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April 22, 2024 

Nadine Morrell, Audit Director  
Office of the State Comptroller  
Division of State Government Accountability 
110 State Street  
Albany, NY 12236  

Re:  2022-S-38 Department of Motor Vehicles – Language Access Services 
180-day Follow-up Response 

Dear Nadine Morrell: 

This letter is in response to the New York State Comptroller’s final audit report number 
2022-S-38, Department of Motor Vehicles – Language Access Services, dated 
October 26, 2023.  

We provide the following updates to our implementation of all recommendations, and 
actions we have taken since October 2023, including moving from the Language Line 
vendor to Propio as of April 1, 2024. 

Recommendation #1 

Develop procedures to verify that all State DMVs are complying with the requirements 
of the Department’s Plan, including: 

a. Utilizing Language Line for interpretation services where applicable;
b. Tracking statistics for interpretation services provided; and
c. Obtaining waiver forms when customers choose to rely on their family or friends

for
interpretation services.

The New York State Department of Motor Vehicles (DMV) began issuing quarterly 
reminders to all state and county office staff to use Language Line services when 
needed, and to maintain a log entry for each use.  

See attachments #1 and #1a through #1g, “MB0624 - Quarterly Language Access 
Policy Services Reminder” sent on 2/15/2024 to all state and county office staff.   



See attachment #2, “Language Access Reminder” sent on 2/20/2024 to all state 
managers. 

Audit Services updated its issuing office audit procedures to check for office compliance 
during all onsite audits beginning in March 2024. 

Recommendation #2 

Increase collaboration efforts with County DMVs to provide equal access and consistent 
services to LEP individuals throughout the State. 

The comprehensive Language Access training module that was sent by the DMV 
County Clerk Liaison on April 4, 2023, was also sent to all county offices on October 31, 
2023, and March 25, 2024, in accordance with DMV’s policy of distributing this training 
to all county offices at least twice per year.  Along with the training modules sent on 
those dates, the County Clerk Liaison also included multi-language posters containing 
some common statements that office staff use to assist customers who have Limited 
English Proficiency (LEP).  The County Clerk Liaison also sent the comprehensive 
training module to the county clerk leadership committee on January 25, 2024, who in 
turn forwarded it to all counties, and encouraged them to use it to train staff.   

The County Clerk Liaison further communicated with several counties (Chautauqua, 
Dutchess, Erie, Monroe, Orange, St. Lawrence, Schuyler, Wayne, and Yates) on a one-
on-one basis to answer questions about the comprehensive training, the 
communications referenced above, and to provide general guidance on Language 
Access.  The County Clerk Liaison also discussed the importance of providing language 
access at statewide and regional meetings of county clerks.   

On March 28, 2024, the County Clerk Liaison sent to all county offices a notice that 
DMV would be using a new service vendor, Propio, for the language assistance service 
starting April 1, 2024, which included the new instructions for over the phone 
interpreting (OPI access) service.  

See attachment #5 for the county office email and instructions. 

Recommendation #3 

Collect and analyze available language statistics, and collaborate with County DMVs to 
develop a method to track complete and accurate statistics of non-English languages 
they serve throughout the state. 

DMV continues to work closely with the NYS Office of Language Access (OLA) and is 
close to adding the four additional languages (Albanian, Greek, Portuguese, and 
Japanese) to our language access plan. It should be noted that DMV is not permitted to 



add additional languages, regardless of statistics, without the guidance and approval of 
the NYS OLA. 

Recommendation #4 

Develop procedures to ensure that RFQ expectations for interpretation services are 
being met. 

The Language Access Coordinator (LAC) is in regular contact with offices that have 
complaints regarding Language Line, as well as other language access contractors that 
DMV utilizes. These complaints are forwarded to the NYS OLA in a monthly contractor 
deficiency report (aka vendor deficiency report). For Language Line issues, the LAC also 
encourages employees who raise the complaint to also file their complaint directly with 
the contractor.  The LAC has also reminded all DMV offices of the language access tools 
available to them as well as the complaint and deficiency process. 

Recommendation #5 

Develop procedures to ensure that charges for interpretation services are accurate and 
appropriate, and recoup any outstanding overpayments. 

Language Access service invoices are forwarded to DMV’s Office of Contract 
Administration, where the invoice is reviewed and verified for compliance with the 
contracted rates. Once that verification is complete, and providing there is no 
discrepancy, the invoice is forwarded on to the program area for them to provide an 
“okay to pay”. Once the Office of Contract Administration receives the okay to pay, the 
approval is sent to the Expenditure Accounting unit along with the PO # to be used.  

On April 1, 2024, the Department began using Propio for language interpretation 
services. State offices call and provide a unique 3-digit code to identify their state office, 
and county offices use a different telephone number and announce their county to 
identify their county office. Propio tracks all calls, eliminating the need for each state 
and county office to maintain separate logs of language service calls. See attachments 
#3 through #6. 

As outlined in our formal agency response to the audit report and confirmed above, 
DMV has accepted all recommendations contained in the report and has taken all 
necessary actions to address them.  Again, we appreciate the results and 
recommendations presented in the report and the efforts of the audit team from the 
Office of the New York State Comptroller. 



If you have any questions concerning our response to this audit, please contact me at 
(518) 473-9324, or Kelly Gardineer, Director of Audit Services, at (518) 474-0881.

Sincerely, 

Mark J.F. Schroeder 
Commissioner 

See PDF attachments #1a-g through #6: 

1. MB0624- Quarterly Language Access Policy Services Reminder Email 
2-15-2024

a. Language ID Poster
b. Waiver of Rights to Free Interpretation Services
c. Sample language line log
d. Right to File a Language Access Complaint
e. Language Access Complaint Form
f. How Can I Help You Card
g. I Speak Card

2. Language Access Reminder Email 2-20-2024

3. Important - New Over-the-Phone Interpretation Vendor - Effective Beginning of 
Business April 1 Email 3-26-2024

4. Propio One for Video Remote Interpretation Email 3-26-2024

5. RE Important - New Over-the-Phone Interpretation Vendor - Effective Beginning 
of Business April 1 for Counties Email 3-27-2024

6. Reminder - New Over-the-Phone Interpretation Vendor - Effective Beginning of 
Business April 1 Email 3-29-2024





From: dmv.sm.custsvcs
To: ADipasquale@SaratogaCountyNY.gov; Canty, Alfreda (DMV); Alleyne, Carletta (DMV); Murray, Allison (DMV);


