ALABAMA DEPARTMENT OF HUMAN RESOURCES
LANGUAGE ASSISTANCE PLAN

I. PURPOSE: To outline the Department of Human Resources’ (hereinafter referred to as
the Department) current policies/procedures for providing services to those individuals
who as a result of national origin have limited English proficiency (LEP), to provide
information about the currently available resources and to advise staff of our
commitment, training and monitoring activities in this regard.

This plan is subject to change and changes may not always be reflected in the plan
document. This plan should not be equated with the Department’s responsibilities under
Title VI of the Civil Rights Act of 1964.

II. LEGAL BASIS: Title VI of the Civil Rights Act of 1964.

Section 601 of Title VI provides that no person shall “on the basis of race, color, or
national origin be excluded from participation in, be denied the benefit of, or be subjected
to discrimination under any program or activity receiving Federal financial assistance.”

ITII. POLICY STATEMENT: It is the intent of the Department to take reasonable steps to
ensure meaningful access to all Department programs, services, and benefits to
individuals considered to be (LEP) by informing/training staff, by providing public
information about the availability of free interpreter services, by providing resources and
by ongoing monitoring of needs and outcomes. For purposes of our activity LEP
individuals are those who speak a language other than English and who have a limited
ability to read, write, speak or understand English.

IV. BACKGROUND and ANALYSIS: The Department began work in earnest to
develop a resource to provide a language interpreter service in February 2000. While the
contract/financial approval process was underway for a telephone interpreter service, an
informal survey of Directors, County Departments of Human Resources was conducted
in October 2000. The purpose of the survey was to solicit input by county as to the need
for a telephone interpreter service. Twenty-three counties responded. Responses ranged
from “no need” to “infrequent need” to “would be nice to have if needed”. If a language
was identified in the response, it was Spanish.

A bilingual requirements survey conducted by the Food Assistance Division according to
guidance in 7CFR272.4(b) from October 2004 through March 2005 revealed that while
there were encounters with LEP individuals in the target areas, they were not sufficiently
significant in number to “mandate™ bilingual materials pursuant to the cited regulations.

The Department through the Family Services Division conducted a Statewide Special
Study on Latino Issues relative to the child welfare system from November 2003 through
November 2004. This collaborative study involved State and County Department staff,
community partners such as those associated with education and medical and health
services and included on site reviews in selected counties.
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State Program Divisions made an assessment of current and planned activities to serve
LEP clients in April 2005. These assessments included an evaluation of program policies,
training materials, translated documents, monitoring and computer systems. Reports were
sent to the Department Language Assistance coordinator for review and follow up as
necded.

Finally, a survey of Directors, County Departments of Human Resources was conducted
in May 2005 to access the need for resources in addition to those currently provided or in
process. Comparative demographic data extracted from the 2000 census data was
provided identifying LEP groups by language and population and by county. Community
collaboration was encouraged. (See Attachment A.)

An analysis of the demographic data reveals that the primary “other” language in
Alabama is Spanish. The percentage of the total population over the age of 5 that speaks
a language other than English is 3.91%; of those as compared to the total population,
.79% are LEP. Within the percentage of individuals who speak another language 20.2%
are LEP or approximately 33,000 individuals statewide. Our conclusion as to the other
primary language is further supported by a review of the billing for our telephone
interpreter service. A fourteen month period covering January 2004 through February
2005 indicated usage minutes of 3,995; of that amount 3,663 minutes or 92.6% of the
activity was for Spanish interpreters.

Based on the above and the variety of programs administered by the Department, some
important and urgent (meaning immediate language services may be needed) while others
are important (meaning a slight delay will not adversely impact the delivery of services or
benefits), a mix (written translation and oral interpretation) of LEP services is provided
and described under Public Information and Resources below. Following further research
and internal review as a result of the Special Study on Latino Issues relative to the child
welfare system, additional services may be made available.

V. PUBLIC INFORMATION: Public information is available through a variety of
sources including the internet, written materials including posters, brochures, handouts,
and coordination with other agencies.

A. Website: The Department website at www.dhrstate.al.us contains Spanish
versions of the summarized eligibility rules for the Food Stamp and Family Assistance
(TANF) Programs as well as Income Eligibility and Fee Criteria and Notice of Client's
Rights for the Child Care Subsidy Program.

