Office of Neighborhood Services Language and
Communications Access Plan (LCAP)'

INTRODUCTION

The mission of the Office of Neighborhood Services (ONS) is to provide a forum for both
groups and individuals to express concerns, request services, and extend opinions by
disseminating information and facilitating delivery of City services.

PURPOSE

The Office of Neighborhood Services (ONS) has prepared this Language and
Communications Access Plan (LCAP) to define the protocols and procedures taken by ONS
to ensure meaningful and universal access to ONS services, programs and activities on the
part of persons who identify as speaking a Language other than English and /or persons
with a disability.

Definition of Persons who speak a Language other than English (LOTE)
Persons who have a limited ability to read, write, speak, or understand English and may be
entitled to language assistance with a particular type of service, benefit, or encounter.?

Definition of Persons with a Disability

Persons with a disability are persons who have a physical or mental impairment that
substantially limits one or more life activities. A major life activity may include, but is not
limited to, seeing, hearing, eating, sleeping, walking, standing, lifting, bending, speaking,
breathing, learning, reading, concentrating, thinking, communicating, and working.

! We are continuously working to ensure all aspects of the departments are accessible and we are
continuously working on accessibility with all departments. If you have any questions or feedback on
any areas of this departmental plan, please contact: LCA@Boston.gov

? Language Other than English Clause: While we understand that the term Limited English Proficiency
(LEP) is used by HUD, this policy instead adopts the use of the term Language other than English
(LOTE).
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This plan will be updated every 2 years and includes the following sections:

N

City of Boston Language Standards & Data on the number of persons who identify as
LOTE or have a disability.

Programs most likely to be used by individuals who are LOTE and or have a disability
Accessibility for important programs and services

Resources available to individuals who are LOTE and persons with disabilities

Vital documents

Filing a Language and Communications Access Complaint
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(1) City of Boston Language Standards & Data on the number of persons who identify as
LOTE or have a disability.

In the City of Boston, 110,376 individuals, or 16.9% of residents, do not speak English as
their primary language and have some language access need in speaking, reading, writing,
or understanding English. Overall, 15,886 individuals, or 2% of the Boston population,
identify as having a hearing disability and 15,861 individuals, or 2% of the Boston population,
identify as having a vision disability. For more information, view the City’s Language
Demographic Data Report and the City’s Disability Demographic Data Report. To view this

report in multiple languages please visit: boston.gov/Ica.

The City of Boston will follow the Language Standards below for City of Boston Sponsored
events and City of Boston Documents and Information.

City-Wide Constituent Interactions
The City will provide a multilingual notice in the following languages, informing constituents

that interpretation can be made available upon request. ASL is required for city-wide events
with vital information. Departments will consult with LCA and Disabilities Commission on
more guidance.

Spanish (Latin American)
Simplified Chinese
Traditional Chinese
Haitian Creole
Vietnamese

Cabo Verdean Creole
Portuguese (Brazilian)
Russian

Arabic (Standard)
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10. French (European)
11. Somali

Vital documents/Information:

The City of Boston must provide Vital Documents / Vital Information in the following
languages:

Spanish (Latin American)
Simplified Chinese
Traditional Chinese
Haitian Creole
Vietnamese

Cabo Verdean Creole
Cantonese

Portuguese (Brazilian)
Russian

Arabic (Standard)

French (European)
Somali

Neighborhood Events:
The City of Boston will provide interpretation and translation services for City of Boston
events held in specific neighborhoods based on the languages below.

Allston Chinese

Back Bay none

Beacon Hill none

Brighton Chinese, Spanish, Russian, & Portuguese
Charlestown Chinese

Chinatown Chinese

Dorchester Spanish, Vietnamese, Haitian Creole, & Cabo Verdean Creole
Downtown Chinese

East Boston Spanish

Fenway Chinese

Hyde Park Spanish & Haitian Creole

Jamaica Plain Spanish

Longwood Spanish

Mattapan Haitian Creole & Spanish

Mission Hill Spanish

North End none
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South Boston none

West End none

Roslindale Spanish & Haitian Creole
Roxbury Spanish, Cabo Verdean Creole & Haitian Creole

South Boston Waterfront none
South End Chinese & Spanish

West Roxbury Haitian Creole

(2) Programs or services most likely to be used by individuals who are LOTE and or have

a disability

The table below outlines the departments’ divisions and their programs and services who
are most likely to come in contact with persons who identify as LOTE or persons with

disability.

Division

Programs

Community Engagement Cabinet
- Office of Neighborhood Services
(ONS).

> Neighborhood Coffee Hours.

o

Neighborhood Coffee Hours are a unique
opportunity to speak directly with the Mayor
and staff from City departments about open
space and their neighborhoods.

m  Provide accommodations based on the
city’s neighborhood standards and as
requested.

m  City staff are trained on how to provide
language interpretation services.

