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INTRODUCTION

A Language Access Plan is a significant step in ensuring meaningful access to park services for LEP
communities.  When implemented successfully, such a plan could help Limited English Proficient
(LEP) individuals access park services, know and understand what is happening in their park, exercise
their rights in the park, and find their way in and through a park. Additionally, a language access plan

facilitates fuller participation of LEP individuals in park improvements and park programming.

The NYC Immigrants and Parks Collaborative (herein, the Collaborative) is a working group of 10
community-based organizations, the New York Immigration Coalition and Partnerships for Parks, and
has been working to improve language access in parks. In response to the Mayor’'s Executive Order
120, the Collaborative created the Language Access Task Force, which has been gathering information
and identifying the priority language access needs in it's communities. The Collaborative, which aims
to ensure that the city’s open spaces are accessible by all, believes a successful language access plan
is the product of a planning and implementation process that meets park and community specific needs
as well as citywide priorities, addresses general access issues as well as language access needs, and

calls upon the knowledge and experience of the community.

The Collaborative provides direct access to immigrant communities. The New York City Department of
Parks & Recreation (DPR) can benefit from the member groups’ understanding, influence, and
relationships with their immigrant constituents. The Collaborative is interested in working with the
agency:
1. to provide recommendations- as set forth in this document- for a Language Access Plan
to support DPR’s language access planning process; and
2. to assist DPR with implementation—whether this takes the form of advice and
consultation from its focus groups or by piloting DPR’s language access initiatives on the
ground and monitoring results.
The 10 Collaborative member groups serve a total of 8 parks across all 5 boroughs, but the lessons
learned from working together with DPR stand to be valuable and replicable in other parks citywide.
Following is a list of recommendations for language access from priority needs and issues developed

by the Collaborative’s Language Access Task Force.




RECOMMENDATIONS

What follows is a detailed list of key elements that we feel are important to include in the language

access plan in order for LEP populations to effectively participate in and benefit from DPR services.

Needs Assessment

We recommend these suggestions for incorporation into the needs assessment:
Comprehensive annual assessments of language needs by park, neighborhood and service area,
paying particular attention to the unique needs of the different parks and recreational spaces (e.qg.
flagship parks vs. neighborhood parks, etc...).
Identification and characterization of the nature and importance of the services and programs
provided by the agency that would help determine priorities for language assistance services
Gathering of data on the language composition of the population eligible to be served by the
agency, as well as language data on those actually being served.
Survey of local service areas that determine the number of LEP residents seeking language
assistance and the number of requests for assistance by DPR staff.
Identify all points of contact between the public and DPR and all potential language or language-
related barriers to service.
Identify existing bilingual staff that is competent to perform interpretation services and consider

what changes are needed to involve bilingual staff in serving LEP individuals.

Identifying and Tracking Language Needs
Use language cards to identify and record the language spoken by each LEP customer. Maintain
records of:
The primary language of the individual who seeks or receives assistance or services from the
agency
Each individual's language preference for written and in-person communication
Instances when translation and interpretation services are provided

The number of competent bilingual personnel and staff interpreters employed by the agency




RECOMMENDATIONS

Translation of Vital Documents
Provide free and prompt translation services to LEP individuals. Specifically, we recommend that DPR:

Translate all vital documents into every language regularly encountered.

Provide a multilingual tag line in all vital documents in English that notifies LEP individuals in all

covered languages that the agency will:
1. Provide a version translated into the appropriate language upon request; or
2. Provide oral translation of the written document

Clearly identify the permitting process in offices procedures by using a large illustrated step-by-step

poster.

Prominently display and group together translated documents by language

Create documents that are easy to navigate with a pictogram or icon, identifying what each

document is used for (i.e.: special event permit, playing field permit, etc...)

Event outreach and promotion can be done in multiple languages (flyers, posters, cards, etc)

A website available in multiple languages.
Example: A look at the New York City Housing and Preservation and Development and the
Queens Public Library websites indicates that not all pages have to be translated, but should
have a place on home page with top 6 languages that takes you to a menu of all pages in those
languages. Priority pages include facts on permits, rules, maps of each large park, facilities
available at various parks, how to reach someone who speaks that language for further info,
events/activities schedule, etc. The Queens Public Library has been dealing with multiple
language users for a long time- they even have their own demographers.

Devise a system for reviewing new translation needs on an annual basis or whenever new written

materials are issued in English.