The website also provides at the EEOC section a statement in Spanish regarding the
availability of free interpreter services for language assistance as well as interpreter
services for the deaf and/or hard of hearing.
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B. Posters: Posters displayed in waiting areas/lobbies of Department offices
provide information on the availability of free interpreter services and how to get these
services. The poster contains translations of this information in the 10 languages revealed
in the demographic data to be present in recognizable numbers. Posters regarding the
availability ot program benefits to the Homeless displayed in these same offices are also

in a Spanish version.

C. Informational Materials: The following general information materials are
available in Spanish and are to be displayed in waiting areas/lobbies of Department
offices: Notice of Privacy Practices required by the Health Insurance Portability and
Accountability Act of 1996,the summarized eligibility requirements of the Food Stamp
and Family Assistance Programs, pamphlets on nutrition education and on the food stamp
program in general. Application forms for the Child Care Subsidy Program are available
in Spanish at the Child Care Management Agencies located throughout the State. Also
available is the Spanish version of the pre-admission form completed by parents when
they enroll their children in child care as well as the Income Eligibility and Fee Criteria
and Notice of Client’s Rights for that program.

Documents explaining the use of the benefit delivery system for the Food Stamp and
Family Assistance Programs known as Electronic Benefit Transfer (EBT) are available in

Spanish.

All State Department Program Divisions as well as the Office of Civil Rights/EEO are
conducting a needs assessment as appropriate of additional materials that should be
translated into Spanish. Guidance in this regard focuses on forms/brochures that set
appointments, solicit information or provide general program information as well as

application forms.

VI. RESOURCES: Resources to serve LEP individuals are made available to clients and
staff in several ways.

A. Written Translation: The department currently has a software package that
provides translations of department materials as needed/determined appropriate in a
number of languages including Spanish. This resource is available to all State
Department Program Divisions directly and the County Departments indirectly through
their respective State Department Program Division. Free internet websites considered
reliable that provide free translations are also used for this purpose. One division has a
bilingual staff member who has facilitated translations for that program area. Translated
materials provided by USDA and the ACF Office of Child Support Enforcement are also
used in the administration of the Food Stamp and Child Support Enforcement Programs.
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B. Oral Interpretation

1. Contract Interpreters: The Department contracts for telephone
interpreter services. This service is available 24 hours a day 7 days a week and
provides access to interpreters for 140 languages. This service became available
in February 2002. At that time all staff were issued “Language Identification”
cards to be used to identify the language spoken by LEP clients when presenting
themselves at Department offices. A training video on use of the service was also
provided. Additional language ID cards and quick reference guides are available
in very limited quantities from the Civil Rights/EEO Office. (See Attachments B.
and C.)

The Department contracts for an additional interpretation service to
provide onsite assistance either at the Department office or at the LEP client’s
home. This service which also provides telephone interpretation was available in
July 2004. (See Attachment D.)

2. Volunteer/Community Interpreters: Use of these individuals is
permissible and encouraged to the extent staff are satisfied that the interpreter is
competent in the language, program terminology and confidentiality issues are
understood. (See Attachment E.)

3. Friend/Family Member Interpreters: Use of these individuals is
permissible if it is the preference of the LEP client or an emergency situation with
the understanding that sensitive issues may be discussed and the individual is not
also LEP. Use of children under the age of 12 is prohibited. Use of children
between the ages of 13-18 is permissible if it is the preference of the LEP client or
an emergency situation and staff believe the child is sufficiently mature to
understand program terminology and deal with sensitive family issues and is not
also LEP.

VII. PROGRAM OPERATIONAL INSTRUCTIONS: Requirements and resources
regarding LEP services have been or will be incorporated into all worker program
operational manuals or in operational instructions issued by administrative letter,
memorandum or other means as determined appropriate by the Program Division or
Department Language Assistance Coordinator. Distribution of the Department LEP plan
included copies to supervisors in all program areas in County and State Department
offices/divisions. Instructions provide that the plan and training presentation be reviewed
with all current staff and new hires. (See Attachment F.)
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VIII. TRAINING: Activities regarding LEP requirements/services have been or will be
incorporated into all aspects of Department staff orientation training or program specific
training. Such training includes Director Orientation, Family Assistance training for new
workers and supervisor orientation, Adult Protective Services staff training, Alabama
Certification (ACT) Training for child welfare staff, Basic Food Stamp Program Policy
staff training, etc., to name a few. Additionally, the Department contracts for Quality
Enhancement training in the Child Care Program area which is provided in English and
Spanish to child care providers as well as parents. A power point presentation giving an
overview of the Department’s responsibilities as regards LEP and available services was
disseminated with the plan and can be accessed on an ongoing basis by all staff online.
(See Attachment G.)

