish produced and
distributed to each area of the City by Community Resource Officers (CROs) and
Neighborhood Services Coordinators (NSCs) to promote job opportunities;

e Providing job fiyers to the NSCs and Bqual Access Coordinators for PCPs. These
designated recruitments are advertised within Chinese and Spanish speaking
communities, such as the Chinese Chamber of Commerce and the Unity Council non-
profit organizations;

¢ Maintaining relationships with criminal justice law enforcement prograrms and social
science directors of local umversmes, colleges and high schools to promote law
enforcement careers;

s Attending all career events & job fairs with local faith-based communities to increase
awareness and improve participation from Oakland residents;

« Maintaining recriitiment website at www.opdjobs.com ;
» Having recrnitment activities aired on KTVU; ’
» Attending the annual Cinco de Mayo celebration;
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* Hold workshops at community and religious facilities within the City of Ozkland to assist
interested individuals in acquiring the'skills needed to pass the POT written exam;

« . Maintzin relationships with the Peralta Community Colleges {Le;, Laney and Merritt),
which offer courses, such as report writing, to students interested in becommga pohce
officer and obtaining a higher education; ’

* Maintain efforts to utilize a diverse group of wmmunity members to participate in the
Oral Board interview panel during the POT selection process;
= . Offer practice tests at various locations through-out the City of Oaldand to promote
: visibility and easy access for applicants interested in becoming a police officer;
* Maintain selective and focused outreach to a diverse pool of applicants for positions

such as Police Communication Dispatchers (PCDs), Police Services Technicians (PSTs),
Police Evidence Technicians (PETs) and Parking Control Technicians (PCTs).

* Continue to be transparent with respect to the recruiting and hiring process and open to
community suggestions about recruitment strategies.

Departments are required to “post notices in the public areas of their facilities in
threshold Janguage indicating that written materials in the languages, and staff who
speak the Jangunages, are available.” Please listthe lomﬁons in which the Department
has posted notices.

The Oakland Police Department posts notices at the following locations:

¢ Police Communications Center Lobby (7101 Edgewater Bldg. #8)

* _Police Administration Building Records Counter/Patrol Desk/Lobby/25d and 3 floor
and chief’s Office on the 8t floor (455 7t Street)

e Eastmont Sub-Station (2651 73 Avenue)
» Internal Affairs Division (250 Frank H. Ogawa Plaza, Suite C)
* Recruiting Unit {250 Frank H. Ogawa Plaza, Suite D)

- .Special Victims Unit (470 27% Street)

- Please describe the percentage of vital documents translated into threshold language(s).
What is the corrective action plan and timeline in getﬁng the rest of the documents
translated?

The Ozkland Police Department is in 100% compliance with translating vital documents into
the two threshold languages; Chinese and Spanish. As a practice, the Department works with

3.

1.

1

2,
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Equal Access when there are new or revised documents that require translation and the
documentsareswredintheirda:abase. .

Mdﬂ:eneparunmmﬂateanyothermttendommensmﬂlereporungpeﬂodman
effort to serve the LES community?

No there were no new documents translated during this reporting penod. See attachment 1 for
vital documents reported last fiscal year.

Please provide a narrative assessment on how is the Department doiig in providing
multilingual telephone messages in threshold language(s). What is the corrective action
plan and timeline in getting the restofthetelephone linosu-ans!ated

The Oakland Police Department has maintained the phone message recording in Chinese and-
Spanish languages for all public contact upits. -

Please respond to the last EAO Language Access Survey results. In what ways, the
- Deépartment plans to addrossﬂxeconcemsandservicegapsndennﬁed by the suarvey?

Based on a recent survey, it does not appear there were any concerns related to the language
requirements. However, the OPD strives at all times to provide equal and fair access and

services to residents. The Department’s goal is to continue to work closely with Equal Access
staff and maintain compliance with the ordnance, as well as Administrative Instruction 145

Describe in detail the procedures and written policy used to facilitate communication
with LES Spanish and Chinese populations and assess the adequacy of the procedures.

