STONEHAM HOUSING AUTHORITY LANGUAGE ACCESS PLAN

I. INTRODUCTION

The Stoneham Housing Authority (“SHA”) is committed to ensuring equal access to its
programs and services by all residents, regardless of primary language spoken.

Pursuant to 760 CMR 4.02(1)(e), Massachusetts Local Housing Authorities must adopt and
enforce a Language Access Plan (“LAP”) regardless of whether they receive federal funds.
DHCD has provided “DHCD LAP Guidance to Program Administering Entities” as an
appendix to its Language Access Plan, most recently in 2017.1

Title VI of the Civil Rights Act of 1964 (“Title VI”) also requires recipients of federal
financial assistance to take reasonable steps to ensure meaningful access to their programs
and services by individuals with Limited English Proficiency (“LEP”). Persons who do
not speak English as their primary language and who have a limited ability to read, write,
or understand English may be considered LEP individuals. Such reasonable steps to ensure
meaningful access include language access planning.

On January 22, 2007, the U.S. Department of Housing and Urban Development (“HUD”)
issued Final Guidance to recipients of HUD funding concerning compliance with the Title
VI prohibition against national origin discrimination affecting LEP individuals, including
detailed guidance for language access planning.?

Furthermore, HUD’s Final Guidance defines a four-factor self-assessment method which
assists agencies receiving HUD funds in determining the extent of their obligations to
provide LEP services. DHCD, in its “DHCD LAP Guidance to Program Administering
Entities,” has encouraged Local Housing Authorities such as the SHA to utilize this four-
factor self-assessment method regardless of whether they receive HUD funds. Based on
the DHCD and HUD guidance, the SHA has completed an LEP four-factor self-assessment
(“Attachment A”).

Using the LEP self-assessment as a guide, the SHA has prepared this LAP, which defines
the actions to be taken by the SHA to ensure SHA compliance with Title VI and/or DHCD
requirements with respect to LEP individuals. The SHA will periodically review and
update this LAP in order to ensure continued responsiveness to community needs and

! https://www.mass.gov/files/documents/2017/10/25/lapdhcd2017.docx
2https://www.federalregister.gov/documents/2007/01/22/07-217/final-guidance-to-federal-financial-
assistance-recipients-regarding-title-vi-prohibition-against; see also
https://www.federalregister.gov/documents/2007/03/16/E7-4794/final-guidance-to-federal-financial-
assistance-recipients-regarding-title-vi-prohibition-against (Update of Web Site Reference)
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compliance with 760 CMR 4.02(1)(e), as well as Title VI and related HUD guidance as
applicable.

. GOALS OF THE LANGUAGE ACCESS PLAN

The goals of the SHA’s LAP include:

e To ensure meaningful access to the SHA’s housing programs by all eligible
individuals regardless of their primary spoken language.

e To ensure that all LEP individuals are made aware that the SHA will provide free
oral interpretation services to facilitate their contacts with and participation in
programs administered by the SHA.

e To provide written translations of vital documents to LEP individuals speaking
Priority Languages — as identified in Attachment A.

e To ensure that SHA staff are aware of available language access services and how
these services need to be used when serving LEP individuals.

e To provide for periodic review and updating of this LAP and services in accordance
with community needs.

1. LEP INDIVIDUALS WHO NEED LANGUAGE ASSISTANCE

See “Attachment A” for data analysis of LEP populations.

IV. TYPES OF ASSISTANCE NEEDED BY LEP INDIVIDUALS

Most contacts between the SHA and LEP individuals involve meetings, written
communications, and phone calls where information is exchanged. Examples include
interactions by applicants with SHA staff during the application process leading up to and
including placement in housing, as well as periodic contact between residents and SHA
staff related to management, maintenance, and lease compliance issues. Oral language
assistance services may be needed for these contacts. Oral language assistance service may
come in the form of "in-language” communication (a demonstrably qualified bilingual staff
member communicating directly in an LEP person's language) or interpretation services.
These services may also be necessary to communicate with LEP individuals when written
materials are insufficient.

Other contacts involve the exchange and review of printed materials, some of which may
be considered vital documents. HUD’s Final Guidance defines vital documents as, “any
document that is critical for ensuring meaningful access to the recipients’ major activities
and programs by beneficiaries generally and LEP individuals specifically”. The SHA will
strive to provide translation services as necessary and as resources permit for any document



considered vital for an applicant’s, tenant’s, or participant’s meaningful program access as
provided in Section V.B below (“Written Translation™).

