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Administrative Code: 	Adds a new section 23-310 to chapter 3 of title 23


I. INTRODUCTION 
On September 29, 2022, the New York City Council (“Council”) Committee on Technology, chaired by Council Member Jennifer Gutiérrez, held a hearing to consider the following bills: Int. No. 206-A (Ung), in relation to requiring the Commissioner of Information Technology and Telecommunications to report on wait times for the 311 Customer Service Center (“311”) to connect callers to an interpreter; Int. No. 240-A (Gutiérrez), in relation to the Department of Information Technology and Telecommunications updating 311 complaint types and reporting on such updates; and Int. No 296-A (Ung), in relation to the identification of languages spoken by callers to 311. More information on Int. No. 206-A, Int. No. 240-A, and Int. No. 296-A and materials from the previous hearing, held on June 30, 2022 on the original versions of the proposed legislation, may be accessed here.
II. BACKGROUND
A. 311 Overview
[bookmark: _Ref1577674][bookmark: _Ref1578245][bookmark: _Ref27319997]311 is a citywide customer service program that provides New York City (“City”) residents, businesses, and visitors with access to non-emergency government services and information.[footnoteRef:1] The Department of Information Technology & Telecommunications (“DoITT”) manages 311’s operations and technology.[footnoteRef:2] 311 is available 24 hours per day, seven days per week, and 365 days per year, and can be accessed through multiple channels, including via telephone, text message, the web, mobile application, and social media.[footnoteRef:3]  [1:  See NYC311, https://portal.311.nyc.gov (last accessed June 23, 2022).]  [2:  See NYC Department of Information Technology and Telecommunications, Who We Are, https://www1.nyc.gov/site/doitt/about/who-we-are.page (last accessed June 23, 2022).]  [3:  See City of New York, Preliminary Mayor’s Management Report, at 123 (February 2022), available at https://www1.nyc.gov/assets/operations/downloads/pdf/mmr2021/311.pdf. ] 

In Fiscal Year 2021 (“FY21”), 311 received more than 21.7 million calls, up from 21.5 million in Fiscal Year 2020 (“FY20”).[footnoteRef:4] Online site visits increased from 10.5 million in FY20 to 13.4 million in FY21.[footnoteRef:5] When a customer contacts 311, the contact generally results in either a “service request” (when the customer is seeking to have a City agency take an action) or an “informational request” (when the customer has a question regarding a City service). In total, 311 processed 3.4 million service requests in FY21, up from 2.9 million in FY20.[footnoteRef:6] [4:  See id. at 125.]  [5:  See id.]  [6:  See id.] 

Figure No. 1 shows 311 usage data, including the number of requests through calls, mobile app contacts, texting contacts, and online site visits; the number of completed service requests; and the number of knowledge articles accessed. [footnoteRef:7] [7:  The Council’s data team did an analysis of 311 operations using OpenData information on 311 services, available at https://council.nyc.gov/data/311-services/; as well as an analysis of a report published as part of the Mayor’s Management Report published in 2021 and 2022, available at https://www1.nyc.gov/assets/operations/downloads/pdf/mmr2021/311.pdf; https://dmmr.nyc.gov/city-services/basic-services-for-all-new-yorkers/311.] 

	Usage Data (000)
	FY17
	FY18
	FY19
	FY20
	FY21

	311 calls
	20,540
	20,618
	19,541
	21,515
	21,715

	311 Spanish language calls
	698
	733
	714
	897
	648

	311 calls in languages other than English or Spanish
	71
	65
	60
	81
	112

	311 mobile app contacts
	1,365
	1,829
	2,234
	2,201
	2,227

	311-NYC (text) contacts
	144
	254
	253
	424
	356

	311 Online site visits
	17,246
	19,345
	20,185
	10,553
	13,415

	Completed service requests
	2,895
	3,074
	3,254
	2,913
	3,461

	Knowledge articles accessed 
	22,538
	24,667
	24,026
	12,194
	25,371


Figure No. 1: This figure is a table with data on performance indicators for 311, separated across five fiscal years from Fiscal Year 2017 to Fiscal Year 2021.
Figure No. 2 shows a table that displays the average wait time per fiscal year for 311 calls during peak and off-peak hours.[footnoteRef:8]  [8:  Id.] 