[X. MONITORING: The Commissioner of the Department has designated the Deputy
Commissioner of Family Resources as coordinator of language assistance activities. The
Deputy Commissioner in conjunction with the Department’s Civil Rights/EEO office and
Program Divisions will monitor these activities through program reviews, field staff
monitoring visits, record reviews, policy guidance issued as memorandums,
administrative letters and program operational manuals, client complaints, and informal
meetings at intervals to be determined. The evaluation of current services as meeting
client needs is an ongoing process.

Gt
Iiﬁge B/Walley, Ph.w

Commissioner

Terrie Reid ) g

Deputy Commissioner for Famlly Resources

‘%@/t’!/’ /MZ»

Larry S8ims
Director, Ofﬁce of Civil Rights/EEO

X. ENDORSEMENTS:
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Attachment B

State of Alabama

Department of Human Resources

S. Gordon Persons Building
50 Ripley Street
DON SIEGELMAN P.O. Box 304000
Governor Montgomery, Alabama 36130-4000
(334) 242-1310

www.dhr.state.al.us

Bill Fuller

Commissioner

MEMORANDUM

February 14, 2002
TO: Directors, County Departments of Human Resources

FROM: Bill Fuller? _

Commission A

i)

SUBJECT: Language Line Servi C
ACTION REQUIRED: Share with staff as indicated

In order to better serve: individuals, who have limited or no English proficiency,
the Department of Human Resources has contracted with Language Line Services, LLC,
to pravide telephone interpreter services to facilitate client access to department services
and to assist workers in interviewing and gathering information. Language Line
Services, LLC, provides interpreters 24 hours a day 7 days a week for over 140 different
languages. This contract covers the following program areas of our department: Food
Stamps, Family Assistance/JOBS, Child Care, Family Services, Adult Protective Services
and Child Support. :

This service is. not intended to replace current local resources that provide.
interpreter services at no charge or for a nominal fee. You should continue to use those
resources or any resource the client may bring to the office. This service is to be used
when an interpreter is needed to provide services to an individual or household and you

have no available resource or in emergencies when there is not sufficient time to arrange
local resources.

Each program area has been assigned a specific access code to use when calling
Language Line. Attached is a list of the codes. Each code should be shared only with the
staff in the program for which it is assigned; for example, the access code for food stamps
should only be shared with food stamp staff. The same is true for all the other programs.

The access codes are used for billing purposes. Staff are to keep these codes in a secure
location.

In addition, the Department of Human Resources has been assigned the Client [D

number 515019, This number must be used in conjunction with the program access code
when calling Language Line.

An Affirmative Action /Equal Opportunity Employer



If an individual calls the receptionist and an interpreter is needed before the call
can be routed and the language is known, Language Line can be contacted, using the
general access code for a three-way call. The receptionist can then have the interpreter
find out what program the individual is trying to access and any other general information
that is needed, i.e. name, telephone number and the reason for the call. The individual
should then be told that someone will return their call and the telephone conversation
with the interpreter discontinued at that point. The program area would then be informed
of the need to contact the client and, as needed, Language Line using the access code for

that specific program. This will insure that the appropriate program is billed for the
service.

Each county will be provided a copy of the Language Line training video and
language identification cards. In addition, each worker will be provided-a quick
reference guide. The quick reference guide gives step-by-step instructions on how to use
Language Line Services. If workers write their program access code on the reference
guide, it must be kept in a secure location. These materials have been ordered and will be
sent under separaie cover following receipt .

The training materials contain information about document translation. Our

contract does not include this service. Under no circumstances should document
translation services be requested.

We hope this additional resource will prove helpful to you and those we serve. If

additional information is needed, please contact the program partnerships following usual
instructions.