Rubino, Amy (DMV); Lepore, Angela (DMV); Scott, Ann (DMV); Austin, Kristina M (DMV); Backus, Peggy (DMV);
Baker, MaryElizabeth (DMV); Balzarano, Pamela (DMV); Mackaronis, Barbara (DMV); Barksdale, Yolanda (DMV);
Barrett, Brenda (DMV); Baugh, Ronald (DMV); Becker, Sean T (DMV); "Behrens, Renee (DMV)"; Bender, Katie
(DMV); Berglund, Elizabeth A (DMV); "Blachowski, Jacqueline (DMV)"; Acquino, Bob (DMV); Bowers, Kim (ERIE);
Brown, Crystal (DMV); Brown, Venita (DMV); Bucci, Peter (DMV); Bull, Joshua (DMV); Cadalso, David (DMV);
Calkins, Angie (DMV); dmv.dl.CALLCTR; Carman, Rick (DMV); Mcclenon, Casey (DMV); Catalfamo, Jasen (DMV);
Ayers, Chris (DMV); Legorius, Christine (DMV); Carlo, Cinda (DMV); Coleman, Stephanie (DMV); Conway, Jamie
A (DMV); Cook, Rebecca (DMV); "Dugan, Deborah (DMV)"; DiBenedetto, Kathy (DMV); dmv.dl.fops.smvr1;
dmv.dl.fops.smvr2and3; dmv.dl.FOPS-DDs; dmv.dl.FOPS-DDs-Sup; dmv.dl.FOPS-OM; dmv.dl.FOPS-Rgls;
dmv.dl.FOPS-Rgls-Sup; dmv.dl.PartneringPrograms; dmv.dl.WebServicesOffice; DMV.ls.countymanagement;
dmv.sm.LegislativeLiaison; Lewis, Donna (DMV); Dulkis, Barbara (DMV); Filmer, Erin (DMV); Flagler, Scott
(DMV); Flynn, Brendan (DMV); Frances.Martin-Childs@BroomeCounty.US; Frazier, Chantell (DMV); Freitas, Sherri
L (DMV); Gardineer, Kelly (DMV); Douglas, Gerald (DMV); Gerloff, Jason (DMV); Grabo, Sherry L (DMV);
Gregory, Joyce (DMV); Hardy, Michelle L (DMV); Harrigan, Patrice (DMV); Bazicki, Heidi (DMV); Heigel, Timothy
(ITS); Hutchinson, Jason (ITS); James, Steven (ITS); McGill, Jim (DMV); Parker, Jim (DMV); DeThomasis, Joe
(DMV); Black, John (DMV); Irving, John (DMV); "Crisafulli, Joseph (DMV)"; jwood@wyomingco.net; Hayes, Karen
(DMV); DiBenedetto, Kathy (DMV); "Keefer, Anitajoyce (DMV)"; Keeler, Kayla (DMV); "Gray, Kellee (DMV)";
Kenefick, John J (DMV); Desch, Kevin (ITS); Linder, Kevin (ERIE); Kevin.pease@erie.gov; Kohli, Kevin (DMV);
Kramer, Becky (DMV); Lester-Hernandez, Kristin (DMV); Jacobson, Lauren (DMV); Leclaire, Sara (DMV); Potoski,
Luke (DMV); Neeley, Lynne (DMV); MacDonald, Mary (DMV); "Rodriguez, Madelyn (DMV)"; Mailloux, Joshua
(DMV); "Shimkus, Mark (DMV)"; Smith, Mark (DMV); "Masilang, Gerard A (DMV)"; McClatchie, Katrina (DMV);
McClure, Drew (DMV); McLeod, Cherryann (DMV); Wagner, Michael (DMV); Pellechia, Michelle (DMV); Seabury,
Michelle (DMV); Milton, Shannon (DMV); Mingle, Craig (DMV); "Montario, Matthew J (DMV)"; Morris, Shawan N
(DMV); "Murphy, Audrey (DMV)"; Murray, Kahsha (DMV); Murray, Meg (DMV); Holmes, Nancy (DMV); Norman,
Carolyn C. (DMV); Norman, Thomas (DMV); O"Connor, Justin (DMV); McShane, Owen (DMV); Paradise, Karen
(DMV); Parker, Horace (DMV); Naples, Pat J (DMV); "Garhartt, Patricia (DMV)"; Jacobs, Patricia (DMV); Stusinski,
Patrick (DMV); "Patterson, Sheila (DMV)"; "DePuccio, Peter (DMV)"; Pieczynski, Catherine (ERIE); Plekan,
Krystina (DMV); "Plotsky, Victoria A (DMV)"; Poitras, Karin (DMV); dmv.dl.PSPUnit; Putorti, Todd (DMV); Cook,
Rebecca (DMV); Klippel, Rebeka (DMV); Collins, Rebekah (DMV); Reth, Alyssa (DMV); Reyes, Elben J. (DMV);
Wesner, Richard J (DMV); Riley Jr, Robert K (DMV); Rivera, Rachel (DMV); Rivers, Peter (DMV); Lopez, Robert
(DMV); Riley Jr, Robert K (DMV); Soris, Robert (DMV); Roman-Andrade, Magaly (DMV); Rootes, Alicia (DMV);
Kitchner, Rosanne (DMV); rpierce@wyomingco.net; McMullen, Ryan (DMV); Schillaci, Tiffany (DMV); Schmidt,
Carey (DMV); Schwabenbauer, Kelly (DMV); Kroll, Scott (ERIE); Brown, Shavon (DMV); Van Vleck, Sheryl (DMV);
Sicignano, Miriam (DMV); Snyder, Heather (ERIE); "Stevens, Michelle (DMV)"; Stinnette, Kadijah (DMV); Taylor,
Bill (DMV); dmv.dl.TEXSUPS; dmv.dl.TitleServicesRepresentatives; "Hacker, Tom (DMV)"; Wheaton, Tracey
(DMV); Traficante, Wayne (DMV); Bramwell, Trevor (DMV); VanDorn, Cindy (DMV); Giroux-McHugh, Vicky
(DMV); Traficante, Wayne (DMV); wdueppengiesser@wyomingco.net; Weaver, Gillian (DMV); Wheaton, Tracey
(DMV); Dringus, William (DMV); Wissenbach, Daniel (DMV); "Withkowski, Mary (DMV)"; Wyman, Larry (DMV);
Mitchell, Yekarah (DMV); Zacheus, Laura (DMV); Zilkowski, Cynthia A (DMV); Schweitzer, Kristina (DMV);
Warrington, Brian (DMV); OHara, Kellie (DMV); OHara, Kellie (DMV); McGarry, Kevin F (DMV); Wood, Rebecca
(DMV); Lozada, Mary (DMV); Hamilton, Philecia (DMV); Clement, Alexis (DMV); Bottachiari, Denise (DMV); Smith,
Leslie (DMV); Makitra, Melanie (DMV); Morris, Kimberly (DMV); Rice, Lauren (DMV); Brdar, Nicholas V (DMV)


Subject: MB0624- Quarterly Language Access Policy Services Reminder
Date: Thursday, February 15, 2024 7:08:45 AM
Attachments: MB0624 - Quarterly Language Access Policy Services Reminder.pdf


Good morning,
 
Attached, please find today’s Mailbag.
 
February 15, 2024
Mailbag 06– 2024
 


Quarterly Language Access Policy Services Reminder
 
 
Thank you
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LANGUAGE ACCESS POLICY & SERVICES REMINDER 



 To assist Limited English Proficiency (LEP) individuals and provide equal access to government 
programs and services, Executive Order 26, issued October 6, 2011, established a statewide 
language access policy for New York State. 



 Key requirements of this policy that all offices must comply with include: 



 Posting of Language Identification Poster: 



• The language identification post should be prominently displayed in all customer service 
areas, including waiting rooms, reception desks, and service counters.  The tool contains 
information on available language access services. 



Language Identification Poster 



 Offering LEP customers interpretative services and recording any denial of 
services: 



• All customers with Limited English Proficiency (LEP) must be offered free interpretation 
services (using Language Line). Should a LEP customer prefer to use friends or family 
that accompany them as their interpreters, a PA-10 Waiver of Rights to Free 
Interpretation Services form must be completed and attached to the application.  The 
form, shown below in English, is available via local print in multiple languages. 



 Waiver of Rights to Free Interpretation Services 



 Completion of Language Access Line Log: 



• NYS contracts with Language Line to meet verbal interpreter needs of our 
customers.  For each instance of Language Line service utilization, a log must be 
completed and maintained.  A sample log is attached for reference. 



 sample_langauge_line_log.pdf 



 Posting of PA-7.1 Right to File a Complaint Form: 



• All offices must conspicuously post in a visible location the Right to File a Language 
Access Compliant sign.  This form informs customers of their right to file a complaint 
related to language access services. 





http://dmvintranet.dmv.state.ny.us/sites/default/files/language_identification_poster.pdf


http://dmvintranet.dmv.state.ny.us/sites/default/files/waiver_of_rights_to_free_interpretation_services.pdf


http://dmvintranet.dmv.state.ny.us/sites/default/files/sample_langauge_line_log.pdf








 Right to File a Language Access Complaint 



 Complaints and Reporting: 



• Any customer wishing to file a complaint about language access services must be given 
PA-7 Language Access Complaint Form.  This form is available on local print. 



 Language Access Complaint Form 



 Utilization of Visual Aids and Tools During In -Person Encounters: 



• When interaction with customers in person, utilize the “I Speak” card or the “How Can I 
Help You?” tool to assist customers in identifying their preferred language and 
communications needs. 



How Can I Help You Card 



 I Speak Card 



 Mandatory Language Access Training: 



State Offices:  All State DMV staff are required to complete the mandatory language access 
training annually.  The OER (Office of Employee Relations) training on SLMS is used for this 
purpose. 



County Offices:  Language Access training was sent to all County Clerk-operated offices on 
October 30, 2023 via the County Clerk Management email list 
(dmv.ls.countymanagement@dmv.ny.gov), and will be sent at least twice per year moving 
forward. 



Please ensure that you familiarize your self with these requirements and implement them 
consistently to guarantee effective language access services. 



Please visit the following website to see the entire DMV language access 
plan:  https://dmv.ny.gov/more-info/language-assistance 



Compliance with these guidelines is essential for providing equal access to all customers and 
promoting a diverse and inclusive environment. 



Reminder of these requirements will be issued multiple times throughout the year and office 
audits will confirm compliance with the required practices.   



Please share this information with appropriate staff. If you have any questions, please contact 
Issuing Office Support at (518) 473-2322. 



 





http://dmvintranet.dmv.state.ny.us/sites/default/files/right_to_file_a_language_access_complaint.pdf


http://dmvintranet.dmv.state.ny.us/sites/default/files/language_access_complaint_form.pdf


http://dmvintranet.dmv.state.ny.us/sites/default/files/how_can_i_help_you.pdf


http://dmvintranet.dmv.state.ny.us/sites/default/files/i_speak_card.pdf


mailto:dmv.ls.countymanagement@dmv.ny.gov


https://dmv.ny.gov/more-info/language-assistance



















  
 


  


    


 


              


  


 
 


            


 


  


  


 


 


  
 


 


 


 


 


 
  


 


____________________________________________________________________________________ 


__________________________________________________   _________________ 


________________________       _________________________ 


KATHY HOCHUL 
Governor 


Waiver of Rights to Free Interpretation Services 


New York State policy is to offer Limited English Proficient (LEP*) individuals with free interpretation services when 
accessing state services. If you have been identified (or self-identified) as an LEP individual by the agency and wish to 
waive your right to free interpretation services, you need to complete this form.  


Name of Limited English Proficient (LEP) Individual (or authorized representative)  


Check all that apply 


☐ I have been told that I have the right to free interpretation services  


☐ I understand that I can have the services of a free interpreter  


☐ I choose NOT to use the services of a free interpreter at this time, and will instead  


☐ Communicate in English  


☐ Use my own interpreter (Must be at least 18 years old). Please note that for certain services, you may 


not be allowed to provide an interpreter of your choice. 