	Performance Indicators (in seconds)
	FY17
	FY18
	FY19
	FY20
	FY21
	FY22 (as of April 2022)

	Average wait time (tier 1 calls) Peak hours (11am-3pm, M-F)
	20
	26
	30
	106
	67
	60

	Average wait time (tier 1 calls) Off-peak hours
	14
	32
	24
	56
	20
	19


Figure No. 2. This table shows the average wait time per fiscal year for 311 calls during peak and off-peak hours.
As displayed by the line graphs in Figure No. 3, the average wait time for calls peaked in FY20, which 311 noted was due to the onset of the COVID-19 pandemic, the 2020 general election, Tropical Storm Isaias, and student transport.[footnoteRef:9] [9:  Id.] 
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Figure No. 3: This figure is a graph showing the average wait times for calls to 311 during peak and off-peak hours, separated across five fiscal years from Fiscal Year 2017 to FY20.
 
B. 311 Technology Upgrades
One of the most recent upgrades to 311 has come through the deployment and completion of a $24 million City contract awarded to International Business Machines Corporation (“IBM”) that went live in mid-2019, through which IBM’s Watson (a question-answering computer system) revamped 311’s customer relationship management platform (“CRM”) to support multiple communications channels through its abilities as a computing system with machine-learning capability.[footnoteRef:10] Furthermore, on February 11, 2021, DoITT received an approval in the amount of $45,500,652 for hardware, software, and professional services necessary to complete the first phase of the 311 Telecommunication System Modernization.[footnoteRef:11] Additionally, during a preliminary budget hearing held on March 10, 2021, then-DoITT Commissioner Jessica Tisch testified that 311 had made several improvements over the past year, including: enabling photo and video attachments for more types of service requests; adding additional service request types available via the mobile app; and emailing alerts for all service requests regardless of whether the customer has signed up for an account.[footnoteRef:12] Then-Commissioner Tisch also mentioned that planned improvements, including improved location selection and accuracy, were to begin in April 2021.[footnoteRef:13] In June 2022, the newly consolidated City Office of Technology and Innovation released a report entitled “Service Request Location Accuracy Assessment,” pursuant to Local Law 66 of 2021, in which it detailed that work has been initiated and is ongoing to improve location-related technology for 311 in three key areas: going beyond the limited address types, so that users can submit more precise location data via their mobile device’s location services or by manually pin dropping a point on a map; expanding location types, to allow users to submit service requests relating to locations not easily identified via street address (such as parking lots, tunnels, bridges, and highways); and standardizing location information across applications, so that agencies upgrade their applications to accept and appropriately leverage the new location information.[footnoteRef:14] [10:  Testimony before the Committees on Governmental Operations and Technology, New York City Council, (Jan. 17, 2019), at 7, available at https://legistar.council.nyc.gov/MeetingDetail.aspx?ID=668221&GUID=0F82BE58-10B4-4F58-98A1-28215D28C10F&Options=info&Search (citing DoITT Request for Systems Integration Services for 311 Customer Service Management System Replacement and Re-Architecture Project, April 28, 2015, now available at http://reinventalbany.org/wp-content/uploads/2015/05/NYC-311-CSMS-Replacement-and-Re-Arch-Project-RFS-FINAL-4-28-15.pdf); Matthew Flamm, City’s 311 Hotline is Getting Some Help of Its Own, CRAIN’S N.Y. BUS., April 30, 2015, available at https://www.crainsnewyork.com/article/20150430/TECHNOLOGY/150429832/city-s-311-hotline-is-getting-some-help-of-its-own; Task Order Number 1426-001A, NYC 311 CSMS Replacement and Re-Architecture for Department of Information Technology and Telecommunications, available at https://www.scribd.com/document/342938208/NTP-and-NYC-311-IBM-Task-Order-1426-001A-signed-Redacted-v2?secret_password=RtVgjUFEdELXT1pukn65; Matthew Flamm, IBM's Watson will soon answer your 311 calls, CRAIN’S N.Y. BUS. Jan. 11, 2017, available at https://www.crainsnewyork.com/article/20170112/TECHNOLOGY/170119941/ibm-s-watson-will-soon-answer-your-311-calls-as-part-of-a-24-million-upgrade-to-the-system).]  [11:  See City of New York Office of Management and Budget, Record 116683 Certificate 70092 Project DP-1, on file with Committee on Technology staff.]  [12:  Testimony of DOITT Commissioner Jessica Tisch, before the Committees on Land Use and Technology, THE NEW YORK CITY COUNCIL, March 10, 2021, available at https://legistar.council.nyc.gov/MeetingDetail.aspx?ID=846442&GUID=5EFAFC84-31CD-4429-9DD5-6459FA872F49&Options=info|&Search=. ]  [13:  Id. ]  [14:  NYC OTI, Service Request Location Accuracy Assessment, June 2022, available at https://www1.nyc.gov/assets/oti/downloads/pdf/reports/311-location-accuracy-assessment-2022.pdf. ] 

