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PURPOSE  
 
 
On July 31, 2013, Mayor Anise Parker signed Executive Order 1-17 under the authority of 
Article VI, Section 7a, of the City Charter of the City of Houston. The order mandates all City 
departments to establish policies for providing information about City services, programs, and 
activities to residents and visitors with limited English proficiency (LEP).  
 
The language access executive order calls for the translation of essential public information into 
five languages other than English for which there is the greatest need among Houston 
residents.  The Office of International Communities, which oversees the project, will conduct a 
data-driven language needs assessment, working closely with City departments, international 
community leaders and stakeholders and university-based experts to identify the five languages 
that will be adopted into the plan.  The order is aligned with Mayor Parker’s commitment to 
strengthening the city’s economy and improving the quality of life for all Houstonians. 
 
In addition to the mandate presented by Executive Order 1-17, federal precedents exist for the 
provision of language access services relevant to the City. The two main legal bases for 
language access are Title VI of the Civil Rights Act of 1964, which prohibits discrimination 
based on national origin, and 2000’s Executive Order 13166, which affirms Title VI’s language 
access requirement and outlines additional requirements. Any entity receiving federal support, 
even indirectly, is required to provide language access. Moreover, Title VI applies to a 
recipient's entire program or activity, requiring all parts of a recipient's operations be covered, 
regardless of whether the recipient is only partially funded through federal funds. Language 
access requirements are therefore relevant to a wide variety of programs, services and activities 
provided by Houston city agencies.1  
 
Per the requirements of Executive Order 1-17, the Houston Department of Health and Human 
Services (HDHHS) has prepared this Language Access Plan (“LAP” or “Plan”) to create 
protocols for providing meaningful access to department services, programs, and activities (both 
written and orally communicated) to LEP individuals. 
 
  

                                                        
1 Executive Order 13166 can be found at: http://www.gpo.gov/fdsys/pkg/FR-2000-08-16/pdf/00-20938.pdf and related guidance on 
implementation of the federal Executive Order can be found at: http://www.gpo.gov/fdsys/pkg/FR-2002-06-18/pdf/02-15207.pdf 

http://www.gpo.gov/fdsys/pkg/FR-2000-08-16/pdf/00-20938.pdf


 4 

DEPARTMENT INFORMATION 
 
 
The mission of Houston Department of Health and Human Services is to work in partnership 
with the community to promote and protect the health and social well-being of all Houstonians. 
 
Our goals are to: 

1.  Protect the community from disease 
2.  Prepare for, respond to and recover from disaster 
3.  Increase opportunities for healthy living 
4.  Give children a healthy start 
5.  Align services with national mandates and standards 
6.  Demonstrate organizational excellence 

 
Department Divisions  

 Community Health Services 
 Children and Family Services 
 Environmental Health 
 Office of Surveillance and Public Health Preparedness 
 Evaluation and Program Development 
 Administrative Services 

 
HDHHS’ scope of services includes: 
 

1. Children and Family Programs 
 Care Houston 
 Healthy Families Healthy Futures 
 Houston/Harris County Area Agency on Aging 
 Kids Village 
 Kids Vision for Life 
 Nurse Family Partnership 
 Project Milestone 
 Project Saving Smiles 
 Women, Infants and Children (WIC) Program/Nutrition Services  
 

2. Clinical Programs and Services - preventive health care, treatment, counseling and 
referrals for selected diseases are provided at community health centers, through mobile 
services and community-based organizations.  HDHHS’ five health centers include La 
Nueva Casa De Amigos, Magnolia, Northside, Sharpstown and Sunnyside.  Services 
include: 
 CHS Services on the Road:  Keeping Houston Healthy 
 HIV/AIDS testing and prevention 
 Sexually transmitted disease (STD) treatment 
 Tuberculosis screening, diagnosis and treatment 
 Hansen’s Disease treatment 
 Disease investigation 
 Childhood immunizations 
 Selected travel immunizations 
 Family planning 
 Dental services 
 Lead screening 
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3. Community Support - HDHHS provides a variety of community support services to the 

residents of Houston. 
 Birth and Death certificates (Bureau of Vital Statistics) 
 Community Re-entry Network program 
 Diabetes Awareness and Wellness Network (DAWN) 
 Health planning/health statistics 
 Jail Health/Emergency Medical Services 
 Reference laboratory/Well Water analysis 
 Emergency preparedness 