Training Bulletin VIII-R (Language Access) sets forth the Department’s policy and procedure to
inform personnel of the need to provide language access services when encountering a Limited
English Proficient (LEP) person. The OPD is committed to providing language assistance -
services to individuals who are LEP as part of the Department’s community policing
philosophy. The OPD takes all reasonable steps to ensure there is timely and accurate
communication available to all individuals regardless of their primary language.
'l‘raxmngBulleun VI also addresses the use of an interpreter in situations such as pohce
contacts, Miranda admonitions, follow-up investigative interviews, formal interviews, consent
searches, search warrants, offense reports and translated documents.

Addmonally, Training Bulletin VIII-R provides guidelines in determining the type of mterpreter
needed, depending on the circumstances of the incident.
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Police Evidence 'l‘echnician_and Police Services Technician I Distribution

Police.

‘Police Evidence Technicians

PST/PET |.

Spamish
BPCP

Chinese
BPCP

Other
Langnage

Area 1 Police Evidence/Services Technicians

9

1.

3

Area 2 Pglice Evidence/Services Technicians

“Avea 3 Police Evidencs /Services Ted

Area 4 Police Evidence /Services Technicians

Area 5 Police Evidence/Services Tect

11 -

Other Divisions Police Evidence /Services
Technicians

37

TOTAL

PERCENTAGE

152%

133%

3.8%

Ll

Footnote - Pnlwebeatwm@mbelmmdonﬁyofwldmdumbauhmx/, 2.

Perlabor agreement; Police officers con bid for diffe

on

fo/OPD/indexh
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OAKLAND PUBLIC WORKS (OPW)
PARTIY itative

Brooke A. Levin : | Yolanda Lopez .

Director, Public Works Administrative Services Manager

250 Frank H. Ogawa Plaza, u

4314,0Oakland, CA 94612 250 Frank . Ogawa Plaza, 4314, | 250 Frank H. Ogawa Plaza, 4314,
phone: (510) 238-4470 - |Oakland, CA94612 Oakiand, CA 94612

fax: (510) 2386428 phone: (510) 2382098 phione: (510) 238-2098

email:blevin@oakiandnet com faoe (510) 238-2294 fax: (510) 238-2294

. ‘Public Works Call (30131)

DIRECTOR OF PUBLIC WORKS & ADMINISTRATION

30111-Director and Human R es .

30112-Human Resources

30121-OPW Fiscal Services

30131-OPW Call Center
30181-Management Information Systems

BUREAU.OF ENGINEERING & CONSTRUCTION
30211-Engineering & Canstruction Asst. Director’s Ofiice

30214-ADA Programs

30231-Project Delivery Administration

30232-Coustruction Mgaﬂnent & Materials Testing

30233-CIP

30234-Facilities Planning .

30235-Survey

3024 1-Engineert ign and ROW - Administration

30242-Streets and Structures

30243-Right of Way Management

30244 -Sanitary Sewer Design

| 30245-Watershed and Stormwater Program

"30261-Transportation Services - Administration

30264-Traffic Capital Projects -

30265-Traffic Safety Program

30275-IPPD Plans and Pro,

BUREAU OF INFRASTRUCTURE MAINTENANCE & OPERATIONS

30511-Infras & Ops Asst Director’s Office

OAKLAND PUBLIC WORKS
FISCAL YEAR 2015-2016

30522-Flectrical Maintenance

30523-Electrical Traffic Maitenance :

3053 1-Infrestructure Mzinfenance Admin

30532-Storm Drain Maintenance

| 30533-Sewer System Maintenance

'[30534-Stre=t & Sidewalk Maintenzuee

-30541-Equipment Sesvices Administration . . «

BUREAU OF FACILITIES AND ENVIRONMENT

. | 3061 1-Facilities & Environ Asst. Director’s Office

| 30631-Facilities mcsAdmmxstranon
' 30632-Civic Center Complex -

| 30633-Hall of Justice Complex

| 30634-Plant Operations

 30633-Roving Custodial

3065 l-PatksIB‘légﬁMamnnce Administration

30652-Landscape Maintenance

30654-Tree Services

- 30655 -Bldgs Electrical & Painti

30658-Bldgs :Stractural

30671-SCGA Admmistration

30672-Street Cleaning

| 30673 Graffiti Abatement & Rapid Response

30674-1lle;

