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Outline 



The Office of Multilingual Services 

 
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).  
 



• 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.   

 

 

 

 

MA State Law 



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  Number of 

speakers   

Speakers as % of 

total population 

Number of total 

population that 

Speaks English 

“very well” and/or 

"well" 

% of total 

population that 

speaks English 

“very well” and/or 

"well" 

Number of total population 

that speaks English less than 

“Well” and/or "Not at All" 

(LEP) 

% of total 

population that 

speaks English less 

than "Well" and/or 

"Not at All" (LEP)  

Total pop. 18 and 

Older 

4,853,130           

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% 

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



 Four Factor Analysis 

 
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. 

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



Language Access Resources 

  

 

 
 

 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.  

 

 



 

• 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 
 

 
 

 
 

• UI 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 Access Trainings 

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



 
                 Language Services Expenses  
 



UI Hearings 
 

Hearings Held (English & Interpreters) Hearings Defaulted (English & Interpreters) 



             Interpreter Hearings  

 



 

 

Claimant Defaults, 175,  
7% 

Late Cancellations,124,  
5% 

Interpreter no Show, 21,  
1% 

Early Cancellations, 258, 
10% 

Interpreter no capacity,  
130, 5% 

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

Defaults Late Cancellation No Show Early Cancellation No Capacity

Interpreter Hearings  



        Interpreter Hearings 
 

Spanish, 1652, 63% 

Haitian Creole, 243, 9% Portuguese, 180, 7% 

Khmer, 83, 3% 

Cantonese, 74, 3% 

Vietnamese, 67, 3% 

Arabic, 59, 2% 

Cape Verdean , 57, 2% 
French, 30, 1% 

Russian, 28, 1% 

Mandarin, 23, 1% 

Albanian, 20, 1% 

Polish, 17, 1% 

Twi, 16, 1% 

Somali, 10, 0% 

Gujarati,, 8, 0% 

Lao, 8, 0% 

Chinese, 7, 0% 
Korean, 7, 0% 

Bosnian, 6, 0% 
Greek, 5, 0% 

Amharic, 3, 0% 

Italian, 3, 0% 

Toisanese, 2, 0% 

Farsi, 2, 0% 
Hindi, 2, 0% 

Nepali, 2, 0% 
Tagalog, 3, 0% 

Tibetan, 2, 0% 

Urdu, 2, 0% 

Other, 15, 1% 

2636 TOTAL OF UI HEARINGS REQUESTED IN 46 LANGUAGES  
 



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  

 

Interpreter Hearings 

In-person Interpreter  
•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 UI 
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  

 

vs 



• 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  

 
 
 

 
 

 
 

www.mass.gov/eolwd/multilingual  

Language Resources - Translation 

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


“Babel” notices are inserted into important documents  

       Language Resources - Translation 



      Language Resources - Translation 

Insert “Babel” notices in important documents  



UI Online 

In July 2013, DUA launched a modern, web-based UI system to better serve customers.  UI 
Online expedites UI 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 UI payments.  



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 
3. Monetary Re-determination 
4. Non-Monetary Determination 
  
The following documents can be sub-categorized within the previous list 
  
1. Notice of Approval 
2. Notice of Disqualification 
3. Notice of Fault and Fraud Finding              
4. Notice of Fault Finding                                    
5. Notice of Potential Offset of Benefits 
6. How to Request a Hearing  
7. Finalized Overpayment Notice 
8. TAA Eligibility Determination 
 



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    

Spanish, 1126, 49% 

Portuguese , 221, 10% 

Haitian Creole, 196, 9% 
Cape Verdean , 105, 5% 

Russian, 82, 4% 

Cantonese, 77, 3% 
Cambodian, 72, 3% 

Vietnamese, 71, 3% 

Arabic, 56, 2% 

Mandarin, 24, 1% 

Cantonese, 22, 1% 

Italian, 21, 1% 

Somali, 20, 1% 

Tigrinya, 19, 1% 

Polish, 19, 1% 

Gujarati, 1, 0% 

Lao, 17, 1% 

Nepali, 16, 1% 

Albanian , 14, 1% 

Korean, 13, 1% 

Amharic, 13, 1% 

Bengali, 10, 0% 

Khmer, 10, 0% 

Hindi, 7, 0% 

Urdu, 4, 0% 

Tagalog, 4, 0% 

Moroccan, 3, 0% 

Hmong, 3, 0% 

Farsi, 3, 0% 

Swahili, 2, 0% Taiwanese, 2, 0% 
Punjabi, 2, 0% 

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

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

UI CALL CENTER -  OVER-THE-PHONE LANGUAGE SERVICES 



  LEP Adjudication Statistics 

Spanish, 2850,          
73% 

Cape Verdean, 98,     
3% 

     Portuguese, 750, 
19% 

Cantonese, 110,        
3% 

        Vietnamese, 30, 
1% Mandarin, 15,  

0% 

French, 20,                                
1% 

Arabic, 5,                                      
0% 

Multilingual Unit – 3878 Calls Fielded 



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  

 

mailto:mdelapaz@detma.org


 
 

 

 

 

Thank you 