 
4. Education and Health Promotion 
 Community Garden program 
 Community Transformation grant 
 Farmers markets 

 
5. Emergency Preparedness 
 Public health preparedness 
 Readyhouston.org 

 
6. Environmental Health Services - provides a variety of programs and services relating 

to air and water pollution, occupational health and food establishments. 
 Air Quality 
 Community and Childrens Health 
 Consumer Health Services 
 Lead Based Paint Hazard Reduction 
 Water Quality 

 
7. Human Services - HDHHS organizes, coordinates, and manages a variety of internal 

and external services and resources to help people be reasonably self-sufficient. These 
include systems of care programming, programming to promote healthy behaviors, 
social services, conducting/facilitating individual and family assessment and care 
coordination, community mobilization projects and the coordination of recreational and 
social activities. 
 Assessment, Intervention and Mobilization (AIM) projects 
 Community gardens program 
 Community Health Services on the Road 
 Community Re-Entry Network (CRN) 
 Harris County Area Agency on Aging 

 
8. Multi-Service Centers - Eleven community-based multi-service centers provide an 

array of services chosen to meet the needs of the surrounding community. Most multi-
service centers include, among other services, child daycare, senior citizen centers, 
substance abuse counseling, some emergency services and family counseling.  The 
centers are Acres Homes, Denver Harbor, Fifth Ward, Hiram Clarke, Kashmere, 
Magnolia, Northeast, Southwest, Sunnyside, Third Ward and West End. 
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KEY DEFINITIONS 
 
 
Essential Public Information:  Per Executive Order, “Essential Public Information” is any 
information developed or used by HDHHS and deemed vital for purposes of public safety, public 
health and economic development. This term is used interchangeably with the term “vital 
documents.” 
 
Executive Order 1-17:  This is a policy directive signed by the Mayor that mandates all City 
departments to establish policies for providing information about City services, programs, and 
activities to residents and visitors with limited English language proficiency (LEP). 
 
Interpretation and Translation: Taken verbatim from the U.S. Department of Homeland 
Security’s (DHS) 2012 Language Access plan2: 
 

“Interpretation involves oral communication. Translation involves written 
communication. Interpretation involves the immediate communication of meaning 
from one language into another. An interpreter conveys meaning orally; as a result, 
interpretation requires skills different from those needed for translation. Interpreting is 
a complex task that combines several abilities beyond language competence in order 
to enable delivery of an effective professional interpretation in a given setting. From 
the standpoint of the user, a successful interpretation is one that faithfully and 
accurately conveys the meaning of the source language orally, reflecting the style, 
register, and cultural context of the source message, without omissions, additions, or 
embellishments on the part of the interpreter. Professional interpreters are subject to 
specific codes of conduct and should be trained in interpretive skills, ethics, and 
subject-matter language.  
 
DHS components utilizing the services of interpreters should request information 
about certification, assessments taken, qualifications, experience, and training. 
Interpreters may be physically present, or, in appropriate circumstances, may appear 
via videoconferencing or telephonically. When videoconferencing or telephonic 
interpretation are used, options include connecting directly to a specific professional 
interpreter with known qualifications, or using a company that provides telephonic 
interpretation services and has in place quality control and privacy safeguards.  
 