BF/pj

Attachment -

cc: Deputy Commissioner for Programs
Program Partnership Directors
Finanee Partnership Director
CMA Directors )
Office of Civil Rights and Equal Employment

DISTRIBUTION: One copy per county
DISPOSITION: Retain in secure location for reference as needed



Language Line

services

Acholi
Afrikaans
Akan
Albanian
Ambharic
Arabic
Armenian
Assyrian
Azerbaijani
Bahnar
Bambara
Basque
Belorussian
Bengali
Berber
Bosnian
Bulgarian
Burmese
Cakchiquel
Cantonese
Catalan
Chaldean
Chao-Chow
Chavacano
Cherokee
Croatian
Czech
Dakota
Danish
Dari

Dinka
Dutch
Estonian
Ewe

Farsi

Fijian
Finnish
Flemish

Language Line Services

Interpretation and Translation in more than 150 lanquages

LANGUAGE LIST®

French

French Canadian
Fukienese
Fula

Fuzhou-

Ga

Gaddang
Gaelic
Georgian
German
Greek

Gujarati
Haitian Creole
Hakka

Hausa

_Hebrew

Hindi
Hmong
Hubei
Hungarian
Hunanese
Ibanag

Ibo
Icelandic
Igbo
llocano
Indonesian
Italian
Jakartanese
Japanese
Jarai
Javanese
Kanjobal
Kashmiri

Khmer (Cambodian)

Korean
Krio
Kurdish

Kurmanji
Lakota

Laotian
Latvian
Lingala
Lithuanian
Luganda -
Luxembourgeois
Macedonian
Malay
Malagasy
Malayalam
Maltese
Mandarin
Mandinka
Mankon
Marathi

Mien

Mixteco
Mongo]ian
Navajo
Neapolitan
Nepali
Nigerian Pidgin English
Norwegian
Nuer

Oromo
Pampangan
Pangasinan
Papiamento
Pashto

Pidgin English
Polish
Portuguese
Portuguese Creole
Punjabi
Rhade
Romanian

Russian
Samoan
Sango
Serbian
Shanghai
Sicilian
Sinhalese
Sindhi
Slovak
Slovenian
Somali
Sorani
Spanish
Swahili
Swedish
Szechuan
Tagalog
Taiwanese
Tamil
Telugu
Thai
Tibetan
Tigre
Tigrinya
Toishanese
Tongan
Toucouleur
Tshiluba
Turkish
Ukrainian
Urdu
Vietnamese
Visayan
Welsh
Wolof
Yiddish
Yoruba
Yupik

" These languages represent 98% of all customer requests fiom the 6,809 langurges spoken in the world today

We monitor our language requests continually, adding or deleting languages based upon customer needs.

One Lower Ragsdale Drive, Monterey, CA 93940-5747 » www Languageline com
SALES TELEPHONE NUMBERS Fromn the US call 800 752-0093, From Canada call RGO $11-2075

