


Reaching	a		
multilingual	audience	
Kenneth	Lo	
Language	Access	Manager	
NYC	Mayor’s	Office	of	
Immigrant	Affairs	

Laura	Godfrey	
Lead,	Multilingual	Community		
of	Practice	
General	Services	Administration	



MOIA	–	City	of	Immigrants	60% 	
of NYC residents are immigrants  
or children of immigrants 

23%	
of NYC residents are  
not proficient in English  

200+	
languages spoken  
in NYC  





Communicating	with	a	diverse	city		
•  “The	world	in	a	city”	
•  Diversity:	disabilities,	language	and	culture,	
experience	and	expectations	
–  People	with	limited	English	proficiency	(LEP)	

•  Information:	expanding	content,	multiple	formats	
and	channels	

•  Challenge:	language/disability	+	digital	



1.8	million	New	Yorkers	with	LEP	

LEP	Spanish	
~888,000	

LEP	Russian	
~116,000	

LEP	Chinese	
~318,000	



MOIA	&	Language	Rights	
•  MOIA	promotes	the		
well-being	of	immigrant		
New	Yorkers.	

•  Language	rights:	We	Speak	NYC		
+	Language	Access	

•  Improving	delivery	of	information	and	services	to	New	
Yorkers	with	LEP	

•  Providing	guidance	and	technical	assistance	to	
agencies	



NYC	Language	Access	Laws	
•  Local	Law	73	(2003)	–	human	service	agencies	
•  Executive	Order	120	(2008)		
•  Local	Law	25	(2015)	–	website	translation	
•  Local	Law	30	(2017)	–	citywide	language	
access;	codifies	&	expands	EO120	

•  Federal:	Title	VI	of	Civil	Rights	Act	



LL30:	designated	citywide	languages	

Spanish	 Español	 Arabic	 العَرَبِيَّة	

Chinese*	 汉语/漢語	 Urdu	 	 اُردُو

Russian	 Pусский	 French	 Français	

Bengali/Bangla	 বাংলা	 Polish	 Polski	

Haitian	Creole	 Kreyòl	

Korean	 한국어	

For	an	agency’s	most	commonly	distributed	materials	





The	multilingual	challenge	
•  Delivering	information	&	services	for	a	diverse	
population		
–  Achieving	agency	mission	efficiently	and	effectively	
–  Expanding	reach	and	access,	equity	

•  Improving	language	access	beyond	Google	Translate	
–  Translation	quality:	accuracy,	consistency,	fluency	
–  Integrating	human	translation	
–  Balancing	quality,	cost,	time	
–  Digital	content	may	involve	translation	and	interpretation.		





Language	Access	infrastructure	
•  Create solid content for the audience 
•  Design for multilingual materials 
•  Work with professional translators 
•  Build a consistent process 
•  Develop and use appropriate tools 
•  Distribute through community channels 



Plain	Language	
•  Write	in	a	way	that	helps	readers	understand	the	
content	the	first	time	they	read	it.	
–  Clear	and	concise	text;	concrete	words;	active	voice;	
reader-focused;	clean,	well-organized	layout		

•  Good	for	all	readers	
•  Improves	quality	of	translations	
•  Resources:	plainlanguage.gov,	PLAIN	CoP	



Design	for	multilingual	materials	
•  Consider	flexible	layout	and	graphics	
•  Non-English	text	often	takes	up	more	space.	

–  Buttons,	embedded	text	
–  Allow	plenty	of	“white	space”	

•  Plan	for	different	character	sets,	Right-to-Left	languages	
•  Select	images	that	reflect	a	diverse	population	
•  Leave	addresses,	phone	numbers	in	English/letter	format	
•  Resources	

–  WWW	Consortium:	https://www.w3.org/International/	
–  Material	Design	(Google):	https://material.io/design	



Text	expansion	
English	

Russian		+15%	

Arabic		+20	to	+25%	

Spanish		+15	to	+30%	

German		+10	to	+35%	



Writing	systems	&	character	sets	

•  Resources:	omniglot.com,	Unicode	



Right-to-left	(RTL)	languages	
•  Examples:	Arabic,	Urdu,	Hebrew	
•  Can	create	formatting	challenges	

– Bidirectional	language		
– Mirrored	layouts	
– Directionality	of	navigation	
– Proofread!!	





