Los Angeles County Department of Health Services

Request for Statement of Qualifications (RFSQ) for Telephonic

Medical/Healthcare Language Interpretation Services
Questions and Answers

Includes: Written Questions from April 5, 2012

1. Q:

2. Q:

3. Q:

4. Q:

4/10/12

1.0 Scope of Work. Last Item:

“NOTE: Steps 1.5 through 1.9 are measured as the Call-Connect Response
time.”

Question: In the description, Step 1.9 includes the actual interpretation time,
which may last an undetermined period. Is this meant to be included in the
call-connect response time as currently defined? Or should that include the
actual connect process, steps 1.5 through 1.8?

Yes, this includes the actual connect process steps 1.5 through 1.8. To
clarify the call-connect response time is completed when once the
interpreter makes verbal contact with DHS and the Customer.

3.0 Service Requirements

3.1.1 Contractor must provide on-demand, human interpreters using state-of-
the-art computer telephone systems, databases, networks, and power
requirements to maintain services 24 hours per day, 7 days a week, and 365
days a year.

Question: What is your anticipated volumes for annual minutes for each
telephonic and onsite face to face interpreters? What is the breakdown by
language?

The annual volumes for telephonic interpreters are provided in the
Translation Services Report (see attached). The Master Agreement
does not require face-to-face interpreters.

3.12 Contractor shall staff the appropriate number of personnel to ensure a
call-connect response time of no more than 60 seconds for Spanish
interpretation and 120 seconds for interpretation of other languages”
Question: Telephone interpretations schedules are typically set in a call
center environment, calculated with X% of calls in 60 seconds, or “60
seconds on average”. Are these connect times “average”?

With the understanding that there will be occasional outliers due to
Contractors having to search for interpreters providing services for
rare or lower volume languages, 60 seconds is the expected upper limit
for connection with a Spanish language interpreter. 120 seconds is
the expected upper limit for connection with all other languages

3.14 Contractor shall provide Services for languages in addition to those
identified in Attachment 1 and Attachment 5 to the Statement of Work within
ten (10) business days after language is added as set forth in the Master
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5. Q:

6. Q

7. Q:
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Agreement, subparagraph 8.1, Amendments.”

Question: What criteria do the County use for identifying new languages that
it will add through an amendment? Is it determined by size of population?
Recruiting for new languages, especially from the most recent immigrant
groups where English may not have been used historically as a second
language, offers a challenge to interpreter recruiters. They need to find an
available bilingual person, train and test them to ensure the quality that the
County requires. This process will almost always require more than ten
business days

Population size is what determines the County Threshold Languages,
which are a minimum requirement for this RFSQ. If facilities report that
there is a language needed that is not included on the Contractor
Provided Language List, (SOW, Attachment 5) beyond the 13 Threshold
Languages and the additional 96 (109 total) languages already included
on the list then Contractors will be informed and consulted with
regarding the addition well before an amendment will be released.

Addition/Deletion of Services to Other County Departments and or Facilities.
Question: Does this imply that the contract would be available to ALL County
departments outside of DHS (i.e. Community and Senior Services,
Department of Mental Health, etc.)?

No. This is a DHS contract. However, if a need arises the County
reserves the right to add additional Departments and Facilities by
means of a Contract Amendment.

Question: May vendors take exception to specific items in the Performance
Requirements Summary (PRS) Chart? Some of the penalties are based on
assumptions about the contractor’s business practices, general interpretation
industry practice, or simply assume the vendor is at fault.

In general, Contractor performance is monitored by the County and
issues that arise are addressed during the monitoring process. At that
point, the Contractor is made aware of any issues and is given an
opportunity to resolve the issues. The penalties are only used in the
case of an egregious problem (e.g., one that affects patient care, fraud,
etc.) or the Contractor does not correct a problem after being given an
opportunity to resolve it initially.

Standard Exhibits for Telephonic Medical/Healthcare Language Interpretation
Services.—Exhibit B. Pricing Schedule
The Pricing Schedule accounts for pricing for telephonic interpretation. For
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onsite interpretation, phone solutions and other related services, may a
vendor provide its own pricing format?

This Master Agreement is only for telephonic interpretation services.
Questions about onsite interpretation do not apply. The Master
agreement also does not include the provision of phone solutions and
other related services, as the Facilities already have their own
equipment. However, Facilities may obtain equipment by other
methods.

In the file labeled as “Required Forms” on the Website, it goes from Appendix
G to Appendix, I. It skips Appendix H. Is there supposed to be an Appendix
H, or was this done in error?

Appendix “H” is the Master Agreement and has its own link on the
Website.

In the file labeled as “Statement of Work”, the last page is blank, but shows a
page number of 15. Is there something missing or was this done in error?

This is an extra blank page at the end of the document. Please
disregard.

In the file labeled as “Appendices, B-H” on the website), the footer
information throughout the file shows “Master Agreement for Endoscope
Preventative and Maintenance for Repair Services”. Many of the appendices
in this file are in duplicate to the file named
RFSQ_Med_Inter_Serv_REQUIRED FORMS.pdf. Is this file meant to be
included with the RFSQ referenced in the subject line or was this done in
error?

File was posted in error. All necessary forms are included in the
“Required Forms” and “Exhibits to Agreement” files. Please disregard.

Is there an incumbent vendor for these services?

No. this is a new solicitation created specifically for the Department of
Health Services.

What is the biggest challenge you anticipate for fulfilling services under this
Contract?
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The biggest challenge is ensuring that vendors are sensitive to the fact
that this is not only a Language Interpretation Services Contract, but a
MEDICAL LANGUAGE INTERPRETATION SERVICES CONTRACT.
Previously, County Health Facilities were using a County-wide Contract
which provided general language interpretation services which did not
always fit the needs of Medical/Healthcare facilities. It is imperative that
Contractors are proficient in the understanding and interpretation of
medical terminology.