Name of Interpreter: ____________________________________________________________ 


Relationship to the LEP individual: ________________________________________________ 


☐ Other: _____________________________________________________________________ 


☐ I understand that I can change my mind at any time and accept the services of a free interpreter  


Signature of LEP Individual (or Authorized Representative)   Date  


FOR AGENCY USE ONLY 


Name of Employee: __________________________________________________________________________ 


Division/Department:_________________________________________________________________________ 


Email Address: _________________________________________ Phone Number: _______________________ 


Signature of Employee        Date 
*Individuals are considered LEP if they do not speak English as their preferred language and have limited ability to read, speak, write, or understand spoken English. 


PA-10  (12/21)  





		Waiver of Rights to Free Interpretation Services 

		FOR AGENCY USE ONLY 





		Name of Limited English Proficient LEP Individual or authorized representative: 

		I have been told that I have the right to free interpretation services: Off

		I understand that I can have the services of a free interpreter: Off

		I choose NOT to use the services of a free interpreter at this time: Off

		I choose NOT to use the services of a free interpreter at this time and will instead: Off

		Name of Interpreter: 

		Relationship to the LEP individual: 

		Other: 

		I understand that I can change my mind at any time and accept the services of a free interpreter: Off

		Date: 








LOG OF LANGUAGE LINE USAGE 
OFFICE NAME: 


DATE 


(mm/dd/yy)


LANGUAGE 


REQUESTED


INTERPRETER 


ID#


START 


TIME


END 


TIME CUSTOMER NAME OR CID NOTES 


DMV 


EMPLOYEE 


INITIALS 








English 


New York State’s policy is to provide language access to public services and programs. If you feel 


that we have not provided you with adequate interpretation services or have denied you an available 
translated document, please ask for our complaint form to give us your feedback.  


Spanish – Español 


La política del Estado de Nueva York es proveer servicios lingüísticos para los servicios y programas 
públicos. Si considera que no hemos brindado un servicio adecuado de interpretación o que le 
hemos negado un documento traducido disponible, por favor solicite un formulario de reclamo y 


háganos saber su experiencia. 


Chinese – 中文 


紐約州政策要求提供公共服務和計畫的語言協助。如認為我們未為您提供充分的口譯服務，或拒絕為您


提供現有可用翻譯文件，請索取投訴表，向我們表達反饋意見。  


Russian - Русский 


Руководящим принципом администрации штата Нью-Йорк является предоставление услуг 
языкового доступа к общественным службам и программам. Если вам кажется, что вам не 
предоставили надлежащие переводческие услуги или что вам отказали в доступе к тому или 
иному переведенному документу, попросите, пожалуйста, бланк жалобы и поделитесь с нами 


своим мнением об этом. 


Bengali - বাাংলা 


নিউইয়র্ক স্টেটের িীনি অিুযায়ী সরর্ানর স্টসবা এবং র্ায কসূনিটি ভাষা সহায়িা প্রদাি র্রা হটয় থাটর্। আপনি 


যনদ মটি র্টর থাটর্ি, আপিাটর্ পয কাপ্ত অিুবাদ সহায়িা প্রদাি  র্রা হয়নি অথবা অিূনদি িনথ থার্া সটেও 


আপিাটর্ নদটি অস্বীর্ার র্রা হটয়টে, িাহটে অিুগ্রহ র্টর আপিার মিামি জািাটিার জিয আমাটদর 


অভিয াগ ফযম ের বযাপাটর স্টযাগাটযাগ র্রুি। 


Haitian Creole - Kreyòl ayisyen 


Règleman Eta New York se pou bay aksè nan lang nan sèvis ak pwogram piblik yo. Si ou panse nou 
pa t ba ou sèvis entèpretasyon konvnab oswa si nou te ba ou refi pou yon dokiman tradui ki disponib, 
tanpri mande fòm plent nou an pou ban nou remak ou. 


 Right to File Language Access Complaint







Korean - 한국어 


 


뉴욕주의 정책은 공공서비스와 프로그램들을 제공할 때 이용자들이 원하는 언어를 제공하는 


것입니다.  저희가 적절한 통역서비스를 제공하지 않았거나 유효한 번역서류를 거부했다고 


생각되시면, 귀하의 피드백을 주실 불만신고 양식을 요청하시기 바랍니다. 


 
Italian – Italiano 


 


La politica di Stato di New York offre assistenza linguistica nei servizi e programmi pubblici. Se si 
ritiene di non avere ricevuto un servizio di interpretariato adeguato o se è stata rifiutata la traduzione 
di un documento, è possibile richiedere il nostro modulo di reclamo per comunicare il proprio 


feedback. 
 
Polish - Polski 
 


Zgodnie z polityką Stanu Nowy Jork, zadaniem stanu jest zapewnienie obsługi językowej usługom i 
programom publicznym. Jeżeli uważają Państwo, że nie zapewniliśmy odpowiedniej usługi 
tłumaczenia ustnego lub odmówiono Państwu okazania dokumentu w Państwa rodzimym języku, 
prosimy o przesłanie formularza reklamacyjnego. 


 
Yiddish 


 אידיש


 
אויב איר פילט אז מיר  ניו יארק סטעיט'ס פאליסי איז צוצושטעלן שפראך צוטריט צו פובליק סערוויסעס און פראגראמען.


האבן אייך נישט צוגעשטעלט פאסיגע דאלמעטשונג סערוויסעס אדער האבן אייך אנטזאגט פון אוועילעבל 
 נז צו גיבן אייער פידבעק. או קלאגע בויגןאיבערגעזעצטע דאקומענטן, ביטע פארלאנגט אונזער 


 
Arabic 


 العرََبيِة
 


مة أو إن من سيسة ولاية نيويورك توفير الاستخدام اللغوي للخدمات والبرامج العامة. إذا كنت تشعر أنه لم يتم توفير خدمات ترجمة شفهية ملائ
 لإيصال رأيك إلينا. استمارة شكوىتم حرمانك من وثيقة مترجمة متاحة، يرجى طلب 


 
French - Français 


 
La politique de l’État de New York est d’offrir un accès linguistique aux programmes et services 


publics. Si vous avez l’impression que nous ne vous avons pas fourni les services d’interprétation 
appropriés ou que nous vous avons refusé un document traduit disponible, veuillez remplir notre 
formulaire de réclamation pour nous fournir vos commentaires. 


 
Urdu 


 اردو


 
اگر آپ کو محسوس ہو کہ ہم  نيو يارک اسٹيٹ کی پاليسی ہے کہ عوامی خدمات اور پروگرامز کے ليے زبان تک رسائی فراہم کی جائے۔


فراہم نہيں کيں يا آپ کو کسی دستياب ترجمہ شدہ دستاويز کی فراہمی سے انکار کيا ہے تو براہ  نے آپ کو ترجمے کی موزوں خدمات
 طلب کريں۔  شکايتی فارممہربانی ہم تک اپنی رائے پہنچانے کے ليے ہمارا 
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		Right to File Language Access Complaint

		English 

		Spanish – Español 

		Chinese – 中文 

		Russian - Русский 

		Bengali - বাাংলা 

		Haitian Creole - Kreyòl ayisyen 

		Korean - 한국어 

		Italian – Italiano

		Polish - Polski 

		Yiddish שידיא 

		Arabic ةيِبَرَعلا 

		French - Français 

		Urdu ودرا 





		form number: PA-7.1 (6/22)








New York State Department of Motor Vehicles 
Language Access Review Board 
6 Empire State Plaza- Room 520 


Albany, NY 12228 
Email: dmv.sm.DiversityandInclusion@dmv.ny.gov 


Fax: 518-486-5427 


PA-7 (6/22) 


Language Access Complaint Form 


New York State’s language access policy requires certain public-facing agencies to offer interpretation services in any 
language and to translate important documents into at least the top twelve most common non-English languages in the 
state. If  you have had trouble with our agency’s language access services, you may complete and submit this complaint 
form using the contact information provided above. All personal information in your complaint will be kept confidential.  
1. Complainant: First name: _____________________ Last name: ______________________ Zip code: _________ 
☐ I prefer not to provide my name. Please note, if you do not provide any contact information, we will not be able to inform you
of the steps we are taking to respond to your complaint.  Preferred language(s): ___________________________________
Phone number: ____________________ E-mail address: ________________________________________________
Is someone else helping you file this complaint? ☐ No      ☐  Yes   If  ‘Yes,’ include their contact information:   
First name: _________________________________ Last name: __________________________________________ 
E-mail address and/or phone number:________________________________________________________________ 


2. What language(s) did you need services in?
______________________________________________________________________________________________
3. What was the problem?  Check all the boxes that apply and explain below.
☐ I was not offered an interpreter
☐ I asked for an interpreter and was denied
☐ The interpreter’s skills were not good (include their names in section 5 below, if known)
☐ The interpreter made rude or inappropriate comments
☐ I waited for too long for an interpreter
☐ I was not given forms or notices in a language I can understand (list documents needed in section 5 below)
☐ Other (explain)________________________________________________________________________________
_______________________________________________________________________________________________


4. When did this incident happen?  If  it happened more than once, indicate the date of the most recent incident. 


Date (MM/DD/YYYY):  __________________ Time: ____________   ☐ AM       ☐ PM
Where did this incident happen? ☐ Over the phone  ☐In-person Provide address: ____________________________
5. Describe what happened. Be specific and provide as much detail as possible. If it happened more than once, include each


date/time and describe each incident. List any services and documents you were trying to access. Include names, addresses, 
and phone numbers of people involved, if known. Use additional pages as needed and write your name on each sheet. 


6. Did you complain to anyone from the Department/Agency? If yes, include who you spoke with and what
their response was. Please be specific.