If bilingual staff is asked to interpret or translate, staff should be qualified to do so. 
Assessment of ability, training on interpreter ethics and standards, and clear policies, 
as noted below, that delineate appropriate use of bilingual staff, or contract 
interpreters and translators, will help ensure quality and effective use of resources.”3 

 
iSpeak Cards:  These are cards that can be used to help an LEP individual obtain interpretive 
services. LEP’s are instructed to go online to find their language and print them.  They can 
insert their name on the blank line on both the English and the non-English language 
statements. They then cut along the border lines, place back to back with adhesive (glue or 
paste), and laminate the card. They can keep these cards in their wallet to be used to help them 

                                                        
2 Definition available on pages 2 and 3 of US Department of Homeland Security February 2011 Language 
Access Plan, available at: http://www.lep.gov/guidance/040312_crcl-dhs-language-access-plan.pdf 
3 For the purposes of this language access plan, the term “DHS Components” in the definition can be 
substituted for “Agencies”  
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get interpretive services when needed.  You can access iSpeak cards at many online resources, 
including: http://www.cdss.ca.gov/civilrights/PG584.htm 
 
iSpeak Houston: This is the designee for all language access activities in the City of Houston.  
As a part of the Department of Neighborhoods, iSpeak Houston oversees the City of Houston 
Language Access Task Force and liaisons with the City departments through the Language 
Access Coordinators, who also serve as members of the task force.  In addition to serving as 
the hub for all language access activities, iSpeak Houston offers language access technical 
support and services to City of Houston staff. 
 
Language Access Coordinators: These individuals are responsible for devising and ensuring 
that the City department they represent is in compliance with the Mayor’s Executive Order 1-17, 
and that their department adheres to its language access policy directives, plan and procedures 
to provide meaningful access to LEP persons.  They also represent their department on the City 
of Houston Language Access Task Force.   
 
Language Line/Telephone Interpreting:  This is a service that connects human interpreters 
via telephone to individuals who wish to speak to each other but do not share a common 
language. The telephone interpreter converts the spoken language from one language to 
another, enabling listeners and speakers to understand each other. Interpretation over the 
telephone most often takes place in consecutive mode, which means that the interpreter waits 
until the speaker finishes an utterance before rendering the interpretation into the other 
language. Telephone interpreting is one modality or delivery mechanism for providing 
interpreting services. Other forms of delivering interpreting services include in-person 
interpreting and video interpreting for the deaf and hard of hearing.  For the City of Houston, the 
service can be accessed through the 3-11 service help line at no cost to constituents.  
Departments that utilize the service line, however, will be assessed a fee for utilizing the 
service.  Fees are charged by the minute, and fees per language may differ.    
 
Limited English Proficient (LEP):  For the purposes of this plan and the activities to be 
undertaken in its execution, an LEP individual is someone who is not able to speak, read, write 
or understand the English language at a level that allows him/her to interact effectively with 
HDHHS staff.  Individuals maintain the right to self-identify as a LEP person and should not in 
any circumstances be expected to pay for translation or interpretation services in order to 
effectively communicate with HDHHS.  
 
  

http://www.cdss.ca.gov/civilrights/PG584.htm
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LANGUAGES COVERED 
 
 
Executive Order 1-17 mandates City agencies to provide essential public information in a 
minimum of the City’s top five languages spoken by LEP individuals. Given the particular nature 
of interaction that the City has with the public, both orally and in writing, the City has determined 
that the following languages will be covered for translation and interpretation services:  
 

1. Spanish 
2. Vietnamese 
3. Chinese 
4. Arabic 
5. Urdu 

 
The selection for the five languages was approved by the Mayor.  The languages were 
determined using the U.S. Census Bureau data compiled by the City’s Planning and 
Development Department.  From the 2010-2012 American Community Survey, data was based 
on the table “Language Spoken at Home by Ability to Speak English for Population 5 Years and 
Over.”  Limiting it to the City census tracts, the data was further delineated to the City population 
determined by “Language Spoken at Home (other than English) and further classified to “Speak 
English Very Well” and “Speak English less than Very Well.”  The table in the Appendix details 
the City population per language and is ranked accordingly by total per specific language in the 
“Speak English less than Very Well” column. 
 
The top five languages in the above list might not necessarily cover the languages of all 
individuals seeking programs, services, and activities from the department.  In an effort to avoid 
the misperception of unequal services or uneven coverage of language access services to 
communities who speak languages not identified in the list, HDHHS will follow the City-wide 
protocol for handling LEP individuals.  Other languages will be available through the City-wide 
contract and/or Language Line. 
  
