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I. SUBJECT

Language Access Policy for Individuals Whose Primary Language is not English and individuals who are deaf or hard of hearing.

This Policy and Procedure Statement is designed to provide equal access to programs, services, and benefits for those individuals who may be limited in speaking, writing and/or understanding English (Limited English Proficient), which includes those individuals who are deaf or hard of hearing.  

Background

Since the passage of the Civil Rights Act of 1964 and the Americans with Disabilities Act of 1990, great strides have been made toward the inclusion of all people in the mainstream of American life.  All individuals are guaranteed access to public accommodations regardless of race, color, gender, religion, national origin, or physical or mental disability.  In Maine, much work has been done to ensure the provision of qualified interpreters for people who are deaf or hard of hearing.  The Department makes every effort to ensure equal access to services for all people served, regardless of communication circumstances.

The application of this policy shall be consistent with the provisions of the Civil Rights Act of 1964; the Americans with Disabilities Act of 1990; the Rehabilitation Act of 1973; Federal nondiscrimination rules; and Maine statutes regarding services to persons who are deaf or hard of hearing (34B M.R.S.A. §1218) and American Sign Language interpretation (32 M.R.S.A. §1521(5)).

II.
POLICY STATEMENT

The Maine Department of Labor (MDOL) recognizes its obligation to provide linguistic access to services for individuals whose primary language is not English.  Individuals for whom MDOL staff may need interpreter services include applicants, customers, family members, and/or companions.  When MDOL staff does not speak the language needed, staff will inform the applicant/consumer that interpreter services are available to ensure equal access to programs and services provided by this Department and its contractors. Accordingly, it is the policy of MDOL to provide its staff with interpreter resources to be utilized in providing access to programs and services to Limited English Proficient persons as well as to persons who are deaf or hard of hearing.  This policy outlines guidelines and procedures for the use of such interpreter services.

All programs, benefits or services provided by MDOL shall be made available to all eligible persons regardless of their abilities to speak, write and/or understand English and who are deaf or hard of hearing.

MDOL will provide interpreter services at no cost to individuals applying for or participating in MDOL programs.

MDOL will have policies and procedures which combine the use of in-person and telephone interpreter services as well as translated material necessary for effective communication.

MDOL is committed to the continued evaluation and improvement of these services, as well as education of staff in available resources and procedures.

It is a goal of MDOL to employ bilingual/multilingual staff who are able to communicate directly in languages used in our various regions.

III.
RATIONALE

This policy affirms MDOL’s commitment to ensure equal access to benefits and services for Limited English Proficient individuals and persons who are deaf or hard of hearing.  The procedures outlined below will ensure that information, services, programs, benefits, obligations, responsibilities and rights are communicated in languages that are understood by and are at no cost, and without significant delay to these individuals.  This policy also provides for an effective exchange of information between staff and Limited English Proficient persons, and between staff persons who are deaf or hard of hearing, while services are being provided.   The purpose of this policy is to ensure that no person is excluded from or denied equal access to benefits, programs and/or services due to linguistic barriers.

IV.
PROCEDURE STATEMENT

A.
Access to the Department

The Department shall use available technologies and services to ensure access to MDOL programs, shall monitor ways that developing technologies and services can enhance access, and will ensure that staff have the equipment, training, and resources for communication for performance of their jobs.

1.
In the reception areas of all MDOL buildings where customer services are provided, MDOL shall post and maintain signs in various languages, informing the public of interpreter services available at no charge to the public.  Interpreter services include providing in-person or remote ASL (American Sign Language) interpreters and Limited English Proficient interpreter services, and making MDOL’s employee language bank available.  Where facilities have communication equipment, such as Interpretype or assistive listening devices, staff shall ensure the equipment is available and operational for communication between customers and staff.

2.
TTY (Telephone for the deaf) numbers must be included in any listing of Department telephone numbers.  TTY numbers must be listed and clearly identified on all letterhead, business cards, brochures or fliers, facsimile cover pages, posters, web sites, or similar documents or communication tools whenever a telephone number is listed.  Telephone listings and State or Departmental telephone directories must include TTY numbers.

3.
TTY, and/or equivalent such as Nextalk, must be available and operational in all MDOL office locations and facilities.  Staff must have instruction and demonstrated proficiency in TTY use and access to TTYs sufficient to perform their job tasks.  Receptionists and switchboard operators, including those assigned back-up responsibilities, must be capable of receiving and initiating TTY calls and relay calls (including voice carryover and hearing carryover).  Training and performance standards must include the handling of potential TTY calls (“silent calls”).  TTYs must not be set on automatic answer in locations where voice telephones are answered by a staff person in accordance with State policy.

4. In offices where video communication equipment is installed, staff must have instruction and demonstrated proficiency to operate the equipment for communication, such as videophone calls, sufficient to perform their job tasks.

B.
Language Assessment and Primary Language Identification
1. Initial contact – Staff, observing the following, should consider that an applicant/customer may be Limited English Proficient or deaf or hard of hearing:

· Family member speaks or companions are noncommunicative,

· Speakers exhibit limited English skills (broken English) or use one-word answers, or

· Speakers have a heavy accent.

The MDOL employee should consult, if necessary, with other people in the office and referral sources to determine native or primary language.

2. Explain rights – If the applicant/customer is Limited English Proficient or deaf or hard of hearing, staff should explain to the individual the right to have a language interpreter service at no cost.

3. Notation – The staff person must make a distinctive note on the outside of the customer’s paper file and/or on-line record that interpreter services will be needed, reading:



“Needs Interpreter Services: Language _____________”

4. When an employee becomes aware that effective communication is not occurring, appropriate interpreter services should be provided to ensure equal access.