Use	language	tags	
•  <html	lang	=“en”>	…	</html>	
•  ISO	language	codes	(2	or	3	letter)		
•  Defines	pronunciation	for	screen	readers	
•  PDFs:	Select	language	in	“reading	options”	

EN	
ES	
ZH	
RU	
BN	
HT	
KO	
AR	
UR	
FR	
PO	



Make	multilingual	the	default	
•  Plan	for	it.	Adapt	your	processes.		
•  Build	in	time	and	budget	for	language	needs.	
•  Become	an	educated	consumer	of	language	
services.	
–  Learn	about	the	language	industry:	
internationalization,	localization,	CAT	tools	

•  Resources	
– American	Translators	Association,	Slator,	Multilingual		



Tips	and	reminders	
•  Think	multilingual.	Think	disability	access.	

–  Use	plain	English.	
–  Develop	materials	for	English	language	learners	in	a	bilingual	

environment.		
–  Use	glossaries	and	style	guides	to	support	consistency.	
–  Design	for	multilingual	content	and	accessibility.	
–  Build	a	body	of	multilingual	materials	over	time.		
–  Track	versions	and	label	documents	for	English-only	readers.	

•  Meet	your	agency’s	Language	Access	Coordinator	and	Disability	Service	
Facilitator.		



Interpreter at Ellis Island  
(1907-10) 
Italian, Yiddish, German, Croatian  
 
 



Interpreter at Ellis Island  
(1907-10) 
Italian, Yiddish, German, Croatian  
 
Fiorello LaGuardia  
99th Mayor of New York City (1934-45) 
 



Kenneth	Lo	
Language	Access	Manager	
Mayor’s	Office	of	Immigrant	Affairs	
klo@moia.nyc.gov	
212-346-6047	
nyc.gov/immigrants	



Language Access
Essential To An Inclusive, Diverse And Accessible 

Community

NYC Digital Inclusion + Accessibility Conference
May 17, 2018



Diversity



A formal 
Definition

Merriam Webster Dictionary

“The condition of having or 
being composed of differing 
elements; variety; 
especially the inclusion of 
different types of people 
(such as people of different 
races or cultures) in a group 
or organization.”



Inclusion



A formal 
definition

From Ferris State University

“Inclusion is involvement and 
empowerment, where the 
inherent worth and dignity of 
all people are recognized.  

An inclusive [community] 
promotes and sustains a 
sense of belonging; it values 
and practices respect for the 
talents, beliefs, backgrounds, 
and ways of living of its 
members.”



Diversity is being invited to the 
party. 

Inclusion is being asked to 
dance.

- Vernā Myers



Society



A Formal 
Definition

Oxford Living Dictionaries

“The aggregate of people 
living together in a more or 
less ordered community.

The community of people 
living in a particular country 
or region and having shared 
customs, laws, and 
organizations.”



More On This

We can say that our society is a conglomerate of communities 
that reflect a wide range of groups, including a myriad of 
languages.



Language Access



Legal Framework

Executive Order 13166

Improving Access to 
Services for Persons with 
Limited English Proficiency.

The EO required federal 
agencies to provide 
meaningful access to 
information to LEP 
communities.



More On This

The Executive Order also requires that the Federal agencies 
work to ensure that recipients of Federal financial assistance 
provide meaningful access to their LEP applicants and 
beneficiaries.



10 Best Practices For Multilingual Websites



1. Language

Digital communications 
must address the users’ 
language preference. The 
use of machine or automatic 
translations as a sole 
solution is strongly 
discouraged even if a 
disclaimer is added.



More On This

● If using translation software, agencies should have the 
translation reviewed by a qualified language professional to 
ensure that the translation correctly communicates the 
message in a culturally relevant manner. 

● GobiernoUSA.gov offers users a complete experience 
including content, navigation, and all functionalities and 
features in that language.

https://www.digitalgov.gov/2012/10/01/automated-translation-good-solution-or-not/
https://www.digitalgov.gov/2012/10/01/automated-translation-good-solution-or-not/
https://gobierno.usa.gov/


2. Culture

Conduct usability tests to 
understand the cultural 
considerations of your target 
audience. 

The online experience must be 
culturally relevant to achieve 
an emotional connection with 
the audience. 