If a request is made for an essential document that is not available in the above list of 
languages, when feasible, the department will utilize the City-wide translation vendor to 
translate the requested essential document.  The decision to translate the document will be 
determined by the Department Director, or designee.   
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LANGUAGE ACCESS SERVICES  
 
 
HDHHS proposes a number of activities to fulfill its responsibilities under Executive Order 1-17.  
The sections below describe HDHHS’ approach to determine what to translate or provide 
interpretation services for, implementation, and how to gauge whether the plan is working.  
 
A1.  Translation of Essential Public Information and Vital Documents 
 
Criteria for determining – 

• “Essential Public Information” - information about our department services to the public 
(see HDHHS’ Scope of Services pages 3-5)  

• “Vital Documents” - information crucial for public health (health services, patient 
care/treatment, consumer health and environmental services)  

 
1. Department divisions will provide a list of documents that they consider essential/vital 

information.   
2. The Assistant Director of the division or designee will provide a brief written explanation 

of why the document is considered essential/vital. 
3. The Department Director or designee will work with iSpeak Houston to review the 

documents. 
4. The Department Director or designee will determine for the department which 

documents provided by the division are essential/vital. 
 
The following are examples used in HDHHS, but not a complete list.   
 
Essential Public Information 

 Information sheet on the 11 Multi-Service Centers 
 Services by Bureau of Vital Statistics  
 Public health preparedness 
 Emergency preparedness 
 Public events information 

 
Vital Documents  

 Patient Registration form 
 General Consent / Acknowledgement of Receipt of Privacy Notice Form 
 Change of Information Form  
 Authorization for Release of Information / Autorizacion para dar informacion 
 Notice of Privacy Practices (effective 09/2009)  
 Medical History Questionnaire 
 Family Planning - History Questionnaire (E/S) 
 Family Planning - Annual History Update  
 Male Medical History Form  
 STD Intake/Risk Assessment/Medical History Form 
 STD Referral Letter 
 Female Risk Assessment (Communicable disease)  
 Referral slip / Referencia 
 Form Letter - "One of the tests done on your last visit requires further action." 
 Vacunas Requieridas  
 Texas Vaccines for Children (TVFC) Program Patient Eligibility Screening Record / 

Registro de Determinacion del Derecho a la Participacion del Paciente 
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 Screening Questionnaire for Adult Immunization / Cuestionario para la Vacunacion 
de Adultos 

 TB Disclosure and Consent for Medical and/or Dental Treatment Rendered 
 Missed Appointment Notification Letter 
 Schedule of Food Service Manager’s Certification classes (English, Spanish, 

Vietnamese, Chinese, Indian dialects (Bengali, Gujarati, Hindi, Kannada, Marathi, 
Punjabi, Urdu) 

 Food Service Manager’s Certification Manual (Spanish, Chinese)  
 Foodborne Illness Complaint Intake Form (online) 
 Fats, Oils and Grease (FOG) educational information (Spanish) 

 
 
A2.  Implementing Translation of Essential Public Information and Vital Documents 
 
In order to translate the essential public information outlined in the section above, HDHHS will 
use the following resources and processes:  
 

1. Documents will be translated using the City’s approved vendor for translation and 
interpretation services in accordance with procedures set out by the administration. 

2. To ensure quality assurance, all documents that have been translated will be reviewed 
by the Community Language Access Committee (“Committee”) of the Mayor’s 
International Communities Advisory Task Force, and the Language Access Coordinators 
(from various departments).   

3. If the documents are approved for translation, they will be made available online to the 
public in PDF format on the Department’s webpage.   

4. When feasible, the documents in print format will be made available in public areas. 
5. If the document does not meet the quality assurance standards identified by the 

Committee, the document will be sent back to the translation firm with instructions to 
improve the content. 

6. The revised documents will be submitted for review by the Committee.  If the documents 
are approved, they will be sent to the Department Director, who will send an approved 
copy of the document to the HDHHS Language Access Coordinator. 

7. Copies of the approved document will be on file through the HDHHS’s intranet website. 
8. Essential/vital documents/information that are approved through this process will be 

reviewed every two years for revisions and to determine if the information is still relevant 
for each particular division. 