5. Getting Interpreters – It is the responsibility of the MDOL contact person or service provider to arrange for interpreters as follows:

a) If an in-house bilingual employee is available for the needed language and can provide immediate communication, staff should use him/her. The Department encourages bilingual employees to assist with translation.  However, it is not intended for bilingual staff to provide ongoing interpretation.

b) Consider shifting caseloads to make best use of existing staff resources.

c) Contact an interpreter from the list of community interpreters. Otherwise, contact one of the Limited English Proficient interpreter services, which are available 24 hours a day, seven days a week. Follow the procedures in Attachment # 1.

d) The division or bureau providing services to the applicant/customer is responsible for the cost of related interpretation fees. No contract is required.

6. Other translators – When an individual declines free interpreter service, MDOL shall use other persons who can provide effective communication between the parties.  The staff person will write in the applicant’s/customer’s record, the name of the person interpreting.

It is not recommended that a family member or friend be utilized unless other interpreter services have been offered and refused and both parties have agreed to the family member or friend.  Minors (under 18 years old) may never be used as interpreters under any circumstances.

An individual has the right to change his/her mind and request MDOL provide a different interpreter.

C. Staff Expectations

1.
Staff members who are proficient in languages other than English, including ASL, are encouraged to utilize those languages in communicating directly with a customer, if it is the customer’s choice. 

2. 
Staff should avoid conflicts of interest and assignments that create the appearance of a conflict of interest. The roles assumed by staff in the provision of services to customers are incompatible with the interpreter role. 

a. Even a qualified staff interpreter should not interpret at any meeting or situation on behalf of his or her own customers.

b. MDOL staff who also function as interpreters outside their roles in the Department may not accept paid interpreting assignments or jobs from provider agencies with whom the State contracts, except with specific written permission of the Bureau of Purchases.

3. Situations where staff may provide interpreting for others include:

a. Bilingual staff may assist with immediate communication as described in IV.B.5 & 6, above for arranging interpreter services.

b. Qualified staff interpreters may interpret at meetings involving customers carried on the caseloads of other Department staff.

c. Emergencies, during which life, health or safety of customers or others may be in immediate jeopardy, are sufficient justification to permit MDOL employees to utilize their best judgment and efforts to facilitate communication until such time as qualified interpreters become available in accordance with 32 MRSA §1525-A(2).


D.
Printed Translation of Documents


     
In addition to the required initial contact sign posted in each reception area of MDOL buildings where customers are served, there may be a need to print certain other documents in various languages.  Program managers will determine on a program-by-program basis which documents will be printed depending on the program customer’s/applicants primary language and the number of customers needing language interpretation and whether the document is considered vital.  


It is not required that every document that may need to be translated in the future be identified by title or category now.  Audio or video translations, if needed (in lieu of printed material) may be utilized.


In the event no written translation of documents is available, MDOL will ensure that in-person translation or translation by telephone will be provided in a timely manner.

V.
TRAINING

A. Training of Staff

Managers must ensure that staff members who may be called upon to utilize interpreter services under the requirements of this policy will be trained on the implementation of this policy as well as educated about the following:

· The impact of ethnic and cultural differences and effective communication.

· The crucial need for sensitivity and understanding of ethnic and cultural differences.

· Definition of the role of the Title VI/EEO Coordinators.

· How to use interpreter services effectively.


This training will be incorporated into New Employee Orientation and New Supervisory Training.  Periodic review of this policy and identification of ongoing training needs will be developed on an on-going basis by each Bureau.

B.
Interpreter Training, Qualifications and Confidentiality

MDOL shall take reasonable steps to screen self-identified bilingual staff members, interpreter agencies, and individuals from the general public that offer to be placed on MDOL’ active list of interpreters.  They will be screened to determine that they can:

· Fluently and accurately communicate in the languages(s) in which they claim proficiency.

· Interpret effectively to and from other languages and English.

· Interpret exact concepts.   Interpreters should translate as literally as possible to avoid distorting the meaning of the interpretation.  Interpreters should not interject something that was not said.

· Understand the obligation to maintain confidentiality.


Any in-person interpreter utilized by MDOL staff shall sign a statement certifying that they can interpret fluently in the language needed and indicate whether they can speak, write and/or understand the language (see Attachment # 4).  All in-person interpreters shall sign a Confidentiality Statement before services are rendered (see Attachment #5).  A file copy of both documents shall be maintained by the division or institution employing the interpreter.

NOTE:
When a MDOL staff member has reason to believe that an interpreter from a professional agency, a telephone interpreter service, or a MDOL bilingual staff member acting as an interpreter is not qualified or properly trained to serve as an interpreter or is hampering effective communication between MDOL and an individual who is Limited English Proficient or deaf/hard of hearing, MDOL shall obtain another interpreter.

VI. RECORDKEEPING

The Department will develop systems that include the capacity to record and retrieve information about race/ethnicity, primary languages, communication barriers, spoken or sign language preferences, interpreter needs, visual or tactile alerts required, assistive listening devices needed, TTY phone numbers, and other similar information.  The purpose of this information is to determine program-by-program what action needs to be taken in order to ensure equal access to programs and services for all applicants/customers. 

All customer records must reflect the source of interpreter used (i.e., whether the interpreter used is a bilingual staff member, an interpreter from a professional agency, an interpreter from the MDOL list of approved interpreters, an interpreter from Limited English Proficient interpreter services, or a specified individual interpreter requested by the customer).

If no interpreter was utilized, the applicant’s/customer’s record must show the reason for this decision and document any attempts made to obtain an interpreter.

VII.
CONTRACTS AND SERVICE AGREEMENTS


A.
Every contract or service agreement that governs the provision of services to customers must be consistent with Department Rules, which must include a statement by the vendor promising compliance with the provisions of all applicable State and Federal laws, including those described in this policy.  In negotiating contracts and service agreements with prospective vendors, Department staff may consider and discuss how the vendor proposes to:

· Determine a customer’s primary language;

· Assure access to qualified interpreters;

· Provide for effective emergency notification;

· Provide adaptive equipment where needed;

· Pay for communication access where needed;

· Develop communication policies; and/or

· Train staff.

