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Introduction  

The California Business, Consumer Services and Housing Agency (BCSH) 
adopted Language Access Plan Guidelines on January 14, 2025. The guidelines 
require each BCSH department to develop a Language Access Plan. This work is 
part of ensuring meaningful access to programs and services. 
 
BCSH and its departments will provide access to information, programs, and 
services to individuals with limited English proficiency (LEP). The plan will ensure 
that language is not a barrier to accessing licensing, complaint filing, and other 
services provided by our agency. 
 
In developing this Language Access Plan, we have reviewed: 

• our programs and services for the public. 
• the ways we communicate with members of the public and the people 

we serve. 
• how we currently provide information and services in languages other 

than English.  
 

Department Programs and Services 
It is DRE’s mission to safeguard and promote the public interests in real estate 
matters through licensure, regulation, education, and enforcement.  

 
The programs and services we provide to the public or our target service 
population are: 

 
Audits Division - DRE’s Audits division protects consumers by conducting 
financial compliance audits of both real estate licensees and subdivision 
developments. These audits primarily focus on the handling of trust funds by 
licensees and subdividers to ensure compliance with the requirements of Real 
Estate Law and Subdivided Lands Law. 
 
Communications and Publications Division - The DRE Communications and 
Publications Division supports the Department’s mission and goals by providing 
high-quality, innovative communications (internally and externally), outreach 
and educational materials, and publications. This division also responds to 
inquiries from the media, manages the Department’s social media platforms, 
oversees our Speaker’s Bureau program, and creates and updates all of DRE’s 
forms. 

 



Enforcement Division - DRE’s Enforcement Division receives and investigates 
complaints made by the public about individuals or companies under the DRE’s 
jurisdiction. The Department has jurisdiction over real estate licensees, 
subdividers and unlicensed persons who have performed acts which require a 
real estate license. Enforcement staff also respond to inquiries from the public 
related to complaint jurisdiction and compliance matters. 

Legal Division – DRE’s Legal Division is responsible for handling prosecution of 
disciplinary actions and representing DRE at administrative hearings. They also 
receive and process Consumer Recovery Account claims received from 
consumers who have been victimized by licensees and handle public record 
act requests. 

Licensing Division - DRE’s Licensing Division administers real estate license 
examinations and issues and renews salespersons and broker licenses. The 
Division also issues and renews mortgage loan originator (MLO) license 
endorsements through the Nationwide Multistate Licensing System (NMLS), issues 
approvals for pre-license and continuing education courses to private course 
providers and responds to thousands of incoming calls and electronically 
submitted inquiries from licensees, applicants, and others each fiscal year. 

Subdivisions – Subdivisions receives questions from the public via phone 
calls/walk-ins, which includes requests for copies of the public reports.  
 
Language Access Requirements and Languages 
Identification  
DRE used one of the following methods to identify the most common languages 
our Department comes into public contact with: 

☒ Method 1: The Top 5 Languages identified by the American Community 
Survey Data of the U.S. Census Bureau (C16001). Departments will ensure 
alignment with threshold languages determined spoken by individuals 
surveyed under the Dymally-Alatorre Multilingual Services Act (Dymally-
Alatorre Act), when applicable. 

☐ Method 2: Languages identified by the Civil Rights Act Title VI Four-Factor 
Analysis. 

Please note that this plan does not address DRE’s process for conducting or 
reporting on the biennial language survey required under the Dymally-Alatorre 
Bilingual Services Act. 



Language Services    
This section includes the actions DRE will take to provide information and 
services in languages other than English.  

 
Direct In-Language Communication 

In-house, DRE has certified bilingual staff who help provide language 
interpretation and translation services for external communication materials, 
presentations, and more. DRE has a list of the bilingual certified staff and can 
reach out for help with those services as needed. For larger, more complex 
projects, DRE also has a translation contract to support translation and 
interpretation needs that may require more time or faster turnaround.  

Certified bilingual and multilingual staff and/or contracted private interpreters 
will provide language services to individual with Limited English Proficiency (LEP). 
Language services will be free of charge. Private interpreter services will not be 
reimbursed by DRE when visiting our office.   