C. 311 User Experience
Reviews for the 311 mobile application in both Google Play and the Apple Inc. App Store have highlighted problems that impact a user’s ability to submit service requests to 311 and to use the app’s functions.[footnoteRef:15] Users complained about lacking the ability to attach photos and videos to 311 requests, as well as GPS location accuracy and map accuracy.[footnoteRef:16] Additional issues included having to click through too many pages to submit a service request, as well as being redirected out of the mobile app to a mobile website, or being redirected to a phone number due to lack of app support for a service request.[footnoteRef:17]  [15:  NYC 311 Ratings and Reviews, APPLE APP STORE, last accessed Oct 25, 2021, available at https://apps.apple.com/us/app/nyc-311/id324897619#see-all/reviews; NYC 311, GOOGLE PLAY, last accessed Oct 25, 2021, available at https://play.google.com/store/apps/details?id=gov.nyc.doitt.ThreeOneOne&hl=en_US&gl=US&showAllReviews=tru. ]  [16:  Id.]  [17:  Id.] 

D. 311 and Language Access
i. Overview of 311 Language Access Services
[bookmark: _Ref27400416]In 2017, to improve access to City government information and services, the Council passed Local Law 30 of 2017, which requires covered agencies to provide language access services in each of the designated citywide languages.[footnoteRef:18] For the purpose of this Local Law, the term “designated citywide languages” means the top 10 non-English languages spoken by limited-English proficient (“LEP”) New Yorkers based on United States Census data and data collected by the City’s Department of Education.[footnoteRef:19] Currently, these languages are Spanish, Chinese (Mandarin and Cantonese), Russian, Bengali, Haitian Creole, Korean, Arabic, French, Urdu, and Polish.[footnoteRef:20] [18:  See Local Law 30 of 2017, available at https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=2735477&GUID=D0A0ECA1-4D71-47EB-B44D-5919777ED818&Options=Advanced&Search.]  [19:  See N.Y.C. Admin. Code § 23-1101.]  [20:  See Local Law 30 Report for Calendar Year 2021, at 4 (June 30, 2022), available at https://www1.nyc.gov/assets/immigrants/downloads/pdf/CY2021-local-law-30-report.pdf.] 

