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The Office of Multilingual Services
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Mission:

The Office of Multilingual Services strives to ensure meaningful access to all aspects of the
Agency programs, services and activities for all Limited English Proficiency (LEP) customers by
providing language expertise, support, and guidance. Abiding by the values of the Commonwealth
ensuring than non-discrimination, equal access, and opportunity are safeguarded, promoted, and
reflected in our Agency programs, services, and activities.

Vision:
Continue to deliver high quality services to all our customers as if no language barriers existed.

Role:

The Office of Multilingual Services is the central internal authority for language facilitation for
EOLWD and its agencies. We coordinate all language facilitation, including translation and
interpretation for multiple languages including
American Sign Language (ASL).




MA State Law

Massachusetts General Law c. 151A, §62A requires that Unemployment
Insurance (UI) notices must be written in simple, clear language and
translated for claimants whose primary language is listed in GL c. 151A.

The MA Executive Office of Labor & Workforce Development
(EOLWD) Language Access Plan (LAP) is established pursuant to and in
accordance with the Federal Executive Order 13166, and State Executive
Order 526 “Improving Access to Services for Persons with Limited
English Proficiency.”

Executive Order 526 requires state agencies to develop and implement a
plan to provide services to persons with Limited English Proficiency,
ensuring meaningful access to the Departments’ programs, services and
activities.




Limited English Proficient (LEP)

Who is a Limited English Proficient Customer?

A limited English proficient individual is
someone who does not speak English as his or
her primary language and who has a limited

ability to read, speak, write or understand
English.

A customer maintains the right to self-identify
as a LEP person.




LEP Population in Massachusetts

Language Statistics Census 2000 (revised 2006) LEP Population: Persons 18 years and older who speak a language other than English at home

Language Number of Speakers as % of Number of total % of total Number of total population % of total
speakers total population population that population that that speaks English less than population that
Speaks English speaks English “Well” and/or "Not at All" speaks English less
“very well” and/or “very well” and/or | (LEP) than "Well"" and/or
“well" “well” "Not at All"* (LEP)
Total pop. 18 and 4,853,130
Older
Speak only English 3,944,715
Spanish 270,460 5.6% 198,565 4.1% 71,895 1.5%
Portuguese 134,960 2.8% 95,345 2.0% 39,620 0.8%
Chinese 60,150 1.2% 42,100 0.9% 18,050 0.4%
French 76,850 1.6% 71,590 1.5% 5,255 0.1%
Haitian Creole 31,845 0.7% 25,035 0.5% 6,810 0.1%
Italian 56,195 1.2% 49,670 1.0% 6,525 0.1%
Russian 27,575 0.6% 18,585 0.4% 8,990 0.2%
Vietnamese 23,465 0.5% 14,470 0.3% 8,990 0.2%
Greek 26,015 0.5% 22,945 0.5% 3,070 0.1%
Arabic 15,620 0.3% 13,920 0.3% 1,705 0.0%
Khmer 13,830 0.3% 8,705 0.2% 5,125 0.1%
Polish 25,180 0.5% 22,355 0.5% 2,825 0.05%
German 18,120 0.4% 17,475 0.4% 650 0.0%
Hindi 8,240 0.2% 7,810 0.2% 430 0.0%
Korean 10,590 0.2% 8,485 0.2% 2,105 0.0%
Lao 2,690 0.1% 1,955 0.0% 730 0.0%




Four Factor Analysis

How Do You Determine the Extent of Your Obligation to Provide LEP Services?

Agencies must make an individualized assessment based on the following
factors:

* The number or proportion of LEP persons eligible to be served or
likely to be encountered by the program or grantee.

* The frequency with which LEP individuals come in contact with the
program.

* The nature and importance of the program, activity, or service.

* The resources available to the grantee/recipient and costs.
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MA UI Staff needing assistance to communicate with Limited English
Proficiency (LEP) customers can:

Contact the Multilingual Unit — in-house staff specializing in Spanish,
Portuguese, Vietnamese, Cantonese, Mandarin, Cape Verdean Creole, French,
German, and Egyptian Arabic.

Contact the external over-the-phone language line for assistance in other
languages or when the Multilingual Services Unit staff is not available.

Contact a staff member on the Internal Volunteer Bilingual Staff list posted on
our Agency Intranet.