We discourage using an unofficial interpreter, including family members or 
friends. Exceptions for unofficial interpreters include: 

• Emergency situations  
• Getting non-essential information, like identifying the person’s preferred 

language 
• Public events or when a qualified interpreter is not readily available. 
• Departments that administer licensing examinations may set their own 

interpreter guidelines, standards, and requirements for examinations.  

To serve in a designated bilingual position and receive the associated pay 
differential, an employee must score in the testing language at least equivalent 
to "2" in Listening and Speaking on the Interagency Language Roundtable (ILR) 
scale.  

In order to maintain qualifications to serve in a bilingual position and receive 
bilingual pay, all employees scoring below the equivalent of ILR scores of "3" in 
speaking and listening must have on file test scores not older than five (5) years. 
 
Interpretation 
 
Employees needing assistance with interpretation resources can access the DRE 
Bilingual Services Guidelines on DREConnect. Below are the guidelines which 
employees should follow: 
 



1. When you receive a telephone call, or in-person contact from a LEP 
consumer, contact one of the certified DRE employees on the Language 
Fluency List to solicit their assistance.  

2. If a certified staff member is not available to provide assistance in the LEP 
consumer's language, you may contact a non-certified staff member as 
reflected on the Language Fluency List.  

3. If no staff member is proficient in the language of the LEP customer or if 
the degree of language skill is not sufficient to provide assistance in the 
LEP consumer’s language, contact DRE's Interpretation Services Provider 
(Language Solutions Line) at 1-866-874-3972 and give them DRE consumer 
code 686067.  

 
Translation 
 
DRE’s process for translating vital documents include:  

1. When DRE prepares a consumer publication or public outreach materials 
(or any other vital document needing translating), DRE identifies whether 
the translations can be completed accurately and timely in house or if 
external services are needed. DRE considers length of document and 
timeliness of completion.  
 

2. If a certified staff member is not sufficient, DRE will contact its translation 
and interpretation contractor to complete the work with the goal of 
completing the translations in a timely manner.  
 

If an individual with LEP would like to request a public meeting, the request must 
be made seven days in advance of the meeting. The requester would contact 
DRE’s Language Access Coordinator.  
 
DRE considers essential website content as content that is vital to public safety, 
resources in response to a disaster or urgent matter, and/or a vital tool for 
consumers of real estate. For items that DRE considers essential website content, 
DRE will utilize its translation and interpretation contractor to translate the 
content to ensure the highest quality of translations in a timely manner.  
 
If DRE receives a request via written communication from an individual with LEP 
in languages other than English, DRE will provide a response within seven days. 
The requester would contact DRE’s Language Access Coordinator. 
 
Language Access Coordinator 
This section includes how DRE’s Language Access Coordinator was identified. 
This section outlines their role in overseeing the Language Access Plan.  



The EEO Officer oversees Bilingual Services, thus has been designated as DRE’s 
Language Access Coordinator. 

 
Language Access Coordinator Name: Staci Washington 
Phone / Email: (916) 737-4297 / Staci.Washington@dre.ca.gov  

 
The Language Access Coordinator responsibilities will include:  

• Act as the point of contact for language access and services related 
inquiries. 

• Establish and implement operational procedures to ensure compliance.  
• Overseeing the department’s Language Access Plan. 
• Maintaining a database of certified bilingual and multilingual employees, 

in coordination with Human Resources as required or needed. 
• Identifying training for staff on how to utilize language assistance services 

for the individuals they serve. 
• Monitor and evaluate budget resource needs to support departmental 

language assistance services. 
• Regularly assessing and improving the language assistance program. 
• Implement and maintain a Language Access Complaint process. 
• Coordinate translation and interpretation services, including qualified sign 

language interpreters, real-time captioning, and written information in 
alternate formats, such as braille, large print, and audio formats. 
 

Providing Notice to Individuals with LEP 
This section includes how DRE will notify the public about available language 
access services. Below is a list of tools DRE will use to notify the public of these 
services [include those that are applicable]: 

• “I Speak” cards and language services availability posters in public office 
spaces. 

• Translated notices. 
• Notices of language services and access at the end of mailed out letters. 
• Department-sponsored outreach events.  
• Public meeting announcements. 
• Ensure current CalHR Language Access posters are clearly displayed, 

visible, and legible to the public. 
☐ Other   

 
DRE documents individual’s language preference on the Enterprise Information 
System (EIS), which is an electronic case management system. 
 