Pursuant to Local Law 30, members of the public can submit language access complaints and requests through 311.[footnoteRef:21] Language access complaints refer to instances in which an individual stated that they did not receive access to information services because of a language barrier; requested additional language services regarding, for example, a need for interpretation at a facility or relating to an agency service; or expressed a need for material translated into additional languages.[footnoteRef:22] The Mayor’s Office of Immigrant Affairs and the Mayor’s Office of Operations annually report the number of such complaints received by each agency and how such complaints were resolved.[footnoteRef:23] [21:  See N.Y.C. Admin. Code § 23-301(b).]  [22:  See id. ]  [23:  See Charter § 15(c)(5)(iv); Local Law 30 Report for Calendar Year 2020, at iii (June 30, 2021), available at https://a860-gpp.nyc.gov/concern/parent/1544br19b/file_sets/hh63sz27r.] 

Local Law 30 also required every covered agency to develop and implement an agency-specific language access plan to describe how language access services will be provided.[footnoteRef:24] These plans must be updated at least every three years and published on the agency’s website.[footnoteRef:25] According to its most recent language access plan, updated in June 2021, 311 offers telephonic interpretation and translation services in more than 170 languages.[footnoteRef:26] Translation is also provided in more than 100 languages on 311’s website.[footnoteRef:27] [24:  N.Y.C. Admin. Code § 23-1102(b).]  [25:  N.Y.C. Admin. Code § 23-1102(d).]  [26:  Local Law 30 Report for Calendar Year 2021, at 628 (June 30, 2022), available at https://www1.nyc.gov/assets/immigrants/downloads/pdf/CY2021-local-law-30-report.pdf.]  [27:  Id. at 639.] 

Of the 23.7 million calls made to 311 in calendar year 2020, nearly 800,000 (or roughly 3.4%) of the calls required interpretation services.[footnoteRef:28] When a call requires translation services, the city utilizes “Language Line,” an interpretation service provided for the City by contract. Language Line interpreters were utilized on 354,000 of those calls and conducted interpretation in 99 different languages.[footnoteRef:29] Over 242,000 (or 68%) of those Language Line calls were conducted in Spanish.[footnoteRef:30]  [28:  Id. at 641.]  [29:  Id.]  [30:  Id.] 

311 operators who speak Spanish handled 446,000 calls in Spanish without the use of an interpreter.[footnoteRef:31]  [31:  Id.] 

The top 10 languages or dialects in which callers required assistance were Spanish, Mandarin, Russian, Cantonese, Korean, Haitian Creole, Bengali, Polish, Arabic, and French.[footnoteRef:32] According to 311, “[t]hese languages represented approximately 99% of the telephonic interpretation service minutes provided by Language Line in 2020.”[footnoteRef:33] [32:  Id.]  [33:  Id.] 

ii. Persistent Issues with Accessing Interpreters
When callers dial 311, they are informed about the availability of interpretation services through a pickup recording, which transfers them to a telephonic interpreter if they choose.[footnoteRef:34] However, the initial pre-recorded message is only available in six non-English languages (Spanish, Mandarin, Russian, Cantonese, Korean, and Haitian Creole), not all 10 of the designated citywide languages.[footnoteRef:35] Callers who need interpretation in a different language (other than the six just mentioned) must wait until the recordings have finished and request an interpreter from the operator.[footnoteRef:36] According to 311’s Language Access Plan, call center operators are trained on how to interact with a caller who does not speak English, and how to handle a call when they are unable to readily identify a caller’s language.[footnoteRef:37] When operators are unable to identify a caller’s language, they will connect with Language Line and request to speak with someone who is skilled in language identification.[footnoteRef:38]  [34:  See id. at 638.]  [35:  See id.]  [36:  Id.]  [37:  Id. at 645. ]  [38:  Id.] 