> Abutters meetings

@)

These meetings are to get community input and
listen to residents' positions on various
proposals.
Recurring in different neighborhoods.
m  Provide accommodations based on the
city’s neighborhood standards and as
requested.

> Community meetings

o

White Stadium community meetings.
m Language interpretation available.
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For these programs, the strategy will be to ensure that these populations have meaningful
access throughout the process, as outlined in the Language and Communications Access
Plan.

(3) Accessibility for important programs and services

Our office will work closely with the Office of Language and Communications Access for
guidance to ensure meaningful access for activities, information, services, and programs of
importance.

(4) Resources available to individuals who are LOTE and persons with disabilities

The City is a recipient of federal assistance. Thus, it has an obligation to reduce language
and communication barriers that prevent meaningful access to government services and
programs. Each department has the responsibility to pay for the following accommodations
translation, interpretation and assistive technology for City provided services, information,
programs or events. This includes:

0 Spoken Language Interpretation: In-person, over the phone and through video
remote interpretation

Sign Language Interpretation

Translation of Vital Documents and Vital Information

Translation of Written Materials

Communications Access in Real-Time (CART)

Assistive Technology

Simultaneous Interpretation Equipment
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(5) Vital Documents

In 2023 the Office of Neighborhood Services (ONS) began reviewing the forms, letters and
documents used in the administration of its programs and identifying those documents
considered vital. The Office of Neighborhood Services (ONS) will translate vital documents
as resources permit. Vital Documents that are not yet translated will include a multilingual
Babel Notice. This notice provides constituents with contact information to request a
translation free of charge. View our vital documents below:

Vital Documents List

The department partners with other departments and cabinets to distribute their
constituent-facing Vital Documents, but does not produce any Vital Documents of their own.

. Language and
Communications Access




I

(6) Filing a Language and Communications Access Complaint

You have the right to file a complaint if you feel that you have been subject to
discrimination. The City does not retaliate because an individual has filed a complaint
alleging discrimination based on LOTE status or disability. Our department will work with
the Office of Language and Communications Access to address complaints.

How to file a complaint:

e In-Person: Ask us for a complaint form in your language.

o Large Print Version

Espanol/ Spanish-Version en Letra Grande

Kreyol ayvisyen/ Haitian Creole -Vésyon an gwo let

‘2 b 7 / Traditional Chinese - <585 FlLI iR

Tiéng Viét/ Vietnamese -Chit In Lén

Kriol/ Cabo Verd Creole - Vers I ¢ Y
Francais/ French -Version en gros caractéres

Af Soomaali/ Somali- Daabacaada farta weyn

fiifA 41 3¢ / Simplified Chinese- XK

Portugués/ Brazilian Portuguese -Versao em Letra Grande

Pycckuii/ Russian -TeKCT KpyIHBIM HIPUATOM
LSl Ll d3ws-Arabic /4n 21l o
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e Email: LCA@boston.gov with your complaint.
e (Call: 617-635-3414 to file a complaint
e Mail: Download the complaint form and mail it to:

o 1City Hall Sq. #500

o Boston, MA 02201

o Language and Communications Access

o Room 817
Large Print Version
Espanol/ Spanish-Version en Letra Grande
Kreyol ayisyen/ Haitian Creole -Vésyon an gwo let
‘g b 3 / Traditional Chinese - 55 F1 il i
Tiéng Viét/ Vietnamese -Chi In Lén
Kriolu/ Cabo Verdean Creole - Verson na Letra Grandi

