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I. INTRODUCTION AND OVERVIEW 
 
The city of Rochester, New York, with an estimated population of 209,352, is a diverse 
community located in Western New York. As with all mid-size and large cities, Rochester 
benefits from thousands of residents who trace their roots to countries all over the world. 
Whether they are first-generation immigrants or descendants of immigrants, many in the 
Rochester community speak a wide variety of languages, and many speak little or no English.  
 
In addition, Rochester is home to one of the largest deaf and hard-of-hearing populations in 
the nation. Since 1876, when the Rochester School for the Deaf was established, and 
reinforced in 1965 with the opening of RIT’s National Technical Institute for the Deaf, the 
community is a welcoming place for people who communicate through American Sign 
Language (ASL). 
 
As the City provides a myriad of services to its diverse population, it is important that City 
staff members are capable of serving those who face barriers to understanding spoken 
English. The City intends for all of its residents to enjoy the services and amenities of this 
community and strives to make reasonable accommodations for non-English speakers. 
 
The City of Rochester has prepared this Language Access Plan (“LAP” or “Plan”), which 
defines the actions to be taken by the City to ensure meaningful access to services, programs 
and activities on the part of persons who have limited English proficiency (LEP persons)1.  
 
Authority and Purpose 
 
A LAP is required by the United States Department of Housing and Urban Development 
(HUD). In compliance with Executive Order 13166, Improving Access to Services for 
Persons with Limited English Proficiency (August 11, 2000), all entities receiving federal 
funding through HUD (or other federal agencies) must develop a plan for addressing 
language barriers in the delivery of service. The Executive Order states that LEP persons 
should have meaningful access to federally conducted and federally funded programs and 
activities, including services and benefits. 
 
Additionally, under Title VI of the Civil Rights Act of 1964, LEP persons are entitled to 
language assistance with respect to services/benefits from or interactions with recipients 
of federal financial assistance. Per HUD guidance, agencies should provide reasonable 
accommodations for languages that consist of more than 5% of the population. 
 
As defined by federal government, an LEP person 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 agency staff. A citizen maintains the right to self-identify as a LEP person. 
  

 
1 For the purposes of this document, all references to languages other than English include not just spoken 
and written languages, but also American Sign Language (ASL). 
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II. CURRENT SITUATION 
 

Following HUD’s guidance, which recommends that agencies make reasonable 
accommodations for languages that consist of more than 5% of the population, the City of 
Rochester should focus on providing Spanish-language access. No other language is spoken 
by more than 1% of the city’s population. 
 

However, approximately 45,000 people (3.5% of the population) across the Greater 
Rochester Area are deaf or hard-of-hearing. With that in mind, the City is also including ASL 
in its language access plan. 
 

Translating and Interpreting Services 
 

As of 2023, the Communications Bureau has contracts with vendors – available to every 
department – for Spanish translating (two approved vendors) and ASL interpreting (one 
approved vendor; the City is exploring expanding approved vendors for ASL). 
 

The City translates many materials and documents and has Spanish versions readily 
available. In addition, nearly all City-coordinated press conferences and major speaking 
events (e.g., the Mayor’s State of the City address) are interpreted into ASL in real time. 
 

In addition, all City departments have access to Language Line, a vendor that can provide 
on-demand, real-time, and culturally proficient interpreting services in more than 240 
languages, including ASL (Appendix A) via phone ($0.99/min) or video ($1.99/min.). 
Unfortunately, currently, most departments are not familiar with the services available 
through Language Line. 
 

If a department cannot meet its needs for interpretation or translation services, any team in 
the City can leverage New York State contracts (Munis contract # 137861) with a wide 
variety of language access vendors (Appendix B) and engage with a vendor from this list.  
 

The City’s website is currently undergoing a comprehensive overhaul and will include high-
quality machine translation into a wide variety of languages, including Spanish. (Note: in 
addition, the new site will also significantly enhance accessibility for those with visual 
impairments). 
 

Bilingual Positions 
 

Nearly every department in City Hall has established bilingual positions, which require 
fluency in spoken Spanish. Eleven of the City’s 12 departments (92%), plus City Council, 
have bilingual positions, a nearly 100% increase over a decade ago. Today, 60 City 
employees engage with others in Spanish as part of their job description. 
 