What is the expected volume of this contract (for both Telephone and In-
Person)? Is there any historical data (minutes/interpretation sessions
requested)?

Refer to Answer to Question #2 for Telephone services. In-Person does
not apply. See answer to Question #7



FY 2010-2011

Interpretation Services Report

Total Minutes Total Calls
Department of Heath Services
Health Services Administration 13,123 1,223
Hospitals
LAC+USC Medical Center 116,903 8,658
Harbor-UCLA Medical Center 15,193 1,101
Olive View-UCLA Medical Center 39,347 2,955
Rancho Los Amigos Rehabiliation Center 8,096 505
Multi-Service Ambulatory Care Centers
Martin Luther King, Jr. - MACC 20,745 2,047
High Desert - MACC 2,097 206
Comprehensive Health Centers
Edward R. Roybal CHC 1,341 115
H. Claude Hudson CHC 214 38
El Monte CHC 1,302 100
Long Beach CHC 0 0
Hubert H. Humphrey CHC 18,862 860
Mid-Valley CHC 111 10
Total - Department of Health Services 237,334 17,818

Reference: I1SD Data Report

4/13/2012




Department of Health Services
Interpretation Services for FY 2010-2011

July 2010 August 2010 2010 October 2010 2010 2010 January 2011 February 2011 March 2011 April 2011 May 2011 June 2011 Total Total
Cost Center Language [#Call |Min #Call Min #Call  |Min #Call Min #Call  |Min #Call Min #Call _ |Min #Call  [Min #Call  |Min #Call  |Min #Call  [Min #Call Min Mintues Calls

HEALTH SERVICES ADMINISTRATION
HEALTH SERVICES ADMINISTRATION 1 0| 1
HEALTH SERVICES ADMINISTRATION ADMIN 1] 2 2 1
HEALTH SERVICES ADMINISTRATION AMHARIC 1 7| 7 1
HEALTH SERVICES ADMINISTRATION ARABIC 1 2 2 1
HEALTH SERVICES ADMINISTRATION ARMENIAN 1] 17] 4] 35, 1 12 3 31 3 17, 3 61 3 13 1 11 1 11 208, 20
HEALTH SERVICES ADMINISTRATION CANTONESE 5 49 1 S5 3 36, 2 20, 4 32, 1 4 4 47 5 59, 6] 59, 3 36 347 34
HEALTH SERVICES ADMINISTRATION CHINESE 0| 0
HEALTH SERVICES ADMINISTRATION FARSI 1 6] 1 10, 2 26, 2 29, 1 12 1 9 92 8
HEALTH SERVICES ADMINISTRATION KHMER 1 26, 26, 1
HEALTH SERVICES ADMINISTRATION KOREAN 1 3 1 7] 1 15 1 10, 2 10| 3 16, 2 15 2 26, 2 45 2 17] 164 17,
HEALTH SERVICES ADMINISTRATION MANDARIN 4| 55 1 11 3 24 3 24 2 11 2 9 2 28, 2 19 3 58, 6| 71 5 106 416 33,
HEALTH SERVICES ADMINISTRATION PUNJABI 0| 0
HEALTH SERVICES ADMINISTRATION RUSSIAN 2 22 1 13 3 39, 2 54, 128 8
HEALTH SERVICES ADMINISTRATION SOMALI 0| 0
HEALTH SERVICES ADMINISTRATION SPANISH 158 1,633 124 1,168 77 898 64 728 61 674 52 454 81 743 85 802 98 1,015 113 1,447 85 977, 89 1,089 11,628 1,087
HEALTH SERVICES ADMINISTRATION TAGALOG 1 32 32 1
HEALTH SERVICES ADMINISTRATION THAI 0| 0
HEALTH SERVICES ADMINISTRATION VIETAMESE 2 S 5 2]
HEALTH SERVICES ADMINISTRATION VIETNAMESE 1 21 1 2 1 15 1 2| 2| 20 1 2 1 4 66) 8|