B.
Contract managers and Quality Assurance staff must ensure contractors’ compliance with contract provisions and the provision of linguistically accessible culturally appropriate services.

VIII.
COMPLAINT RIGHTS AND PROCESS
MDOL will take appropriate corrective action if a complaint or other information indicates a failure by any of its personnel to adhere to the Department Labor Language Access Policy.

All complainants must be given the complaint procedures and complaint form. (See attachments 7 & 8).  If a customer chooses to file a complaint, the Title VI Complaint/ Title II ADA form shall be completed and forwarded to the EEO Coordinator.

Translated materials and interpreter assistance will be provided during the complaint process.

The MDOL Title VI or ADA Coordinator has been designated to receive and respond to questions or concerns about the adequacy or availability of interpreter services and/or of translated documents at MDOL facilities.

All MDOL staff members who receive complaints from customers must forward them to their immediate supervisors and to the MDOL Title VI or ADA Coordinator. 

The complaint procedure and complaint form shall be distributed to the Limited English Proficient individual in the appropriate language (if available); otherwise the complaint procedure will be communicated to the individual who is Limited English Proficient in their language in another effective manner on a case by case basis.

The MDOL Title VI or ADA Coordinator shall also give any person who wishes to file a complaint a copy of the Complaint Form.  It shall be provided in the primary language of the Limited English Proficient person; if not available in that language, the Coordinator shall assist the person through an interpreter or interpreter service. 

IX.
PUBLIC COMMUNICATION
A.
Video programs, Noncommercial Sustaining Announcements and Public Service Announcements produced or used by MDOL on or after the date of this policy must be captioned.  Labels and promotional material must clearly identify the presence of closed captioning.  Material already existing as of the date of this policy need not be modified to include captioning except when necessary to provide effective communication.

B.
Notices of conferences or workshops open to the general public with pre-registration must state that sign language and assistive listening devices are available upon request.  Notices of events open to the general public without pre-registration must state that sign language interpreters and assistive listening devices will be available.  

C.
Printed material for the use of the general public must include the notation that the material is available in alternate formats upon request.  Alternate formats may include translation of the material into a specific language other than English, large print, Braille, audio or electronic version, etc.

X. Distribution


All MDOL and Partners.


Post on Bulletin Boards in all MDOL locations.
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Laura A. Fortman

Commissioner

Issued 10/07

XI. ATTACHMENTS

1) Employee Guidelines for Utilization of Interpreter Services & Interpreter Resource Guide;

2) Customer Record of Interpreter Services 

3) Limited English Proficient Telephone Interpreting Services Procedures (Language Line);

4) Interpreter Services & Referral Agencies

5) Interpreter Signature of Agreement (for in-person interpreters, only);

6) Interpreter Confidentiality Agreement (for in-person interpreters, only);

7) Language Access Complaint Procedures; and

8) Language Access Complaint Form

9) In-house Language Bank – Under Construction
10) Definitions
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Attachment #1

DEPARTMENT OF LABOR

EMPLOYEE GUIDELINES FOR UTILIZATION OF

INTERPRETER SERVICES
NOTE: 
The guidelines listed below are for quick and easy instructions but should in no way replace the Language Access Policy.

1. Ascertain whether the individual is limited in English and if so, what is his/her primary language.

2. Offer interpreter services and advise him/her that the interpreter will be provided at no cost to him/her.

3. Complete the "Customer Record of Interpreter Services" form (Attachment #2.)  Place the form in the front of the customer file for future use.

4. Place appropriate notation on the outside of the customer’s file, indicating that an interpreter will be needed when working with this customer. The notation needs to read "NEEDS INTERPRETER SERVICES: LANGUAGE________________________”  Please keep this note consistent on all records (attachment #2).

5. Contact the appropriate interpreter services (i.e., telephone or in-person interpreter from the Department’s Interpreter Resource List, or MDOL Employee Language Bank).

6. If no interpreter service is available, immediately reschedule the customer contact as soon as possible.

7. In-person interpreters must sign an "Interpreter Signature of Agreement" form, which will be placed in the customer file (attachment #5).

8. In-person interpreters must also sign an “Interpreter Confidentiality Agreement” form, which will be placed in the customer file as well (attachment #6).

9. Hand out Title VI complaint procedures to the customer. This complaint form is for any complaints of discrimination regarding race, color and national origin in the delivery of programs and services.  This complaint form does not address complaints regarding ineligibility (attachment #7).

10. If the MDOL employee is aware that a complaint is being filed, his/her immediate supervisor must be notified along with the Title VI Coordinator- Deputy Commissioner at Department of Labor, 54 State House Station, 45 Commerce Drive, Augusta, Maine 04333-0054, Telephone 621-5095 (V), 1 (800) 794-1110 (TTY)

Language Access Policy

   Attachment 2

DEPARTMENT OF LABOR

CUSTOMER RECORD OF INTERPRETER SERVICES

Date: _______________

Name of Customer:
________________________________________________________

Address of Customer:
________________________________________________________


________________________________________________________

Primary Language:
________________________________________________________

Race:
________________________________________________________

National Origin:
________________________________________________________

Did the Customer Accept MDOL Interpreter Service?

  YES
  NO

If no, advise the customer they can change their mind at any time and request an interpreter.

Give reason for refusal of interpreter services: ____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

If yes, advise the customer that they may, at any time, request another interpreter.

Advise the customer that if communication with the chosen interpreter is not effective, the DOL employee may, at any time, change the interpreter.