Additional City employees are fluent in Spanish and other languages (including ASL), but 
the City does not track the number of employees fluent in other languages beyond those 
who serve in a bilingual position. Currently, there are no positions that require ASL fluency, 
and we are not aware of any employee being certified as an ASL interpreter.  
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III. LANGUAGE ACCESS PLAN 
 

Action #1 Maintain contracts or memorandums of understanding for on-call 
translation and interpreting services City-wide.  
A. Each department should identify crucial documents that should be 

translated into Spanish, and coordinate getting those materials translated. 
Priority documents would include those most frequently used and those 
that would result in notable hardship if not translated, i.e., contracts, 
notice and orders, business permit renewals, etc.  

B. Outbound voicemail greetings for each department should include a 
Spanish translation. 

C. All vital public announcements, public meetings, and hearings should 
have an ASL interpreter.  Spanish translation services should be made 
available on-demand. 

D. Establish clear and easy billing arrangements for Language Line for all depts. 
 

Action #2 Increase awareness of these services among all departmental 
leadership and front-line staff to ensure employees know how to access 
needed translation and interpreting services. 
A. Distribute hard-copy Language Line cards (see Appendix A) to all 

department leadership and front desk/front line personnel, as well as all 
firefighters, police officers, Crisis Intervention Team members (including 
PIC team members), and 911 Center employees. Ensure every City 
location has a copy at its front desk. 

B. Update new employee orientation materials and online DHRM resources 
with information about how to use Language Line. 

 

Action #3 Distribute this LAP throughout City Hall to promote availability of existing 
and planned resources, as well as improve service for residents/customers. 
Distribution should be accompanied by a brief explanation by department/ 
bureau/division managers of how to use the LAP, basic policies for 
interaction with LEP persons, and available resources. 

 

Action #4 Continue to make hiring of bilingual employees a priority. 
A. The City currently has 60 budgeted staff positions that require fluency in 

Spanish. Departments should maintain or increase the number of 
bilingual positions and continue to view language skills as a major asset 
for new hires. 

B. The City should explore establishing positions that require fluency in ASL, 
or even certification in ASL interpreting. 

 

Action #5 Encourage staff to learn basic Spanish, ASL, and other prominent languages; 
encourage those with basic skills to become more fluent and/or certified. 
A. Promote the City’s employee tuition benefit as it relates to language skill 

development and ASL certification.  
B. Identify local organizations that offer language classes and consider 

establishing City cohorts.   
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Action #6 Implement, monitor, and update the LAP, and maintain services to 

ensure its success. 
A. The Department of Human Resources Management (DHRM) will be 

tasked with implementing and monitoring the progress of the LAP. The 
Plan should be updated biannually. This task will entail collaboration 
with various departments within the City. The Language Access 
Coordinator will be: 

 
Fernan Cepero 
Deputy Director / Language Access Coordinator 
Department of Human Resource Management 
585-428-1374 
Fernan.Cepero@CityOfRochester.gov  

 
B. The Communications Bureau will be tasked with maintaining contracts 

with translation and interpreting services, and for encouraging 
departments to translate crucial materials into Spanish (and other 
languages as appropriate).  
 
In addition, the Communications Bureau will be responsible for ensuring 
the translation capabilities of the City’s website are fully adequate and 
functional. 

 
 
 
 
 
 
 
 
 
 
 
 
  

Language Access Complaint Procedure 
(To be included as an attachment to LAP) 
 
You may file a complaint with the City of Rochester 
Language Access Coordinator if you believe you 
have been denied the benefits of this Plan. You must 
file your complaint within six months of the alleged 
denial. You must file a written complaint. 
 
To file a complaint with the Language Access 
Coordinator, submit the written complaint to: 
 
Fernan Cepero 
Deputy Director / Language Access Coordinator 
Department of Human Resource Management 
City Hall 
30 Church Street 
Rochester, NY 14614 
Fernan.cepero@cityofrochester.gov  

mailto:Fernan.Cepero@CityOfRochester.gov
mailto:Fernan.cepero@cityofrochester.gov
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APPENDIX A 
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