V. LANGUAGE ASSISTANCE TO BE PROVIDED

To promote equal access to SHA programs and services by LEP individuals, the SHA will
implement the following array of Language Access services:

A. ldentification of LEP Individuals and Notices

Use of “I Speak... Language Identification Flashcards”: To help identify LEP
individuals and determine the appropriate Language Access, the SHA will post and
make available “I Speak... Language Identification Flashcards” upon request.
Applicants and residents can use these guides to indicate their primary language.
During the tenant selection screening process, SHA staff will make appropriate
arrangements for interpretation services generally; using either a bilingual staff
person, or a telephone interpretation service.®

Notices of Oral interpretation Services: Subject to budget constraints and in
consideration of the four-factor self-assessment described on Attachment A, the
SHA will provide free access to language assistance for staff contact with LEP
individuals. The SHA will prominently post multi-language notices in common
areas which indicate that free language assistance is available upon request (see
“Attachment B”). The SHA will also gather data on requests for language
assistance by language to inform its four-factor self-assessment.

B. Language Access Measures

Oral Interpretation — Staff: When feasible, bilingual SHA staff will be utilized to
communicate with LEP individuals in their native languages and to assist them in
reviewing SHA materials, answering questions about SHA programs, and
responding to SHA forms and information requests. Currently, SHA does not
employ any bilingual staff members.

Oral Interpretation - Telephone Support: Subject to budget constraints and in
consideration of the four-factor self-assessment described in Attachment A, if
qualified bilingual SHA staff are unavailable to communicate with an LEP
individual who is requesting assistance, the SHA will use the services of a
professional telephone interpretation service, including when an LEP individual
uses an “I Speak... Language Identification Flashcard” to signify that they speak a
non-English language. When these contacts involve reviewing of SHA forms and
procedures, the SHA will schedule the call so that the telephonic interpreter has the
opportunity to first review the relevant form or procedure. The SHA will only
utilize interpretation services which demonstrate a high degree of training and

3 “I Speak...” Language Identification Flashcards are available in numerous languages from the U.S. Census
Bureau: https://www.lep.gov/sites/lep/files/media/document/2020-02/crcl-i-speak-booklet.pdf
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professionalization among the interpreter staff. The SHA currently utilizes AML-
Global American Language Services — a service which provides trained and
certified interpreters and coverage for a multitude of languages. SHA staff is trained
in how to access this service, which will be available as needed for LEP applicants
and residents.

Oral Interpretation — In Person Assistance: Subject to budget constraints and in
consideration of the four-factor self-assessment described in Attachment A, in
limited instances where telephone interpretation services or the use of bilingual
SHA staff are determined insufficient to ensure meaningful access, the SHA may
provide qualified in-person interpretation services at no cost to the LEP individual
through the use of community resources and/or outside organizations or vendors
who employ or contract with qualified and trained interpreters. Examples of
contacts where in person assistance may be requested includes tenant selection
interviews, informal hearings, informal reviews, grievance hearings, and pre-
termination conferences. Due to the considerable expense often involved in
providing in person assistance, unless in-person interpretation is available at low
cost through community resources, the SHA will strive to use staff and/or
telephonic assistance, as resources permit. If the LEP individual does not wish to
use the free interpretation services offered by the SHA, the LEP individual may
provide their own qualified interpreters at their own expense.

Oral Interpretation — Use of Interpreters other than those provided by the SHA: As
noted above, LEP individuals will be informed that the SHA will provide them with
free access to oral interpretation services via bilingual SHA staff or qualified,
trained contractors as needed. LEP individuals may provide, at their own expense,
their own qualified, trained interpreter. LEP individuals may use their own family
members and/or friends as interpreters. SHA staff are advised to be alert to the
potential for any conflict of interests or competency issues that may arise from the
involvement of using family or friends as interpreters. If SHA staff have reason to
believe that there may be a conflict of interest or an issue as to the LEP’s
interpreters’ competency, the SHA staff may: (1) record the conversation; and/or
(2) retain their own interpreter to be a party to any conversations between the SHA
and the LEP individual, as described in Section V.B.

