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l. Introduction

The Department of Transitional Assistance (DTA or the Department) has developed and prepared this
Language Access Plan (LAP) outlining ongoing efforts taken to provide language services to constituents with
Limited English Proficiency (LEP).

This plan also defines the actions DTA is taking to ensure meaningful access to programs, services, activities,
and materials for all constituents with LEP.

DTA will review and update this LAP as needed to ensure continued responsiveness to community needs
and compliance with Executive Order 615 as well as the Executive Office for Administration and Finance
(ANF) Administrative Bulletin # 16 (Language Access Policy and Implementation Guidelines).

DTA serves a diverse population of various ages and linguistic origins. A person with LEP is someone who
cannot speak, read, write, or understand the English language at a level that allows them to interact
effectively with staff. A constituent maintains the right to self-identify with LEP.

1. Purpose

The purpose of this LAP is to ensure meaningful access to programs, services, activities, and materials for
all constituents with LEP.

DTA is committed to making services available to persons with LEP as part of its mission. Based on this
commitment, DTA makes every attempt to assist constituents with LEP in accessing its services.

This LAP does not create new services, rather, it strives to eliminate barriers for constituents with LEP accessing
existing services and ensures that all staff can assist constituents with LEP in accessing resources.

DTA will provide quality language assistance to constituents with LEP in a fair and timely manner,
ensuring meaningful access to the agency’s services.

This LAP centralizes language access materials for staff and outlines the regular training for new hires to ensure
that all staff can access the materials and services listed in the sections below.

The objectives of this Language Access Plan are to:

e Improve access to and quality of DTA programs, services, and activities for non-English speakers and
constituents with LEP;

e Reduce any disparities and delays in the provision of programs/services to eligible constituents
with LEP; and

e Streamline training and resources for staff to increase effectiveness and ensure public
satisfaction with DTA.

Il.  Policy
It is the Department of Transitional Assistance’s policy to provide meaningful access to programs and

services to persons who are non-English speakers or those with LEP.
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V. Applicability

This policy applies to all local Transitional Assistance Offices (TAOs) and Central Office business units within
DTA. This LAP informs all aspects of DTA’s business process which include, but are not limited to, how DTA:

e produces notices, forms, resource materials, and messages;

e writes policy and procedural guidance for DTA’s Online Guide;

e offers language choices for self-service options;

e interacts with constituents with LEP face to face, telephonically, or virtually; and
e prioritizes the hiring of multilingual case managers and support staff.




V. Role

DTA’s mission is to assist and empower low-income individuals and families to meet their basic needs,
improve their quality of life, and achieve long term economic self-sufficiency. DTA offers a comprehensive
system of programs and support to help individuals and families achieve greater economic mobility, including
food and nutritional assistance, economic assistance, and employment supports.

DTA serves one out of every six people in the Commonwealth (over one million individuals), including working
families, children, older adults, and people with disabilities. The Department currently has 20 local offices
throughout the state and employs approximately 1,750 employees.

DTA receives input and guidance from Community Advisory Boards that represent individuals and
organizations in the catchment area of each local TAO. These Community Advisory Boards convene
periodically to discuss issues relevant to DTA’s constituents and make recommendations on policies and
operations.

VI.  Language Access Plan

DTA’s Language Access Plan was developed to adhere to Executive Order 615, the Language Access Guidelines
of ANF Administrative Bulletin #16, and the Federal Plain Language Guidelines outlined in 45 CFR 92.101. This
LAP is posted on DTA’s internet page under the “About the Department of Transitional Assistance (DTA)”
section. The link to this page can be accessed here.

Over the last two decades, DTA has continued to work with the Office for Civil Rights of the federal
Department of Health and Human Services and community/legal service organizations to improve services to
LEP constituents. The Department recently held focus groups with community-based stakeholders to simplify
language and increase readability of DTA forms, documents, and notices. Feedback and recommendations
from the Department’s Diversity, Equity, and Inclusion Council are also heavily involved in the agency’s
language access efforts.