 
 
B1.  Interpretation Services  
 
Where HDHHS conducts in-person, telephonic or otherwise orally-communicated business with 
the community, when feasible, it will provide interpretation services for LEP individuals.  It plans 
to do so by following the City’s Administrative Procedure for handling LEP individuals; see 
Appendix. 
 
 
  



 11 

B2.  Implementation of Interpretation Services 
 
As of September 1, 2001, the purpose of HDHHS policy is to facilitate communications with 
limited or non-English proficient clients.  The goal is to provide services that will enable limited 
or non-English proficient clients to access or participate in programs/services offered by 
HDHHS.  Processes include:  

1. Bilingual staff in public contact positions 
2. Experienced, trained staff interpreters 
3. Contract with private interpreter services (Language Line Solutions) 
4. Interpreters available through community service organizations  
5. Signage publicizing constituents’ right to free interpreter services; located in central 

areas and points of contact 
6. Identification/assessment procedure by staff to assess customers’ language needs 
7. Patient self-identification 

 
HDHHS will use the following resources and processes to provide interpretation services:  

1. HDHHS will determine the department staff who are bilingual and able to provide 
interpretation support.  A department list of bilingual staff will be created with their name, 
division, contact information, and the language(s) spoken.   

2. The department contact list will be maintained by the HDHHS’ Human Resources 
liaison.  The divisions’ contact list will be maintained by the respective division.  

3. Department staff needing interpretation assistance will contact the bilingual designee on 
the list for the language needed to ask if he/she can assist with the interpretation.  If 
possible, plan in advance for this assistance. 

4. If no bilingual designee is available, staff will use the City’s approved vendor for 
interpretation services.   

5. Using family members and minors for interpretation services is not considered an 
effective approach to providing translation. 

 
In the event that interpretation services are needed beyond what HDHHS’ bilingual staff can 
provide, HDHHS will follow the 311/Language Line processes. 
 
 
C.  Monitoring, Evaluation and Documentation of Translation and Interpretation Program  
 
To ensure effective and efficient implementation of HDHHS’s translation/interpretation plan, 
HDHHS will conduct the following routine monitoring, evaluation, and documentation of the 
language access plan implementation.  HDHHS understands that this internal process can 
inform, but does not substitute, reporting requirements established under Executive Order 1-17 
and that (will be or have been) shared with HDHHS  by the Mayor’s designee.  
 
The divisions that interact with the public and have any related translation and interpretation will 
be required to maintain a log of services requested (written translation, on-site interpretation, 
and over-the-phone interpretation; date, time and resources; frequency of use; bilingual 
staff/outside service). A quarterly report will be submitted to the Language Access Coordinator, 
so the department may monitor and evaluate language access needs. 
 
Per Administrative Procedure No. 3-9 Bilingual Pay for Municipal Employees, the City is 
required to annually screen language abilities for employees classified with bilingual pay.  Job 
applicants for bilingual positions are assessed through verbal questioning during the interview 
process.  If an applicant is determined to be proficient and selected for the position, Human 
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Resources (HR) submits the Bilingual Pay Request Form.  HR also administers an annual 
bilingual testing to randomly selected City employees who are currently receiving bilingual pay.  
These procedures are also included as part of HDHHS’ accreditation process as a public health 
department. 
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REPORTING REQUIREMENTS AND EMPLOYEE TRAINING 
 
 
Per the requisites in Executive Order 1-17, HDHHS understands that reporting requirements 
and employee training will be facilitated through the Mayor’s designee, the Office of 
International Communities. These items have been or will be provided separately to HDHHS 
and staff. 
 
A. Reporting Requirements 
Per Executive Order: 
 
6.5 Reporting 

6.5.1  All Coordinators shall report plan progress, assessments and recommendations    
periodically to department heads and the Mayor's designee. 

  
6.5.2  The Mayor’s Designee will establish a reporting format, report submission interval and 

technical assistance to departments. Reporting logistics should be established within 
six months of this Executive Order.  

 
6.5.3  The Mayor’s Designee will work with the Coordinators to develop protocols used to 

measure the progress by the department, as well as by feedback from the public 
constituencies with limited English proficiency served by the City department.  