Unfortunately, callers who require interpretation services have faced unique barriers to accessing government services and information through 311.[footnoteRef:39] For instance, callers often experience long wait times in order to be connected with an interpreter.[footnoteRef:40] In addition, because initial instructions are generally provided in English, some callers may not be aware that they are waiting to be connected to an interpreter, and may hang up before an interpreter is able to join.[footnoteRef:41] When callers are finally connected with an interpreter, some find that the interpreter does not speak the right language. As one advocate told THE CITY, “[a] caller may say that they request Fujianese or Cantonese, and they end up with a Korean or Japanese interpreter on the other line.”[footnoteRef:42] [39:  See Gabriel Sandoval, 311 Tone deaf on language options for non-native English speakers, THE CITY (Dec. 16, 2019), https://thecity.nyc/2019/12/311-tone-deaf-on-language-options-for-non-english-speakers.html.]  [40:  Id. ]  [41:  Id.]  [42:  Id.] 

[bookmark: _Ref30004241]At a Council Committee on Governmental Operations hearing in October 2018, advocates, including the Chinese American Planning Council, Asian American Federation, New York Immigration Coalition, and India Home, testified that they were aware of multiple incidents in which LEP New Yorkers were unable to lodge a 311 complaint because they could not access the appropriate interpreter for the language that they spoke.[footnoteRef:43] India Home returned to a joint hearing of the Committees on Governmental Operations and Technology in January 2019 to testify about this issue again.[footnoteRef:44] During the January 2019 hearing, 311 Executive Director Joe Morrisroe promised to make solving the issues raised by advocates a priority.[footnoteRef:45]  [43:  Testimony before the Committee on Governmental Operations, New York City Council, (Oct. 25, 2018), available at https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=3698345&GUID=D53B67F7-5F3F-47C5-B753-EC74797E5072&Options=&Search.]  [44:  Testimony before the Committees on Governmental Operations and Technology, New York City Council, (Jan. 17, 2019), available at https://legistar.council.nyc.gov/MeetingDetail.aspx?ID=668221&GUID=0F82BE58-10B4-4F58-98A1-28215D28C10F&Options=info&Search.    ]  [45:  Id. at 35-39 (exchange with Speaker Johnson). ] 

iii. Multi-Language Customer Satisfaction Surveys
Last year, the Council enacted Local Law 26 of 2021, which requires 311 to conduct annual customer satisfaction surveys and offer each survey in the 10 designated citywide languages.[footnoteRef:46] The bill also requires DOITT to submit an annual report to the Speaker containing the results of such surveys, disaggregated by the language in which the survey was conducted.[footnoteRef:47]  [46:  Local Law 26 of 2021, available at https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=3923896&GUID=86783671-B200-46DF-9F5F-72811EE3737E&Options=Advanced&Search.]  [47:  Id.] 

The first such annual report, released on July 1, 2021, indicated that two call center survey campaigns were conducted from April through June 2021 for customers who contacted 311 in the previous six months, for a total of 29,831 surveys offered to New Yorkers.[footnoteRef:48] The 2022 version of the report, covering 2021 final results, indicated that five call center survey campaigns were conducted from April through December 2021 for customers who contacted 311 in the previous six months, for a total of 52,941 surveys offered to New Yorkers.[footnoteRef:49] Of these 52,941 surveys offered, 50,089 (approximately 94.61%) were offered to English speakers; 2,266 (approximately 4.28%) were offered to Spanish speakers; 295 (approximately 0.56%) were offered to Mandarin speakers; 142 were offered to Russian speakers (approximately 0.27%); 96 were offered to Cantonese speakers (approximately 0.18%); and the remaining 53 were offered to speakers of other designated citywide languages (approximately 0.1), except for Urdu, which had 0 offers sent.[footnoteRef:50] Of the 52,941 New Yorkers who were offered surveys, only 4,229 (approximately 7.99%) responded.[footnoteRef:51] 3,849 (approximately 91.01%) of the responses were received from English speakers, 272 (approximately 6.43%) were received from Spanish speakers, 58 (approximately 1.37%) were received from Mandarin speakers, 24 were received from Russian speakers (approximately 0.57%), 12 were received from Cantonese speakers (approximately 0.28%), 11 were received from Korean speakers (approximately 0.26%), 2 were received from Arabic speakers (approximately 0.05%), 1 was received from a Haitian Creole speaker (approximately 0.02%), and no responses were received from speakers of Polish, Bengali, or French.[footnoteRef:52] With such low levels of participation, it is hard to assess how satisfied LEP New Yorkers are with 311, as compared to their English-speaking neighbors.  [48:  See NYC311, Customer Satisfaction Surveys in Designated Citywide Languages, at 3 (July 1, 2021), https://www1.nyc.gov/assets/oti/downloads/pdf/reports/311-customer-satisfaction-by-language-2021.pdf. ]  [49:  See NYC311, Customer Satisfaction Surveys in Designated Citywide Languages, at 4 (2022), https://www1.nyc.gov/assets/oti/downloads/pdf/reports/311-customer-satisfaction-by-language-2022.pdf. ]  [50:  Id.]  [51:  Id.]  [52:  Id.] 