Language Access Trainings

- Interpreter Training:

— Role of the Interpreter

— DUA policies & procedures; Relevant State Laws
— Hearings instructions and procedures

— Interpreter Oath

— Important Information About Appeals

— List of UI Terminology

Note: DUA evaluates interpreter performances via follow-up forms, hearing transcripts
and audio recordings

+ Ul Adjudicator, Claimstaker, Hearing Officer training:

— Language Access Protocol and Guidelines

— Massachusetts UI Requirements

— Tips on how to work with an Over-the-Phone language Interpreter
— Importance of Language Coding in UI Online

— Language Tools and Resources Available




Language Services Expenses

I FY14 DUA Language Services Expenses
$366.670

sl M Interpreter Services (Ul

$110,661,30% Hearings)

M Telephone Interpreters (Ul
Call Centers)

M Telephone Interpreters (Ul
Hearings)

$3’861 : o /

$39,976,11%

M Translation Services (Ul
material & UI Online
documents)




UI Hearings

Hearings Held (English & Interpreters) Hearings Defaulted (English & Interpreters)
16552 e 5592
2171, 29
13% \

14381
87% 97%
M Total hearings held (English speakers) M Total hearings defaults w/o interpreters
M Total hearings held (with interpreters) M Total hearings defaults with interpreters

s s YT



Interpreter Hearings

FY14 Interpreter Hearings Held
Total 2171 Cases

In-House Staff, 125,
6%

In-Person Interpreters, 1928,
89%
Telephone Interpreter, 118,
5%

¥ In-House Staff ¥ In-Person Interpreters ¥ Telephone Interpreter




Interpreter Hearings

Defaults, Late Cancellations, Interpreter No-Show, Early
Cancellations & No Capacity

Interpreter no capacity,
130, 5% TN
/ Claimant Defaults, 175,

7%

B

Late Cancellations,124,
Early Cancellations, 258, 5%

10% — ‘

Interpreter no Show, 21,
1%

~ Defaults  * Late Cancellation ™ No Show  ~ Early Cancellation ™ No Capacity




Interpreter Hearings

2636 TOTAL OF Ul HEARINGS REQUESTED IN 46 LANGUAGES

Cantonese, 74, 3%
Haitian cre0|e, 243, 9% Portuguese, 1801 7% Vietnamese' 67’ 3%

Arabic, 59, 2%
Cape Verdean, 57, 2%

Khmer, 83, 3%
/ French, 30, 1%
Russian, 28, 1%
Mandarin, 23, 1%
Albanian, 20, 1%
Polish, 17, 1%

Twi, 16, 1%

Gujarati,, 8, 0%
Lao, 8, 0%

Korean, 7, 0%

\msnian, 6, 0%

Greek, 5, 0%

Ambharic, 3, 0%
Italian, 3, 0%
Farsi, 2, 0%
Hindi, 2, 0%
Toisanese, 2, 0%

Spanish, 1652, 63%

Tagalog, 3, 0%




Interpreter Hearings

In-person Interpreter

VS

-Advantages:

Face to face, eye contact with LEP claimant
Able to review documents with claimant

Able to request the same interpreter for other
hearings or continued hearings

Interpreters trained by DUA

Local MA Interpreter Services vendor

‘Disadvantages:

Need to schedule in advance

More expensive and possible minimum
number of work hours required

Average cost in MA varies from $50 to $100 an
hour with a 2 hours minimum; Average Ul
hearing is about an hour

Paying for claimants’ defaulting or late
postponement

No interpreter available or no show

Interpreters must still be paid even if the
wrong language is requested

Vendor may send the wrong language

Telephone Interpreters

-Advantages:

No need for advance scheduling

Less expensive — paying for actual
interpretation time

No minimum monthly fee

MA DUA average cost per call $32.72 with an
average time of 41minutes

‘Disadvantages:

Bad communication issues
Telephonic technological problems
Not able to request same interpreter

If communication gets cut off, not able to
continue with same interpreter

Interpreter is not trained by DUA
Impersonal

Not there, in-person for non-verbal cues



Language Resources - Translation

Translation Services Available at DUA

Publications and Vital Documents are translated into
12 statutory languages: Spanish, Portuguese, Haitian
Creole, Chinese, Vietnamese, Khmer, Russian,
Laotian, Italian, Korean, French and Arabic

Standard Publications are posted on our website

Letters informing of important changes in programs,
services/and or activities are translated without delay
and sent out to LEP Claimants

Multilingual Unit translates ad hoc any statements
claimants make on the fact finding correspondence