The guidelines outlined within this current LAP build upon the blueprint established in previous plans. With
each successive year the Department demonstrates its commitment to language access by prioritizing the
translation of vital documents, increasing the hiring of bilingual or multilingual staff, and adopting more
inclusive practices.

This LAP shall be fully implemented, subject to the availability of requisite fiscal resources. It represents the
Department’s commitment to ensuring that all residents of Massachusetts can readily access information and
resources from the Department of Transitional Assistance.

For staff, this plan centralizes resources, training, and the Department’s multilingual content and publications,
while outlining the minimum standard of access to the agency for constituents with LEP.

According to 2022 statistics from the United States Census Bureau, 25% of Massachusetts households speak a
language other than English at home. This figure represents 1,660,772 residents who have bilingual or
multilingual capabilities. From within this subset, roughly 9.6% of residents speak Spanish.?

12022 United States Census Bureau: American Community Survey — Language Spoken at Home (1-Year Estimates Subject Tables).
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Currently, Spanish-speaking constituents with LEP make up approximately 11% of the Department’s service
population. A figure slightly higher than the state average. No other non-English language, besides Spanish,
makes up more than 3.6% of our constituent population. See chart below.

Primary Language # of DTA Households % of DTA Households

Spoken by DTA Household Who Speak Language Who Speak Language
English 555,733 79.2
Spanish 77,637 11.0
Haitian Creole 25,184 3.6
Chinese (Cantonese, Mandarin, etc.) 8,880 1.3
Brazilian Portuguese 6,684 1.0
Vietnamese 5,152 0.7
Russian 5,007 0.7
Arabic 3,352 0.5
Khmer (Cambodian) 2,978 0.4
Cape Verdean Creole 2,324 0.3
Other* 9,463 1.3

Figure 1: Language Breakdown of DTA Households. Statistics derived from analyzing active household
data from within DTA’s BEACON eligibility system.

*The Other category includes Albanian, French, American Sign Language (ASL), Somali, Nepali, Amharic, Polish,
Greek, Armenian, Italian, Laotian, Tagalog, Croatian, Serbian, Slovenian, etc. The percentage of households
that speak these individual languages is less than 0.1% across the entire service population.

a. Language Access Coordinator

The Language Access Coordinator shall assist the agency head in complying with the outlined responsibilities
under Executive Order 615. Additional duties include locating interpreters or contracting vendor translation
services in situations where the necessary language skills are not present within a local office. Individual(s) in
this role are also responsible for updating the Department’s LAP as policies change.

A complaint may be filed with the DTA Language Access Coordinator if any individual believes they have been
denied the benefits of this LAP. The complaint must outline the incident and be submitted in writing.

To file a complaint with the Language Access Coordinator, submit the written complaint to both
representatives below:

Sarah Stuart

Associate Commissioner for Local Implementation and Special Populations
600 Washington Street, 5™ Floor

Boston, MA 02111

857-303-1248 (cell)

sarah.stuart@mass.gov

Kevin Pouv



https://www.mass.gov/files/documents/2023/09/13/EO%20615%20Signed.pdf
mailto:sarah.stuart@mass.gov

Acting Director of Local Office Implementation
600 Washington Street, 5™ Floor

Boston, MA 02111

857-274-9315 (cell)

kevin.pouv@mass.gov

To file a complaint with the Governor’s Office, submit a written complaint to:

Yarlennys Villaman

Director of Community Affairs
Language Access Coordinator

Office of the Governor Maura T. Healey
Massachusetts State House, Room 280
Boston, MA 02133

617-947-9759 (cell)
yarlennys.k.villaman@mass.gov

b. Language Resources
Multilingual Staff

The Department of Transitional Assistance is committed to hiring and retaining multilingual staff for all
positions. DTA has actively recruited and hired staff to meet the language needs of many of our constituents.
There are multilingual staff in all local offices, based on the unique language needs of the constituents in that
catchment area. The majority of in-person interpreting is provided by staff within the office.