©2003 Language lLine Senvices » 31803
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Zeure izkuntza atzamarragaz erakurzi. Parodyk tavo kalbamj kalbg. Itudom iti saom.
Euzkeratzail bateri deituko deutsagu. Vertéjas bus pakviestas. Umayab kam iti interprete.
69 Bulgarian Buarapexxk eanx gl e Macedonian Makedonski so Indomesian Bahasa Indonesia g
[locosere Baumsz canx. Posoete molim VaS jezik. = Tunjukkan bahasamu.
Hxe wze x3sugame apesogaw s Bac. Ke vikame prevodilac Vas da doide. Jurubahass akan disediak
132 Catalan Catala %3 s4« Norwegian Norsk Ea 51 Malay Bahasa Malaysia €3
Assenyali amb el dit ef seu idioma. Pek pd dic sprik. Tunjukkan yang mana bahasa anda.
Es wucarad 3 un intérpret, En tolk vil bli tilkalt. S g jurubah akan diberitah
67 Croatian . Hrvaski €3 62 Polish Polski g 126 Samoan Gagana Samoa &1
Molim Vas, pokalite nam Va3 jezik. Prasze wskazaé na swéj jezyk ojczysty, Tusi lou "a'20 i lau gagana.
Zvat femo tumacta 2a Vas. Tlumacz zostanie poproszony do telefonu. O e 2 vala‘auina se tasi ¢ fa’amatala ‘'upu mo “oe.
63 Czech Cesky &1 61" Portuguese Portugués &8 117 Tagalog Tagalog &3
Ukadte, ktery je vis jazyk. Aponte seu idioma. Pakituro mo nga ang lyong wika.
Zavolime tumocnika. Providenci um intérprete. Magpapatawag ako ng interprete.
ss Danish Dansk &3 6 Romanian Rominegte 128 Tongan Tonga &3
Peg pa dit sprog. Indicati limba pe care o vorbigl. = Tuhu kihe lea ‘oku ke lea "aki.
En tolk vil blive ulkaide. Veii fi pus in leg3turd cu un interpret. ‘E fetu’utaki kihe (skatonulea.
56 Dutch Nederlands <&g 7 Russian Pyccxnt flanx EJ
Wijs uw taal zan. Mn-l,_:.n. na xaxom a3mxe Bu rosopwre.
Wi zullen u een tolk geven. cieac Bau » AWK, " "
! - L - -~ o repoorm North America, South America,
7 Estoniaa Eesti Keel g1 148 Serbian _ Cpncxn E1 and Caribbean
oma Monwu Bac, noxaxwre man Bam jeanx.
Me muretseme teile 10igi. 3ashema TyMaua 32 Bac.
" R s8 French Frangais <&€g
52 Msn—mm—uun i el Suomi €1 64 Mﬂﬁﬂﬂgka vadu ret. Slovensky €1 Montrez-nous quelle langue vous parlez.
Tulkki kutsutaan auttamaan teitd. Zavolime timotnika. Nous vaus fournirons un/e interpréte.
ss French Frangais <& « Spanish Espaiol Ea 129 Haitian Creole Kreydl Ayisyen &n
Montez-nous quelle langue vous paclez. Schale su idioma. Montre lang ou-a.
Nous vous fournirons un/e interpréte. Se Uamard 2 un intérprete. Yap voye chiche yon entdprét.
s7 German Deutsch E1 s3 Swedish Svenska 14 Navajo Diné &3
Zeigen Sie auf thre Sprache. Pcka ut Est sprak. = Saad bé¢ honisinigif nila’ bee bik‘idiilnith.
Wir rufen einen Dolmetscher an. En tolk kommer att tillkallas. Atz haine't la ndbich’} hodoonh.
N Greek Elnvixd €1 726 Ukrainian Yxpaincara Mosa &3 6 Portuguese Portugués g
AsETE ROWG YADO0O pUATE X TNoxaxiTe, xx010 MoRow 3% rOROpNTE. Aponte seu idioma.
Ba xAnBei tvag Sweopnviag. 3apas suxsmeuyrs mam nepexnanava Providenciaremos um intérprete.
65 Hungarian Magyar g3 135 Yiddish UM B 6 Spanish Espaiiol
Seilale su idioma. pa =

Vilassza ki az On shal besz¢h nyelvet.
Kapcsotjuk 2 tolmacsot.
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Se llamars a un intérprete.

Language =1

Identification

Card

As a Language Line Services customer you have
access to over-the-phone interpretation 24
hours a day, 7 days a week. Use this Language
Identification Card in 2 face-to-face situation, to
determine which language 2 person speaks. The
Language ID Card lists the languages mast
frequently encountered in North America,
grouped by the geographical region where they
are commonly spoken.

* To use the Language ID Card efficiently,
locate the geographical region where you
believe the non-English speaker may be from.
(Pacific Islands, Europe, e1c.)

» Show the person the languages listed for that
region. The message underncath cach
language says.*Point to your language. An
Interpreter will be calied”

Somple:

00 English English &%
Point to your language.
An Interpreter will be called.

* Refer to your Quick Reference Guide (QRG)
o access an interpreter through Language
Line Services. In most cascs, an interpreter is
available within seconds.

= If you are unable to identify the language, our
representative will help you.

Please note: Listing of languages within this card

does not g lability of P Y in these
languages. Language Line Services interprets from
Englisb mio more than 150 languages, only the most
requested languages are listed bere. This list is

subjfect to cbange based upon demand.
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India, Pakistan, and Southwest Asio
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B.aS O a0 sasacdh sRO
Un intrepeto ta ser chumado.