30681 -Environmental Services Admin

30682 -Recycling and Solid Waste

306%3-Enviroumental Remediation
30684 Eavironmental Sustainzbili

30685-Environmental Watershed

30689-Environmental Energy

ADA Program Brochure

Adopt a Drain Flyer Vietnamese
Adopt a Spot Request & Agreement

Battery Recycling: Safe and Lepal in Oalkdand Vietnamese
Bike Newsletter Vietnamese

Creek to-Bay Day Posteard

Creek to Bay Day Poster

Earth Day Flyer

Earth Day Posteard

Barth Day Poster

Earth EXPO Postcard

Earth EXPO Poster
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T Nino — Be Storm Ready Pamphiet

Environmentally Sensitive Vegetation ‘Vietnamese
| Management

Greenware Ordinance Flyer Vi

Guide for Oakland Food Vendors Vietnamese

Home Energy Efficiency Outreach Matesial

Recycling Program Guide . Vietnemese

Report a Problem Information Card

Residential Fat, Oil & Grease Posteard

-Small Business Recycling

Telegraph Avenue Project Safety Improvements Vietnamese &

Korean

Volunteer Opportunities '

Volunteer Guidelines & Safety Sheet

Volunteer Waiver

Volunteer Sign In Sheet .

Val Incident/Injury Report Form

Zero Waste SFD Service Brociure Vietnamese

Zero Waste MFD Service Brochure Vietnamese
Zero Waste 1-2-3 Composting Instruction Card Vietnamese
Percentage of vital documnents translated into threshold language(s) =100%

OPW Front Desk 238-3961 Completed
OPW Construction 238-3051 Completed
Recycling Hotline 238-7283 Completed
Volunteer Opportunities 238-7630 __Completed
OPW Call Center 615-5566 Completed
Event Hotline 238-7611 Completed
Adopt-a-Spot Event Hotline 238-7630

Percentage of public phone number s with translated veice recording = 100%

Completed

3
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FISCAL YEAR 2015-2016

PART lII ~QUALITATIVE ASSESSMENT
OAKLAND PUBLIC WORKS DEPARTMENT (OPW)
FISCAL YEAR 2015-2016
A. BILINGUAL PUBLIC CONTACT POSITIONS ASSESSMENT

ASSESSMENT ~ SPANISHPCP CHNESE PCF

PCP GOAL (11.39%) |STAFF__| GOAL MET?. | GOAL (563%) | STAFF | GOALMET?

15 30 YES 10 20 YES
Note: Inaddﬂ:m:ﬁomdmgthePCP bilingual goal, it should be noted that the Department has 18 non-PCP, professional

mdt&hnmlmwmgsuﬁ_ﬁhlmgm&mCWMmdmmd&bﬂmyﬂmSmsh,lme)Mm

ilable for in-person at the OPW A ion and Engineering and C

1. Prw:deasmma:ynmaﬂveass&smentandmalyswofhowmdwhethﬂyomDepmments
complying with the Equal Access to Services Ordinance (EAO). Please share the chailenges you
have faced, remedics you have implemented, or any other information that would help the public
know what efforts your Department has made this year to comply with the Ordinance.

Oakland Public Works (OPW) has continued to effectively comply with the Equal Access to
Services Ordinance this past reporting year.

During this reporting year, the OPW Call Center which is located at 7101 Edgewater Drive has
increased its Public Contact Positions (PCP) to a total of seven (7) FTEs. The staff now consist of
one (1) Call Center Manager; six (6) Public Service Representatives of which two (2) are bilingual;
along with one (1) part-time Senior Aide. The bilingual Call Center staff continues to provide
language translation services to Chinese and Spanish speaking citizens on a daily basis to ensure
that all service requests are logged, dispatched, tracked and. followed up. The Call Center’s
spmﬁcvoxwmmlphomlmﬁﬂamdmgnmdmChmaemdSpamhspeahngcmmmmmns
in eft‘ectmﬂlassxstmgmrepomngapmblcm (see links below).

hetp://www?2 oaklandnet.com/oakeal/groups/pwa/documents/report/oak0520535 pdf and
hm:/lmwﬁ..oaklandnet.oomloakcal/g ups/pwa/documents/report/oak052056.pdf.