Please indicate below what interpreter services were utilized:


Telephone Interpreter Services  


In-person Interpreter    Interpreter Name ___________________________________


Employee Language Bank    Employee Name  ____________________________

Name of other interpreter used  _____________________________________________

Relationship to customer  _____________________________________________________

Language Interpreted: ________________________________________________________

Purpose for customer contact with MDOL: __________________________________________________________________________________________________________________________________________________________

_____________________________________________________________________________

MDOL employee name and job classification handling customer case: _____________________________________________________________________________

Signed copy of Interpreter’s Signature of Agreement form placed in file?







  YES             NO

Signed copy of Confidentiality Rules for In-Person Interpreter Services placed in file?

                                                                 YES             NO

Name, address and telephone number of interpreter services utilized: _______________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Note to MDOL employee:

You must place the following notation on the outside of the customer file or in an electronic file to ensure that interpreter services are obtained before doing business with the customer:

“NEEDS INTERPRETER SERVICES”

Language ______________________

Language Access Policy

Attachment #3

DEPARTMENT OF LABOR

Telephone Interpreting Services

A.
LANGUAGE LINE PROCEDURES

Available 24 hours a day/7 days a week

Provides oral and written translation services

Dial 1-800 874-9426 (Operator Access)

Dial 1-800 367-9559 (Automated Access)

Customer ID number:  523010

Personal ID Numbers Attached (Each Bureau may use different cost codes)

1. Operator Access (Gives you a live representative to talk to)

2. Automated Access (Voice activated instructions and your personal code would have to be automated within the Language Line system. This is to provide quicker access to an interpreter).

Operator Access: 

When receiving a call from a non-English speaking individual utilize steps 1 through 6.

When placing a call to a non-English speaking individual or when utilizing a telephone interpreter with a person who is LIMITED ENGLISH PROFICIENT on site, utilize steps 2 through 6.


Step 1.
Use Conference Hold 1-800-523-1786/Routine: 1-800-874-9426


Step 2.

Give the following information:

· Language needed

· Customer I.D. number ( 523010 )

· Organization name (Maine Dept of Labor)

· Personal Code: Bureau specific 


Step 3.
Add non-English speaker to the line.


Step 4.
Wait for the answer point to conference in the interpreter


Step 5.
Brief the interpreter.  Summarize what you wish to accomplish and give any special instructions.


Step 6.
Say "end of call" to the interpreter when the call is completed.

Automated Access:
Step 1. Dial Language Line Services at 1-800-367-9559

Step 2:
Press 1 for Spanish 

 
Press 2 for all other languages

Note: When using this option please follow the steps indicated below:

· Speak the name of the desired language clearly, (e.g. "Arabic", "Japanese").

·   Say only the language name–do not add any other words.

· The system will repeat your request and ask that you press 1 to confirm the language needed.

· If you don't know the language, at the prompt, say "help".  Your call will be transferred to a live representative.

Step 3:
Enter your 6-digit Customer ID on the telephone keypad = 523010
Step 4:
Department of Labor

Step 5: 
Enter your numeric Access Code ( Bureau specific)

Step 6:
Your interpreter is connected to the call.
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Attachment 4

Interpreter Services & Referral Agencies

(This resource compiled by the Office of Multi-Cultural Affairs at the Department of Behavioral and Developmental Services)

Interpreter Services & Referral Agencies
There are no standards of interpreting skills for spoken language interpreters in Maine. When hiring interpreters, ask direct questions about the training, screening and credentialing of interpreters, and of the interpreters used by a referral agency. Ask exactly what is meant by terms such as “qualified” “certified” or “credentialed” – those with true qualifications and training will be proud to answer the questions clearly, those giving vague or defensive answers may have a reason for being evasive.

Interpreting refers to spoken language (and signed languages), and can be accomplished on-site, over the phone, or via videoconferencing.  

Translating refers to written material, from a text written in one language to text written in another language.  Consider getting written material sight-translated onto an audio or video tape for customers who do not read in any language.

Maine-based Interpreter Referral Agencies

Bangor Interpreting Agency 
Nancy A. Ordway, Director
12 Acme Road, Suite 205
Brewer, ME 04412

Phone: (207) 989-8888
TTY: (207) 989-0007 
Fax: (207) 989-0022 
E-mail: bangor.interpreting@verizon.net
Website: http://www.bangorinterpreting.com/services.htm

Bangor Interpreting Agency is an interpreting referral business based in Brewer providing services throughout the state of Maine. They provide professional, highly qualified, independently contracted free-lance interpreter services for various venues including but not limited to: conferences, employee business and orientations, educational, vocational, medical, mental health, and legal/law enforcement entities; AA/Al-Anon meetings, substance abuse treatment, and religious settings. Interpreters referred by the Bangor Interpreting Agency maintain professional standards. On-call 24 hour emergency interpreting services available. 

Languages offered: Spanish, French, Italian, Japanese, Thai, Russian, German, Turkmenistan, Urdu, Punjabi, Arabic, Hungarian, Romanian, Portuguese and Bulgarian.

Hiddo Services Center – Interpretation and Translation Services
Contact: Hussein Ahmed
270 Lisbon Street
Lewiston, Maine 04240
Phone: (207) 783-6666, (207) 344-5885
Fax: (207) 795-1111

Somali, Swahili, Arabic, Amharic & Oromo (Ethiopian)

Language Access for New Americans (LANA)
Dolgormaa Hersom, Manager
400 Congress Street, P.O. Box 15200
Portland, ME 04112-5200
Phone: (207) 874-1000, x311
Fax: (207) 874-1007
E-mail: dhersom@unitedwaygp.org  Website:  www.lanamaine.org 

Language Access for New Americans (LANA) aims to improve access to services for refugees, immigrants, and other limited English proficient persons by improving the quality and affordability, promoting the use of and increasing the number of interpreting and translating services in Maine.

· Centralized Interpreter Directory – A state-wide directory of organizations and qualified freelance interpreters that provide interpreter services in Maine.  Provides you direct access to interpreters, information about their credentials, rates, and availability. 