Constituents with LEP who present in office and for whom there is not a staff person available with that
language skill set, are offered several options to conduct business including the use of a virtual interpreter,
telephonic interpreter, or scheduling a future in-person appointment for which an interpreter can be
arranged in advance. If the constituent opts for a future in-person appointment, staff will escalate the case to
their management team so they may request the assistance of the Language Access Coordinator. If it is
determined that staff assigned to another work location can assist, the appointment is scheduled in
coordination with that office/individual. If there are no staff available, the Language Access Coordinator will
request services through one of the state’s contracted vendors.

The primary source of in-person interpretation support is provided by Human Services Assistants (HSA). The
Department employs 90 Human Service Assistants who work as interpreters within the local offices. Each HSA
is affiliated with a specific office. The list of HSAs for all offices is located on the DTA Online Intranet site. This
is an increase of 37 additional interpreters from the year before. The languages these employees speak are
Spanish, Haitian Creole, Chinese (Cantonese/Mandarin), Portuguese, Vietnamese, Khmer, Cape Verdean
Creole, French, Hindi, and Tibetan.

Staff can also access contracted interpreter services by phone or video when DTA employee interpreters are
not available. Moreover, in procuring vendors who provide constituent services for the Department (e.g.,
employment services providers), the ability to work with LEP constituents is an important factor in making
contracting decisions.
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General Phone Line

The Department’s statewide phone system, the DTA Assistance Line, provides Interactive Voice Response
(IVR) in English, Spanish, Haitian Creole, Chinese (Cantonese), Brazilian Portuguese, and Vietnamese. Local
office main phone lines have messaging in a minimum of English and Spanish, with some office phone
systems having the capacity for a third language.

IVR allows constituents to find out information about their case and make certain changes or requests, such
as proof of benefits, without having to wait to speak with DTA staff. Also, the IVR is programmed to first
connect constituents with staff who speak their language. Staff who primarily assist constituents with LEP
are paid a language differential. This service is currently available for Spanish, Haitian Creole, Chinese
(Cantonese/Mandarin), Portuguese, Vietnamese, Russian, Arabic, Khmer, and Cape Verdean Creole
constituents.

The Department has a well-accessed mobile application and website, called DTA Connect, which enables
constituents to easily update their case, request an EBT card, access forms, or find out information about
their cases. DTA Connect is available in Spanish, Haitian Creole, Chinese (Simplified), Brazilian Portuguese,
and Vietnamese.

Staff making outbound calls to constituents are required to assess potential language needs by reviewing
the case file and obtaining a telephonic interpreter prior to calling the constituent. If receiving an inbound
call through the DTA Assistance Line, the language of the constituent is identified so that the call can be
prioritized for staff with the same language capacity or for staff to conference in a telephonic interpreter.
Interpreter Services for In-Person Business Transactions

Walk-In Constituents

DTA informs its constituents of the availability of free language services in two primary ways. All local offices
display a “Do You Need an Interpreter” poster, which states: “Point to your language. An interpreter will be
provided at no cost” in 16 different languages. This document is also found in the LEP Service Binder, kept at
every local office’s reception desk.

Copies of the Language Identification Flashcard are available in all local office lobbies for front end staff to use.
The card states “l speak” in 38 languages and can be used to identify the language spoken by constituents with
LEP seeking DTA services.
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https://www.lep.gov/sites/lep/files/resources/ISpeakCards2004.pdf

While the preference is to provide direct service to constituents with LEP in their primary language, staff also
have access to an over-the-phone language service that can provide translations for 380 languages. Step-by-
step instructions on how to use the over-the-phone language service, including ASL, are outlined in the
Interpreter Services booklet listed under the Cross Programs section of the DTA Online Guide.