Signage and Visual Materials
Additionally, we recommend that all appropriate signage and printed visual materials have a consistent
graphic identity. Specifically, we suggest:
Using a universal system of icons or illustrations from park to park instead of translations wherever
possible. Ideas or information can be conveyed pictorially whenever possible (Less text more

illustrative images)




RECOMMENDATIONS

Signage and Visual Materials (cont.)
Signs that contain color coded systems for denoting either certain kinds of information or particular
languages (e.g. English is always in blue, Spanish is always in orange)
Park maps and directional signs that contain clear and consistent graphic icons and are located
conspicuously at major entrances and points of interest. Additionally, these can help locate
important facilities such as bathrooms, police stations through iconography.
Signs that are posted in appropriate languages and show what park users can access as well as
what they can’t access.
Historical/P oints of Interest Markers can also be translated
DPR can partner with local community/park groups to post information in multiple languages on
Community Bulletin Boards regarding activities and events being held in the park.
Schedules with open un-permitted hours should be translated and posted on a seasonal basis
along with the procedure for permitting.
Park Rules and Regulations can be iconographic and located next to park maps, and at specific
related facilities (e.g.: barbecue pits)
Emergency information signage should be located throughout parks and whenever necessary (e.g.
rodent extermination, contamination...)

For examples of best practices look at Queens Botanical Garden (see Appendix A)

Interpretation Services
Provide free and prompt interpretation services as for LEP individuals at all stages of interaction,
including telephone and in-person contact.
Hire park greeters who can greet and help direct LEP individuals in their native language.
Parks programming events and meetings can be translated/bilingual
Prioritize the use of bilingual staff over the use of interpreters to maximize efficiency through the
use of direct communication.
Provide prompt language assistance services by ensuring that LEP individuals do not have to wait
unreasonably longer to receive assistance than individuals that do not require assistance services.
Make over the phone interpretation services available wherever in-person interpretation is not

possible (e.g. by using Language Line)




RECOMMENDATIONS

Interpretation Services (cont.)
Utilize a universal number for language assistance and provide a directory listing for languages
available for over the phone services. This information can also be provided in writing at parks
facilities and on the website.

Create a public directory of park staff who speak different languages

Notifying the public of language assistance service S

Upon initial contact, whether by person or in telephone, or by mail or e-mall, if it is determined that
an individual's primary language is not English, inform this person in their primary language of the right
to free language assistance services (e.g. use Pictorial Cards or Language Identification cards)

Provide in all program outreach and application materials a notice advising individuals in all covered
languages of the right to free language assistance services and how to obtain them.

Post conspicuous signs in the covered languages informing the right to free language assistance
services and how to obtain them.

Promote park events through ethnic media.

Present to community groups in different languages town halls we can organize and invite

Libraries are also good places to reach local communities and let them know what’s available for
speakers of other languages — most QPL branches have a community liaison who can contact frequent

users of that branch.

Training and Quality Assurance

Train staff annually on the language access policy, how to obtain contracted services, skills for
working with interpreters, confidentiality and other such issues to ensure they are providing
appropriate language services.

Focus on those employees in the front lines and maintenance workers, seasonal staff. These are
the folks most parks users interact with and they often do not have the proper information needed to
assist users (even English speakers) with basic queries about rules and wayfaring. DPR can hire
multiethnic park greeters who are similar to the population who uses different areas in the park and
who can speak to park users in their own language.

Develop short trainings on how to use language card, use language line, and/or utilized printed

materials in other languages.




RECOMMENDATIONS

Training and Quality Assurance (cont.)
Use community members for training purposes and regular quality assessment.
Train how to best use interpreters (especially informal) to ensure ease of interpretation (pausing,
using non-technical language, asking for feedback about comprehension, being aware of
interpersonal dynamics, etc).
Prioritize hiring more bilingual or multi-lingual staff in DPR; particularly, those interacting with public.
Invest in giving these bilingual staff some training to become more qualified in interpreting.
Partner with community groups and local institutions experienced with providing language access to

conduct trainings for website development and staff.

Implementation Evaluation and Monitoring

- ldentify an outside evaluator to monitor agency compliance with the language access policy.

- Pilot an evaluation and monitoring program with the Immigrants and Parks Collaborative. We will
make ourselves available for focus groups and work with the DPR to test park sites to see how
language access materials work on the ground.

- Devise a system to receive and process complaints in multiple languages regarding the provision, or

lack thereof of language access services to LEP individuals.
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