Print Name: ___________________________________________  Date (MM/DD/YYYY): ______________ 
 (Person making the complaint) 


Do not write in this box.  For office use only. 
Date:_______ Reviewer:__________________________ 
Resolution:_________________________________________ 


reset / clear



mailto:dmv.sm.DiversityandInclusion@dmv.ny.gov



		Language Access Complaint Form 



		I was not offered an interpreter: Off

		I asked for an interpreter and was denied: Off

		The interpreters skills were not good include their names in section 5 below if known: Off

		The interpreter made rude or inappropriate comments: Off

		I waited for too long for an interpreter: Off

		I was not given forms or notices in a language I can understand list documents needed in section 5 below: Off

		Other explain: Off

		Time: 

		I prefer not to provide my name: Off

		Complainant First name: 

		Complainant Last name: 

		Complainant Zip code: 

		Complainant Preferred languages: 

		Complainant Phone number: 

		Complainant Email address: 

		Is someone else helping you file this complaint: Off

		Helper First name: 

		Helper Last name: 

		Helper Email address andor phone number: 

		What languages did you need service in: 

		Explain other problems: 

		Time of Day of Incident: Off

		Where did this incident happen: Off

		Provide address of in person incident: 

		Describe what happened Be specific and provide as much detail as possible If it happened more than once include each datetime and describe each incident List any services and documents you were trying to access Include names addresses and phone numbers of people involved if known Use additional pages as needed and write your name on each sheet: 

		Did you complain to anyone from the DepartmentAgency If yes include who you spoke with and what their response was Please be specific: 

		Print Name Person making the complaint: 

		Date MMDDYYYY Month Day Year of incident: 

		Date MMDDYYYY Month Day Year of complaint: 

		reset clear: 
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HOW CAN I HELP YOU? 
Point to the reason you are at DMV 


¿CÓMO PUEDO AYUDARLO? 
Señale el motivo por el que está en el DMV 


 ? 
DMV    . 


KIJAN MWEN KA EDE OU? 
Lonje dwèt ou sou rezon ou nan DMV a 


 DMV  


    ? 
,     DMV 


     ?  
 DMV        


COME POSSO ESSERLE UTILE? 
Indichi il motivo per cui è qui al DMV 


JAK MOG  POMÓC? 
Wska  powód swojej wizyty w DMV 


    ? 
       DMV 


   
       (DMV) 


COMMENT PUIS-JE VOUS AIDER ? 
Indiquez la raison de votre présence au DMV 


         
          DMV  
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Apply for a driver license - first one in New York 
Solicitar una licencia de conducir por primera vez en  
Nueva York 


   -    
Aplike pou yon lisans chofè - Premye fwa nan New York 


 -  
     


 (   - ) 
     –    


Richiedere per la prima volta la patente di New York 
Sk adanie wniosku o prawo jazdy – pierwszy raz w 
Nowym Jorku 


      -      
    �   -   � 


Demander un permis de conduire - Premier permis à  
New York 


      -     


 Apply for a non-driver ID card 
Solicitar una tarjeta de identificación de no conductor 


 ID   
Aplike pou yon kat idantite ki pa yon lisans chofè 


 
      


   
 -       


Richiedere un documento di identità diverso dalla 
patente 
Sk adanie wniosku o wydanie dokumentu to samo ci dla 
osoby nieb d cej kierowc  


    - ID  
     �    


Demander une carte d’identité de non-conducteur 
  ID      


Renew a current New York driver license 
Renovar una licencia de conducir actual de Nueva York 


     
Renouvle yon lisans chofè New York 


 
   


,     
        


Rinnovare una patente valida di New York 
Przed u enie aktualnego nowojorskiego prawa jazdy 


       
      


Renouveler un permis de conduire new yorkais en cours 
de validité 


         


Replace a lost photo document  
Reemplazar un documento con foto perdido 


     
Ranplase yon dokiman foto ki pèdi 


 
    


 
      


Sostituire un documento con foto smarrito 
Wymiana utraconego dokumentu ze zdj ciem 


     
       


Remplacer un document avec photo perdu 
       


Information shown on current photo document has changed 
Cambiar la información que se muestra en el documento con foto actual  


       
Enfòmasyon ki sou dokiman foto aktyèl la chanje 


 
       


       
I dati riportati sul documento attuale con foto sono cambiati 
Zmiana informacji wskazanych na aktualnym dokumencie ze zdj ciem  


          
         


Les informations figurant sur le document avec photo actuel ont changé 
           


Apply for a new driver license after suspension or revocation 
Solicitar una nueva licencia de conducir después de la suspensión o cancelación 


        
Aplike pou yon nouvo lisans chofè apre sispansyon oswa revokasyon 


 
         


   
            


Richiedere una nuova patente dopo la sospensione o la revoca 
Ubieganie si  o nowe prawo jazdy po zawieszeniu lub odebraniu 


           
        �    


Demander un nouveau permis de conduire après suspension ou révocation 
            


 


 
 
 
 
 
 
 


 
 


 


DRIVER LICENSE TRANSACTION 
TRANSACCIÓN DE LICENCIA DE CONDUCIR 


   
TRANZAKSYON POU LISANS CHOFÈ 


 
    


    
OPERAZIONI CON LA PATENTE DI GUIDA 
SPRAWY ZWI ZANE Z PRAWEM JAZDY 


   
   


TRANSACTION CONCERNANT LE PERMIS DE 
CONDUIRE 


    







 
 
 
 


 
 
 
 


 
 


Replace a lost Title document (vehicle ownership) 
Reemplazar un documento de titularidad perdido (propiedad 
del vehículo) 


 (  )  
Ranplase yon dokiman Tit (papye machin) 


 
      


(   ) 
      (  ) 


Sostituire un certificato di proprietà (del veicolo) smarrito 
Wymiana utraconego dowodu w asno ci (w asno  pojazdu) 


(  )      
(  )      


Remplacer un titre de propriété perdu (propriété du véhicule) 
       )  ( 


 
 
 
 
 


 


Information shown on current Title document has changed 
Cambiar la información que se muestra en el documento de 
titularidad actual 


     
Enfòmasyon ki sou dokiman Tit aktyèl la te chanje 


 
      


 
       


I dati riportati sul certificato di proprietà attuale sono cambiati 
Zmiana informacji w aktualnym dowodzie w asno ci 


         
        


Les informations figurant sur le titre de propriété actuel ont changé 
            


TITLE TRANSACTION 


OPERAZIONI CON IL CERTIFICATO DI PROPRIETÀ 
SPRAWY ZWI ZANE Z DOWODEM W ASNO CI 


  
   


TRANSACTION CONCERNANT UN TITRE DE 
PROPRIÉTÉ 


  


TRANSACCIÓN DE TITULARIDAD 
  


TRANZAKSYON TIT 
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Register a vehicle 
Registrar un vehículo 


  
Anrejistre yon machin 


 
   


    


Immatricolare un veicolo 
Rejestracja pojazdu 


   
  


Immatriculer un véhicule 
    


 
 
 
 
 
 


 


 
 


Replace lost registration items 
Reemplazar artículos de registro perdidos 


    
Ranplase papye anrejistreman ki pèdi 


 
   


 
      


Sostituire un elemento di immatricolazione 
smarrito 
Wymiana utraconych elementów rejestracyjnych 


    
     


Remplacer des éléments d’immatriculation 
perdus 


      


Renew a registration 
Renovar un registro 


  


Renouvle yon anrejistreman 
 


  
   


Rinnovare un’immatricolazione 
Przed u enie rejestracji 


   
  


Renouveler une immatriculation 
    


Transfer a plate number to another vehicle 
Transferir un número de placa a otro vehículo 


    


Transfere yon plak machin nan yon lòt machin 
 


      
 


        


Trasferire un numero di targa a un altro veicolo 
Przeniesienie numeru tablicy rejestracyjnej na inny 
pojazd 


        
   �    


Transférer un numéro de plaque à un autre véhicule 
        


Surrender a vehicle plate 
Entregar la placa de un vehículo 


  


Remèt yon plak machin 
 


  
 


    


Restituire una targa 
Zdanie tablicy rejestracyjnej pojazdu 


    
   


Restituer une plaque d’immatriculation 
      


REGISTRATION TRANSACTION 
TRANSACCIÓN DE REGISTRO 


  
TRANZAKSYON ANREJISTREMAN 


 
   


   
OPERAZIONI CON L’IMMATRICOLAZIONE 


SPRAWY ZWI ZANE Z REJESTRACJ  
   


   
TRANSACTION CONCERNANT UNE IMMATRICULATION 


  







 
OTHER TRANSACTION  


 
 
 
 
 
 
 


Apply for a Driver Abstract 
Solicitar un resumen del conductor 


   
Aplike pou yon Dosye Kondwit Chofè 


 
     


  
      


Richiedere un estratto del fascicolo del 
conducente 
Sk adanie wniosku o wyci g z historii 
kierowcy 


      
     �    


Demander un extrait du dossier de 
conduite 


      


Apply for Intransit Permit/Title 
Solicitar un permiso/título de tránsito 


 /   
Aplike pou yon Pèmi/Tit Tranzit 


/  
      
    


    
 /     


Richiedere un permesso di 
circolazione/certificato di proprietà temporaneo 
Sk adanie wniosku o wydanie zezwolenia na 
mi dzystanowy przejazd / dowód w asno ci 