Interpreter Services
& Video Remote Interpreters (VRI)
] Interpreter Services Overview
] Department Interpreter Services
" Guidelines for Providing Interpreter Services
= Accessing Telephonic Interpreters
- TAO Front End Staff Procedures for Constituents with LEP
" Case Manager Procedures for Providing Interpreter Services for Telephone Conversations
" Case Manager Procedures for Providing Interpreter Services to Walk In Constituents
- Securing In-Person Interpreter Services for Scheduled Constituent Appointments
" TAO Director and Designee Responsibilities
" Three-Way Calling Functionality
] Connecting an Interpreter to a Virtual Meeting
- Providing Interpreter Feedback

Figure 3: Interpreter Services Chapters from the DTA Online Guide

All local offices include a constituent facing pictorial board to facilitate communication for individuals who are
Deaf, hard of hearing, non-verbal, or may have limited verbal or English proficiency. The boards include
images and descriptive words in eight languages to help DTA staff determine the primary reason for a
constituent’s visit. This may be to apply for benefits, obtain an EBT card, scan documents, or more.
Furthermore, the board has a section on preferred methods of communication for constituents who want to
request an ASL interpreter, Communication Access Realtime Translation (CART) services, and/or choose one of
the languages available via the over-the-phone language service.



https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/userguide_test.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Interpreter_Services_Overview.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Department_Interpreter_Services.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Guidelines_for_Providing_Interpreter_Services.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Accessing_Telephonic_Interpreters.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/TAO_Front_End_Staff_Procedures_for_Clients_with_LEP.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Case_Manager_Procedures_for_Providing_Interpreter_Services_for_Telephone_Conversations.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Case_Manager_Procedures_for_Providing_Interpreter_Services_to_Walk-In_Clients.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Securing_In-Person_Interpreter_Services_for_Scheduled_Client_Appointments.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/TAO_Director_and_Designee_Responsibilities.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Three-Way_Calling_Functionality.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Connecting-an-interpreter-to-a-virtual-meeting.htm
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/X_Prog/Interpreter_Services/Providing-Interpreter-Feedback.htm

How Can We Help You?

How Can We Help You?
m YiZiag s prAmg T ﬂ
=N e = ==
o — Lk ich tilkn mngt
Cash Banafits M Fregrem - - - ﬂ #’m:‘““ S
te - SHAP Banafits EBT Cand o
e Benafiion e SHAP ——
h Berefoics do SHAP Cartla £8T
Aanta] SHAP at £t

" B et ia i
Damatismsa w3c

WEEN

A h,
- Deaastic Vickinee
oy ‘Wickenzia Soméntiza
. Wickbncia Domantica
ik “yolans Do mentik