TOTAL HS ADMINISTRATION 170 1,746 131 1,248 87 979 71 799 72 764 68 577 95 910| 93 870 105, 1,107| 125 1,605 105 1,231 101 1,287| 13,123 1,223
HOSPITALS
LAC-USC MEDICAL CENTER 0| 0
LAC-USC MEDICAL CENTER ARMENIAN 1 17, 17| 1
LAC-USC MEDICAL CENTER BENGALI 0| 0
LAC-USC MEDICAL CENTER CANTONESE 1 15 1 13 1 11 2 17 1 15| 71 6
LAC-USC MEDICAL CENTER FARSI 2 10| 10| 2]
LAC-USC MEDICAL CENTER INDONESIAN 1 14 14| 1
LAC-USC MEDICAL CENTER KOREAN 2 25 1 42 1 S 1 40 2 8 120 7
LAC-USC MEDICAL CENTER MANDARIN 1 3 1 32, 1 10; 2 21 66 5
LAC-USC MEDICAL CENTER SPANISH 1] 11 1 S5 2 21 3 37, 3 18, 1 21 1 7 1 49 1 23] 192 14
LAC-USC MEDICAL CENTER TAGALOG 1] 3 3 1
LAC-USC MEDICAL CENTER VIETNAMESE 1 7] 1 8 1 4 1 20, 1 19 58 5
LAC-USC MEDICAL CENTER ACHOLI 1 4 4 1
LAC-USC MEDICAL CENTER ADMIN 1 2 3 6 1 2 2 4 1 2 1 2 13 29, 1 2 8| 18, 1 3 1 2| 72 33
LAC-USC MEDICAL CENTER AHM 1 8 8 1
LAC-USC MEDICAL CENTER AMHARIC 4 59 1] 37, 3 44 4 110 10, 141 4] 80 6| 130 6| 143 1 84 4] 46 [3 91 5 57| 1,022 54
LAC-USC MEDICAL CENTER ARABIC 6] 57, 18 225 9| 123 7] 72 9 148 4 35 4] 52, 2 31 4 86, 8| 101 4| 95 11 282 1,307 86,
LAC-USC MEDICAL CENTER ARMENIAN 9| 146 14 280 18 244 14| 228 18, 277 14| 143 15 256 34 479, 27, 350 17 204 15 183 27 348 3,138 222
LAC-USC MEDICAL CENTER ASL 1 2| 2 1
LAC-USC MEDICAL CENTER BAHASA 1 2 1 6] 2 6 1 3 2 37, 7] 108 6| 128 2 35 4 115 2 15, 9 139 5 81 675 42
LAC-USC MEDICAL CENTER BAN 1 23] 23 1
LAC-USC MEDICAL CENTER BENGALI 2 16 4 57, 3 66, 9| 210 13 247 6| 92 3 49 3 50, 1 10| 4 58, 9 96 951 57
LAC-USC MEDICAL CENTER BOSNIAN 1 5 5 1
LAC-USC MEDICAL CENTER BULGARIAN 3 16, 16 3
LAC-USC MEDICAL CENTER BURMESE 2 15 1 6| 3 33, 2 51 2 16, 1 21 6] 108 5 44 294 22
LAC-USC MEDICAL CENTER CAN 1 8 8 1
LAC-USC MEDICAL CENTER CANTONESE 119 1,779 138 1,823 104 1,522 103 1,330 88, 1,181 101 1,391 115 1,464 120 1,805 118 1,523 117 1,364 78 988 134 1,724 17,894 1,335
LAC-USC MEDICAL CENTER CHINESE 4 62 2 7 2 15 1 18, 2 15, 3 40 30, 386 1 S 1 18, 4 25 591 50
LAC-USC MEDICAL CENTER CREOLE 2 16, 16 2]
LAC-USC MEDICAL CENTER FARSI 3 38, 10 88, 4| 46 2 15, 6 151 2 36, 1 22 7] 118 4 70 4] 44 5 121 2 30 779 50
LAC-USC MEDICAL CENTER FARSO 0| 0
LAC-USC MEDICAL CENTER FRENCH 4 61 9 146 1 2 1 8 3 27| 244 18
LAC-USC MEDICAL CENTER GANA 0| 0
LAC-USC MEDICAL CENTER GERMAN 1] 11 1 32 43 2]
LAC-USC MEDICAL CENTER GUJURATI 0| 0
LAC-USC MEDICAL CENTER HEBREW. 1 17 17 1
LAC-USC MEDICAL CENTER HINDI 1 7 2 14| 2 28, 2 53, 6 74 2 28, 3 27, 2 15| 246 20,
LAC-USC MEDICAL CENTER HUNGARIAN 0| 0
LAC-USC MEDICAL CENTER IGBO 1 21 21 1
LAC-USC MEDICAL CENTER ITALIAN 1 2 2 1
LAC-USC MEDICAL CENTER JAPANESE 4| 51 10 123 4] 29, 5 59, 11 178 9 105 5 95 3 45 8 106 7 227 19 190 5 69 1,277 90,
LAC-USC MEDICAL CENTER KAREN 0| 0
LAC-USC MEDICAL CENTER KHMER 18 244 11 128 8 133 6] 92, 8 87, 1 8 1 44 4| 39, S 163 3 51 1 24 16 207 1,220 82,
LAC-USC MEDICAL CENTER KMH 1 20, 20, 1
LAC-USC MEDICAL CENTER KOREAN 75 1,094 97, 1,290 99 1,208 83 1,010 60, 722 83 874 75 942 61 849 83 1,185 111 1,578 88, 1,425 117 1,583 13,760 1,032
LAC-USC MEDICAL CENTER KURDISH 0| 0
LAC-USC MEDICAL CENTER LAOTIAN 3 24 2 16, 1 4 44| 6
LAC-USC MEDICAL CENTER MANDARIN 133 1,797 179 2,508 122 1,465 99 1,146 116 1,727 106 1,238 159 2,060 127 1,763 122 1,633 126 1,825 104 1,324 141 1,842 20,328 1,534
LAC-USC MEDICAL CENTER MONGOLIAN 2 29 2 35, 3 42 2 24 130 9
LAC-USC MEDICAL CENTER NAHUATL 0| 0
LAC-USC MEDICAL CENTER NEPALI 2 21 1 13 34 3
LAC-USC MEDICAL CENTER POLISH 1] 13 2 64 1 19| 96 4
LAC-USC MEDICAL CENTER PORTUGESE 2 33 33 2]
LAC-USC MEDICAL CENTER PORTUGUESE 2 30, 1 S 3 29 64 6




July 2010 August 2010 2010 October 2010 2010 2010 January 2011 February 2011 March 2011 April 2011 May 2011 June 2011 Total Total
Cost Center Language [#Call  |Min #Call Min #Call  |Min #Call Min #Call _ |Min #Call Min #Call _ |Min #Call _ [Min #Call  |Min #Call _ |Min #Call _ [Min #Call Min Mintues Calls