More On This

● Although GobiernoUSA.gov and USA.gov, its 
English-language counterpart, have the same structure, and 
look and feel, the Spanish site offers content and images 
that resonate with the Hispanic community.

● Not connecting with your audience could have unintended 
consequences.  

https://gobierno.usa.gov/
http://www.usa.gov/


3. Access
Help users find your 
multilingual website offering 
prominent access on the 
English site. 



More On This

● Access to multilingual websites should be made available on 
the global navigation on the top right of every English page. 

● The Federal Trade Commission provides the “En español” link 
as part of their global navigation on their English site.

● The Consumer Financial Protection Bureau provides access to 
several languages as part of their global navigation.

http://www.ftc.gov/
https://www.consumerfinance.gov/


Federal Trade Commission English Homepage 



Consumer Financial Protection Bureau English Homepage



4. URL Strategy
Use a stand-alone, 
dedicated URL for marketing 
and search engine 
optimization (SEO) 
purposes. 



More On This

● That URL can then re-direct to another one more in line with 
your agency URL convention. 

● The Social Security Administration uses 
https://www.segurosocial.gov to market and drive traffic to 
their Spanish language site.

https://www.segurosocial.gov/


 Social Security Spanish Homepage



5. Comparability 
& Maintenance

Ensure that your 
multilingual website 
provides a comparable user 
experience to your English 
site.



More On This

MedlinePlus provides the same experience on the English and 
Spanish sites through consistent maintenance of content and 
look and feel.

https://medlineplus.gov/
https://medlineplus.gov/spanish/


MedlinePlus English Homepage



MedlinePlus Spanish Homepage



6. Users’ 
Expectations

Manage users’ expectations 
by notifying when a user is 
going to navigate to an 
English-only area, external 
website, or will require a 
special program or software 
to view an application. 



More On This

The State Department’s U.S Passports & International Travel site 
indicates English-only content by adding “en inglés” next to links 
available in English. “En inglés” should be part of the link to 
comply with section 508 of the Rehabilitation Act (29 U.S.C. 
794d).

https://travel.state.gov/content/passports/spanish.html


U.S. Passport Website Spanish Homepage



7. Toggle Enable users to toggle between 
comparable content or features 
on the English and multilingual 
websites if available. 



More On This

Users on the National Cancer Institute can go back and forth 
between their English and Spanish pages without having to go 
through the home page.

http://www.cancer.gov/
http://www.cancer.gov/espanol


National Cancer Institute English Homepage



National Cancer Institute Spanish Homepage



8. Digital Features 
& Functionalities

Provide similar digital 
features and functionality 
on multilingual websites as 
available on the English 
site.



More On This

The EPA site in Spanish offers many of the same features as the 
EPA site in English.  Both sites offer email, and links to follow 
them on several social media platforms such Facebook, Twitter, 
YouTube. Both sites also give the user the choice to share EPA’s 
content on their own social media accounts.

https://espanol.epa.gov/


9. Integrated 
Operations

Integrate your multilingual 
website initiatives with your 
internal infrastructure, 
overall operations and 
online-offline strategy. 



More On This

● GobiernoUSA.gov 
○ phone, chat and email support in Spanish 
○ marketing campaigns and outreach materials in Spanish.
○ integral part of the overall online and offline strategy of 

the Office of Products and Programs, part of the 
Technology Transformation Services in GSA.
■ name change and redesign were implemented for 

both USA.gov and GobiernoUSA.gov.

http://www.usa.gov/gobiernousa/
http://www.gsa.gov/portal/content/105227


10. Marketing & 
Outreach

Develop and execute a 
targeted multilingual 
marketing and outreach 
program 



More on this...

The marketing and outreach program should include branding, 
social media and email marketing strategies, and KPIs (key 
performance indicators) to measure success.



Join Our Communities of Practice



More on this...

● DigitalGov has an entire page dedicated to communities of 
practice.  

● To join any of these communities, just click on the 
community name.  

● You can belong to as many communities as you like.

https://digital.gov/communities/


Questions?

Laura Godfrey, Lead Multilingual Community of Practice
Join the Multilingual Community of Practice
Email: laura.godfrey@gsa.gov
Cell: 202-536-8968

https://digital.gov/communities/multilingual/
mailto:laura.godfrey@gsa.gov