Written Translation: The SHA understands that some documents are critical for
ensuring meaningful access to the SHA’s major activities and programs by
beneficiaries generally and by LEP individuals specifically. Such documents are
referred to throughout this LAP as vital documents. Meaningful program access
generally requires awareness of, and ability to participate in, procedures for
applying to the program, for meeting the requirements of the program, and for
enjoying important benefits of the program. Meaningful program access also
requires awareness of rights and services; otherwise, LEP persons may effectively
be denied such access.



In consideration of the four-factor-self-assessment referenced in Attachment A
and applicable HUD guidance, priority languages are identified in Attachment A.
A notice shall be placed on all vital documents which states, in the SHA’s priority
languages as identified in this LAP: “This is an important notice. Please have it
translated.”

When an applicant, tenant, or participant makes it known to the SHA that they do
not speak English, a notice shall be placed on all vital documents addressed to said
applicant, tenant, or participant which states, in the SHA’s priority languages as
identified in this LAP: “This is an important document. Please contact the
Stoneham Housing Authority at 781-438-0734 for free language assistance.” (see
“Attachment C”).

Vital documents include:

Applications

Notice of Denial of Assistance
Notice of Eviction

Notice of Termination

Notice of Annual Redetermination

Legal documents: In the case of legally binding documents, such as a lease and a
notice to quit, the English version of the document shall be the only legally binding
copy and shall be considered the official document. Any translated copies of such
legally binding documents shall be used as a reference tool only. A brief statement
shall be included on such documents, in the language which the document has been
translated into, which states “This document is for informational purposes only. The
English version of this document is considered the legally binding document” (see
“Attachment D”).

Translation of written documents: For SHA program documents, including those
that are highly individualized (such as ineligibility, termination, or appeal notices),
the SHA will, to the extent feasible within administrative and fiscal limits, translate
these documents based on an assessment utilizing the four-factors discussed above
and specifically included in Attachment A.

Review and updating: The SHA will periodically review and update the list of vital
documents to reflect those documents which are considered vital to applicants
and/or residents and will also track existing translated documents that need to be
updated for consistency with updated English-language documents.

. Staff Training and Coordination

The SHA will provide training on LEP awareness and required assistance actions
under the Language Access Plan for employees. This will include:



Training: The SHA will make reasonable efforts to avail its staff and employees to
any available trainings on Language Access. SHA employees and staff who
regularly interact with SHA applicants and residents are encouraged to complete
periodic refresher trainings on Language Access.

LEP Coordinator: The SHA has designated the Executive Director as the LEP
Coordinator, responsible for ongoing updating of LEP analysis, addressing staff
and public questions and issues related to LEP matters, and providing ongoing LEP
training.

D. Providing Notice to LEP Individuals

To ensure that LEP individuals are aware of the language services available to
them, the SHA will post LEP notices in multiple languages in the SHA’s common
areas, on the SHA’s website, and will make LEP notices available upon request.

E. Monitoring and updating the Language Access Plan

The LAP will be reviewed and updated periodically as needed. Such reviews will
assess:

e Whether there have been any significant changes in the composition or
language needs of the LEP-population in Norfolk County and/or based on
DHCD, U.S. Census, and SHA data.

e A rreview to determine if additional vital documents require translation.

e A review of any issues or problems related to serving LEP individuals
which may have emerged; and

e ldentification of any recommended actions to provide more responsive and
effective language services.

Adopted by the Board of the Stoneham Housing Authority on: January 10, 2023

Attachment A: SHA’s Four Factor Self~Assessment Analysis Regarding LEP Individuals
Attachment B: Language Assistance Protocols

Attachment C: Important Document Notice

Attachment D: Legal Notice Translation



Attachment A: SHA’s Four-Factor Self-Assessment Analysis Regarding Limited
English Proficiency (LEP) Individuals

1. Assessing the number and proportion of LEP individuals served or encountered
in the eligible service population.

Data estimates are based on the following data sources:

(a). Census data at the County level (for estimating potential LEP applicants encountered
by the SHA):