LAC-USC MEDICAL CENTER PUNJABI 1 6 2 22 1 3 1 13 1 15| 59 6
LAC-USC MEDICAL CENTER RUSSIAN 10| 188 7 131 5 68, 7] 74 7 141 9 114 10| 155 17| 268 15, 398 14| 280 19 289 15 185 2,291 135
LAC-USC MEDICAL CENTER SERBIAN 0| 0
LAC-USC MEDICAL CENTER SHANGHAINES 0| 0
LAC-USC MEDICAL CENTER SIG 1 2 2 1
LAC-USC MEDICAL CENTER SOMALI 0| 0
LAC-USC MEDICAL CENTER SPA' 1 7 7 1
LAC-USC MEDICAL CENTER SPANISH 269 3,747 281 3,629 230 2,983 254 3,467 337 4,736 316 4,415 310 4,339 156 2,040 239 3,160 260 3,164 198 2,384 221 2,724 40,788 3,071
LAC-USC MEDICAL CENTER TAGALOG 3 46 2 31 4 88, 8| 133 5 41 5 52, 5 71 10| 190 6 82 4| 79, 4] 89 15 384 1,286 71
LAC-USC MEDICAL CENTER TAGOLOG 0| 0
LAC-USC MEDICAL CENTER  TAIWANESE 0| 0
LAC-USC MEDICAL CENTER TAMIL 0| 0
LAC-USC MEDICAL CENTER THAI 17| 142 24 296 13 171 6| 64 21 211 13 151 31 367 25 277 10, 76, 14| 231 20, 247 25 365 2,598 219
LAC-USC MEDICAL CENTER TIGRENIA 0| 0
LAC-USC MEDICAL CENTER  TURKISH 1 14| 1 30, 44| 2
LAC-USC MEDICAL CENTER URDU 1 7] 1 4 1 4 15 3
LAC-USC MEDICAL CENTER VIETAMESE 22 283 283 22
LAC-USC MEDICAL CENTER VIETNAMESE 17| 238 35, 585 22| 315 18] 238 28, 471 52 670 46 693 27| 498 27, 368 24| 339 15| 180) 4,595 311
TOTAL LAC-USC MEDICAL CENTER 698 9,715| 848| 11,424 666 8,659 640 8,462 757 10,645 758, 9,855/ 801 10,953 631 8,866/ 727, 10,111 735 9,706 609 8,122 788, 10,385| 116,903 8,658

HARBOR-UCLA MC ARABIC 1 18, 18 1
HARBOR-UCLA MC CAMBODIAN 1] 26, 1 7 1 7 40 3
HARBOR-UCLA MC KOREAN 1 11 11 1
HARBOR-UCLA MC NEPALI 1 12 12 1
HARBOR-UCLA MC SPANISH 1] 21 2 9 1 15 1 4 3 37 2 9 2 30, 1 4 129 s
HARBOR-UCLA MC URDU 1 6| 6| 1
HARBOR-UCLA MC VIETNAMESE 1 6 6| 1
HARBOR-UCLA MC ADMIN 1 2 1 2 1 2 4] 8 1 2 1 3 1 3 22 10,
HARBOR-UCLA MC AHM 1 24 24 1
HARBOR-UCLA MC AMHARIC 1 7 1 12 2 27, 2 9 1 19, 74 7
HARBOR-UCLA MC ARABIC 8| 122 1] 34 3 41 10| 118, 22 277 11 199 1 10, 5 45 10, 146 15 181 2 15, 13 157, 1345 101
HARBOR-UCLA MC ARMENIAN 1 9| 3 47, 1 11 1 2 1 63, 1 17 1 10, 159 9
HARBOR-UCLA MC BENGALI 1] 2 1 5 1 38, 2 6 51 5
HARBOR-UCLA MC CANTONESE 2 20, 1 20, 1] 28, 2 15, 3 32 9 135 1 20, 1 2 2 32, 3 23] 327 25,
HARBOR-UCLA MC CREOLE 2 20, 20, 2
HARBOR-UCLA MC CROATIAN 1 22 22 1
HARBOR-UCLA MC CZH 0| 0
HARBOR-UCLA MC DANISH 1 7 7 1
HARBOR-UCLA MC FARSI 1] 11 1 10 1 36, 2 43 1 23 1 9 3 96 228 10,
HARBOR-UCLA MC FRENCH 4 45 1 4 49 5
HARBOR-UCLA MC GERMAN 0| 0
HARBOR-UCLA MC GUJURATI 1 10, 10| 1
HARBOR-UCLA MC HEBREW. 1] 13 13 1
HARBOR-UCLA MC HINDI 4 101 6| 60, 4] 14 1 11 1 27, 5 78 2 19, 3 24 334 26,
HARBOR-UCLA MC HUNGARIAN 0| 0
HARBOR-UCLA MC IGBO 1] 5 2 13 18 3
HARBOR-UCLA MC ITALIAN 2 4 4 2
HARBOR-UCLA MC JAPANESE 3 21 1] 9| 6| 65, 1 35, 4 42 1 15, 1 10, 1 5 1 6 1 32, 1 2| 242 21
HARBOR-UCLA MC KHMER 1 22 8 84 7] 104, 7] 113 2 24 7] 57, 1 10, 2 36, 2 41 5 102 5 42 635 47
HARBOR-UCLA MC KOREAN 20, 227 23 317 20, 249 30, 396 26, 396 21 193 21 233 14| 235 17, 245 26, 441 26, 450 20, 311 3693 264
HARBOR-UCLA MC MANDARIN 2 35 5 56, 1 4 4] 73, 6 100 1 8 6| 109 6| 148 5 127 5 35, 1 15, 710 42
HARBOR-UCLA MC MONGOLIAN 1 9| 1 10, 1 3 1 4 26, 4
HARBOR-UCLA MC POLISH 1] 7] 7 1
HARBOR-UCLA MC PORTUGESE 1 6 1 13, 19 2
HARBOR-UCLA MC PORTUGUESEH 1 7] 2 162 1 19 1 35 223 5
HARBOR-UCLA MC PUNJABI 1 30, 30, 1
HARBOR-UCLA MC RUSSIAN 2 22 1 6 5 81 1 6 1 17 1 2| 134 11
HARBOR-UCLA MC SLOVAK 0| 0
HARBOR-UCLA MC SPANISH 58 763 27, 388 48 725 32 445 43 586 43 649 46, 675 20, 263 31 394 27 368 21 235 18 212 5703 414
HARBOR-UCLA MC SWAHILI 3 48 48] 3
HARBOR-UCLA MC TAGALOG 1 8| 3 43 1 15 1 28, 4] 38, 1 10, 4 123 1 16, 1 3] 284 17,
HARBOR-UCLA MC THAI 1 12 1] 4] 2 24 1 40 1 4] 84 6
HARBOR-UCLA MC TIGRENIA 1 13 13 1
HARBOR-UCLA MC TONGAN 1 17| 17 1
HARBOR-UCLA MC URDU 2 36, 1 13 1 13, 1 10| 72 5
HARBOR-UCLA MC VIETNAMESE 4| 38 2 15| 2| 37, 4| 64 1 10| 1 8 5 109 3 28, 3 15 324 25
TOTAL - HARBOR-UCLA MC] 107 1389 84 1119 106 1528 104 1411 108 1501 98| 1349 e 1349 70 1024 94| 1443 92 1196 68| 979 72 905| 15,193 1,101