OPW Administration has a-fotal of 1.5 FTE’s designated as PCPs. The positions are-located at the
" main reception information desk at 250 Frank H Ogawa Plaza, Suite 4314; and are responsible for
the day-to-day operations of assisting and directing the public and other City staff.

WmmeBmeauofEngmeemgandConsuuwm(BEC)mereme35H‘E’sdesxgnatedas
PCP’s. These positions are located at 250 Frank Ogawa Plaza, 4™ floor ananyHa]],4“‘Floar

and serve the public infonmation needs for Right-of-Way Management and Construction, Traffic .

planning and ADA compliance as well as the central point of contact for Administration. (Please
note that OPW Admivistration and BEC share one PCP among the two divisions).

1
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TheBmeeuofFamlmsandEnvnronmeut(BFB)haveatotalofBOFl‘EsdmpmdasPCPs
These positions are located in the BFE’s Assistant Director’s office at 7101 Edgewater Drive and
the Facilities Services Administration office, Building 2 at 250 Frank Ogawa Plaza, 1* Floor.

OPanﬁnu&emsuivembeuersavedememunﬂyudOa]dmdciﬁmsasawhole. We
realize thet there arfe still challenges but we are commnitted to providing the best possible services
through our language- specific phone lines; website(s); mobile application(s); and special
community-based events we sponsor throughout the year.

Please describe your effort. in. outreach, recruitment and hiring of bilingual candidates. Describe
yom-meamtoensmapoolofquahﬁedbﬂmgualappheams Amtheademmcyofthweeﬁ‘om
and indicate areas of improvement.

OPW has continued to commit to hiring more bilingual candidates and to provide more outreach
efforts to the LES community. OPW's recruitments and hiring selections are closely reviewed by
the Department of Fuman Resources Management and Equal Access to enstire that the needs of the
LES community arc met. Currently, OPW have staff that is proficient in Spanish, Cantonese,
Mandarin, Tagalog, Arabic, German, Persian, and French.

One specific effort that OPW. has implemented recently is adding a Program Analyst II position to
the BEC. Thispa:ﬁcuﬂarposiﬁqnisanewlycreamd_PCPandwil]‘bemponsablefordevelopinga
public outreach and education program to improve better communications and collaboration
between staff and projects and the communities we serve. Currently, ﬂ:eposmonlsﬁlledthmugh
aprovmonalappommtbmthepermanentapponﬂlbemadesoon.

Once agpin, this reporting year, OPW participated in an outreach effort to hire eight (8) High
Schoo! student interns from various diverse backgrounds from three local Oakland High Schoois —
McClymaonds, Oakland Tech and Oakland High. This i$ a concerted effort between both OPW and
the Oakland Unified School District to help students gain insight and knowledge of how QOakland
CnyGwemmmtmrkxandspemﬁeaﬂyhowOPWservsﬂleIEScommmnyandﬂlemof
Oakland in general.

OPW also contimzes to use volunteers at several of our annual departmental events and activities

(ie., Creek to Bay Day, Earth EXPO/Earth Day, etc.). These events are attended in lerge numbers
by the LES community and some volunteers sezve as translators periodically.

. Please highlight positive changes and successes in this reporting period. Provide a description of

implementation “best practices” developed by the Department. Please share with us your success

2

One positive success story OPW is very proud of is that we extended our services and office hours -

for our BEC/Right-of-Way Management permit counter which is. located at 250 Frank Ogawa
Plaza, Suite 4344. This is the first point of contact for assisting and helping the public with permit
related questions and issues which includes; reviewing and processing various engineering permits,
construction permits, encroachment permits, memorialized street signs, and providing technical
and permitting guidance to the public. This effort has improved our customer service, rednced
customer wait time, and enhanced the application review and approval process. This permit
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counter is managed by two Senior Engincering Technicians in which one was just recently hired

and both are bilingual. There are also two other staff members who are bilingual and help with

assmgmmnslmgpa-mn information to the public specifically the LES community.

In addition, the OPW Call Center staff contimues to attend community meetings to inform the LES
community of the services we offer and to listen to the communities concerns and issues. In April
and May. of this year, the Call Center staff attended community meetings at Franklin and Cox

Elementary Schools. Both meetings were well attended by primarily Spanish speaking community
members and there were interpreters there to translate their questions and the answers from staff,

. Describe any additional measures, other than provision of bilingual staffing; the Department has
implemented to ensure Limited English Speaking (LES) persons recejve the same level of service
as English speakers.