[aivica = R e ot [asia
% >~.n~.umn.....\._L AL gy 2 Burmese Eiwom: g
v - E. . .
.,.raa.h_k.ne e“..dmuumimn“ﬂ%.unna&ms
72 Armenian QugintG <& « Hmong Hmoob
Orig uwaty v'p LY juqmE 1@ oul' Thov taw tes rau koj yam lus. =
. rutuqh pupguwlyy up Lyl uutp. Peb yuav hu ib tug neeg txhais lus rau koj.
Bamanankan g 139 Assyrian 5 Indonesi: hasa i
1 bolo da 1 fakan kan. RUT WO Y Lionl &0 * .-.:E:r-"”—ﬂ“—gusc Ba Indonesia g1
An benna kuma yelemabags do wele. LaguileayOxise Jurubahasa akan disediak
m Dari © Japanese
Montrez-nous quelle langue vous parlez. Tagiee o5 55 oK, Lt Ld - Wﬂunsn.ﬁnﬂmﬁM LT 228, 8% 2a
Nous vous fournirons un/e interpreéte. -l ...r\k. ARERUL T,
107 Farsi H Khmer (Cambodian) inf (nemh)
Nuna yarenk3/yArenki. g 5L e S o vl R “ Mrsdaumangn = TR =
peastes o e s gl siialdsutunonippunca
106 Hebrew mo rean
Faccia vedere qual 2 la sua lingua. Jow nowa 7y yave ves “ .—uﬁ%& 2= YEXNYSL. B3Y =
Un interprete sard chiamato. ToD oDy xp) FHEE ¥ Aol
o Kurdish Laotia wEand
Apontc seu wioma. K gliien OJ JUj sl E “ m.!(l“nnamag =
Providenciaremos um intérprete. Sl e SN, o Sl g, el 2
Portuguese Creole Cabo Verdiano g3 1o Pashto =2, En 51 Malay Bahasa Malaysia
Ponta pa bu lingua. oty 45 b = Tunjukkan yang mana bahasa anda. ysia &n
S35 Seorang jurubahasa akan dibentah

Tilmaan afka aad ku hadasho.
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45 Mien Mienh g3
Nuqv meih nyei waac mbuox yie liuz,

yie heuc faan waac micnh bun meih oc.
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China UARSNES ABASHEN
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31 Cantonese W% rsé &
33 Chaochow MM aAHE EB
32 Fukienese @SRE wirix e
35 Mandarin NDF BiX = gcnuo—.w.omozx..uuo-uooas
Document Translation
37 Shanghai L&Y% L%iE <ga For more information contact us:
Phone: 1 888 763-3364 + Fax: 1 800 6480170
33 Taiwanese &RK CL > | E-mail: translation@languageline.com
Web: www.LanguageLine.
% Toishanese &% sUE < € ecom

47 Thai X mrvu B3
Py SR ..
s rrewsran iy

49 Yietnamese Tiéng Vi
Chi 15 tiéng ban n6i. iéng Viét E0

S& c6 méix thong dich vién néi chuyén voj ban ngay.




Attachment D

State of Alabama

Department of Human Resources
S. Gordon Persons Building
50 Ripley Street
P.O. Box 304000
BOB RILEY Montgomery, Alabama 36130 Page B. Walley, Ph.D
Governor 334.242.1310 Commissioner
www.dhr.state.al.us

M-E-M-O-R-A-N-D-U-M

TO: County Directors of Human Resources
FROM: Gary W. Mitchell, Program Manager
Office of Resource Development and Management
RE: Interpreter/Translation Services
Date: 'Juiy 26, 2004

Recently, notification of the contract with Foreign Language Services, Inc. (FLS) in
Huntsville for translation services was sent to county via DHR News. The service is for
face-to-face translation for all divisions -of DHR, when the Language Line or free
services are not appropriate or available. Under this contract, interpreters may
accompany social workers in the field to provide assistance with language barriers,
especially Spanish. Interpretation for other languages may be available by telephone
only. County offices are encouraged to develop a pool of local interpreters, which may
offer this service without charge. There will be occasions, however, when such services
are not available or appropnate due to the confidential nature of the matter.

Refcrrals may be made directly to FLS by telephone, fax or-letter. The1r mailing
address is 3609-A5 Memorial Parkway, Huntsville, AL 35801, and they may be
reached by telephone at (256) 881-1120. FLS is currently developing a network of
interpreters to adequately cover the State with expedient response to the needs of
county departments. A DHR-724, outlining the number of units (hours) that will be
needed, must accompany any referral made to FLS. FLS will require that each referral
have the name of the family, in order to meet billing requirements of State DHR.

Questions concerning billing may be addressed to Susan Ward at (334) 242-1653;
those regarding programmatic issues, to Gary Mitchell at (334) 353-1196.