Spanish 30,153 Individuals 2.10 % of Total Population
French 2,670 Individuals 0.19 % of Total Population
Creole 6,279 Individuals 0.44 % of Total Population
Italian 4,094 Individuals 0.29 % of Total Population
Portuguese 24,402 Individuals 1.70 % of Total Population
German 580 Individuals 0.04 % of Total Population
Yiddish 16 Individuals 0.00 % of Total Population
Greek 2,113 Individuals 0.15 % of Total Population
Russian 4,850 Individuals 0.34 % of Total Population
Polish 526 Individuals 0.04 % of Total Population
Croatian 495 Individuals 0.03 % of Total Population
Armenian 1,557 Individuals 0.11 % of Total Population
Persian 585 Individuals 0.04 % of Total Population
Guijarati 1,909 Individuals 0.13 % of Total Population
Hindi 1,787 Individuals 0.12 % of Total Population
Urdu 361 Individuals 0.03 % of Total Population
Chinese 19,706 Individuals 1.37 % of Total Population
Japanese 1,446 Individuals 0.10 % of Total Population



Korean 3,431 Individuals 0.24 % of Total Population

Cambodian 6,427 Individuals 0.45 % of Total Population
Hmong 75 Individuals 0.01 % of Total Population
Thai 569 Individuals 0.04 % of Total Population
Laotian 820 Individuals 0.06 % of Total Population
Vietnamese 3,947 Individuals 0.27 % of Total Population
Tagalog 651 Individuals 0.05 % of Total Population
Hungarian 145 Individuals 0.01 % of Total Population
Arabic 3,893 Individuals 0.27 % of Total Population
Hebrew 327 Individuals 0.02 % of Total Population

See data graph (attached) compiled by American Community Survey (U.S. Census
Bureau), 2014-2019, of citizens of Essex County aged 5 years and over for which
English is spoken “less than very well.”

(b). Applicant data (e.g., data on CHAMP application languages for estimating applicant
LEP population served):

Not available.

(c). Tenant data (e.g., data on primary languages and communication preferences by
language for estimating tenant LEP population served):

Not available

(d). Other (e.g., data on telephonic or in-person interpretation usage by language, data
from surveying other organizations serving LEP persons in the SHA’s region):

Not available

Based on the above data sources, the following languages are Priority Languages for
translation, in descending order of priority for translation [Spanish must be included]:

Spanish



2. Assessing the frequency with which LEP individuals come into contact with the
program, activity, or service.

To be determined

3. Assessing the nature and importance of the program, activity, or service provided
by the program.

To be determined

4. Assessing the resources (e.g., translation services, bilingual staff, community
resources, etc.) available to the SHA and costs.

To be determined



Attachment B: Language Assistance Protocols
AML-Global American Language Services

Telephone Number: 800-951-5020

Fax Number: 866-773-8591
Email Address: translation@alsglobal.net
Website: www.alsglobal.net

Identifying Need for Language Assistance:

Persons with LEP will often be able to convey, including through third parties, their need
for language assistance, although in some instances one or more of the following steps may
be necessary to identify the language and the nature of the assistance sought:

1) Utilize “I-Speak cards” where walk-ins occur to identify what language the person
reads or speaks. [|-Speak cards are available at the following website:
https://www.lep.gov/sites/lep/files/media/document/2020-02/crcl-i-speak-

booklet.pdf.

2) Consult available SHA staff who can provide initial support in identifying
languages and assistance needed by persons with LEP that come into direct contact
with the SHA in person, by telephone, or in writing.

4) Utilize SHA’s over-the-phone telephonic services account with AML-Global
American Language Services. (see below for further information).

Additional Protocols for Administrative Staff
1) Utilize staff resources or the service to:

a. Determine the LEP caller’s question or issue.
b. Obtain the LEP caller’s name, contact information, and best times when he

or she can be reached.

c. Inform the LEP caller that the appropriate staff person will contact the

caller.

2) After the call ends, let the appropriate staff person that would handle the caller’s
type of question/issue know that the caller requires follow-up with language
interpretation and specify for the staff person the information corresponding to
paragraph (1) (a)-(c) above as well as whether the issue appears to be time

sensitive.
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3) Assist the staff person to utilize staff resources or over-the-phone interpretation
to follow-up with the LEP caller.