OneaddmmalmeasmeOPWhasmplemenmdwﬂleBEcnmspmaumPhnnngmswnhas
translated materials for the new Tel Avenue Complete Street Project which highlights safety
improvements from 20% Street to 29 Street in downtown QOakland. The materials are translated in
Spanish, Chinese, Vietnamese and Korean.

Another great accomplishment for this reporting period was the BFE/Environmental Services
division translated materials for three community-based events that OPW sponsors every year (see.
list below):

» Qakland Earth Day Poster & Postcard — translated in Spanish & Chinese (held April 23,
2016)

» Ozkland Creek to Bay Day Poster & Postcard ~ translated in Spanish & Chinese
(held September 19, 2015)

» Qakland Earth EXPO Poster & Postcard — translated in Spanish & Chinese (held April 6,
2016) (This event had translators on-site to assist the public)

Also in the works is one staff member (PCP) in BEC/Right-of-Way Management Division is in the
process of producing a FAQ document for community members regarding a new Alameda County
program regulating septic tank, and how it will affect homeowners in Qakiand. Once the FAQ is

complete and translated in the different languages, it will be distributed through City channels .

(recreation/commuumity centers, libraries, neighborhood service centers, etc.) as well as community
partner ‘groups such as the Chinatown Chamber of Commerce, the Spenish Speaking Citizens
Foundation, and others.

. Please describe your Department plan’s for the next 12 months in an effort to ensure that all
OaHmdmﬁdsmhawequﬂmdﬁkaomsmChyserﬁcsWthnwgespom

OPW’s Call Center staff will translate the “Report a Problem™ Video in Spanish, Chinese and
Vietnamese. This video specifically targets any maintenance, engineering or construction problem
that a resident may have (i.e. pot holes, illegat dumping, graffiti, City building/park, storm drain or
volmteer efforts). Once the FAQ document regarding septic tanks is complete, it will be translated
in Spanish, Chinese and Viethamese. OPWplamtofonnadepamnenlalcommmetoexplore
more outreach efforts to better serve the LES commumnity.

OAKLAND PUBLIC WORKS | 4
FISCAL YEAR 2015-2016

E_MMMAM
1. Departments are required to “post notices in the public areas of their facilities in threshold

language indicating that written materials in the languages, and staff who speak the languages, are
avmlable. Pleasehstﬂxelocahonsmwhxchﬁxenepmuneuthaspomdnonm :

These notices are posted at the OPW main reception information desk at 250 Frank Ogawa Plaza —
Administration, Suite 4314; Construction & Engineering, Suite 4344; Environmental Services,
Suite 5302; and OPW Call Center, 7101 Edgewater Drive — Building #2.

5 lesedmibemepacmmgeofwmldoamemuansmedmmhold]angm@(s) ‘What is
translated?

the corrective action plan and timeline in geiting the rest of the documents

As shown in Table 4, 100% of vital documents were translated into threshold languages. This
reporting year, eleven (11) additional vital documents were added in which all were translated in
Spanish and Chinese; several were translated in Vietnamese; and one was transiated in Xorean
(Telegraph Avenue Project Safety Improvements fiyer).

5 DmmeDeparmemuanshteanyotherwnnendommmmﬁmmpomngpenodmmeﬁ'onm

serve the LES community?

The BFE/Environmental Services was able to translate the Oakland Adopt-a-Drain fiyer in
Spanish, Chinese, and Vietnamese, They were also able to translate the flyer for Resources for
Adopt-a-Drain Volunteers in Spamsh, Chinese and- Vietnamese which highlights safety tips and
guidelines for volunteers participating in the event.

r

-C._Muitilingual Telephone M Assessment

1. Please provide a namative assessment on how is the Department doing in providing multilingual

telephone messages in threshold language(s). What is the corrective action plan and timeline in
getting the rest of the telephone lines trenslated?