CC: Commissioner’s Office
Deputy Commissioners
Family Services Management Team
Adult Services
Child Support
Family Assistance
Food Stamps

. An Affirmative Action/ Equal Opportunity Employer



Attachment E

HANDOUT FOR VOLUNTEER/COMMUNITY INTERPRETERS

ETHICAL STANDARDS

e Privacy: Everything that is said in any interpreted exchange is private. Itis only for the parties
involved to hear. You may discuss the information only IF you are required to by current law or rule.

e Correctness: You must make sure that you understand the message to be transmitted. You are to
transmit the entire content and spirit of the original language into the other language. Do not leave
out, change, condense, or add anything. Ask for clarification, as needed, from any or all parties. IF
there are problems with or questions about any information, tell everyone involved.

e Neutrality: You are to remain neutral and impartial. You must not take sides. You must not add your
own opinions or biases into the exchange.

e Conflict of Interest: You must avoid any conflict of interest. You must inform all parties if you have
a real or perceived conflict of interest. You will then be removed from the interpreting situation. You
do not need to disclose the nature of the conflict of interest.

e Professional Distance: You must know the limits of your role. You must not become personally
involved in the situation.

e Personal Limits: You must know your own limits. You must not interpret beyond your experience
and skills.

COMPETENCY STANDARDS

¢ Self Introduction: You must introduce yourself to all parties involved. You must explain your role.

e Self-Positioning: You must position yourself so that all parties can communicate well with each other
through you. Speak “loud & clear” so that all parties can hear you well.

e Communication: You are to communicate the content and feelings expressed by all parties. You are
to speak in the 1 Person for all parties. That is, use “I” in reference to the speaker rather than “s/he
said”.

e Self-Monitoring & Correction: You are to make sure that what you say is correct. You must identify

and correct for all parties anything you have said wrong.

o Cultural Brokering: You are to share relevant information with all parties about each other’s culture.
You must help all parties understand the point of view of the other parties.

e Information Exchange: You are to keep the flow/pace of the exchange of information moving. Each
party must be allowed time to give his/her complete information.

Handout based on documents produced by the Hennipen County Minnesota Department of Health and Human Services and
provided to the Department of Human Resources by the U.S. Department of Health and Human Services Office of Civil
Rights.



Attachment F

Administrative Letter
No. 7166
August 24, 2005

STATE DEPARMENT OF HUMAN RESOURCES
Montgomery, Alabama

TO: Directors, County Departments of Human Resources
Division/Office Directors

FROM: Page B. Walley, Ph.D, VW
Commissioner

SUBJECT: Language Assistance Plan

ACTION REQUIRED: Review and take indicated actions

The attached plan has been prepared as a result of the Full Scope Compliance Reviews focusing
on language assistance conducted by the Office of Civil Rights, U.S. Department of Health and
Human Services. The plan provides guidance and information in regard to assistance/services
available to staff and clients to allow meaningful access to department programs in order to serve
the culturally diverse population of Alabama.

The plan is to be reviewed with all current staff (as well as new hires). Take steps to assure that
all staff either read the training power point presentation or view it on the shared drive at
F:\SHARED\OCR\CIVILRTS\LANGASST.pps. Section VI.B2 of the plan contains a new required
handout for volunteer/community interpreters. Make copies as needed. Also note in Section
V1.B3, children under the age of 12 may not be used as interpreters.

As stated in the plan, all Program Divisions have on going needs assessment activities. Direct
program specific questions/concerns to the Division Director or appropriate contact, help desk,
etc. Questions or suggestions that are more global in nature should be addressed to Terrie Reid,
Deputy Commissioner for Family Resources.

We hope having this single source for language assistance information that generally identifies
the Department’s resources will prove helpful to you in the administration of our programs.

Thank you for your usual cooperation.
Attachments

DISTRIBUTION:  State and County Regular

DISPOSITION: Retain for use in program administration



Attachment G

ALABAMA DEPARTMENT OF
HUMAN RESOURCES

LANGUAGE ASSISTANCE
TRAINING

THE PURPOSE OF THIS TRAINING IS

_ to provide an overview of
./ the Department’s current
policies and procedures
for providing language
services;

to provide information about the currently available resources;
and to advise staff of the Department’s commitment in this
regard.

THE LEGAL BASIS FOR
DEPARTMENT POLICY IS

Title VI of the Civil Rights Act of 1964,
Section 601, which states:

no person shall “on the
basis of race, color, or
national origin be
excluded from
participation in, be
denied the benefit of, or
be subjected to
discrimination under
any program or activity
receiving Federal
financial assistance. *

It is therefore the intent of the Department that staff in all
programs be aware of the various resources available to
individuals who have limited English proficiency (I.LEP) and
that these resources are utilized to ensure meaningful access
to al| Department programs, services, and benefits.

Individuals with limited English proficiency (LEP) are those
who speak a language other than English and who have a
limited ability to read, write, speak or understand English.