    -/   
  /   �    


Demander un permis/titre de transit 
    /   


Pay a fine or penalty 
Pagar una multa o penalización 


    
Peye yon amann oswa sanksyon 


 
    


     
Pagare una multa o una sanzione 
P atno  grzywny lub kary 


     
    


Payer une amende ou une pénalité 
     


Apply for a boat registration 
Solicitar un registro de embarcación 


   
Aplike pou yon anrejistreman bato 


 
     


     
Richiedere l’immatricolazione di un natante 
Sk adanie wniosku o rejestracj  odzi 


      
    


Demander l’immatriculation d’un bateau 
       


Apply for vehicle plates or a parking permit for persons with severe disabilities 
Solicitar placas de vehículos o un permiso de estacionamiento para personas 
con discapacidades graves 


         
Aplike pou plak machin oswa pèmi pakin pou moun ki gen gwo andikap 


 
          


      
           


Richiedere la targa o il permesso di parcheggio per grave disabilità 
Sk adanie wniosku o tablice rejestracyjne lub pozwolenie na parkowanie dla 
osób o znacznym stopniu niepe nosprawno ci 


              
           �    


Demander des plaques d’immatriculation ou un permis de stationnement pour 
des personnes lourdement handicapées 


                


ALTRE OPERAZIONI 
INNE SPRAWY 


  
  


AUTRE TRANSACTION 
  


 


OTRAS TRANSACCIONES 
  


LÒT TRANZAKSYON 
 


  
  


 
PA-6  (8/22)








American Sign 
Language 


Arabic / العربية


Bengali / বাংলা


Cantonese /  
广东话 / 廣東話
Mandarin /  
普通話 / 國語
French / 
Français


Haitian Creole / 
Kreyòl Ayisyen


Italian / Italiano


Korean / 한국어
Polish / Polski


Russian / 
Русский


Spanish / 
Español


Urdu / اردو


Yiddish / אידיש


Other


I speak/use


Please call an interpreter. 





		Other text box: 

		Language Selection: Off








From: DiCocco, Lisa (DMV)
To: dmv.dl.AlbanyManagers; dmv.dl.Managers-OutsideAlbany
Cc: dmv.sm.DiversityandInclusion
Subject: Language Access Reminder
Date: Tuesday, February 20, 2024 2:51:00 PM
Attachments: LLS Ref Guide DMV.docx


2023-OLA-I Speak Card.pdf


On behalf of Blake Livingston, Language Access Coordinator:
 
DMV provides important services to New Yorkers every day. As part of our commitment to offering
exceptional customer service, we strive to make our programs and services accessible to all,
including customers who are Limited English Proficient (LEP). We would like to take a moment to
remind frontline employees about DMV’s language access services. We would also like to share how
to report an issue with LanguageLine if you encounter one.
 
What is Language Access?
 
Language access means providing services—like interpretation and translation—to bridge the
communication gap with LEP individuals so they can benefit from the same services as everyone
else.
 
Our Responsibility
 
New York State's Language Access Law requires state agencies that provide direct public services to
offer interpretation services to all individuals in their primary language.
 
It is DMV’s responsibility to make sure that LEP individuals have meaningful access to DMV services.
Please remind frontline employees of the resources available to aid in administering these language
access services:
 


LanguageLine Reference Guide (attached) - provides instructions on how to access an
interpreter
“Your Language Access Rights Brochure” - an informational guide to the NYS Language
Access Law which provides customers with an outline of their rights (guides have been
previously distributed; please contact our office if more guides are needed)
Language Identification (I Speak) Tool (attached) - shows a message in English and several
other languages which asks a person to point to their language (please share with LEP
customers)
LanguageLine Log - please make sure an entry is made for each call to LanguageLine (each
office who utilizes LanguageLine is required to keep a log)


 
Please report any LanguageLine issues directly to LanguageLine by either completing and
submitting a Voice of the Customer online form, or by calling 1800-752-6096. Please provide as
much detail as possible about the issue, such as date and approximate time of call, language
requested, interpreter ID (if you have one) and a brief description of the issue.
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Department of Motor Vehicles





HOW TO ACCESS AN INTERPRETER 





1. DIAL: 866-874-3972





2. PROVIDE: Client ID 572281





3. INDICATE: the language you need





4. PROVIDE: additional information, if required.





Document the interpreter name and ID number for your reference. Brief the interpreter and give any special instructions.  











IMPORTANT INFORMATION:	


WORKING WITH AN INTERPRETER – At the beginning of the call, briefly tell the interpreter what you wish to accomplish on the call. When the limited English proficient individual is on the call, speak directly to them, not to the interpreter. Remember to pause at the end of a complete thought. To ensure accuracy, your interpreter may need to ask for clarification or repetition.





3-WAY CALL – Use the conference feature on your phone, and follow the instructions above to connect to an interpreter. If you are initiating the call, have the interpreter on the line first, then call the limited English proficient individual. If you are receiving a call, ask the caller to please hold, and then conference in the interpreter.





LANGUAGELINE DUAL HANDSET PHONE – If you have the LanguageLine Dual handset phone, lift the handset and press the interpreter button, then follow the prompts. Once connected to an interpreter, give the second handset to the limited English proficient individual.





CUSTOMER SERVICE – To provide feedback, commend an interpreter, or report any service concerns, call 1-800-752-6096 or go to www.LanguageLine.com and click on the “Customer Service” tab, scroll to “Provide Feedback” and complete a “Voice of the Customer” form. 








© 2019 LanguageLine Solutions Confidential Information / 02.07.19
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American Sign 
Language 



Arabic / العربية



Bengali / বাংলা



Cantonese /  
广东话 / 廣東話
Mandarin /  
普通話 / 國語
French / 
Français



Haitian Creole / 
Kreyòl Ayisyen



Italian / Italiano



Korean / 한국어
Polish / Polski



Russian / 
Русский



Spanish / 
Español



Urdu / اردو



Yiddish / אידיש



Other



I speak/use



Please call an interpreter. 








			Other text box: 


			Language Selection: Off












Once you’ve reported the issue to LanguageLine, please notify DMV’s Language Access Coordinator
at DiversityandInclusion@dmv.ny.gov. Any issues that we are notified of is compiled and relayed
monthly to the New York State Office of Language Access.
 
Managers and Supervisors are responsible to provide copies of this information to all staff who
do not have DMV email.
 
Thank you.
 
Lisa G. DiCocco
She/Her/Hers (What’s this?)
 
New York State Department of Motor Vehicles
Diversity, Equity & Inclusion
6 Empire State Plaza
Albany, NY 12228
518-474-6745
Fax: 518-486-5427
dmv.ny.gov
 
New York State Domestic and Sexual Violence Hotline 
Text: 844.997.2121 | Call: 800.942.6906 | Chat: opdv.ny.gov
Free. Confidential. 24/7. Available in most languages.
“Survivor-Centered, Trauma-Informed, Culturally Responsive”
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From: Livingston, Blake (DMV)
To: dmv.dl.AlbanyManagers; dmv.dl.Managers-OutsideAlbany
Cc: dmv.sm.DiversityandInclusion
Subject: Important - New Over-the-Phone Interpretation Vendor - Effective Beginning of Business April 1
Date: Tuesday, March 26, 2024 3:29:31 PM
Attachments: Propio Over-the Telephone Interpreting Instruction Sheet.docx


Propio Office Codes.xlsx
2023-OLA-I Speak Card.pdf


Our office has been notified that over-the-telephone interpreting (OPI) services will switch from
LanguageLine to a new contractor, Propio. This becomes effective as of beginning of business on
April 1, 2024. To effectuate as smooth of a transition as possible, attached please find instructions
for connecting to a Propio OPI interpreter. Additionally, please visit https://propio-ls.com/propio-
over-the-phone-demo-video/ for a demonstration of how to connect to an OPI interpreter.
 
Based on language usage data, we have worked with Propio to create the following menu of
languages:
1. Spanish – Press 1;
2. Mandarin – Press 2;
3. Russian – Press 3;
4. French – Press 4;
5. Turkish – Press 5;
6. Arabic – Press 6;
7. Portuguese – Press 7;
8. All other languages – Press 8
 
Please note that language access materials such as “Your Language Access Rights” brochure
(previously distributed to offices) and the Language Identification (“I Speak”) tool (attached) can
still be used and distributed to Limited English Proficient (LEP) customers. Please discard any
LanguageLine materials as of April 1, 2024 to avoid any confusion among staff.
 
Attached please find a listing of DMV offices by location. On this listing, please find your office’s
“Office Code” and give this code to each employee who utilizes OPI. Having this office code on hand
is very important because when contacting Propio to request OPI, the interpreter will ask for this
code. We recommend printing off the OPI Instruction card, writing in your office’s code, making
copies of the instruction card and distributing copies to your staff.  If your office currently utilizes
LanguageLine and is not listed, please contact diversityandinclusion@dmv.ny.gov .Please note that
all Swan Street Offices will be using the same Office Code.
 
We have assigned an office code to each office because providing the code to a Propio interpreter
takes the place of keeping a log of each interpreting call you make to Propio.
 