· Interpreter Training - LANA is improving the quality and increasing the number of competent interpreters in Maine by:
a. Setting the minimal standards of qualifications
b. Developing and providing basic and advanced interpreter trainings.
c. Developing and offering a course on basics of interpreting for high school bilingual students. 

· Training Service Providers and Businesses
a. Workshops for service providers and businesses on working effectively with interpreters and federal requirements of language access.
b. Customized training for bilingual employees on working as interpreters 

· Matching Funds for Nonprofit Organizations - To increase local nonprofit organizations’ use of interpreters and to help support New Americans in their careers as interpreters LANA will be providing matching funds for interpreting and translating needs. 

The Language Exchange, Inc
Valerie Guillet, President
P.O. Box 4833
Portland, Maine 04112
Phone: (207) 772-0405, Toll free: 1-888-772-0405 
Fax: (207) 221-1207
Email: info@immersionprograms.com
Web site: www.immersionprograms.com

Interpreting for business meetings, conferences, etc. in various languages.

The Language Exchange, Inc. is the largest multi-service translation and language instruction company in Maine. Founded in 1992 and based in Portland ME, The Language Exchange provides a broad range of language-related services to individuals, private businesses, and government agencies statewide and, increasingly nationally and abroad. These are approximately ten on-site language instructions and a multitude of on-call translators across the country. Of special interest to the local community are the adult and children language courses, tailored to skill level and learning capabilities. The Language Exchange offers children’s language camp, monthly language seminars (in addition to weekly classes) for both beginners and advanced students and social events geared toward improving language skills. In addition to offering language instructions (including French, Spanish, German, Italian, Russian, Japanese, Chinese, Swedish, Polish, and Portuguese) the Language Exchange also offers services in high quality translation and interpretation to the medical, legal, corporate, and international community. Valerie Guillet, President of The Language Exchange, is a certified translator for both French and Spanish, has taught foreign languages and cultural immersion for the past 10 years, and developed a series of training programs in inter-cultural settings.

Maine S.A.F.E (Maine Service Advocates in Foreign Languages and English)
2802 Riverside Drive
Vassalboro, Maine 04989
Phone: (207) 872-2653
E-mail: padoel@ colby.edu

Interpreting, translating and Spanish classes.

Maine SAFE is a non-profit, volunteer organization whose primary mission is to provide services and to advocate on behalf of people for whom English is not their first language. Specializing in professional services in Spanish-English, Maine SAFE is positioned to offer its clients services in translations, interpretations, referrals to medical, legal, business and social services, local, state and federal agencies, educational and mediation services. Maine SAFE is a bilingual Red Cross provider of First Aid, CPR, PDT, and HIV/AIDS outreach programs for the Spanish-speaking community. 

Maine SAFE offers Spanish courses for adults as well as a special course in Spanish for Health and Human Services Providers. Maine SAFE successfully facilitates communication between Spanish speaking individuals and state and federal agencies.

Maine Medical Center 
Interpreter & Cross-Cultural Services
Contacts: Cynthia Tack, Director 
Mara Gruppi-Araujo, Coordinator
Room 2371, Maine General Building
22 Bramhall Street 
Portland, Me 04102-3175
Phone: (207) 662-0111
TTY-Voice: (207) 662-4983
Fax: (207) 662-2969
E-mail: interpreterservices@mmc.org

Maine Medical Center (MMC) focuses on coordination of medical interpreter services with civil rights compliance activities, promulgating national standards for cultural and linguistic competence through staff education and professional development, and furthering health care access to multilingual and multicultural consumers of hospital services. The Department of Interpreter and Cross Cultural Services is able to provide interpreters in over 32 languages to all of MMC’s sites in Portland, South Portland, and Scarborough. If you need an interpreter for an appointment, please call (207) 662-4983 or e-mail interpreterservices@mmc.org.

RISinterpret
Catholic Charities Maine 
Kevin Cunningham, Program Director
250 Anderson Street
Portland, ME. 04101 
Phone: (207) 523-2726 
Fax: (207) 774-7166
Contact: Kevin Cunningham at (207) 523-2726 or krcunningham@ccmaine.org



RISinterpret has been providing qualified and reliable interpreters since 1997 in a variety of fields. Our testing and training process prepares our interpreters for medical, legal, mental health and business settings. We offer these services throughout the state of Maine in over 35 languages.

RISInterpret offers comprehensive document translation. We offer an exceptionally competitive price that includes proof-reading, editing and formatting. Our client base comprises those from the healthcare industry, government, legal, educational arenas and more.

Smart Interpreters
Contact: Abdullahi M. Abdulle
Professional Building
12 Bates Street, Suite B
Lewiston, ME 04240
Phone: (207) 783-4744
Cell: (207) 740-5598
Fax: (207) 783-4644

E-mail: abdulle_abdullahi@yahoo.com

Medical and social services interpretation; Healthcare Facilitator. Somali, Arabic, Amharic languages

Tengo Voz- I Have Voice
Contact Person: Reverend Virginia Marie Rincon
Immanuel Baptist Church 
156 High St.
Portland, ME 0401
Phone: (207) 553-2252
Email: tengovoz@hotmail.com
Office hours: Tuesdays and Thursdays 10AM-1PM, but individuals can call to make an appointment outside of these hours

A grassroots organization committed to Latino women and their families in the greater Portland area. Help with finding jobs and housing, domestic violence prevention and referral, cultural support, spiritual direction, Latino women's focus groups, educational referrals and support, social service collaboration and referrals, and interpreting.