Relevant Facts:

*The percentage of Alabama’s total
population over the age of S that
speaks a language other than English is
3.9%; of those as compared to the total
population, .79% have LEP.

*Within the percentage of

individuals who speak another *The primary “other”
language, 20.2% or approximately language in Alabama is
33,000 individuals statewide, have Spanish.

LEP.




Public Information

Public information is available through a
variety of sources, including the internet,
written material, posters, brochures,
handouts, and coordination with other
agencies.

DEPARTMENT WEBSITE

www.dhr.state.al.us

The Department's website
contains Spanish versions of
the summarized eligibility
rules for the Food Stamp and
Family Assistance programs,
as well as Income Eligibility
and Fee Criteria and Notice
of Client's Rights for the
Child Care Subsidy Program.
Information about free
interpreter services is also
available.

POSTERS

Posters displayed in waiting areas/lobbies of Department
offices provide information on the availability of free
interpreter services and how to get these services.

The poster contains translations
of this information in the 10
languages revealed to be present
in recognizable numbers.

Posters regarding the
availability of program
benefits to individuals who are
homeless are also in a Spanish
version.

The following general information materials are available in
Spanish and are displayed in waiting areas/lobbies of
Department offices:

Notice of Privacy Practices
required by the Health Insurance
Portability and Accountability
Act (HIPPA) of 1996

The summarized
eligibility requirements of
the Food Stamp and
Family Assistance
programs

Pamphlets on nutrition education and on the Food
Stamp Program in general

Application forms for the
Child Care Subsidy
Programs are available in
Spanish at the local Child
Care Management Agency
(CMA) throughout the
state.

Also available is the Spanish version of the pre-admission form
completed hy parents when they enroll their children in child
care, as well as the Income Eligibility and Fee Criteria and
Notice of Client’s Rights for that program.

Documents explaining the use of the benefit delivery system for
the Food Stamp and Family Assistance programs, known as
Electronic Benefits Transfer (EBT) are available in Spanish.

In addition to public information, resources to serve
individuals with LEP are made available to clients
and staff in several ways:

Written Translation

The Department has a software
package that provides translation of
Department material in a number of
languages, including Spanish. This
resource is available to all State
Department Program Divisions
directly and to all County
Departments indirectly through their
respective State Department
Program Division.




Translated material provided by USDA and ACF Office of
Child Support Enforcement are also used in the
administration of the Food Stamp and Child Support
Enforcement programs.

Oral Interpretation

The Department
contracts for telephone
interpreter services as

of February 2002.
This service is available
24 hours a day, 7 days

a week, and provides
access to interpreters
for 140 languages.

All staff were issued a “Language Identification Card”
which is to be used in face-to-face situations to identify the
language spoken by clients with LEP when they come into
the Department office.

Consult your immediate supervisor if you do not have a card.

The Department contracts
for an additional
interpretation service to
provide onsite assistance
either at the Department
office or at the client’s home.
This service, which also
provides telephone
interpretation was available
as of July 2004.

Volunteer/Community Interpreters

Use of volunteer or other
community interpreters is
permissible and
encouraged to the extent
staffl are satisfied that the
interpreter is competent
in the language and
program terminology, and
that confidentiality issues
are understood.

Friends/Family Member
Interpreters

Use of friends or family members as interpreters is
permissible if it is the preference of the client or an
emergency situation with the understanding that sensitive
issues may be discussed and the individual serving as
interpreter does not also have LEP.

Use of children age 12 and under is prohibited.

Use of children ages 13 through 18 is
permissible if it is the preference of the client
or an emergency situation, and staff believe the
child is sufficiently mature to understand
program terminology and deal with the family
issues and does not also have LEP.




Program Operation Instructions

Requirements and resources
regarding LEP services have
been or will be incorporated
into all program operational
manuals or in operational
instructions issued by
administrative letter,
memorandum, or other means
determined appropriate by the
Program Divisions or
Department Language
Assistance Coordinator.

Need More Help or Have Suggestions?

Questions regarding
language assistance for
a particular program
area should be directed
to the State Program
Division responsible for
the administration of
that program, using the
established program
protocol.
Needs that require more global, i.e., statewide, solution
should be directed to the Deputy Commissioner of Family
Resources as the Department Language Assistance
Coordinator.

-~
-~

-~

-~

REM:=iBER!

Our commitment is to provide meaningful
access to all programs in order to serve the
culturally diverse population of Alabama.