To summarize the process of requesting OPI through Propio:


1. Call 518-351-772 (this is a telephone number Propio established exclusively for NYS DMV
offices);


2. Select the requested language from the menu options (listed above);
3. Give your designated “Office Code” to the interpreter;
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Master List


			Office Name			Office Code


			Albany Contact Center 			035


			Albany DFI Office 			050


			Albany District Office 			003


			Albany Road Testing Unit			102


			Bethpage District Office			005


			Bronx District Office			006


			Bronx Licensing Center			002


			Bronx Road Testing Unit			103


			Bronx TVB			007


			Brooklyn District Office			008


			Brooklyn North TVB			009


			Brooklyn Road Testing Unit			101


			Brooklyn South TVB			010


			Buffalo DFI Office 			042


			Buffalo Road Testing Unit			104


			College Point District Office			011


			Coney Island District Office			012


			DFI Metro Region 1			047


			DFI Metro Region 2			048


			DFI Metro Region 3			049


			Dix Hills District Office			013


			Garden City District Office			014


			Harlem District Office			015


			Hauppague District Office			004


			Highland DFI Office 			046


			Jamaica District Office			016


			Manhattan North TVB			017


			Manhattan South TVB			018


			Massapequa District Office			019


			Medford District Office			020


			Mid-Hudson Road Testing Unit			105


			Midtown District Office 			001


			Nassau Road Testing Unit			106


			New York District Office			021


			North Syracuse District Office			022


			Peekskill District Office			023


			Queens North TVB			024


			Queens Road Testing Unit			100


			Queens South TVB			025


			Richmond District Office			026


			Richmond Road Testing Unit			107


			Richmond TVB			027


			Riverhead District Office			028


			Rochester DFI Office 			043


			Rochester Road Testing Unit			108


			Springfield Gardens District Office			029


			Suffolk Road Testing Unit			109


			Swan Street Building Offices			034


			Syracuse DFI Office 			044


			Syracuse District Office			030


			Utica DFI Office 			045


			Utica Road Testing Unit			110


			Vehicle Safety Region 1			036


			Vehicle Safety Region 2			037


			Vehicle Safety Region 3			038


			Vehicle Safety Region 4			039


			Vehicle Safety Region 5			040


			Vehicle Safety Region 6			041


			West Haverstraw District Office			031


			White Plains District Office			032


			Yonkers District Office			033


			Yonkers Road Testing Unit			111













American Sign 
Language 



Arabic / العربية



Bengali / বাংলা



Cantonese /  
广东话 / 廣東話
Mandarin /  
普通話 / 國語
French / 
Français



Haitian Creole / 
Kreyòl Ayisyen



Italian / Italiano



Korean / 한국어
Polish / Polski



Russian / 
Русский



Spanish / 
Español



Urdu / اردو



Yiddish / אידיש



Other



I speak/use



Please call an interpreter. 








			Other text box: 


			Language Selection: Off












4. Begin interpreting session
 
At the conclusion of each interpreting session, employees will have the opportunity to rate the
session. Please advise employees to take a few moments to rate each call accurately. Rating each
call will ensure that Propio receives timely feedback that they can monitor and fix, if there are any
issues.
 
As for any connection, wait time or other issues that may arise prior to being connected to an
interpreter, please notify our office at diversityandinclusion@dmv.ny.gov. Please include the date
and time you tried to connect to an interpreter, which language you requested and a brief
description of the issue. Once we have made the full transition to Propio, we will follow up with you
to let you know who at Propio is our contact for these issues.
 
For offices who use Video Remote Interpreting (VRI) for American Sign Language, a separate
instruction sheet will be provided.
 
Finally, if you have any questions or unit-specific concerns regarding this transition, please email
them to diversityandinclusion@dmv.ny.gov and the DEI team will triage and respond as soon as
possible. Thank you in advance for your patience.
 
 
Blake Livingston
He/Him/His
 
New York State Department of Motor Vehicles
Diversity, Equity & Inclusion Officer
6 Empire State Plaza, Room 528
Albany, New York, 12228
518-474-6333
dmv.ny.gov
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From: Livingston, Blake (DMV)
To: dmv.dl.AlbanyManagers; dmv.dl.Managers-OutsideAlbany
Cc: dmv.sm.DiversityandInclusion
Subject: Propio One for Video Remote Interpretation
Date: Tuesday, March 26, 2024 4:44:12 PM
Attachments: Propio Video Remote Interpretating Instruction Sheet.docx


Propio Office Codes.xlsx


In addition to our switch from LanguageLine to Propio for our telephonic interpreting services,
Propio is also our new contractor for Video Remote Interpreting (VRI) for Sign Language: Propio
One. VRI for Sign Language can be used by any NYS DMV customer-facing office to assist customers
who are hearing impaired or deaf, and who utilize sign language as their primary language (for NYS
DMV offices who interact with customers over the phone, there is video relay services or TTY).
 
Both American Sign Language (ASL) and Certified Deaf Interpretation (CDI) are available through
Propio One. Certified Deaf Interpretation is sign language that’s in a language other than American
Sign Language. For example, a hearing impaired or deaf customer could request a sign language
interpreter who signs in Hebrew, Arabic, or other language. Please follow the same instructions
whether you are requesting ASL or CDI.
 
Attached please find the instructions for accessing Propio One for VRI. Please note that while VRI is
available for multiple languages other than ASL or CDI, please use Propio One for ASL or CDI only.
 
Similar to Over-the-Phone Interpreting (OPI), you will be required to provide an office code to the
interpreter once you enter your User Code and are connected to an interpreter. Your office’s specific
code is the same whether your employees are requesting OPI or VRI. We have attached the office
code listing again for your reference.
 
Please use the link in the attached instruction sheet and not the app. Additionally, please use a
laptop or other stationary device when accessing Propio One. This is to ensure that the customer
and sign language interpreter can effectively sign back and forth.
 
If you have any questions about this transition or about VRI services in general, please email
diversityandinclusion@dmv.ny.gov. Thank you.
 
 
Blake Livingston
He/Him/His
 
New York State Department of Motor Vehicles
Diversity, Equity & Inclusion Officer
6 Empire State Plaza, Room 528
Albany, New York, 12228
518-474-6333
dmv.ny.gov
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Master List


			Office Name			Office Code


			Albany Contact Center 			035


			Albany DFI Office 			050


			Albany District Office 			003


			Albany Road Testing Unit			102


			Bethpage District Office			005


			Bronx District Office			006


			Bronx Licensing Center			002


			Bronx Road Testing Unit			103


			Bronx TVB			007


			Brooklyn District Office			008


			Brooklyn North TVB			009


			Brooklyn Road Testing Unit			101


			Brooklyn South TVB			010


			Buffalo DFI Office 			042


			Buffalo Road Testing Unit			104


			College Point District Office			011


			Coney Island District Office			012


			DFI Metro Region 1			047


			DFI Metro Region 2			048


			DFI Metro Region 3			049


			Dix Hills District Office			013


			Garden City District Office			014


			Harlem District Office			015


			Hauppague District Office			004


			Highland DFI Office 			046


			Jamaica District Office			016


			License Express			051


			Manhattan North TVB			017


			Manhattan South TVB			018


			Massapequa District Office			019


			Medford District Office			020


			Mid-Hudson Road Testing Unit			105


			Midtown District Office 			001


			Nassau Road Testing Unit			106


			New York District Office			021


			North Syracuse District Office			022


			Peekskill District Office			023


			Queens North TVB			024


			Queens Road Testing Unit			100


			Queens South TVB			025


			Richmond District Office			026


			Richmond Road Testing Unit			107


			Richmond TVB			027


			Riverhead District Office			028


			Rochester DFI Office 			043


			Rochester Road Testing Unit			108


			Safety Hearings Albany			061


			Safety Hearings Binghamton			062


			Safety Hearings Bronx			060


			Safety Hearings Buffalo			063


			Safety Hearings Garden City			052


			Safety Hearings Hauppauge			053


			Safety Hearings Jamaica - Springfield Gardens 			054


			Safety Hearings New Windsor			055


			Safety Hearings NYC Manhattan			056


			Safety Hearings Rochester			057


			Safety Hearings Syracuse			058


			Safety Hearings Yonkers			059


			Springfield Gardens District Office			029


			Suffolk Road Testing Unit			109


			Swan Street Building Offices			034


			Syracuse DFI Office 			044


			Syracuse District Office			030


			Utica DFI Office 			045


			Utica Road Testing Unit			110


			Vehicle Safety Region 1			036


			Vehicle Safety Region 2			037


			Vehicle Safety Region 3			038


			Vehicle Safety Region 4			039


			Vehicle Safety Region 5			040


			Vehicle Safety Region 6			041


			West Haverstraw District Office			031


			White Plains District Office			032


			Yonkers District Office			033


			Yonkers Road Testing Unit			111
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Gardineer, Kelly (DMV)


From: Livingston, Blake (DMV)
Sent: Wednesday, March 27, 2024 10:42 AM
To: Giroux-McHugh, Vicky (DMV)
Cc: Flynn, Brendan (DMV); Kohli, Kevin (DMV); DiCocco, Lisa (DMV)
Subject: RE: Important - New Over-the-Phone Interpretation Vendor - Effective Beginning of Business April 1
Attachments: Propio - County Offices Instruction Sheet.pdf; Propio Office Codes.xlsx


Vicky 
 
Attached is the instruction card for the counties to use with instructions for over‐the‐phone and video remote 
interpreting. The process will be similar to the message I sent yesterday for State office with the only exception being 
the intake question. Where State offices will provide their individual Office Code, the County offices will be asked what 
county they are calling from. Please stress to the counties that the video remote interpreting option is only to be used 
for American Sign Language (ASL) and Certified Deaf Interpreter (CDI) services and solely for DMV related business. 
 