National Telephone Interpreting Companies

 (Note - this is only a partial list of companies out there. It is not an endorsement of the ones listed.  Some companies will also translate written documents. Feel free to search the web)

AT&T Language Line (See: Language Line Services)
Certified Languages International
4724 SW Macadam Ave, Suite 100
Portland, Oregon 97239

Phone: 1-800-CALL-CLI (1-800-225-5254)
Fax: 1-800-362-2941
E-mail: sales@certifiedlanguages.com
Website: www.certifiedlanguages.com 
Certified Languages International provides real-time telephone interpreting services in over 150 languages, 24/7/365, as well as comprehensive translation services to corporations, government agencies, healthcare facilities, law firms, educational institutions, and international organizations worldwide. CLI interpreters are routinely used by hospitals and medical clinics, courts, attorneys, insurance companies, government agencies, long distance operators, call centers, international calls, financial institutions, and in emergencies.

All CLI interpreters undergo an in-house Credentialing and Orientation program to assure they are qualified to perform in the field required. They must also pass a specialty test with a grade of 90% to be certified with CLI. In addition, interpreters are required to complete all certifications required by outside agencies. All work is supervised by our trained language supervisors on a continuing basis.  Billing for interpretation is handled through a pre-arranged account number, or can be via Visa/MasterCard if you do not have an account with CLI. Translation quotes are based upon the specific language and the job.
Choice Translating and Interpreting (CTI)

121 West Trade Street, Suite 2650
Charlotte, North Carolina, 28202 USA 
Phone/TTY: (704) 717-0043, toll-free: 1.888.721.2077 
Fax: (704) 717-0046 
Website: www.choicetranslating.com

Cyracom International, Inc.
5780 N. Swan Rd. 
Tucson, Arizona 85718 
Phone: 1-800-713-4950
E-mail: info@cyracom.com
Website: http://www.cyracom.com/

Language Line Services
1 Lower Ragsdale Drive, Bldg. 2 
Monterey, CA 93940
Phone: 1-877-886-3885
E-mail: wecare@languageline.com
Website: www.languageline.com

Offering 20 years of experience and 150 languages, Language Line offers phone interpretation 24 hours a day, 7 days a week. They offer subscribed interpretation service for frequent users, as well as pay-as-you-go membership for those with occasional interpretation needs.  (NOTE:  12 years ago Language Line Services was owned by AT&T.  Some people still refer to it as AT&T Language Line)

NetworkOMNI Multilingual Communications 
4353 Park Terrace Drive
Westlake Village, CA 91361

Toll Free: 1-800-543-4244
Main: 1-818-706-7890
Fax: 1-818-735-6305
E-mail: support@networkomni.com 
Website: www.networkOmni.com

Advanced, on-demand or scheduled, toll-free over the phone interpretation services worldwide - 24 hours a day, 7 days a week, 365 days a year, in more than 150 languages.

Pacific Interpreters
707 SW Washington
Suite 200
Portland, OR 97205
Phone: General Inquiries- 1-800-311-1232 
Fax: 503-445-5501
Sales Department 1-877-472-2434 
E-mail: sales@pacificinterpreters.com
Website: http://www.pacificinterpreters.com/

Telephone and on-site interpretation as well as translation services. Instant access to interpretation by telephone from English into nearly 200 languages, 24/7. 

Pacific Interpreters Consulting Services also provides hospitals and healthcare organizations with an in depth assessment of their cultural and linguistic proficiency, with an emphasis on cost containment and quality improvement. They also provide consulting to health care organizations establishing or enhancing a language-interpreting program. 

Passport To Languages
Phone: (503) 297-2707
Toll Free: (800) 297-2707
24-Hour Assistance: (503) 294-1340
Fax: (503) 297-1703
Email: info@passporttolanguages.com
Website: www.passporttolanguages.com

Passport to Languages specializes in translating medical and legal terminology for hospitals and courts. We also supply interpreters for clinics, dentists, government agencies, state corrections, business conferences, and any other business, organization, or individual who needs experienced interpreters with specific interests and skills.

The Language Link program is dedicated to connecting you right away to an interpreter speaking the language you need. Since Language Link is devoted only to telephone interpreting, we can ensure that your needs are met within a few seconds. You can call us 24 hours at (503) 294-1340 or toll-free at (800) 297-2707 between 7:30 am and 5:30 pm PST.

Tele-Interpreters
500 N. Brand Boulevard, Suite 1700
Glendale, California 91203
Phone: 1-800-811-7881
Fax: 1-818-543-6781
E-mail: info@teleinterpreters.com or sales@teleinterpreters.com
Website: http://www.teleinterpreters.com/

Realtime telephone translations, 24/7/365, in more than 150 foreign languages. Our telephone interpreters and translators specialize in OPI (over-the-phone interpreting) for all industries, globalization and cross-cultural communications. Tele-Interpreters provides for instant access to foreign-language telephone translators & interpreters – inbound or outbound. Our leading-edge CTI (computer-telephony integration) speeds every call and cuts your costs.

Telelanguage
Phone: 1-888-877-TELE
E-mail: info@telelanguage.com
Website: www.telelanguage.com

TELELANGUAGE has been providing customized telephonic interpretation services and translation solutions to customers in the United States, Canada and Europe for over 13 years. We provide on-demand telephonic interpretation services in over 150 different languages, which enables you to be connected with an interpreter 24/7/365 within seconds.

Professional Associations for Interpreters and Translators
American Translators Association (ATA)
225 Reinekers Lane, Suite 590
Alexandria, VA 22314
Phone: (703) 683-6100
Fax: (703) 683-6122
E-mail: ata@atanet.org
Website: www.atanet.org

ATA, founded in 1959, is the largest professional association of translators and interpreters in the U.S. with over 9,500 members in over 70 countries. ATA's primary goals include fostering and supporting the professional development of translators and interpreters and promoting the translation and interpreting professions.

The website offers a searchable online directory of translator and interpreter services, many publications about interpreting and translation, as well as many resources for working interpreters and translators.