As shown in Table 5, OPW have five (5) locations that provide multilingual telephone messages:

¢ OPW Administration Main Reception Information Desk Line ~ 238-3961
o OPW Construction — 238-3051

» Recycling Hotline — 238-7283

o Volunieer Opportunities — 238-7630

o OPW Call Center—-615-5566

= Event Hotline — 238-7611

o Adopt-a-Spot Event Hotline ~ 238-7630

All the above phone lines have message scripts in Spanish, Cantonese and Mandarin and OPW
Construction and Environmental Services have now added Vietnamese scripts to their hotiines.
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D._Assessment of Department Communication with LES Popnlations

i

3.

1

Please respond to the last EAO Language Access Survey results. In what ways, the Department
plans to address the concerns and service gaps identified by the survey.

OPWdenotconductasurveyforﬁnsrepomngpenod.

Desmbemdemﬂtbepmwdmmandmmpohcyusedwfacﬂmtecommmewmwnﬁ:m
Spanish and Chinese populations and assess the adequacy of the procedures.

OPW Administration and BEC/Right-of-Way 'Management have copies of Equal Access’
“Removing Language Barriers — Enhancing Commmunication” pamphlets translated in Spanish and
Chinese at the main reception information desk and the new Permit Counter information desk; both
located at 250 Frank Ogawa Plaza, 4™ floor.

OPW continues to work closely with Equal Access in its efforts to inform LES populations of their
ﬁgmmmcmsserﬁmmdwoﬂsvﬁﬂaHummR&sommmuhbiﬁngualsmfasnwded

DsmbeandmﬂwDepamnmfsmmeachcﬁ‘omtomfommSSpmshdehmm
populations of their right to bilingual services. (See §2.30.130 (B)).

OPW will continue its outreach efforts.to the LES community through om--depam:entzl events and
activities; community meetings; information and event hotlines; flyers,. posters, pamphlets and
other materials that are beneficial in informing the public the services we provide.

Did the Department receive any complaints regarding the Department’s provision of bilingual oral
and written services? Please describe the Department’s procedure for documenting actions taken
to resolve eack complaint and maintaining copies of the complairnt and documentetion of their
resolution.

Ihemwmnoomlmwmncmplamsﬁledwr&lmenepammwgmdmgbﬂmgudsemm
during this reporting period.

Action Plan

Please review the 2015 Language Survey Result and provide a written response to the sefvioegaps
and successes identified. Identify three action steps for the Department for the next 12 months to
promote equal access to City Services regardless-of language spoken.

Eventhoughthedepmentdldnoteondnctasurveytmsrepomngpemd,weamcommrundto
improving and enhancing our efforts in outreach to the LES community.

OPW’s Accomplishments for This Year:

» Translated pos'-ters and postcards for three of omAdepamnent’s main community-based
events: Earth Day; Creek to Bay Day; and Earth EXPO -

s
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> Translated fiyers for Adopt-a-Drain & Adopt-a-Drain Volunteers Safety Tips & Guidelines
> Provided an Adopt-a-Spot Event Hotline in multi-languages

OPW’s Goals for Next Year:

> Call Center’s “Report a Problem” Video will be translated in Spanish and Chinese.

» OFPW will form a departmental committee to explore more outreach efforts to better serve
the LES community.

> FAQdocmentmgardmgSepthanlswﬂlbemsIatedepamsh,Chmeand
Vietnamese.

Describe how natice of the availability of language access has been posted prominently at the
Department’s geographic location. Describe also the information posted to the Department’s
websxteandhowmepubhcmnymmeDepamnmt’sAnnual Comphanceplan.

These notices are posted at the OPW main reception information desk/counters at 250 Frank
Ogawa Plaza ~ Administration, Suvite 4314; Construction & Engineering, Suite 4344;
Environmental Services, Suite 5302; and OPW Call Center, 7101 Edgewater Drive — Building #2.

The Department will be posting the Final Report of the OAKLAND PUBLIC WORKS FY 2014-
2015 EQUAL ACCESS ORDINANCE ANNUAL COMPLIANCE PLAN on the Equal Access
Program website which can be accessed at the following link:

- huuplfwww2. aaHmdnet.wWGwment/a/Hmeowces/s/WlaMcessﬁndex.hm

A written copy of the report will be available for the public to view.at OPW Administration Main
Reception Information Desk, 250 Frank H. Ogawa Plaza, Suite 4314.
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