Monitoring, Quality Control, and Updating Language Access Plan 
This section describes how DRE will monitor language access services. DRE will 
update the Language Access Plan at least every two years. DRE will be 
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compliant with BCSH’s Language Access Plan Guidelines. DRE will address 
processes and procedures to deliver meaningful language access.  
 
Monitor and Quality Control Process 
DRE will create a monitoring program to ensure implementation of details. This 
process will entail  

☒ Contract with bilingual and multilingual contractors. 
• Review contractors' performance on a continual basis and address 

any deficiencies immediately.  
☒ Work with staff certified by California Department of Human Resources. 
☐ Other:  

 
Updating Language Access Plan 
Every two years, DRE will generate and update the list of minimum threshold 
languages. Vital documents and essential web content will be updated 
accordingly. DRE will review and resubmit their Language Access Plan to BCSH 
every two years.  
 
Revisions will address: 

• Any changes in the American Community Survey Data of the U.S. 
Census Bureau, the Dymally-Alatorre Bilingual Service Act language 
survey, when applicable and/or Title VI four-factor analysis. 

• Whether existing policies and procedures are meeting the needs of 
individuals with LEP. 

• Whether staff is sufficiently trained.  
• Whether identified resources for assistance are up-to-date, available, 

and accessible.  
• Whether future language contracts need improvement or extra 

criteria/requirements.  
 

Reevaluations will incorporate, as appropriate: 
• New programs 
• New legal requirements  
• Additional vital documents 
• Community input on the Language Access Plan 

 

Training Staff  
This section includes information on how DRE trains staff to provide language 
access services to the public. 

 
Public Facing Employees 
Language access training will be provided to all current public-facing 
employees no later than December 31, 2025. Training will occur at least annually 



thereafter. New staff hired into public contact positions will receive language 
access training within their first six months of employment.  

 
Staff will be trained on the availability, accessibility, and appropriate use of 
translation and interpreting Department resources. Training topics include: 
 

• BCSH language access guidelines, identifying an individual’s language 
preference, processes, and procedures for providing language 
assistance services, and how to work effectively with interpreters (in 
person, telephone, video, as applicable).  

 
Non-Public Facing Employees  
This section describes DRE’s plan for training non-public facing employees. 

The department’s training program for non-public facing employees will cover: 
• Familiarization with DRE’s Language Access Plan. 
• Identifying vital documents and requesting vital document translation. 
☐ Other:  

 
Complaint Process for Language Services and Access 
Public members and services recipients can make complaints related to 
language services. Complaints about language access services are accepted 
through:  
 
Electronic: 

☒ Email – EEO_Office@dre.ca.gov 
 

Physical: 
☒ Phone Call - (916) 576-8100 

 
DRE will notify public member and services recipients immediately when: 

• their complaint is received.  
• when the outcome is available.   

 

Document List  
Attached is a list of DRE’s vital documents. Included are the five languages 
identified as threshold languages. The languages were identified under Method 
1: The Top 5 Languages identified by the American Community Survey Data of 
the U.S. Census Bureau (C16001), and any program-specific language access 
laws. 
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Definitions  
Individual with Limited English Proficiency (LEP): Individuals who do not speak 
English as their preferred language and/or who have a limited ability to read, 
write, speak, or understand English. Individuals with LEP may be competent in 
English for certain types of communication but have limited proficiency in 
English in other areas. An individual who is deaf, hard of hearing, non-verbal 
and/or has another disability(ies) and/or serious health condition(s), may also 
have limited proficiency in spoken or written English.  
 
Oral Interpretation (or Interpretation): The act of listening, understanding, 
analyzing, and processing a spoken communication in one language (source 
language) and then orally rendering it into another spoken language (target 
language) while retaining the same meaning.  
 
Translation: The rendering of a written text from one language (source 
language) into another language (target language). 
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		46				Pages->8		Guideline 3.2 Make Web pages appear and operate in predictable ways		Header/Footer pagination artifacts		Passed		Page 9 contains content but does not define header or footer pagination artifacts. Please confirm this is correct.		Verification result set by user.