Association of Maine Interpreters and Translators (AMIT)
Hope Valcarcel & Suzanne Becque, Co-Chairs

AMIT 
c/o Hope Valcarcel
PO Box 477
Milford, ME 04461-0477
Phone: (207) 973-7666
E-mail: hvalcarcel@emh.org

AMIT 
c/o Suzanne Becque
585 East Side Road
Hancock, ME 04640
Phone: (207) 422-3962
Fax: (207) 422-3962
E-mail: sbecque@adelphia.net

The Association of Maine Interpreters and Translators (AMIT) is a state association founded by a small group of committed interpreters and translators from central and northern Maine and the Downeast area. They are a non- profit organization committed to:

· The professional integrity, development and improvement of those interpreters and translators who provide interpreting and translation services in the state of Maine, and 

· The advancement of professional interpreters and translators in the state of Maine. 

AMIT members provide Maine communities with quality interpreting and translation services. Membership in AMIT is open to all those employed in, interested in, or concerned with interpreting and translation.  AMIT objectives are to:

· advocate and promote the recognition of interpreting and translating as professions in the State of Maine 

· advocate for State of Maine legislation requiring the use of qualified interpreters and translators 

· advocate for and promote the use of interpreters and translators living and working in the state of Maine 

· protect and safeguard the interests of the professional interpreter and translator working in the State of Maine 

· follow and adhere to the AMIT Code of Ethics for Interpreters and Translators and those listed in the /Maine Medical Assistance Manual/: Appendix #1, for those professional interpreters and translators practicing in the State of Maine 

· advocate for certification and competence in the practice of interpreting and translating, and 

· serve as a resource for interpreters and translators in Maine via meetings, workshops, an annual conference and other activities to promote education, networking, and cooperation among members. 

Massachusetts Medical Interpreters Association (MMIA):  See International Medical Interpreters Associaion

National Association of Judiciary Interpreters and Translators (NAJIT)
603 Stewart St., Suite 610
Seattle, WA 98101
Phone: 206-267-2300
Fax: 206-626-0392
E-mail: headquarters@najit.org
Website: http://www.najit.org

NAJIT seeks to bring together all persons and institutions that are committed to the advancement of the court interpreting and translation profession and firmly believes the quality of oral, sign language or written translations is vitally important to ensure due process and proper legal representation to non-English speakers or the hard of hearing/deaf who come in contact with the legal system.

New England Translators Association (NETA)
E-mail: info@netaweb.org
Website: www.netaweb.org

The New England Translators Association (NETA) is a professional organization of translators and interpreters with more than 250 members. NETA has members who translate in all of the major European languages and in many Asian languages as well.

Its objectives are: 

· To advocate and promote the recognition of translating and interpreting as a profession; 

· To protect and safeguard the interests of the professional translator and interpreter; 

· To formulate and maintain standards of professional ethics, practice and competence; and 

· To provide meetings, seminars, an annual Exhibition & Conference and other activities to promote collegiality, networking, and cooperation among members. 

For interpreters and translators its webpage offers a variety of resources in multiple languages. For clients they offer advice on how to choose a translator as well as listings of NETA members and their languages. They also offer a job posting service for translations, which is then sent out to their membership base.

Language Access Policy

Attachment #5

DEPARTMENT OF LABOR

INTERPRETER’S SIGNATURE OF AGREEMENT

NOTE: This form is for in-person interpreter services, not telephone interpreters.

  Date:________________   Name of Interpreter (Services):____________________________  

Address of Interpreter Services):________________________________________________   Telephone #:___________________  Language Interpreted:__________________________  Customer Name:__________________ MDOL Employee Name:______________________  

I certify that I can: (Speak    Understand    Write ) the language I have indicated above.
1.  I shall keep all assignment-related information strictly confidential.

2.  I shall render the message faithfully, always conveying the content and spirit of the speaker using language most readily understood by the person(s) whom they serve.

3.  I shall not counsel, advise or interject personal opinions.

4.  I shall accept assignments using discretion with regard to skill, setting, and the consumers 

     involved.

   5.  I shall request compensation for services in a professional and judicious manner.

6.  I shall function in a manner appropriate to the situation.

7.  I shall strive to further knowledge and skills through participation in workshops, professional meetings, interaction with professional colleagues, and reading of current literature in the field.

8.  I shall strive to maintain high professional standards in compliance with the Code of Ethics.

I have read, understand and agree to abide by the Code of Ethics as stated above.

Signature of interpreter:   ________________________________________________

Please Print Name:  _____________________________________________________________

Language Access Policy

Attachment #6

DEPARTMENT OF LABOR

CONFIDENTIALITY RULES AND STATEMENT FOR

IN-PERSON INTERPRETER SERVICES

All interpreters shall respect all confidences received in the course of interpretation.  All information gained by the Interpreter in the course of his/her professional duties shall remain strictly confidential.  This information shall not be communicated, published or in any way divulged to any organization or person, other than the organization or person engaging the services of the Interpreter.

Interpreters shall be held responsible and understand that breach of confidentiality could result in civil or criminal penalties as set out in law.

Interpreter Signature: ___________________________________  Date: __________________

Print Name: ___________________________________________________________________

Address: ______________________________________________________________________

Telephone Number: _____________________________________________________________

MDOL Witness:  _______________________________________________________________

Print Name: ___________________________________________________________________

Reference:
22 MRSA, Sec. 42, Sec. 3474, Sec. 4008, 5328


5 MRSA, Sec. 19203
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Attachment #7

DEPARTMENT OF LABOR

LANGUAGE ACCESS COMPLAINT PROCEDURES

(for both Title VI, Civil Rights Act and Title II, ADA complaints)

The following procedures have been defined to assist in the processing of any complaints arising out of possible Language Access violations.

Step 1.  
The Language Access complaint form must be completed and returned to the Title VI or ADA Coordinator located at the Department of Labor, 45 Commerce Drive, Augusta, Maine 04333.