Board of Review appeal letters are translated by
Multilingual Unit staff

If there are concerns with the interpretation,
hearings tapes are reviewed by the Multilingual Unit
for accuracy

| Speak:

Espafiol WIID90
Frangais 0§
taliano  Kreyol

tg! L
Portugués T1éng Vigt

Pycexmin  Am sl Gl Click here >

www.mass.gov/eolwd/multilingual



http://www.mass.gov/eolwd/multilingual

Language Resources - Translation

“Babel” notices are inserted into important documents

This docgment contains important Questo doFumento cgntieng informazioni onsaaugeus tues J,JUéJUaTﬂS’TiJ.

information. Please have it translated importanti. La preghiamo di tradurlo - Tk

immediately. inmediatamente. magmcmcsmmnmuun‘w (Joon

B nanHOM l0KyMeHTe coiepxutcs Baxksas  Este documento contém informagoes gquz‘jgﬁéq_

HHQopManus. Bam HE00X0AUMO CPOYHO importantes. Por favor, traduzi-lo va 4o

C/leIaTh NIepeBOJ] JOKYMEHT. imediatamente. ﬂﬁﬁﬂﬁS%H’lS‘émﬁmSufﬂmS 1

Este documento contiene informacion ENHERERRER I

importante. Por favor, consiga una traduccion 3517 F[l# A\ Fliz= - WBUMUIMUR |

mmedlatamenteﬁ. o BONOEZQ3 HE S| Of ICe document con'Fient des .informat'ions
A o glas sl”-“ ){\ gl OlALICHE ENE ZA| AL 2 1mp(l)rtar1tes. Veuillez le faire traduire

.\J)Sl.g.m;).:@)g -6|'AtIA|9 au plus tot.
Docikman sa gen enfomasyon enpotan. Tai liu nay c0 chira thong tin quan trong.

Tanpri fe yon moun tradwi | touswit. Vui long dich tai liéu ndy ngay.




Language Resources - Translation

Insert “Babel” notices in important documents

This nctice contains important informeation reganding the appeal
identified onthe first page ofthis natice: It is important to have it
franslaled immediately. You may need to respond by acertain date
{o protect your nghts.

Esta ndlificacion contiene informecion importante scbre la apelacion
identificada en lapnmera péagina de esta nofificacién. Es importante
que este formulano se tradwzca de inmediato. Es posible que usted
tenga que responder para Lna deleminada fecha para proteger sus
derechos.

Este avisocontém infommacdes imporantes relacionadas a apelagéo
idenificada na primeira pagina do aviso. E impartarte que este
documento seja tradizido imedistamente. Pode ser necessano que
v0cA responda dentro de um prezo especifico para proleger seus
direitos

B HaCTOALLEM YBSHOMN eHM CONE[WETCA BaHble CBEeHMA 0D
anennALY, ka3 eHHOM Ha Nepeoi CT paHHLE HACTOALLEMD
yaenoMTeHi. Heofix OTIMO Hea aMenUTENbHO 0DECTEUNTE ero
Nepesof, YToDbI 3aLMTUTE CBOM NpaBd, Baw, BO3MOKH,

Heofix om0 OyZeT OTBETMTE 40 ONPEden eHHoM JaT bl

Avis sa gen enfomasyon enpolan konsenan apel ki idantifye sou
premye pej avi sa Li tré enpdlan pou f& yon moun fracwi sa pau ou
touswil Ouka bezwen repon avan yon dat spesifik pou pwoteje dwa

Wy,

Il presenie avviso contiene imporanti infomazioni inmetto &
ncorso npotteto nella pime pagine del preserte documento

Tradurre quanto pima il presente modulo. E possibile che sinchieda
nsposta ento una certa data d fine di proteggere 1 dintti del
soggetto

Cet aviscortient dimportants renseignements sur lappel identifié en

premiere page de cel avis. |l est important de le faire traduire
immédiaterment. |l se peut que, pour protéger vos dits, vous deviez

répondre avant une cetaine dele

fnnntnmssnsfiims e s madgShudhish
iy ishinnsmngis:

heigsnmastzinse smiuipging mir e

ghfptn MG R
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Théng bao néy cocé thing finquan trong vé vigs khéng cdo da
duwov xac dinh trén trang dAu tién cla théng bao nay. Vide dich
ngay thing béo ney 1 ré quan trong. Quy vi cothé cén pha b loi
chém nhét vao nggy cuthé d& bao v quyén claminh
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UI Online

In July 2013, DUA launched a modern, web-based Ul system to better serve customers. Ul
Online expedites Ul payments to unemployed workers and provides all users with many
convenient online services. The new system also strengthens our ability to prevent, detect, and

recover fraudulent Ul payments.