III. LEGISLATIVE ANALYSIS
Int. No. 206-A
	This bill would require the Commissioner of Information Technology and Telecommunications to make publicly available a dataset on the wait times experienced by individuals who request an interpreter during their calls to 311. The dataset would include information for calls made on or after January 1, 2023, and would also indicate the date and time of the calls and the language requested by the caller for interpretation services. 
	This bill would take effect immediately.

Int. No. 240-A
	This bill would require that, within 30 days of the effective date of a local law that an agency head determines would allow an individual to request a service from the agency, the agency head notify the Commissioner of Information Technology and Telecommunications and 311 of the possible need to update or add a new 311 service request or complaint type. This bill would further require 311 to submit an annual report on newly added or updated 311 service request or complaint types. 311 would also be required to make publicly available a dataset on the submission of correspondence by the public requesting the addition of, or an update to, 311 service request or complaint types. The dataset would be required to be updated semi-annually. 
	This bill would take effect 60 days after becoming law.
Int. No. 296-A
This bill would require the implementation of a protocol for identifying the languages spoken by callers to 311. The bill would also require 311 to annually update the protocol based on a review of all calls for which interpretation services were requested, the wait time exceeded 300 seconds, and 311 determined there was a failure of the protocol. This bill would further require 311 to submit to the Mayor and the Speaker of the Council an annual report on the protocol and updates or changes to the protocol.
This bill would take effect 120 days after becoming law.
Update
On Thursday, September 29, 2022, the Committee adopted Int. No 206-A, Int. No. 240-A, and Int. No. 296-A by a vote of three in the affirmative, zero in the negative, and zero abstentions.


Int. No. 206-A

By Council Members Ung, Joseph, Cabán, Stevens, Hanif, Brewer, Dinowitz, Won, Marte, Abreu, Williams, Avilés, De La Rosa, Powers, Hudson, Lee, Louis, Menin, Sanchez, Riley, Nurse and Velázquez

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring the commissioner of information technology and telecommunications to report on wait times for the 311 customer service center to connect callers to an interpreter
..Body

Be it enacted by the Council as follows:


16

14

   Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
	§ 23-308 Data on wait times for interpreters. a. Definitions. As used in this section, the term “wait time” means the time, in number of seconds, from when an individual who calls the 311 customer service center requests an interpreter to when such individual is connected to an interpreter.
	b. Beginning February 15, 2023, and updated no less than once each month thereafter, the commissioner of information technology and telecommunications shall make publicly available a dataset on the wait times experienced by individuals who request an interpreter during their calls to the 311 customer service center. 
	c. Such dataset shall be available on the city’s website, and shall include, but need not be limited to, the following information for each such call made on or after January 1, 2023:
	1. The date and time of the call;
	2. The language requested for interpretation services; and
	3. The wait time during the call.
	§ 2. This local law takes effect immediately.
JB/IB
LS #7246
8/30/2022 6:15 pm 

