Let me know if you need anything else from us. 
 


Blake Livingston 
He/Him/His 
 
New York State Department of Motor Vehicles 
Diversity, Equity & Inclusion Officer 
6 Empire State Plaza, Room 528 
Albany, New York, 12228 
518-474-6333 
dmv.ny.gov 
 


From: Giroux‐McHugh, Vicky (DMV) <Vicky.Giroux‐McHugh@dmv.ny.gov>  
Sent: Tuesday, March 26, 2024 4:36 PM 
To: Livingston, Blake (DMV) <Blake.Livingston@dmv.ny.gov> 
Cc: Flynn, Brendan (DMV) <Brendan.Flynn@dmv.ny.gov>; Kohli, Kevin (DMV) <Kevin.Kohli@dmv.ny.gov> 
Subject: Re: Important ‐ New Over‐the‐Phone Interpretation Vendor ‐ Effective Beginning of Business April 1 
 
Thank you Blake. 


From: Livingston, Blake (DMV) <Blake.Livingston@dmv.ny.gov> 
Sent: Tuesday, March 26, 2024 4:35:03 PM 
To: Giroux‐McHugh, Vicky (DMV) <Vicky.Giroux‐McHugh@dmv.ny.gov> 
Cc: Flynn, Brendan (DMV) <Brendan.Flynn@dmv.ny.gov>; Kohli, Kevin (DMV) <Kevin.Kohli@dmv.ny.gov> 
Subject: RE: Important ‐ New Over‐the‐Phone Interpretation Vendor ‐ Effective Beginning of Business April 1  
 
Vicky  
 
We have requested a unique phone number and instruction card that the counties can use. The counties will indicate 
the county they are calling from rather than the individual office code. Hope to have this information sometime 
tomorrow. 
 


Blake Livingston 
He/Him/His 
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New York State Department of Motor Vehicles 
Diversity, Equity & Inclusion Officer 
6 Empire State Plaza, Room 528 
Albany, New York, 12228 
518-474-6333 
dmv.ny.gov 
 


From: Giroux‐McHugh, Vicky (DMV) <Vicky.Giroux‐McHugh@dmv.ny.gov>  
Sent: Tuesday, March 26, 2024 4:29 PM 
To: Livingston, Blake (DMV) <Blake.Livingston@dmv.ny.gov> 
Subject: Fwd: Important ‐ New Over‐the‐Phone Interpretation Vendor ‐ Effective Beginning of Business April 1 
 
Blake, could you assist in answering Brendan’s questions below? 


From: Flynn, Brendan (DMV) <Brendan.Flynn@dmv.ny.gov> 
Sent: Tuesday, March 26, 2024 4:24 PM 
To: Giroux‐McHugh, Vicky (DMV) <Vicky.Giroux‐McHugh@dmv.ny.gov>; Kohli, Kevin (DMV) <Kevin.Kohli@dmv.ny.gov> 
Subject: FW: Important ‐ New Over‐the‐Phone Interpretation Vendor ‐ Effective Beginning of Business April 1 
 
We have a question on this‐‐‐Our understanding is that the new contract only applies state offices. The list of office 
codes only includes State offices. Are counties continuing to use Language Line? If not do they have an alternative 
service? 
 
We need some direction to update procedure and address questions we get. 
 
Thanks, 
Brendan  
 


From: Livingston, Blake (DMV) <Blake.Livingston@dmv.ny.gov>  
Sent: Tuesday, March 26, 2024 3:29 PM 
To: dmv.dl.AlbanyManagers <dmv.dl.AlbanyManagers@dmv.ny.gov>; dmv.dl.Managers‐OutsideAlbany 
<dmv.dl.Managers‐OutsideAlbany@dmv.ny.gov> 
Cc: dmv.sm.DiversityandInclusion <DiversityandInclusion@dmv.ny.gov> 
Subject: Important ‐ New Over‐the‐Phone Interpretation Vendor ‐ Effective Beginning of Business April 1 
 
Our office has been notified that over‐the‐telephone interpreting (OPI) services will switch from LanguageLine to a new 
contractor, Propio. This becomes effective as of beginning of business on April 1, 2024. To effectuate as smooth of a 
transition as possible, attached please find instructions for connecting to a Propio OPI interpreter. Additionally, please 
visit https://propio‐ls.com/propio‐over‐the‐phone‐demo‐video/ for a demonstration of how to connect to an OPI 
interpreter.  
 
Based on language usage data, we have worked with Propio to create the following menu of languages:  
1. Spanish – Press 1; 
2. Mandarin – Press 2; 
3. Russian – Press 3; 
4. French – Press 4; 
5. Turkish – Press 5; 
6. Arabic – Press 6; 
7. Portuguese – Press 7; 
8. All other languages – Press 8 
 







3


Please note that language access materials such as “Your Language Access Rights” brochure (previously distributed to 
offices) and the Language Identification (“I Speak”) tool (attached) can still be used and distributed to Limited English 
Proficient (LEP) customers. Please discard any LanguageLine materials as of April 1, 2024 to avoid any confusion among 
staff.  
 
Attached please find a listing of DMV offices by location. On this listing, please find your office’s “Office Code” and give 
this code to each employee who utilizes OPI. Having this office code on hand is very important because when contacting 
Propio to request OPI, the interpreter will ask for this code. We recommend printing off the OPI Instruction card, writing 
in your office’s code, making copies of the instruction card and distributing copies to your staff. If your office currently 
utilizes LanguageLine and is not listed, please contact diversityandinclusion@dmv.ny.gov .Please note that all Swan 
Street Offices will be using the same Office Code. 
 
We have assigned an office code to each office because providing the code to a Propio interpreter takes the place of 
keeping a log of each interpreting call you make to Propio.  
 
To summarize the process of requesting OPI through Propio:  


1. Call 518‐351‐772 (this is a telephone number Propio established exclusively for NYS DMV offices); 
2. Select the requested language from the menu options (listed above); 
3. Give your designated “Office Code” to the interpreter; 
4. Begin interpreting session 


 
At the conclusion of each interpreting session, employees will have the opportunity to rate the session. Please advise 
employees to take a few moments to rate each call accurately. Rating each call will ensure that Propio receives timely 
feedback that they can monitor and fix, if there are any issues.  
 
As for any connection, wait time or other issues that may arise prior to being connected to an interpreter, please notify 
our office at diversityandinclusion@dmv.ny.gov. Please include the date and time you tried to connect to an interpreter, 
which language you requested and a brief description of the issue. Once we have made the full transition to Propio, we 
will follow up with you to let you know who at Propio is our contact for these issues.  
 
For offices who use Video Remote Interpreting (VRI) for American Sign Language, a separate instruction sheet will be 
provided. 
 
Finally, if you have any questions or unit‐specific concerns regarding this transition, please email them to 
diversityandinclusion@dmv.ny.gov and the DEI team will triage and respond as soon as possible. Thank you in advance 
for your patience.  
 
 


Blake Livingston 
He/Him/His 
 
New York State Department of Motor Vehicles 
Diversity, Equity & Inclusion Officer 
6 Empire State Plaza, Room 528 
Albany, New York, 12228 
518-474-6333 
dmv.ny.gov 
 










New York State Department of  
Motor Vehicles– County  



Over the Phone Interpreting 



OPI Access: 



1. Dial the 518 number above 



2. Enter # for desired language 



3. State your County Name when 



prompted by interpreter 



518-519-3592 



 
Back-up Service Line: 1-866-386-1284 



New York State Department  
of Motor Vehicles - County 



Video Remote Interpreting 



Web 
 



https://one.propio-ls.com 



Enter User Code: BSwKxL 



App 



VRI Access: 



1. Connect to Propio ONE through 



app or web browser 



2. Enter User Code 



3. State your County Name when 



prompted by interpreter 










Master List


			Office Name			Office Code


			Albany Contact Center 			035


			Albany DFI Office 			050


			Albany District Office 			003


			Albany Road Testing Unit			102


			Bethpage District Office			005


			Bronx District Office			006


			Bronx Licensing Center			002


			Bronx Road Testing Unit			103


			Bronx TVB			007


			Brooklyn District Office			008


			Brooklyn North TVB			009


			Brooklyn Road Testing Unit			101


			Brooklyn South TVB			010


			Buffalo DFI Office 			042


			Buffalo Road Testing Unit			104


			College Point District Office			011


			Coney Island District Office			012


			DFI Metro Region 1			047


			DFI Metro Region 2			048


			DFI Metro Region 3			049


			Dix Hills District Office			013


			Garden City District Office			014


			Harlem District Office			015


			Hauppague District Office			004


			Highland DFI Office 			046


			Jamaica District Office			016


			Manhattan North TVB			017


			Manhattan South TVB			018


			Massapequa District Office			019


			Medford District Office			020


			Mid-Hudson Road Testing Unit			105


			Midtown District Office 			001


			Nassau Road Testing Unit			106


			New York District Office			021


			North Syracuse District Office			022


			Peekskill District Office			023


			Queens North TVB			024


			Queens Road Testing Unit			100


			Queens South TVB			025


			Richmond District Office			026


			Richmond Road Testing Unit			107


			Richmond TVB			027


			Riverhead District Office			028


			Rochester DFI Office 			043


			Rochester Road Testing Unit			108


			Springfield Gardens District Office			029


			Suffolk Road Testing Unit			109


			Swan Street Building Offices			034


			Syracuse DFI Office 			044


			Syracuse District Office			030


			Utica DFI Office 			045


			Utica Road Testing Unit			110


			Vehicle Safety Region 1			036


			Vehicle Safety Region 2			037


			Vehicle Safety Region 3			038


			Vehicle Safety Region 4			039


			Vehicle Safety Region 5			040


			Vehicle Safety Region 6			041


			West Haverstraw District Office			031


			White Plains District Office			032


			Yonkers District Office			033


			Yonkers Road Testing Unit			111











From: Livingston, Blake (DMV)
To: dmv.dl.AlbanyManagers; dmv.dl.Managers-OutsideAlbany
Cc: dmv.sm.DiversityandInclusion
Subject: Reminder - New Over-the-Phone Interpretation Vendor - Effective Beginning of Business April 1
Date: Friday, March 29, 2024 9:59:08 AM
Attachments: Propio Over-the Telephone Interpreting Instruction Sheet.docx


2023-OLA-I Speak Card.pdf
Propio Office Codes.xlsx


Good morning
 
I just wanted to send out a reminder that offices will need to start using Propio for over-the-phone
interpreting beginning of business on Monday, April 1st.  Below are a few reminders to make this
transition as smooth as possible as well as meet the needs of the agency.
 