City:

Fall River

State:

MA - Massachusetts ~ |

Zip Code:

02721-4417

Country:
Mailing Address
Check this box if Mailing Address is same as Residential Address-

US - United States Of Americi

|

In care of {(c/o)

Address Line 1:

391 Wood St

Address Line 2-

City:

Fall River

State:

MA - Massachusetts - |

Zip Code:

02721-4417

Country:
Telephone Numbers
U S and Canada Only-

US - United States Of Americi ~

Home:

Mobile:

Other:

International Phone:

How would yvou like to receive your correspondence?

(Mote- If you elect to receive messages electronically, English is the only language option )
IT Electronic, enter email address:

Re-enter email address:

Mail Hold on Payment®:

Preferred Language

Is English your primary language?

VWhat is the primary language that you speak and read? Please select from the list in the drop down
menu:

Do you prefer to receive correspondence from DUA in your primary language?
NOTE: If you choose to receive correspondence in your primary language, DUA will send it by regular

MNote: Electronic correspondence is only available in English at this time.

Select one
Afrikaans
Albanian
American Sign Language
Amharic
Arabic
Armenian
Bengali
Bosnian
Bulgarian
Burmese
Cantonese
Cape Verdean
Croatian
Czech

Danish

Dari

Dutch
Egyptian/Arabic
Estonian
Farsi

Flemish
French
German
Greek
Gujarati
Haitian Creole
Hebrew

Hindi

Hmona

s



UI Online

Translated UI Online correspondence in the Mass Statutory languages:

1. Fact Finding (questionnaires) cover letter (tear off form if customer chooses to be contact in
their preferred language if one of the statutory languages)

2. Monetary Determination

Monetary Re-determination

4. Non-Monetary Determination

e

The following documents can be sub-categorized within the previous list

Notice of Approval

Notice of Disqualification

Notice of Fault and Fraud Finding
Notice of Fault Finding

Notice of Potential Offset of Benefits
How to Request a Hearing

Finalized Overpayment Notice

TAA Eligibility Determination

© NNV W=




UI Adjudication

+ Total Adjudication calls using the over-the-phone
language line services: 2278

+ Total languages served: 37

+ Total cost of Adjudication calls using the over-the-
phone language line services: $39,976

» Average cost per call: $17.54

+ Average time per call: 18.47minutes




UI Adjudication

Ul CALL CENTER - OVER-THE-PHONE LANGUAGE SERVICES

H 0,
Russian, 82, 4% Cambodian, 72, 3%

Cape Verdean , 105, 5% Cantonese, 77, 3% Vietnamese, 71, 3%
Haitian Creole, 196, 9%
Arabic, 56, 2%
Mandarin, 24, 1%
Portuguese , 221, 10% _\ Cantonese, 22, 1%
Italian, 21, 1%

Somali, 20, 1%

/Tigrinya, 19, 1%

Gujarati, 1, 0%
Lao, 17, 1%

Albanian, 14, 1%
Korean, 13, 1%

—— Ambharic, 13, 1%
N ngali, 10, 0%

Ne
Khmer, 10, 0%
Hindi, 7, 0%
Urdu, 4, 0%
Tagalog, 4, 0%
Hmong, 3, 0%

Spanish, 1126, 49%/

Burmese, 1, 0%
Karen, 1, 0%
French, 1, 0%

Gujarati, 1, 0%
Tibetan, 2, 0%

Punjabi, 2, 0%

Taiwanese, 2, 0%




LEP Adjudication Statistics

Multilingual Unit — 3878 Calls Fielded

Vietnamese, 30,

1% Mandarin, 15,
Cantonese, 110, R 0%

3% Arabic, 5,

French, 20,
1%

Portuguese, 750,
19%

Cape Verdean, 98,
3%

Spanish, 2850,
73%




Conclusion

“Providing meaningful access for LEP persons to our Agency
programs, services, and activities is an important effort that will
help enable our Agency achieve its mission of ensuring equal and
meaningful access to all our programs and resources for all its
customers.”




Q&A

Office of Multilingual Services

Director

Marisa de la Paz
1-617-626-5471

mdelapaz@detma.org
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