OLIVE VIEW-UCLA MC 0| 0
OLIVE VIEW-UCLA MC ARMENIAN 2 32 3 42 2 26, 1 13 113 8
OLIVE VIEW-UCLA MC FARSI 1 8 3 36, 1 5 49 5
OLIVE VIEW-UCLA MC RUSSIAN 4 39 3 44 1 11 94| 8
OLIVE VIEW-UCLA MC SPANISH 1 4 4 1
OLIVE VIEW-UCLA MC THAI 2 27, 27 2
OLIVE VIEW-UCLA MC VIETNAMESE 1 13 1 19| 32 2
OLIVE VIEW-UCLA MC ADMIN 1 2 1 2 2 4 1 2 6| 15, 3 6 31 14
OLIVE VIEW-UCLA MC ALBANIAN 0| 0
OLIVE VIEW-UCLA MC AMHARIC 1 9| S 102 111 6
OLIVE VIEW-UCLA MC ARABIC 21 222 24 262 16 228 10| 163 9 158 6| 77, 17] 410 12 180 10; 123 26, 505 15 279 30, 560 3,167 196
OLIVE VIEW-UCLA MC ARMENIAN 39 479 24 260 50 640 28 316 27, 396 35 473 26, 336 25 427 61 755 38, 631 49 740 58 753 6,206 460
OLIVE VIEW-UCLA MC BAHASA 1 9| 9 1
OLIVE VIEW-UCLA MC BENGALI 2 47, 6 44 6] 73 1 7 4 38, 3 29, 5 79, 1 23] S 68 4| 67, 4| 44 1 17] 536 42




July 2010 August 2010 2010 October 2010 2010 2010 January 2011 February 2011 March 2011 April 2011 May 2011 June 2011 Total Total
Cost Center Language [#Call  |Min #Call Min #Call  |Min #Call Min #Call _ |Min #Call Min #Call _ |Min #Call _ [Min #Call  |Min #Call _ |Min #Call _ [Min #Call Min Mintues Calls

OLIVE VIEW-UCLA MC BULGARIAN 1 9 9 1
OLIVE VIEW-UCLA MC CANTONESE 1 9| 1 19 1 15 1 22 1 26, 1 7 3 23, 2 50, 171 11
OLIVE VIEW-UCLA MC CHINESE 2 33 33 2
OLIVE VIEW-UCLA MC FARSI 9| 85 14| 235 10| 168 11 154 14 221 13 122 8| 178 9 100 19, 381 13 178 35 590 19 284 2,696 174
OLIVE VIEW-UCLA MC FARSO 0| 0
OLIVE VIEW-UCLA MC FRENCH 1 13 1 14| 1 5 1 4 1 7 1 17, 60| 6
OLIVE VIEW-UCLA MC GERMAN 1 14| 2 46 60| 3
OLIVE VIEW-UCLA MC HEBREW. 1] 7] 2 4 2 29 2 23, 63 7
OLIVE VIEW-UCLA MC HINDI 4] 31 4 54 2 25, 5 81 4 60, 1 13, 9 181 3 48 4] 20, 4] 53, 7 58 624 47
OLIVE VIEW-UCLA MC HUNGARIAN 1 7] 1 8| 1 14, 29 3
OLIVE VIEW-UCLA MC IGB 0| 0
OLIVE VIEW-UCLA MC IGBO 1 9 9 1
OLIVE VIEW-UCLA MC ITALIAN 0| 0
OLIVE VIEW-UCLA MC JAPANESE 1] 13 3 22 1 14 2 38 87 7,
OLIVE VIEW-UCLA MC KHMER 2 15 2 27, 1 35, 1 25, 2 19 1 18, 3 43| 182 12
OLIVE VIEW-UCLA MC KOREAN 8| 59 5 50 7] 83, 2 20, 6 64 6| 60, 3 78, 4] 67, 5 55 16 209 7 114 10 223 1,082 79
OLIVE VIEW-UCLA MC LAOTIAN 1 15 15 1
OLIVE VIEW-UCLA MC MANDARIN 3 31 2 26, 4 52, 5 38, 4 91 8| 91 1 19, 8| 346 10, 119 7 77, 3 30, 3 45) 965 58
OLIVE VIEW-UCLA MC MONGOLIAN 3 25 25 3
OLIVE VIEW-UCLA MC NEPALI 2 17| 17 2
OLIVE VIEW-UCLA MC PASHTO 0| 0
OLIVE VIEW-UCLA MC POLISH 1 30, 2 33, 1 15 3 109 187 7
OLIVE VIEW-UCLA MC PORTUGUESE 1 8 8| 1
OLIVE VIEW-UCLA MC PUNJABI 6| 40 2 37, 1 21 6| 157, 9 112 5 68, 5 91 5 50, 2 19, 1 17, 7 75| 687 49
OLIVE VIEW-UCLA MC ROMANIAN 1 9 9 1
OLIVE VIEW-UCLA MC RUSSIAN 9| 115 13 158 8| 126, 25 336 14 218 12 197 9 304 11 144 18, 314 17 212 22 325 10 124 2,573 168
OLIVE VIEW-UCLA MC SPANISH 177 2,046 125 1,290 87, 1,052 142 1,584 154 1,810 116 1,253 120 1,461 67, 968 119 1,441 98 1,235 56, 702 94 1,192 16,034 25
OLIVE VIEW-UCLA MC TAGALOG 5 38, 6 97, 4 80, 3 40 2 11 2 53, 1 14 1 34 14, 286 1 27, 7 164 6| 99 943 52
OLIVE VIEW-UCLA MC TAGOLOG 0| 0
OLIVE VIEW-UCLA MC TAMIL 1 11 11 1
OLIVE VIEW-UCLA MC THAI 3 43 10 146 6| 74 2 12 4 30, 4] 42 4] 79, 4] 69, 18, 261 9 107 2 14, 17 307, 1,184 83
OLIVE VIEW-UCLA MC TONGAN 1 16 16 1
OLIVE VIEW-UCLA MC  TURKISH 1 13 13 1
OLIVE VIEW-UCLA MC URDU 1 45 2 38, 1 2 4 111 1 18, 1 12 1 11 237 11
OLIVE VIEW-UCLA MC VIETAMESE 7 95 95 7
OLIVE VIEW-UCLA MC VIETNAMESE 1 4 7 119 4 50, 8| 106 9 126 1 13, 1 9 4 62 10| 165 8| 101 755 53
OLIVE VIEW-UCLA MC SPANISH 1 32| 2| 57| 89 3]
TOTAL OLIVE VIEW-UCLA MC| 299 3,419] 258 2,983 218, 2,834 261 3,142 276, 3,619] 210, 2,461 207, 3,166 168 2,734 302 4,078 252 3,499 220 3,286 284, 4,126 39,347 2,955