Francais/ French -Version en gros caracteres

Af Soomaali/ Somali- Daabacaada farta weyn

fE A4 3¢ / Simplified Chinese- X5EAR

Portugués/ Brazilian Portuguese -Versao em Letra Grande
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https://docs.google.com/document/d/1qF8Bg1c4KnrEwg1Bs1l5cEvPgfvIvr1n5TFIRHCn3kc/edit?usp=sharing
https://docs.google.com/document/d/1HBN_Nt1uAQFDI4aLNRsjeMTBKf4nCxbQhN_JR6W1FZg/edit?usp=share_link
https://docs.google.com/document/d/1lRzVxmWFihUZads-LBSYhB9ogetJny9JmuGFCxKrf58/edit?usp=share_link
https://docs.google.com/document/u/0/d/1fRO-MNzTIVKiFCy-lfX14RNlTbZsnX-d5VyQJuuT75s/edit
https://docs.google.com/document/d/1auLnFaG9zS_MuNVPWBSZhF6si-27FkDNJE0h0DTmAyg/edit?usp=share_link
https://docs.google.com/document/d/1LQzWAxEcz74uqEiP18uNraTcTPRhY24rSgZI4acEz_E/edit?usp=share_link
https://docs.google.com/document/d/1htiXAYJLgtj89stBreMPBOvKQUn3Feztd_witvsJiRg/edit?usp=sharing
https://docs.google.com/document/d/1KUr_XZv4oqE2qgzb2fiiOxc7HdVyDgEthOwC7hLnzMQ/edit#heading=h.oao0er2hu12m
https://docs.google.com/document/d/1KjRNeeFj2CB33s-2D7NhFZjRRWW8dq9r6l6O_FfDmmg/edit?usp=share_link
https://docs.google.com/document/u/0/d/1ksW6tHcEl8eAiDAj6BxWiGywPZCVlDRKCUAXKKuIrlU/edit
https://docs.google.com/document/d/17jEhm9Y-YUyAwe8zrQ0PcYBAgyEzms-j3PCSNru7n1E/edit?usp=share_link
https://docs.google.com/document/d/199GdkJ4mSwilutReEMMaPZMca6kud6cn49UvZ_Ep4g0/edit?usp=share_link
https://docs.google.com/document/d/13HfRF3zZus9jXxHw6D17kv63FKx5duBi9tbvR43CMc8/edit?usp=share_link
https://docs.google.com/document/d/1mN-Ie3ibMN9NlrcwCLWK6d9G2MliVePTakpPnWLdfc4/edit?usp=share_link
https://docs.google.com/document/d/1_c3EoSX71GTDmiuE6jOyVJelamHKQtgbPoEEtlIY3Og/edit?usp=sharing
https://docs.google.com/document/u/0/d/14vKYNnK8KckRPZbIG1uf3Cx3FiCltHsX3QQTfsMncXM/edit
https://docs.google.com/document/d/1dfd4ncack_9inwYV2JC8xPgyvVhkHjcr3TtkepF8TEQ/edit?usp=sharing
https://docs.google.com/document/d/1ea2FvcIvOfyHzL5h0YgPXvEb3odroN82iFWyrP9lU80/edit?usp=share_link
https://docs.google.com/document/d/1NdjHccA5zV0Jr-seA3zKHa92MimvWa6rXHQSkAL9gEs/edit?usp=sharing
https://docs.google.com/document/d/1ey7HUcek_0iFalu0dPHDU2uTsepV2Wy9d2GW4jtA_ts/edit?usp=share_link
https://docs.google.com/document/d/1lTEiRFp1yMO-NZ6GTRc_wMpgC1tqYqt4ZTyzv-ruX-s/edit?usp=share_link
https://docs.google.com/document/d/16oGt6sp7tNbWto5--FUipKzgrHw7kpzI7qYoaL9F5lQ/edit?usp=share_link
https://docs.google.com/document/d/1Chnky88KeosaIJoXAuOhpDLR2BhMrwgxuPPalNfwelQ/edit?usp=share_link
https://docs.google.com/document/d/1awor4tY-Rwo_b3Nz6shY6-1rCUCcSXUfUKDu1oIXrMk/edit?usp=share_link
mailto:LCA@boston.gov
https://docs.google.com/document/d/1qF8Bg1c4KnrEwg1Bs1l5cEvPgfvIvr1n5TFIRHCn3kc/edit?usp=sharing
https://docs.google.com/document/d/1HBN_Nt1uAQFDI4aLNRsjeMTBKf4nCxbQhN_JR6W1FZg/edit?usp=share_link
https://docs.google.com/document/d/1lRzVxmWFihUZads-LBSYhB9ogetJny9JmuGFCxKrf58/edit?usp=share_link
https://docs.google.com/document/u/0/d/1fRO-MNzTIVKiFCy-lfX14RNlTbZsnX-d5VyQJuuT75s/edit
https://docs.google.com/document/d/1auLnFaG9zS_MuNVPWBSZhF6si-27FkDNJE0h0DTmAyg/edit?usp=share_link
https://docs.google.com/document/d/1LQzWAxEcz74uqEiP18uNraTcTPRhY24rSgZI4acEz_E/edit?usp=share_link
https://docs.google.com/document/d/1htiXAYJLgtj89stBreMPBOvKQUn3Feztd_witvsJiRg/edit?usp=sharing
https://docs.google.com/document/d/1KUr_XZv4oqE2qgzb2fiiOxc7HdVyDgEthOwC7hLnzMQ/edit#heading=h.oao0er2hu12m
https://docs.google.com/document/d/1KjRNeeFj2CB33s-2D7NhFZjRRWW8dq9r6l6O_FfDmmg/edit?usp=share_link
https://docs.google.com/document/u/0/d/1ksW6tHcEl8eAiDAj6BxWiGywPZCVlDRKCUAXKKuIrlU/edit
https://docs.google.com/document/d/17jEhm9Y-YUyAwe8zrQ0PcYBAgyEzms-j3PCSNru7n1E/edit?usp=share_link
https://docs.google.com/document/d/199GdkJ4mSwilutReEMMaPZMca6kud6cn49UvZ_Ep4g0/edit?usp=share_link
https://docs.google.com/document/d/13HfRF3zZus9jXxHw6D17kv63FKx5duBi9tbvR43CMc8/edit?usp=share_link
https://docs.google.com/document/d/1mN-Ie3ibMN9NlrcwCLWK6d9G2MliVePTakpPnWLdfc4/edit?usp=share_link
https://docs.google.com/document/d/1_c3EoSX71GTDmiuE6jOyVJelamHKQtgbPoEEtlIY3Og/edit?usp=sharing
https://docs.google.com/document/u/0/d/14vKYNnK8KckRPZbIG1uf3Cx3FiCltHsX3QQTfsMncXM/edit
https://docs.google.com/document/d/1dfd4ncack_9inwYV2JC8xPgyvVhkHjcr3TtkepF8TEQ/edit?usp=sharing
https://docs.google.com/document/d/1ea2FvcIvOfyHzL5h0YgPXvEb3odroN82iFWyrP9lU80/edit?usp=share_link
https://docs.google.com/document/d/1NdjHccA5zV0Jr-seA3zKHa92MimvWa6rXHQSkAL9gEs/edit?usp=sharing
https://docs.google.com/document/d/1ey7HUcek_0iFalu0dPHDU2uTsepV2Wy9d2GW4jtA_ts/edit?usp=share_link