 
B. Staff Training 
Per Executive Order: 
 

6.4    City employees who routinely have direct, substantive interaction with the public (front-
line employees) shall be trained in language access policies and procedures that shall 
include protocols for assisting LEP populations.  Training shall be provided by the 
Mayor’s designee.  

• The Department will comply with all training requirements. 
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TOP FIVE LANGUAGES OF NEED SPOKEN IN HOUSTON 
 
 
 
Ability to Speak English “Less Than Very Well”  
in City of Houston 
 
Source: 2012 American Community Survey,  
U.S. Census Bureau 
Date: January 17, 2014 
 
 
Introduction 
Data on ‘Language spoken at home by Ability to Speak English’ were derived from the U.S. 
Census Bureau’s 2008-2012 American Community Survey (ACS) 5-year estimates.  The data 
includes only population 5 years and over who have the ability to speak a language.  This data 
is collected in an effort to measure the current use of languages other than English.  The ACS 
collects information from a large annual sample of approximately 3 million housing unit 
addresses and therefore provides more reliable statistics.  The usefulness of the self-rated 
English-speaking ability question was established in the 1980s. 
 
Respondents were instructed to print the name of the non-English language spoken at home.  If 
the person spoke more than one language other than English, the person was to report the 
language spoken more often.   
 
 
City of Houston 
English-speaking ability varied widely among the speakers of the top ten languages spoken in 
the City of Houston.  The top ten languages spoken in Houston are:  English, Spanish, 
Vietnamese, Chinese, French or Creole, Urdu, Arabic, Hindi, and Tagalog (Philippines) and 
Korean.   
 
The Census Bureau distinguishes the ability to speak English between “Very Well” and “Less 
Than Very Well”.  In Houston, the “Less Than Very Well” category ranked numerically are 
Spanish, Vietnamese, Chinese, Arabic, Urdu, Korean, French or Creole, Hindi, and Tagalog 
(Philippines).  Those who speak “Less Than Very Well” category varies between 397,429 
persons (Spanish) being the highest and 1,551 persons (Philippines-Tagalog) being the lowest. 
The higher proportion indicates that they have a huge difficulty in conveying information clearly 
in English from normal conversations to obtaining assistance from non-profit organizations, 
Government etc.  
 
Recommended five languages based on numerical rank of Speak English “Less than Very Well” 
are: Spanish, Vietnamese, Chinese, Arabic and Urdu. 
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Language Spoken 
at Home

(other than English)

Speak English 
"Very Well"

Speak English 
Less than 

"Very Well"
Spanish or Creole 87% 729,528 332,099 397,429 1

Vietnamese 4% 33,285 11,701 21,584 2

Chinese 3% 24,286 10,765 13,521 3

Arabic 1% 8,580 5,256 3,324 4

Urdu 1% 7,873 5,090 2,783 5

Korean 1% 4,672 2,174 2,498 6

French or Creole 1% 10,445 7,959 2,486 7

Hindi 1% 8,203 6,162 2,041 8

Tagalog (Philippines) 1% 6,985 5,434 1,551 9

Totals 100% 833,857 386,640 447,217
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ESSENTIAL DOCUMENTS 
 

(to be added) 
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MONITORING ASSESSMENT TOOL 
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INTERPRETATION POLICY AND PROCEDURE 
FOR HANDLING LEP INDIVIDUALS 

 
(draft) 
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INTERPRETATION POLICY AND PROCEDURE 
 FOR HANDLING LEP INDIVIDUALS 

 
 
POLICY: 
 
It is essential to have procedures in place for provision of services to individuals with Limited 
English Proficiency (LEP) as stipulated in the Mayor’s Executive Order 1-17. 
 
The City of Houston will take reasonable steps to ensure that persons with Limited English 
Proficiency (LEP) have meaningful access and an equal opportunity to participate in our 
services, activities, programs, and other benefits. The policy of the City of Houston is to ensure 
meaningful communication between City staff and LEP persons.   
 
All interpreters, translators and other aids needed to comply with this policy shall be provided 
without cost to the person being served. Constituents and visitors will be informed that these 
services are available free of charge. 
 
