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A. IntroductIon

Keene Housing (KH) is committed to ensuring equal access to its programs and services 
by all residents, regardless of primary language spoken. Title VI and Executive Order 
13166 require recipients of federal financial assistance to take reasonable steps to ensure 
meaningful access to their programs and services by Limited English Proficient (LEP) 
persons. Persons who do not speak English as their primary language and who have a 
limited ability to read, write, speak, or understand English can be considered LEP persons.

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 persons. 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.

Using the LEP self-assessment as a guide, the KH prepared this Language Assistance Plan 
(LAP), which defines the actions KH takes to ensure Title VI compliance with respect to 
LEP persons. The Agency will periodically review and update this LAP in order to ensure 
continued responsiveness to community needs and compliance with Title VI.

B. GoAls of the lAnGuAGe AssIstAnce PlAn

The goals of KH’s Language Assistance Plan include:

1. To ensure meaningful access to KH’s affordable housing and Housing Choice
Voucher programs by all eligible individuals regardless of primary language
spoken.

2. To ensure that all LEP individuals are made aware that KH will provide free
oral interpretation services to facilitate their contacts with staff and
participation in Agency programs.

3. To ensure that KH staff are aware of available language assistance services
and how these services need to be used when serving LEP individuals.

4. To provide for periodic review and updating of language assistance plans and
services in accordance with community needs.

c. leP IndIvIduAls Who need lAnGuAGe AssIstAnce

The 2010 American Community Survey found that English is the only language spoken 
by 96.2% of Keene’s residents. None of the most commonly spoken languages other than 
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English approaches 5% or 1000 of eligible persons to be served or likely to be affected or 
encountered by KH programs or staff.

 Languages Spoken (all incomes) – Keene, NH

Source: 2017 American Community Survey

Note that this analysis does not cross reference language spoken with Area Median 
Income/program eligibility. Doing so would likely further reduce the statistical likelihood 
of KH staff encountering LEP persons. Further, this analysis does not differentiate between 

Language or Language Group Residents % of Population

Total Persons

Speak only English

Spanish

French or Haitian Creole

German & other Germanic

Russian & other Slavic

Other Indo-European

Chinese

Vietnamese

Tagalog

Other Asian

Arabic

Other Language  Reported 
or Not Specified

22,306

21,329

132

104

77

113

252

70

78

15

82

46

8

100%

96%

1%

<1%

<1%

1%

1%

<1%

<1%

<1%

<1%

<1%

<1%
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those who speak a language other than English and those who speak a language other 
than English and speak English less than very well. Doing so further reduces the likelihood 
of KH staff encountering LEP persons.

d. tyPes of AssIstAnce needed By leP Persons

While KH staff very rarely encounters LEP persons, when they do it is at meetings, via written 
communications and phone calls where information is exchanged. Oral interpretation 
services may be needed for these contacts.

1. Language Assistance Provided

a. In order to promote equal access to KH programs and services by LEP
individuals, the Agency implemented the following language assistance
services:

b. Identification of LEP Persons and Notices

i.  Use of “I Speak Poster”: In order to help identify LEP individuals
and determine the appropriate language assistance, KH posts and
makes available “I Speak Poster” at its central office reception
area. Applicants, housing residents and Housing Choice
Voucher participants can use these cards to indicate their primary
language. KH staff at the point of entry then makes appropriate
arrangements for interpretation services, using a telephone
interpretation service.

ii.  Notices of Oral Interpretation Services: KH provides free access to
telephone interpretation services for all contacts with LEP individuals.
KH posts multi-lingual notices at its main office indicating that free
oral interpretation services are available upon request.

2. Language Assistance Measures

a. Telephone Support: KH uses the services of a professional telephone
interpretation service whenever requested by an LEP individual and/or
when an LEP person uses an “I Speak” card to signify that they speak a
non-English language. When these contacts involve review of KH forms
and procedures, the Agency will schedule the call so that the telephone
translator has the opportunity to first review the relevant form or procedure.
KH will only utilize interpretation services, which demonstrate a high
degree of training and professionalizm among the interpreter staff.
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KH currently utilizes a service, which provides 24/7 
coverage, trained and certified interpreters, and coverage for 
over 180 languages. KH staff is trained in how to access this service, 
which will be available as needed for LEP applicants, housing 
residents or Housing Choice Voucher participants.

b. Use of other interpreters not provided by KH: As noted above, LEP
individuals are informed that the Agency can provide them with free
access to oral interpretation services via telephonic oral interpretation
as needed. If the LEP individual requests their own qualified, trained
interpreter, this is allowed at the individual’s own expense. Use of family
members and friends, especially minor children, as interpreters is generally
discouraged. Exceptions are made where the contact with the LEP person
is of a routine nature, one that does not involve confidential matters, or
significant/complex matters impacting the applicant or resident’s housing
status, rent payments, or lease compliance issues. Staff is advised to be
alert to the potential for any conflict of interest or competency issues that
may arise from the involvement of family or friends.

c. Communication with LEP Telephone Callers: If needed, KH attempts to
place a three-party call to the oral interpretation telephone service to
determine if the service is able to identify the language spoken and
provide an interpreter.

E. stAff trAInInG And coordInAtIon

1. KH provides training on LEP awareness and required assistance actions under
the Language Assistance Plan for employees. This includes:

a. New Hire Orientation: LEP awareness and the LAP are included in the New
Hire Orientation Process.

b. The LAP  and instructions are posted on the KH intranet which is accessible
to all KH staff to review the Language Assistance Plan elements, review
procedures related to the LAP, and to inform staff of their responsibilities
relative to LEP persons.

c. LEP Coordinator: KH has a designated LEP Coordinator, who is responsible
for updating the LEP analysis, addressing staff and public questions and
other issues related to LEP matters.

F.ProvIdInG notIce to leP Persons

1. KH ensures that LEP persons are aware of the language services available to
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them by:

a. Posting LEP notices in KH’s offices, as described in paragraph D.1.b.ii
above; and,

b. Partnering with community agencies: KH is in regular contact with local
community agencies who work with LEP persons to: a) inform them of the
Agency’s policies regarding language services to LEP persons; and, b)
solicit their assistance and cooperation in communicating KH’s policies
and providing assistance to LEP persons.

G. MonItorInG And uPdAtInG the lAnGuAGe AssIstAnce PlAn

After the American Community Survey or US Census (whichever is most recent) results 
become available, the LAP is reviewed and updated, if needed. The review assesses:

1. Whether there have been any significant changes in the composition or
language needs of Keene’s LEP population;

2. A review of any issues or problems related to serving LEP persons which may
have emerged since the time of the last review; and,

3. Identification of any recommended actions to provide more responsive and
effective language services.

Since it is part of the agency’s overall plan process, the periodic LAP review and update 
process is subject to public review and comment.
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