Please reinforce that callers must provide the interpreter with their specific Office Code (List
of Office Codes is attached) when the call begins.  For example, callers from the Bronx District
Office will provide the interpreter with the Office Code – 006.  Callers should not say the
name of the office or simply DMV.  Providing the interpreter with the specific Office Code will
help to track call usage and eliminate the need for offices to maintain a call log.
Encourage callers to take the quick survey at the end of each call to rate the call experience. 
This survey serves as great feedback for Propio to improve their services.  Propio has told us
that any call rated below a “3” will automatically be investigated.


 
Thank you of your assistance in this transition.  If you have any questions please do not hesitate to
contact us at dmv.sm.diversityandinclusion@dmv.ny.gov
 
Blake Livingston
He/Him/His
 
New York State Department of Motor Vehicles
Diversity, Equity & Inclusion Officer
6 Empire State Plaza, Room 528
Albany, New York, 12228
518-474-6333
dmv.ny.gov
 


From: Livingston, Blake (DMV) 
Sent: Tuesday, March 26, 2024 3:29 PM
To: dmv.dl.AlbanyManagers <dmv.dl.AlbanyManagers@dmv.ny.gov>; dmv.dl.Managers-
OutsideAlbany <dmv.dl.Managers-OutsideAlbany@dmv.ny.gov>
Cc: dmv.sm.DiversityandInclusion <DiversityandInclusion@dmv.ny.gov>
Subject: Important - New Over-the-Phone Interpretation Vendor - Effective Beginning of Business
April 1
 
Our office has been notified that over-the-telephone interpreting (OPI) services will switch from
LanguageLine to a new contractor, Propio. This becomes effective as of beginning of business on
April 1, 2024. To effectuate as smooth of a transition as possible, attached please find instructions
for connecting to a Propio OPI interpreter. Additionally, please visit https://propio-ls.com/propio-
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American Sign 
Language 



Arabic / العربية



Bengali / বাংলা



Cantonese /  
广东话 / 廣東話
Mandarin /  
普通話 / 國語
French / 
Français



Haitian Creole / 
Kreyòl Ayisyen



Italian / Italiano



Korean / 한국어
Polish / Polski



Russian / 
Русский



Spanish / 
Español



Urdu / اردو



Yiddish / אידיש



Other



I speak/use



Please call an interpreter. 








			Other text box: 


			Language Selection: Off










Master List


			Office Name			Office Code


			Albany Contact Center 			035


			Albany DFI Office 			050


			Albany District Office 			003


			Albany Road Testing Unit			102


			Bethpage District Office			005


			Bronx District Office			006


			Bronx Licensing Center			002


			Bronx Road Testing Unit			103


			Bronx TVB			007


			Brooklyn District Office			008


			Brooklyn North TVB			009


			Brooklyn Road Testing Unit			101


			Brooklyn South TVB			010


			Buffalo DFI Office 			042


			Buffalo Road Testing Unit			104


			College Point District Office			011


			Coney Island District Office			012


			DFI Metro Region 1			047


			DFI Metro Region 2			048


			DFI Metro Region 3			049


			Dix Hills District Office			013


			Garden City District Office			014


			Harlem District Office			015


			Hauppague District Office			004


			Highland DFI Office 			046


			Jamaica District Office			016


			License Express			051


			Manhattan North TVB			017


			Manhattan South TVB			018


			Massapequa District Office			019


			Medford District Office			020


			Mid-Hudson Road Testing Unit			105


			Midtown District Office 			001


			Nassau Road Testing Unit			106


			New York District Office			021


			North Syracuse District Office			022


			Peekskill District Office			023


			Queens North TVB			024


			Queens Road Testing Unit			100


			Queens South TVB			025


			Richmond District Office			026


			Richmond Road Testing Unit			107


			Richmond TVB			027


			Riverhead District Office			028


			Rochester DFI Office 			043


			Rochester Road Testing Unit			108


			Safety Hearings Albany			061


			Safety Hearings Binghamton			062


			Safety Hearings Bronx			060


			Safety Hearings Buffalo			063


			Safety Hearings Garden City			052


			Safety Hearings Hauppauge			053


			Safety Hearings Jamaica - Springfield Gardens 			054


			Safety Hearings New Windsor			055


			Safety Hearings NYC Manhattan			056


			Safety Hearings Rochester			057


			Safety Hearings Syracuse			058


			Safety Hearings Yonkers			059


			Springfield Gardens District Office			029


			Suffolk Road Testing Unit			109


			Swan Street Building Offices			034


			Syracuse DFI Office 			044


			Syracuse District Office			030


			Utica DFI Office 			045


			Utica Road Testing Unit			110


			Vehicle Safety Region 1			036


			Vehicle Safety Region 2			037


			Vehicle Safety Region 3			038


			Vehicle Safety Region 4			039


			Vehicle Safety Region 5			040


			Vehicle Safety Region 6			041


			West Haverstraw District Office			031


			White Plains District Office			032


			Yonkers District Office			033


			Yonkers Road Testing Unit			111












over-the-phone-demo-video/ for a demonstration of how to connect to an OPI interpreter.
 
Based on language usage data, we have worked with Propio to create the following menu of
languages:
1. Spanish – Press 1;
2. Mandarin – Press 2;
3. Russian – Press 3;
4. French – Press 4;
5. Turkish – Press 5;
6. Arabic – Press 6;
7. Portuguese – Press 7;
8. All other languages – Press 8
 
Please note that language access materials such as “Your Language Access Rights” brochure
(previously distributed to offices) and the Language Identification (“I Speak”) tool (attached) can
still be used and distributed to Limited English Proficient (LEP) customers. Please discard any
LanguageLine materials as of April 1, 2024 to avoid any confusion among staff.
 
Attached please find a listing of DMV offices by location. On this listing, please find your office’s
“Office Code” and give this code to each employee who utilizes OPI. Having this office code on hand
is very important because when contacting Propio to request OPI, the interpreter will ask for this
code. We recommend printing off the OPI Instruction card, writing in your office’s code, making
copies of the instruction card and distributing copies to your staff.  If your office currently utilizes
LanguageLine and is not listed, please contact diversityandinclusion@dmv.ny.gov .Please note that
all Swan Street Offices will be using the same Office Code.
 
We have assigned an office code to each office because providing the code to a Propio interpreter
takes the place of keeping a log of each interpreting call you make to Propio.
 
To summarize the process of requesting OPI through Propio:


1. Call 518-351-7752 (this is a telephone number Propio established exclusively for NYS DMV
offices);


2. Select the requested language from the menu options (listed above);
3. Give your designated “Office Code” to the interpreter;
4. Begin interpreting session


 
At the conclusion of each interpreting session, employees will have the opportunity to rate the
session. Please advise employees to take a few moments to rate each call accurately. Rating each
call will ensure that Propio receives timely feedback that they can monitor and fix, if there are any
issues.
 
As for any connection, wait time or other issues that may arise prior to being connected to an
interpreter, please notify our office at diversityandinclusion@dmv.ny.gov. Please include the date
and time you tried to connect to an interpreter, which language you requested and a brief
description of the issue. Once we have made the full transition to Propio, we will follow up with you



https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fpropio-ls.com%2Fpropio-over-the-phone-demo-video%2F&data=05%7C02%7CKelly.Gardineer%40dmv.ny.gov%7C0f6f8bfad7a64ed3543208dc4ff84f39%7Cf46cb8ea79004d108ceb80e8c1c81ee7%7C0%7C0%7C638473175477341264%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=c4f3K7dyHZBIAGVmtP%2FNrDeNykNoR3WzRhTQju%2FsNT0%3D&reserved=0
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to let you know who at Propio is our contact for these issues.
 
For offices who use Video Remote Interpreting (VRI) for American Sign Language, a separate
instruction sheet will be provided.
 
Finally, if you have any questions or unit-specific concerns regarding this transition, please email
them to diversityandinclusion@dmv.ny.gov and the DEI team will triage and respond as soon as
possible. Thank you in advance for your patience.
 
 
Blake Livingston
He/Him/His
 
New York State Department of Motor Vehicles
Diversity, Equity & Inclusion Officer
6 Empire State Plaza, Room 528
Albany, New York, 12228
518-474-6333
dmv.ny.gov
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