RLANRC 0| 0
RLANRC AMHARIC 1 9 9 1
RLANRC ARABIC 1 5 5 1
RLANRC CAMBODIAN 1 5 5 1
RLANRC CANTONESE 2 32, 32 2
RLANRC KOREAN 1 2 3 17, 1 9 2 15, 43 7
RLANRC MACEDONIAN 1 10, 1 12, 1 7 29 3
RLANRC RUSSIAN 1] 20, 20, 1
RLANRC SPANISH 1] 11 2 13 1 8 1 5 37 5
RLANRC THAI 4] 61 1 69, 1 17, 147 6
RLANRC ADMIN 1] 2 2 1
RLANRC AMHARIC 3 29, 1 6 35 4
RLANRC ARABIC 4 47, 3 18 2 19 1 43 3 23, 150 s
RLANRC ARMENIAN 1 11 1 10 2 19, 2 21 1 11 2 6 78 9
RLANRC BAHASA 1 19, 19 1
RLANRC BENGALI 3 17| 17 3
RLANRC CANTONESE 2 10| 1] 6| 5 18 4] 50, 1 15, 2 48 147 15,
RLANRC CHINESE 2 21 21 2
RLANRC FARSI 3 20, 2 49 69 5
RLANRC FARSO 0| 0
RLANRC GUJURATI 5 105 105 5
RLANRC HINDI 2 9| 1 13, 2 10| 32 5
RLANRC JAPANESE 3 17| 17 3
RLANRC KHMER 1 2 1 45 1 5| 52 3
RLANRC KMH 0| 0
RLANRC KOREAN 3 78 4 61 12 246 13 320 14 205 5 69, 3 23 3 32, 2 65 5 42 2 28, 1 114 1,180 67,
RLANRC MANDARIN 1 11 9 92 3 60, 10, 98 3 21 15 293 6| 83 4 91 7 104 8| 120 6| 78 1,051 72
RLANRC NEPALI 1 5 5 1
RLANRC POLISH 0| 0
RLANRC PORTUGUESE 1 23, 23 1
RLANRC ROMANIAN 0| 0
RLANRC RUSSIAN 1 7] 1 17 1 37, 1 21 1 15| 97 5
RLANRC SPANISH 38, 646 29, 334 26, 447 33 733 18 334 19| 250 21 336 13 331 15, 281 11 237 8| 119 6| 88| 4,136 237
RLANRC TAGALOG 1 28, 2 52, 1 34 1 9 1 32, 1 16 171 7
RLANRC TAGOLOG 0| 0
RLANRC TAI 0| 0
RLANRC THAI 1] 21 1 6 1 39, 7 112 178 10,
RLANRC URDU 1 52, 52 1
RLANRC VIETNAMESE 1 19| 2 27| 5| 86, 132] 8
TOTAL RLANRC] 53| 819 57 639 52 806 51 1,102 46 721 33| 423 53 849 34 693 36 657 36 615 29| 395 25 377 8,096 505

COMPREHENSIVE HEALTH CENTERS




July 2010 August 2010 2010 October 2010 2010 2010 January 2011 February 2011 March 2011 April 2011 May 2011 June 2011 Total Total