		47				Pages->9		Guideline 3.2 Make Web pages appear and operate in predictable ways		Header/Footer pagination artifacts		Passed		Page 10 contains content but does not define header or footer pagination artifacts. Please confirm this is correct.		Verification result set by user.

		48						Guideline 3.2 Make Web pages appear and operate in predictable ways		Change of context		Passed		No actions are triggered when any element receives focus		

		49						Guideline 1.1 Provide text alternatives for all non-text content		Alternative Representation for Formulas		Not Applicable		No Formula tags were detected in this document.		

		50						Guideline 1.1 Provide text alternatives for all non-text content		Alternative Representation for Forms		Not Applicable		No Form Fields were detected in this document.		

		51						Guideline 1.1 Provide text alternatives for all non-text content		Alternative Representation for Other Annotations		Not Applicable		No other annotations were detected in this document.		

		52						Guideline 1.2 Provide synchronized alternatives for multimedia.		Captions 		Not Applicable		No multimedia elements were detected in this document.		

		53						Guideline 1.3 Create content that can be presented in different ways		Form Annotations - Valid Tagging		Not Applicable		No Form Annotations were detected in this document.		

		54						Guideline 1.3 Create content that can be presented in different ways		Lbl - Valid Parent		Not Applicable		No Lbl elements were detected in this document.		

		55						Guideline 1.3 Create content that can be presented in different ways		Other Annotations - Valid Tagging		Not Applicable		No Annotations (other than Links and Widgets) were detected in this document.		

		56						Guideline 1.3 Create content that can be presented in different ways		RP, RT and RB - Valid Parent		Not Applicable		No RP, RB or RT elements were detected in this document.		

		57						Guideline 1.3 Create content that can be presented in different ways		Correct Structure - Ruby		Not Applicable		No Ruby elements were detected in this document.		

		58						Guideline 1.3 Create content that can be presented in different ways		Table Cells		Not Applicable		No Table Data Cell or Header Cell elements were detected in this document.		

		59						Guideline 1.3 Create content that can be presented in different ways		THead, TBody and TFoot		Not Applicable		No THead, TFoot, or TBody elements were detected in this document.		

		60						Guideline 1.3 Create content that can be presented in different ways		Table Rows		Not Applicable		No Table Row elements were detected in this document.		

		61						Guideline 1.3 Create content that can be presented in different ways		Table		Not Applicable		No Table elements were detected in this document.		

		62						Guideline 1.3 Create content that can be presented in different ways		Correct Structure - Warichu		Not Applicable		No Warichu elements were detected in this document.		

		63						Guideline 1.3 Create content that can be presented in different ways		Correct Structure - WT and WP		Not Applicable		No WP or WT elements were detected in the document		

		64						Guideline 1.3 Create content that can be presented in different ways		Header Cells		Not Applicable		No tables were detected in this document.		

		65						Guideline 1.3 Create content that can be presented in different ways		Summary attribute		Not Applicable		No Table elements were detected in the document.		

		66						Guideline 1.3 Create content that can be presented in different ways		Scope attribute		Not Applicable		No TH elements were detected in this document.		

		67						Guideline 1.3 Create content that can be presented in different ways		Article Threads		Not Applicable		No Article threads were detected in the document		

		68						Guideline 1.4 Make it easier for users to see and hear content including separating foreground from background.		Images of text - OCR		Not Applicable		No raster-based images were detected in this document.		

		69						Guideline 2.2 Provide users enough time to read and use content		Timing Adjustable		Not Applicable		No elements that could require a timed response found in this document.		

		70						Guideline 2.3 Do not design content in a way that is known to cause seizures		Three Flashes or Below Threshold		Not Applicable		No elements that could cause flicker were detected in this document.		

		71						Guideline 3.3 Help users avoid and correct mistakes		Required fields		Not Applicable		No Form Fields were detected in this document.		

		72						Guideline 3.3 Help users avoid and correct mistakes		Form fields value validation		Not Applicable		No form fields that may require validation detected in this document.		

		73						Guideline 4.1 Maximize compatibility with current and future user agents, including assistive technologies		4.1.2 Name, Role, Value		Not Applicable		No user interface components were detected in this document.		
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