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March 2, 2020

REF: EXE-024-20

Honorable Members of the City Council
City of Los Angeles
Room 395, City Hall
Los Angeles, CA 90012
Attn: Information Technology & General Services Committee
Subject:

MYLA311 MULTI-LINGUAL COUNCIL FILE NO. 11-1013-S7 - REPORT TO ITGS
MOTION FROM 11/13/2019

Pursuant to City Council Motion (Martinez/Wesson), Council File No. 11-1013-S7, the Information
Technology Agency (ITA) is submitting the following report regarding multilingual capabilities for
the MyLA 311 CRM website and mobile application. The Department was directed by ITGS to
report on the cost of adding the following languages to the mobile app: Spanish, Chinese,
Tagalog, and Korean.

Background
The MyLA311 service request system was launched in November of 2015 as a centralized system
to report service requests across all City services. The system offers a web portal for the public
to request services, search a knowledge-base, and track the status of their requests. A companion
mobile app is also offered on iOS/iPhone and Android devices. The 3-1-1 call center utilizes the
MyLA311 system to handle the 60% of requests which are reported via phone calls. The call
center has access to a language translation service that covers 150 languages via phone
conferencing.
On September 11, 2015, Council Motion (Martinez/Wesson) was introduced instructing the
Information Technology Agency to report on the feasibility of adding languages to the MyLA311
mobile app to support non-English speaking residents. On March 1, 2016 the Information
Technology Agency reported back with two options for translation. The first was to manually
translate the web portal and mobile applications at a cost of $160,000 for the 1st language and
an additional $115,000 for each subsequent language. The second option was to use the Google
Translate on the web portal only to provide automatic translation for over 104 languages at a cost
of $35,000. The second option, to use Google Translate on the website, was ultimately selected
and implemented on November 28, 2016. The Android and iOS mobile applications are currently
offered in English only.

Key Metrics for MyLA311:
Over 2.5 million service requests were created in 2019.
An average of 199,000 requests are created monthly.
Approximately 40% of all service requests are self-service requests via web and mobile
An average of 5,830 new installations of the mobile app each month.
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The mobile app is installed on over 250,000 devices.
An active user count of 1,200 internal city users accessing the system.
7% of 311 service requests are submitted in a language other than English via call center
and website.
Should the City wish to add additional language options to the MyLA311 Mobile Phone
Application, some key changes must be implemented. The first change is to modify the Android
and iOS application code to support multiple language packs. Second, for each new language
added, a translation service must convert key English phrases and words to the desired language.
There may be an additional cost to engage translation services for each new language if the
service cannot be provided by City staff.

Cost
Mobile App Development costs
o
Adding the first non-English language: $49,680
o
Adding subsequent non-English languages: $4,440
o
Total cost to add Spanish, Chinese, Tagalog, and Korean
■
$49,680 + $4,440 + $4,440 + $4,440
■
Total: $63,000
Language Translation costs
o
Translation is charged per the number of words to be translated. For example, the
cost per word is $0.25 for Spanish translation. The estimated cost for Spanish is
approximately $5,000.
o
Translation costs for Spanish, Chinese, Tagalog, and Korean
■
$20,000
o
Future changes and enhancements to the MyLA311 app will require the additional
translation service costs.
Overall cost (Development + Translation): $83,000
The above cost estimate provides for multi-lingual capabilities built within mobile application.
However, the cost estimates do not include the application translating text that is input by the user
in non-English languages. All drop-down and selection fields will automatically translate.
However, the general description text fields will still assume that the user will enter English so that
City staff can respond accordingly. Additionally, the cost estimates do not include Arabic
languages. A separate estimate would be required for adding these.
It is important to note that future modifications and enhancements to the mobile application will
have an increased cost due to the requirement to support the non-English languages.

Fiscal Impact Statement
If Council opts to add Spanish, Chinese, Tagalog, and Korean capabilities to the MyLA311 mobile
app, ITA will require an additional appropriation of $83,000. This work may be eligible for the
Special Funds that support the 311 Call Center, subject to funding availability.
Should you have any additional questions, please contact Eduardo Magos of my staff at 213-258
9161.
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Respectfully Submitted,

Ted Ross
General Manager, CIO
ec:

Honorable Mayor Eric Garcetti
Honorable Councilmember & Chair, John Lee
Honorable Councilmember & Vice Chair, Bob Blumenfield
Honorable Councilmember Monica Rodriguez
Maria Ramos, City Administrative Officer
Matias Farfan, Office of the Chief Legislative Analyst
Ed Magos, ITA
ITA Executive Team