Step 2.  
Title VI and ADA Coordinators have been designated in order to receive and respond to questions and concerns about the adequacy or availability of interpreter services or translation of documents when providing programs and services at the Department of Labor.

Step 3.  
Title VI and ADA Coordinators shall provide any person who wishes to file a complaint regarding such matters a copy of this complaint procedure.

Step 4.  
If an individual who is limited in English is literate in any of the languages in which the Department of Labor has printed these procedures, the Department of Labor shall give her/him a copy of the procedure in the appropriate language.  Otherwise, in-person interpreters from the MDOL Language Bank or Telephone Interpreter Services will be utilized to communicate.
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Attachment #8

DEPARTMENT OF LABOR

APPLICANT/CUSTOMER COMPLAINT FORM

FOR TITLE VI OF THE CIVIL RIGHTS ACT and TITLE II of the ADA

The complaint of an applicant/customer must be in writing.

Date of Complaint:  ______________   Name of customer:______________________________

Primary language:  __________________________   Race/color:  ________________________

National origin:  ________________________________________________________________

Disabiltiy: _____________________________________________________________________

Address of customer:  ______________________________________________________________

Telephone number/TTY or email address of customer:  _____________________________________________________

MDOL employee with whom the customer had contact: _____________________________________

Nature of customer business with MDOL:_______________________________________________

_____________________________________________________________________________

_____________________________________________________________________________

Describe the facts that lead you to believe discrimination on the bases of race, color, national origin or disability occurred:  ______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

NOTE:  This form is to be used only for complaints that Title VI of the Civil Rights Act or Title II Of the ADA has been violated, not for denial of benefits due to ineligibility.

Signature: _____________________________________________________________________
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Department of Labor Language Bank

Under Construction
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Attachment 10

1. DEFINITIONS


American Sign Language:


A visually expressive language, reported to be the fourth most widely used language in the United States.  Complete with a grammar and syntax of its own (and separate from that of English), ASL is non-verbal and has no written form.  It was recognized by the Maine Legislature in 1991 as “the official state language of the Deaf Community.” 

Bicultural:

Consisting of cultural characteristics representative of two ethnic or social groups.  Bicultural individuals may acquire the norms, attitudes and behavior patterns of their own and another group.

Bilingual:

Text or language expressed in or a person able to speak two languages.

Blind:

The legal definition established by the Social Security Administration is a visual acuity of

20/200 or less in the better eye OR a field of view of 20 degrees or less in the better eye.

Deaf Culture:

The participation in or association with the Deaf Community, its characteristics, language and values.  Some, but not all, persons who are audiologically deaf are participants in or associated with the Deaf Community.

Deafblindness:

The combination of vision and hearing loss that affects an individual’s ability to function within his/her environment.  Being deaf/blind presents unique challenges in learning about the world and affects one’s ability to communicate, move about freely, and interact with others.  Many people who are deaf/blind have some usable vision and/or hearing.

Deafness:
A degree of hearing loss severe enough to render the perception of human speech ineffective for communication,  the association with the Deaf Community, its characteristics and its values.  Not all persons who are audiologically deaf are participants in or associated with the Deaf Community.

Hard of Hearing:

A functional hearing loss.  A person who is hard of hearing may use visual communication or assistive devices such as hearing aids or amplification devices.

Interpreting:

The act by a third party of receiving a spoken or signed message in one language and delivering it in another language, between two persons who do not share a common language.  Interpreting ASL is “the process when a linguistic intermediary between a deaf or hard-of-hearing person and another person translates the spoken utterances or signs, gestures or writing of either person into a linguistic form other than that which that person uses as a primary and preferred form of communication.” (32 MRSA §1521(5))

Interpreter or transliterator:

A neutral bilingual, bicultural “third party” fluent in both English and the target language, trained to convey communications between two or more parties who do not share a common language.  An interpreter should not be confused with a bilingual worker who can perform the job function directly in the target language without the services of an interpreter.

Limited English Proficiency:

The inability or difficulty to speak or understand English beyond basis day-to-day conversation.  Usually persons who have limited English proficiency are those for whom English is not a native language.

Multicultural:

Consisting of cultural characteristics representative of two or more ethnic or social groups.  Multicultural individuals may acquire the norms, attitudes and behavior patterns of their own and other groups.

Nextalk: 

A network based system with special provisions for the communication needs of   the deaf,  hard of hearing and hearing with advanced communications and messaging features. It is a blending of telephone and computer technologies which links TTY callers with every NexTalk user on the LAN/Wan. With NexTalk, any TTY call can be answered and then transferred to another NexTalk user or group of users.

Qualified Interpreter:

A person “who is able to interpret effectively, accurately and impartially both receptively and expressively, using any necessary specialized vocabulary.” (28 CFR §35.104)

Qualified Staff Interpreter:
A person on MDOLstaff who is bilingual in spoken language and has completed a basic course in interpretation techniques and who is, therefore, able to interpret effectively, accurately and impartially both receptively and expressively, using any necessary specialized vocabulary.


Relay Service:

A service of the telephone company that provides for conversation between a hearing person without a TTY and a deaf, hard of hearing, or speech impaired caller who uses a TTY.  The Communication Assistant serves as a bridge between the two callers, speaking the typed TTY message to the hearing party and typing the spoken message to the TTY user.

Silent calls:

A received telephone call during which no sound is heard.  Silent calls frequently are calls made from a TTY to a telephone not directly linked to a TTY.

TTY:

A device that allows typed conversations over ordinary phone lines between two parties with compatible equipment or through the Relay Service. Historically, the terms “TDD” (telecommunication device for the deaf) and “TT” (text telephone) have been used for the same device, but TTY is the term preferred by the Deaf Community.

Translation:

The act by a third party of receiving a written message in one language and delivering it in another language, between two persons who do not share a common language.  To ensure accuracy, translated documents are back-translated by another translator into the original language, and compared to the original message.
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