Note: the following are useful tips for utilizing over-the-phone interpreter services:

e Explain to the interpreter the purpose of the communication (i.e., assistance filling
out a housing application). It is also helpful, particularly for more complex
situations, to give the interpreter a brief overview and description of the information
to be conveyed.

e Provide brief explanations of technical terms of art that may come up during the
communication, such as eligibility, income limits, recertification, lease violation,
etc.

e Speak as if talking directly with the person with LEP and not with the interpreter.
It may be helpful to check in with the interpreter to make sure he/she is
understanding what you are saying. If in person, face the person with LEP and look
at him/her and not the interpreter.

e Speak in short sentences and enunciate words.

e Express one idea at a time and allow the information to be interpreted prior to
continuing.

e Avoid using acronyms, such as HUD, DHCD, etc.

e Inform the interpreter when you are no longer in need of his/her services.

Protocols and Procedures for Providing Written Language Assistance (Translation):
1) To the extent important and/or vital documents have yet to be translated, free language

assistance terminology translated in other languages shall be inserted with the
documents upon request (see “Attachment C”).

2) For legally binding documents, such as a lease, the translation must be accompanied
by a statement in the language of the translated document indicating that the translated
document is for informational purposes only and that the English version is considered
the legally binding document (see “Attachment D”).
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Attachment C: Important Document Notice

This is an important document. Please contact [AGENCY NAME] at [PHONE #]
for free language assistance.

Este documento es muy importante. Favor de comunicarse con el en
para ayuda gratis con el idioma. (Spanish)

Este é um documento importante. Entre em contato com o no ndmero
para obter assisténcia gratuita com o idioma. (Portuguese)

Dokiman sila a enpotan. Tanpri kontakte la nan pou asistans gratis
nan lang. (Haitian Creole)

BESC AR R EE B - WIRIETHFE BB E S HERE) - 5 YRR

o (Chinese, Traditional)
WSO Y BB SR e A S (RAE R B, IR e 5 1
(Chinese, Simpiified)

OTO0 BeCbMa BaXKHbIN JOKYMEHT. CBSXUTECH C COTPYAHMKOM Ha npeaMeT okasaHus
©GecnnaTHON NOMOLLM MO NepeBoay Ha MHOCTPaHHbIN A3bIK ( ). (Russian)
(Phone #)

ISIBMAMIENSY JUSSIRSSH I

iggjsgumsSEgw IAMUMIENWUSSSSIGY [Mon-Khmer, Cambodian]

Day 1a mét tai liéu quan trong. Vui long lién hé tai dé dwoc hd tro
ngdn ng mién phi. (Vietnamese)

Kani waa dukumentiyo muhiim ah. Fadlan kala soo Xxiriir siaad u
hesho gargaar xagga lugadda oo bilaash ah. (Somali)

LWIET]
[Phone #] [Agency Name] (Arabic)
Ce document est trés important. Veuillez contacter le au afin

d’obtenir une assistance linguistique gratuite. (French)

Il presente & un documento importante. Si prega di contattare |l al
per avere assistenza gratuita per la traduzione. (Italian)
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This is an important document. Please contact [AGENCY NAME] at [PHONE #]
for free language assistance.

To mapov €yypado ival onUAvTKO. MapakoAw EMOKWVACTE PE TNV oTo
Aédpwvo yla Swpeav yhwaootkn Bonbela. (Greek)
Jest to wazny dokument. Prosze skontaktowaC sie z pod numerem

aby uzyskac bezptatng pomoc jezykowg. (Polish)

ojZE FTa& WAYUH. FE do] AdE fsiAME o
A A L.

(Korean)

CNREELGXETT, BHOFEY-EAIOVT, V) FCERZT
A

(Japanese)

Uw Juplnp hwunwpninpe b Mugponid Gup Juwdby
Equljut &ph oqunipjutt hwdwp: (Armenian)

DecneontmmiFansvEDY. N2VIG0ONV ) (Wo20090908
@o17909WNIVCVWIFNOLVIOCTONI. (Lao)

Ovo je vazan dokumenat. Za besplatnu pomo¢ vezanu za jezik, molimo vas kontaktirajte

na . (Serbo-Croatian)
bl o p S ol y S 2ae Cide 3latie s ) o st ) Sl e
RSB
(Urdu)
ul Us BWolRlell €3clAY B, sUl s Msd alSlA UslA HER UR
ol Au$ sA. [Gujarati]
landsifinnusdey Tsadinsia 3
fnsuuinshamndasun leaws
(Thai)
Gk ) L) o8l et @l Gea ikl Gl age 2 ol
Aaba i Jeala e
[Phone #] [Agency Name] (Farsi)
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Attachment D: Legal Notice Translation

This document is for informational purposes only. The English version of this document is
considered the legally binding document.