m Pycckuii/ Russian -TeKCT KPYIIHBIM mpnd)TQM
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e Online: Fill out our online complaint form
o Espanol/ Spanish

Kreyol ayisyen / Haitian Creole
2 b / Traditional Chinese
Tiéng Viét/ Vietnamese

Kriol Verdean Creol
Francais/ French

Af Soomaali/ Somali

fii {44 3¢ / Simplified Chinese
Portugués/ Brazilian Portuguese

Pycckuii/ Russian

0O 0 0O 0O O 0O O O O
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https://docs.google.com/document/d/1lTEiRFp1yMO-NZ6GTRc_wMpgC1tqYqt4ZTyzv-ruX-s/edit?usp=share_link
https://docs.google.com/document/d/16oGt6sp7tNbWto5--FUipKzgrHw7kpzI7qYoaL9F5lQ/edit?usp=share_link
https://docs.google.com/document/d/1Chnky88KeosaIJoXAuOhpDLR2BhMrwgxuPPalNfwelQ/edit?usp=share_link
https://docs.google.com/document/d/1awor4tY-Rwo_b3Nz6shY6-1rCUCcSXUfUKDu1oIXrMk/edit?usp=share_link
https://docs.google.com/forms/d/e/1FAIpQLSdFd7hkkvB81_ER1dshP9FcK2B8ukYK0wYBKdnQ-kDfD5KO6A/viewform
https://docs.google.com/forms/d/e/1FAIpQLSfZv96CVAqEDMXBNijZ7XE2l-Cuk80S1gA28GFj3m4wmUl9jA/viewform
https://docs.google.com/forms/d/e/1FAIpQLSfaw-PA4-3j38_87VTd1ZXUwTm-JhIXw72iohl6x-qtS2Iu2w/viewform
https://docs.google.com/forms/d/e/1FAIpQLSfURT5GLMSC_e5-WDPhTxx61gnRlJEl3iRw7XPMdhaiE-EkqA/viewform
https://docs.google.com/forms/d/e/1FAIpQLSckpprKNI53NTBKrkHbwnTlRrYgLkqWgjUatuEcu6Cu7mbxsQ/viewform
https://docs.google.com/forms/d/e/1FAIpQLSfmh2crCzfrAMm15gmyF_-KsXvGRmMGfKI_wPG3ivcb2GMMLQ/viewform
https://docs.google.com/forms/d/e/1FAIpQLSfWu4AEZf2bL6POeIfkdlwQ5RjUh5fbgvBDQ2h9S-Hbc1h0Hg/viewform
https://docs.google.com/forms/d/e/1FAIpQLSemvRESuhwZ9yqHcsbHJrwzQL0rvibL9ib3_-2lv5ixo13nGQ/viewform
https://docs.google.com/forms/d/e/1FAIpQLSchQLBrG1sk9fmRgBq2FQ4-omISQCqNxXm5oV_OdLp-PPRIig/viewform
https://docs.google.com/forms/d/e/1FAIpQLSffFwUPOxDSmY-lh9BZGD--oVCHe8TBeH0-Pz9LHLfb9LqV9A/viewform
https://docs.google.com/forms/d/e/1FAIpQLSeMgI-xP0GIlC6eKzeuKXnavkTTME3FEDM7UXW-uFfd4QZpSQ/viewform
https://docs.google.com/forms/d/e/1FAIpQLSeg5auE6vC24DRzsOrmefd29ke583p64-DuEn3qaNq7fgk3kA/viewform
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