Int. No. 240-A

By Council Members Gutiérrez, Joseph, Brooks-Powers, Stevens, Yeger, Menin, Williams, Schulman, Riley, Narcisse, Barron, Ossé, Ayala, Restler, Cabán, Abreu, Richardson Jordan, Nurse, Louis, Avilés, De La Rosa, Won, Hudson, Hanif, Sanchez and Ariola

..Title
A Local Law to amend the administrative code of the city of New York, in relation to the department of information technology and telecommunications updating 311 complaint types and reporting on such updates
..Body

Be it enacted by the Council as follows:




1

16

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-309 to read as follows:
§ 23-309 Updating 311 request for service or complaint types. a. Within 30 days of the effective date of a local law that the commissioner or head of any agency or office determines would provide an individual with the opportunity to make a new request for service from such agency or office, such commissioner or head shall notify the commissioner of information technology and telecommunications and the 311 customer service center of the potential need to add a request for service or complaint type to, or update a request for service or complaint type on, the 311 customer service center, website and mobile device platforms.
b. No later than February 1, 2024, and every February 1 thereafter, the director of the 311 customer service center shall report to the mayor and speaker of the council all requests for service or complaint types that were added to or updated on the 311 customer service center, website and mobile device platforms during the previous year in accordance with this section. Such report shall be posted on the website of the 311 customer service center and shall include (i) the date when each such request for service or complaint type was added to or updated on the 311 customer service center, website and mobile device platforms and (ii) an explanation of any obstacles experienced by the 311 customer service center or relevant agency in adding such request for service or complaint types to, or updating such request for service or complaint types on, the 311 customer service center, website and mobile device platforms. 
	c. Beginning February 1, 2024, the director of the 311 customer service center shall make publicly available a dataset on the submission of correspondence by the public requesting the addition of, or an update to, a request for service or complaint type. Such dataset shall be available on the city’s website, updated semiannually, and include, but need not be limited to, the following information for each such submission made on or after August 1, 2023:
	1. The date and time of the submission;
	2. The subject of the correspondence; 
	3. The office or agency to which such submission was communicated for response; and
	4. Whether such request was implemented. 
	§ 2. This local law takes effect 60 days after it becomes law.

Session 12
BG/IB
LS #8578
9/21/2022 at 11:38 pm

Session 11
NLB
LS #13404	
Int. #2303-2021





5

17

Int. No. 296-A

By Council Members Ung, Hanif, Brewer, Stevens, Velázquez, Williams, Yeger, Farías, Restler, Abreu, Krishnan, Nurse, Louis, Avilés, De La Rosa, Won, Cabán, Lee, Hudson, Menin, Sanchez and Riley 

..Title
A Local Law to amend the administrative code of the city of New York, in relation to the identification of languages spoken by callers to the 311 customer service center
..Body

Be it enacted by the Council as follows:
	Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-310 to read as follows:
§ 23-310 Identification of spoken language. a. The 311 customer service center shall implement a protocol for identifying the language spoken by a caller to the 311 customer service center, and shall consider including in such protocol the use of processes that do not require a caller to make a verbal request for interpretation services. The 311 customer service center shall post on its website a description of such protocol within seven days after it is implemented. 
b. 1. If during a call to the 311 customer service center a caller makes a request for interpretation services and the wait time, as defined in subdivision a of section 23-308, experienced by such caller is 300 seconds or longer, the 311 customer service center shall review such call to determine whether the wait time was due to a failure of such protocol.
2. No later than July 1, 2023, and every July 1 thereafter, the 311 customer service center shall update such protocol based on a review of all calls for which the 311 customer service center determined that there was such a failure of such protocol. The 311 customer service center shall update the description of such protocol on its website within seven days after any update to such protocol.
c. By July 1, 2023, and every July 1 thereafter, the 311 customer service center shall submit to the mayor and speaker of the council a report on such protocol that includes a description of the implementation of such protocol; any updates or changes to such protocol since the previous report, if applicable; and any plans to update such protocol in the future.
§ 2. This local law takes effect 120 days after it becomes law.
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