Este documento es con el propoésito de informacion solamente. La version en Inglés de este
documento es la que se considera valida legalmente. (Spanish)

Este documento € para fins informativos. Somente a versdo em inglés deste documento é
considerada um documento legalmente obrigatorio. (Portuguese)

Dokiman sila a se pou enfomasyon sélman. Se vesyon angle dokiman sila a nou konsidere antanke
dokiman ki angaje devan lalwa. (Haitian Creole)

AAEE AT H - AT SURAE B EERBERIVAE -
(Chinese, Traditional)

AANMAE B TR o RA AR B 5ESCRRAE B R A AR IS
(Chinese, Simplified)

OTOT MOKYMEHT TPUBEACH TOJIBKO CO CIPABOYHO-MH(POPMANMOHHBIMHU MENSIMH. AHTIUHACKAN
BapHUAaHT TOT0 JOKYMEHTA SIBIISICTCS FOPUIUUECKH 00s3aTebHBIM K HcTonHeHuto. (Russian)

QARNSAUEUN SIS UEISTHUIM: QARSI ANHB IS OEIT SIS SHAM
ARNIGHHUMB O/ GINYHE IGNUY (Mon-Khmer, Cambodian)

Tai li¢u nay chi nham muc dich thong tin. Phién ban tiéng Anh cta tai liéu nay dugc xem la mot
tai liéu co tinh rang budc v€ mat phap ly. (Viethamese)

Dukumentigan waa mid loogu tala galay mid wargelin SHAan oo kaliya. Qeybta ku goran afka
Ingiriiska ee dukumentigan ayaa u taagan dukumentiga sharciga ah. (Somali)

1558 2 3L A 405 1) el (5 3 laaa) s conend A gl (il 5 U ) ) 3 i ¥

(Arabic)

Ce document est fourni a titre d’information uniquement. La version anglaise de ce document a
caractere obligatoire. (French)

Il presente documento ha esclusivamente scopo informativo. La versione inglese del presente
documento ¢ il documento legalmente vincolante. (Italian)
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This document is for informational purposes only. The English version of this document is
considered the legally binding document.

To mapodv €yypado eival povo mAnpodoplako. H AyyAwkn ekdoxn tou Bewpeital VoA
SeopeuTkO €yypado. (Greek)

Niniejszy dokument stuzy wylacznie celom informacyjnym. Angielska wersja tego dokumentu jest
prawnie obowigzujaca. (Polish)

Hl

o] AL AB ATEYY o] B JERE WA FHS 0

o
s

wA 2 g4t (Korean)

COXERFERRMOHEEMELILLDTT  AXEOEERISEHN N ERFONECLNET,

(Japanese)

Upu  thwunwpninpp  wnbntjunjuiut  tywunwlubph hwdwp o dhugi: Ujgu
thwunwpnph wiqkpkt mwppbpult E hwdwpynid hpudwpwiinps yyupunwynptgunn
thwutwpninp: (Armenian)

X ' o & o~ o & & A & E&LQ o o o @ o
Decvveonzgigiwelgluaourdgzegninlvicerlagyucmy.  en:ZDHIgLdvIrOLTNGRIMIW
NOBVIVLCLVIEOLWIFISYNOCIVY. (Lao)

Ovaj dokument sluzi samo u informativne svrhe. Verzija ovog dokumenta na engleskom jeziku se
smatra zakonski obavezuju¢im dokumentom. (Serbo-Croatian)

= st Wy S aily sk (s (055 5 50 8 1S sty el - o LS aualie e slas s sl o
(Urdu)

UL £dldos Hist HilEdloll Squdl HIZ & 8. Wl exdldos] 1A% A28 Slojefl a vlied exdldy
ARG M M1dR). (Gujarati)

2 o [ I R
enasiidmiulniudoyamniu
o v J ) Aa o
pfumwsInguvevendsiedmenashlinszgniuaungring

(Thai)

e i G S LAl 1 Ol ) 4 L adl e o Ol g by i ()

Jadvey

(Farsi)
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