Cost Center Language [#Call  |Min #Call Min #Call  |Min #Call Min #Call _ |Min #Call Min #Call _ |Min #Call _ [Min #Call  |Min #Call _ |Min #Call _ [Min #Call Min Mintues Calls
MLK-MACC 0| 0
MLK-MACC KOREAN 1] 40 40 1
MLK-MACC MANDARIN 1] 5 5 1
MLK-MACC RUSSIAN 1 10 10| 1
MLK-MACC SPANISH 2 37, 17 347 5 55, 2 44 13 210 16 315 17| 234 2 23 4 97 12 208 11 139 6| 112 1,821 107
MLK-MACC VIETNAMESE 1 9 9 1
MLK-MACC ADMIN 2 4 1 2 1 2 8| 4
MLK-MACC AMHARIC 2 26, 2 11 1 17, 54 5
MLK-MACC ARABIC 1 17| 1] 2 1 60 79 3
MLK-MACC ARMENIAN 1] 5 1 2 4 36, 1 3 1 9 1 12, 67 9
MLK-MACC BENGALI 2 30 30, 2
MLK-MACC BURMESE 0| 0
MLK-MACC CANTONESE 3 30, 2 37, 1 8 1] 2 1 46 1 48, 171 9
MLK-MACC FARSI 1 8 1] 9| 5 79, 1 21 1 6 123 9
MLK-MACC FRENCH 4] 76 76, 4
MLK-MACC GREEK 4 39 39 4
MLK-MACC HEBREW. 1] 2 2 1
MLK-MACC HINDI 1 26, 1 12 1 47 85 3
MLK-MACC IGBO 2 39 1 20, 1 19 4 58 1 4] 140 9
MLK-MACC JAPANESE 1 38, 1 14 1] 2 2 19, 1 16 89 6
MLK-MACC KHMER 2 35 1 29, 1 15 1 12| 91 5
MLK-MACC KMH 0| 0
MLK-MACC KOREAN 5 67, 6| 91 3 23 8 73 6| 77, 3 29, 5 94 5 70, 1 10, 3 61 595 45
MLK-MACC MANDARIN 3 18 4 17| 4 51 1] 46, 3 58, 1 21 3 49 3 48 1 10| 318 23
MLK-MACC POLISH 1] 2 2 1
MLK-MACC PUNJABI 1] 2 2 1
MLK-MACC RUSSIAN 1 13 1 16, 1 19| 48| 3
MLK-MACC SPANISH 263 2299 270 2447 214 2176 208 2197 157, 1851 143 1433 69 695 54 552 83, 677] 85 618 118 864, 99 683 16,492 1,763
MLK-MACC TAGALOG 2 4] 1 37, 1 10| Sil 4
MLK-MACC THAI 3 52 3 44 1 3 1 16, 4 74 1 11 2 29, 3 23] 252 18,
MLK-MACC TIGRENIA 3 26, 1] 7] 33 4
MLK-MACC TIGRENIAN 0| 0
MLK-MACC TONGAN 0| 0
MLK-MACC URDU 1 13 13 1
MLK-MACC VIETNAMESE 0| 0
MLK-MACC SPANISH 0| 0|
TOTAL MLK-MACC] 275 2,466 306 3,038 236 2,476 217 2,314 209 2,455 176 1,966 95| 1,086 62 662 105 1,051 110 992/ 134 1,105 122 1,134 20,745 2,047
HIGH DESERT-MACC 0| 0
HIGH DESERT-MACC ARABIC 1 4 4 1
HIGH DESERT-MACC CANTONESE 0| 0
HIGH DESERT-MACC HINDI 1 18 18 1
HIGH DESERT-MACC MANDARIN 2 22, 22 2
HIGH DESERT-MACC SPANISH 9| 168 10 93 2 35, 1 4 2 34 1 8 342 25,
HIGH DESERT-MACC AMHARIC 0| 0
HIGH DESERT-MACC ARABIC 2 14 2 22, 2 21 57 6
HIGH DESERT-MACC BENGALI 0| 0
HIGH DESERT-MACC CHINESE 1 6 1 7 13 2
HIGH DESERT-MACC IGBO 1 9| 9 1
HIGH DESERT-MACC JAPANESE 1 9| 9 1
HIGH DESERT-MACC MANDARIN 1 8 1 16 24 2
HIGH DESERT-MACC NEPALI 1 19, 19 1
HIGH DESERT-MACC PUNJABI 1 34 2 22, 56 3
HIGH DESERT-MACC RUSSIAN 0| 0
HIGH DESERT-MACC SPANISH 2 22 5 48 8 85 35 476 26, 149 16 144 19 176 8| 40 8 87 3 9 6] 26, 15 102 1,364 151
HIGH DESERT-MACC VIETAMESE 1 51 51 1
HIGH DESERT-MACC VIETNAMESE 1 10 6| 50) 2| 49) 109 9
TOTAL HIGH DESERT-MACC]| 11 190 16 159 12| 134 38| 494 29 200 21 206 23 220 8| 40 9 94 10| 78, 7| 77, 22 205 2,097 206
EDWARD R. ROYBAL CHC CANTONESE 0| 0
EDWARD R. ROYBAL CHC AKAN 1 4 4 1
EDWARD R. ROYBAL CHC ARMENIAN 1 6 1 4 10| 2
EDWARD R. ROYBAL CHC BENGALI 1 14 14| 1
EDWARD R. ROYBAL CHC CANTONESE 8 171 3 17] 5 68, 2 21 2 23] 1 10; 2 17, 3 30, 2 36, 393 28
EDWARD R. ROYBAL CHC KOREAN 1 5 1 7 3 32, 1 44 2 22, 2 31 2 36, 2 14 191 14
EDWARD R. ROYBAL CHC MANDARIN 3 43 1 27, 4 44 4 42 3 33 7] 63, 3 25, 3 25 7 66, 6| 72, 1 39 479 42
EDWARD R. ROYBAL CHC PUNJABI 1 19 19 1
EDWARD R. ROYBAL CHC RUSSIAN 1 7 7 1
EDWARD R. ROYBAL CHC SPANISH 4 16 1 4| 1 1 1 9 30, 7
EDWARD R. ROYBAL CHC THAI 0| 0
EDWARD R. ROYBAL CHC VIETNAMESE 2| 12| 3 79) 3| 12 1 10 1 5| 2| 30) 1 9 1 17| 2| 7 2| 13 194 18
TOTAL EDWARD R. ROYBAL CHC 19 251 8| 127 9 69 13| 152 8 104 4| 53, 12| 118 6| 46 10 122 14| 152 11 108 1 39 1,341 115
H.C. HUDSON CHC HEBREW. 1 1 i 1
H.C. HUDSON CHC MANDARIN 1 10 2 26, 36, 3
H.C. HUDSON CHC VIETNAMESE 1 114 11 1
H.C. HUDSON CHC SPANISH 1 2| 12 55) 4| 13 9| 64 1 4| 2| 8 1 7 2| 8 1 5) 166 33,
TOTAL H.C. HUDSON CHC| 1 2| 12 55) 4 13, 10| 74 1 4| 3 9 1 7 2 8 0 0| 2 26 0| 0 2 16 214 38
E. CLUSTER ARABIC 0| 0
. ARMENIAN 1] 19| 1 35 1 4 1 5 1 2 65 5
DHS-N.E. CLUSTER CANTONESE 1] 14| 2 32 1 19, 2 10| 6| 143 6| 82 4 61 3 44 11 126 1 12| 543 37