Language assistance will be provided through the use of competent bilingual staff, staff 
interpreters, contracts or formal arrangements with local organizations providing interpretation 
or translation services, or technology and telephonic interpretation services. All City employees 
will be provided notice of this policy and its procedures. Employees working with the public or 
having direct contact with LEP individuals, will be trained on efficient communication techniques, 
the effective use of an interpreter, and on how to properly handle LEP individuals.  
 
Department employees who work with the public will be trained on how to properly handle LEP 
individuals. 
 
Executive Order 1-17 requires City Departments to implement department or agency-specific 
language access plans. Services, programs and activities, resources, and operations may vary 
significantly among departments. In certain instances, for a department to ensure that LEP 
individuals continually receive the highest level of services, department specific policies and 
procedures may need to be adopted that meet the specific needs of a department. Any policy or 
procedure developed by the department may not conflict with this policy.  
 
Departments will conduct regular reviews of the language access needs of their constituents, 
and update as well as monitor the implementation of this policy and these procedures, as 
necessary. 
  
 
PROCEDURE: 
 
The following procedure should be used by City employees to handle LEP individuals whether 
in person or by telephone.  Keep in mind that these procedures may not be realistic for every 
situation, so employees are encouraged to use their best judgment to comply with Executive 
Order 1-17.  

DRAFT subject to Mayor’s 
approval 
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IDENTIFYING LEP INDIVIUALS AND THEIR LANGUAGE:  

• City employees will promptly identify the language and communication needs of the LEP 
individual.  

•  If necessary, employees will use a language identification card, “ISpeak cards,” 
(available online at www.lep.gov), or posters to determine the language.  

 
OBTAINING A QUALIFIED INTEPRETER: 
 
Department In-house Staff Interpreters  

• City employees will first use their in-house staff to interpret if available. 
• Departments will maintain a list of bilingual employees that has their name, the 

language(s) they speak, and their phone number.  
• Departments will make the list easily accessible to all of their employees. 

LEP Using friend/family to Interpret 
• Some LEP individuals may prefer to use a family member or friend as an interpreter. 

However, family members or friends of the LEP person will not be used as translators 
unless specifically requested by that individual and only after the LEP person has a clear 
understanding that the City’s offer to provide an interpreter is free and at no charge to 
them 

• If the LEP individual chooses to use a family member or friend as an interpreter, issues 
of competency of interpretation, confidentiality, privacy, and conflicts of interest will be 
considered. If the family member or friend is not competent or appropriate for any of 
these reasons, the City department will provide competent translation services for the 
LEP individual. 

Language Line Interpretation 
• When a bilingual employee is not available, employees may use the Language Line 

through the 3-1-1 help service line.  For the purpose of obtaining a telephonic language 
translator through 3-1-1, the following procedures have been established: 

o Staff members should assess the language needs of the LEP individual if 
possible. 

o If the LEP person is in the private office of an employee, staff should consider 
using the speaker phone option, or if the LEP person is on the phone, employees 
can use the three-way dial option.   

o Employees who work in public areas should not use the speaker phone option. 
o Dial 3-1-1 or 713.837.0311.  
o The employee should inform the 3-1-1 operator of who they are, identify their 

department, and inform him/her of the need for a language translator. The 
operator should be informed of the specific language the LEP individual needs 
translation assistance with. If the specific language is not known, the employee is 
to inform the operator that they do not recognize the language and that they need 
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assistance. Employees are to wait on the line until an interpreter becomes 
available. 

o Once a Language Line interpreter has been connected, the employee is to 
explain the nature of the call, describe the situation, and what needs to 
accomplished in advance of the translation process beginning 

o The employee is to use simple words and avoid jargons. 
o Before ending the call with the interpreter, the employee should request that the 

translator ask the LEP individual whether or not they are satisfied with the 
information they received and if they have any questions. If responses are 
needed to any additional questions, the employee will respond accordingly. 

o When finished, the employee should say “End Call” to complete the translation 
service.   

o End the call. 

 
Revised:  January 30, 2014 
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