July 2010 August 2010 2010 October 2010 2010 2010 January 2011 February 2011 March 2011 April 2011 May 2011 June 2011 Total Total
Cost Center Language [#Call  |Min #Call Min #Call  |Min #Call Min #Call _ |Min #Call Min #Call _ |Min #Call _ [Min #Call  |Min #Call _ |Min #Call _ [Min #Call Min Mintues Calls

E. CLUSTER CHINESE 1] 4 1 3 2 21 28

E. CLUSTER FARSI 1 8 8|

E. CLUSTER FRENCH 1 19, 19

JAPANESE 1 9| 9

KHMER 2 30, 30,

KOREAN 1 9| 2 13 1 6 2 14| 1 10, 2 28, 1 13 93

MANDARIN 2 7] 2 33, 1 4 2 22 2 21 11 166 2 23] 276

POLISH 1 30, 30,

QUICHE 1] 34 34

RUSSIAN 1 10 1 5 15

VIETAMESE 1 7 7

DHS-N.E. CLUSTER VIETNAMESE 4 43 3 29, 1 9 2 22| 1 10 1 32| 145
TOTAL DHS-N.E. CLUSTER 2 18 6| 84 3 35 3 35 11 109 10| 182 10| 154 5] 44 12 144 9 107 25 323 4] 67| 1,302 100
LONG BEACH CHC | 0 0
TOTAL LONG BEACH CHC 0| 0|
HUBERT HUMPHREY CHC ARMENIAN 1 16, 1 9 25 2
HUBERT HUMPHREY CHC BURMESE 0| 0
HUBERT HUMPHREY CHC CANTONESE 0| 0
HUBERT HUMPHREY CHC FARSI 1 11 1 14| 1 10, 35 3
HUBERT HUMPHREY CHC HINDI 1 12 12 il
HUBERT HUMPHREY CHC IGVO 1 13 13 il
HUBERT HUMPHREY CHC KOREAN 1 4 3 28, 2 71 2 14| 117 8
HUBERT HUMPHREY CHC MANDARIN 1] 4 4 il
HUBERT HUMPHREY CHC RUSSIAN 1 7 7 il
HUBERT HUMPHREY CHC SPA 1 16, 16 il
HUBERT HUMPHREY CHC SPANISH 53 1,550 44 1,306 58 1,989; 89 1,628 51 1,424 92 1,407 123 1,933 38, 1,092 87 1,467 45 1,160 102 1,925 57 1,696 18,577 839
HUBERT HUMPHREY CHC THAI 0| 0
HUBERT HUMPHREY CHC VIETAMESE 2 52, 52 2
HUBERT HUMPHREY CHC VIETNAMESE 0| 0
DOLLERHIDE CLINIC SPANISH 1 4| 4 1
TOTAL H.H. HUMPHREY CHC]| 53| 1,550 45 1,310 59 1,993 91 1,655 54/ 1,451 93| 1,414 127 1,977 41 1,173 90 1,493 45 1,160 104 1,977 58 1,709 18,862 860
MID VALLEY CHC 0| 0
MID VALLEY CHC ARABIC 1 12 12 1
MID VALLEY CHC ARMENIAN 1 4 2 32, 36, 3
MID VALLEY CHC FARSI 1] 9| 9 1
MID VALLEY CHC KOREAN 1 6 6] 1
MID VALLEY CHC RUSSIAN 1 12 12 1
MID VALLEY CHC SPANISH 1 8 8 1
MID VALLEY CHC URDU 1 16, 16 1
MID VALLEY CHC VIETNAMESE 1 12 12 1
MID VALLEY CHC ARABIC 0| 0
MID VALLEY CHC ARMENIAN 0| 0
MID VALLEY CHC BENGALI 0| 0
MID VALLEY CHC CANTONESE 0| 0
MID VALLEY CHC FARSI 0| 0
MID VALLEY CHC FARSO 0| 0
MID VALLEY CHC HINDI 0| 0
MID VALLEY CHC KOREAN 0| 0
MID VALLEY CHC POLISH 0| 0
MID VALLEY CHC PUNJABI 0| 0
MID VALLEY CHC RUSSIAN 0| 0
MID VALLEY CHC SPANISH 0| 0
MID VALLEY CHC THAI 0| 0
MID VALLEY CHC VIETNAMESE 0| 0

TOTAL MID VALLEY CHC| 4] 12| 1] 9| 2] 16 4 50 0] 0| 0| 0] 2] 24 0| 0 0 0| 0| 0 0| 0 0| 0| 111