=p & 6y

Bers
Baras
Sam el
vy
\
W

Emgloymant and Trainisg Child Cara AEL Intarprdtes

Cor Cpean ENZC

o M Dpsyrisd arGs=TCTGS
Dthar Ageacy Ouestions R
Priguntas il Ay

(]
o | S W W
P o ) _
& = ~
g | e mrp | Communication ALcess ; mend
L i Thadng Dich Viidin ASL . e .
5L interpratar ot Ramata Raaltima Translation — S— | TheAng Dich il cho Mgutl B ot
Intarprete de ASL Imangre [WRij Chireg Nhas IC?II
S —— S
——
'h W MassRelay - a . T r
Lets sl - ol -
=’ =A B 4
- Takcommunication Rilay Service = - - =v
S de
Cnhes
Languags Trassiation In Writieg . e v Cube han do Mhic
- Phidn Dich Mg de Mgl Bleg Van Bdn - ~ !
Traducritn de dione iy a a o BiapTyitie Han BT Pl oe
Taciogk o blcmas obossi oerta Alinnbod niiioy, | B Icamkiss Bogmi P ot
Trastieiymn Larg s iy Mok Talakorrum kanyon - i '__‘ e -
Preferred Language
[1 [1speak Englisn ][ t= parle frangais [French) ][ Goworim hratskl {Ereatian) Preferred Language
[ | o habia Espanci (spanssh) O r_':_:'::l::"; Bl husytntL O | sovarim siovenski fsiovensan) L1 [ 1:peak ngish [] | separe trancsis Franchi [] | Sownrien hrvatsai iCroatian)
Magsasaita ko ng Tagalog [ | o habla Espanai (spanisn) m] ;"”T":;::"{ t hugpl [ | sownrien stowensi {Sovenian)
=] O | sroscew e pressan (pussian) | 0| 780 ) Nagsacalia aka g T
O | e (cninese) [0 | 5 remopo s pyccnow fRussiany | [] | MB51 3ka g Tagalog
0 O | wctus exvmes (Greens [ |romape cancea temusnm {Tagaiog)
[cambedian/khmer] ' (serbian-Cysillc} O | gfenmmenie [ I [T p— [ | Fasesa conosa s
eucamanmnona (Lactianlac) | L] | Para Hallana (ltakan] T0 | none® agasAlrs (ambanicl ICambodizny o) ) {Berblan-Cyrilic)
]| 7 ns tiing viet (victnamesz) | L] | Eu falo Portuguts [Partuguese) R [0 | Seecdunmma laotan/iaal | (] | Fane @lian (kakn) ]| *™ET hershlr= [Amharic)
Mwen pale ¥reyol [Haitin - O Langriage) jAmes O | 7 o siing vigt (viesnamesel | [ | Ewfako Portuguis [Portuguese) am an 451 user American Sign
[m] Creole] O | mewss pa palska (Polish) Miwen pale Kreyed [Haitian B [
L O | creoml [ | mrtwig po poisku iPaliss] Language)

Figure 4: DTA Lobby Pictorial Board
Scheduled Hearings

The Request for an Appeal form (DOH-10) includes a space where constituents can list their primary language
or dialect as well as phone and relay numbers which they can use to contact the Division of Hearings (DOH).
DOH administrative staff includes an individual who speaks Spanish. For other languages, the staff use an over-
the-phone language service to communicate with constituents.

If a constituent requests an interpreter and/or if the primary language in DTA’s BEACON eligibility system is
anything other than English, DOH contacts Bay State Interpreters or Massachusetts Commission for the Deaf
and Hard of Hearing (MCDHH) and schedules an interpreter when they are scheduling the hearing.

Interpreter Services for In-Person Events: Requesting a Verbal Interpreter
DTA staff may use PRF75 Statewide Contract to request in-person interpreters for events. Staff should follow

guidance specifically outlined in PRF75 Statewide Contract and adhere to State procurement laws and best
practices.



https://www.mass.gov/media/2310881/download

Interpreter Services for In-Person Events: Requesting an ASL Interpreter or CART Services

Interpreters should be requested from the Massachusetts Commission for the Deaf and Hard of Hearing
(MCDHH). The process for requesting interpretation is laid out on the Commission’s website, linked above.
Additional information on MCDHH services is further outlined on the Communication Spectrum Tip Sheet for
First-Time Interpreter/CART Requests.

When registering for events, participants have the option to request an ASL interpreter or CART Services.
These requests are collected at least two weeks or more in advance of the event to allow DTA organizers time
to reach out to MCDHH with the date and time of the event, obtain a quote for services, and coordinate
payment through the DTA Finance Department.

If ASL interpretation is requested, most events will require two interpreters. There may be times when
interpreters are contracted from different organizations. It is best practice to make time prior to the event for
the interpreters to connect.

If the services are no longer needed or the event is cancelled, DTA will provide notice to MCDHH at least three
days before the scheduled date to avoid fees.

Translating Vital Documents and Publications

The Department currently translates all its vital documents, including adverse action notices, into Spanish.
Additionally, DTA is committed to maintaining all its widely applicable publications in the six most spoken
languages in our service population: English, Spanish, Haitian Creole, Chinese (Simplified), Brazilian
Portuguese, and Vietnamese. As documents are updated or newly developed, translated versions are
automatically requested as part of the production process. Longer and more specific publications are
translated when there are accessibility concerns for the intended audience.

Consistent with past practice, the Department will use available funding to update already translated
documents that need revisions and to expand translation of application related materials to lower incidence
languages.

DTA budgets funding annually to pay for translation services and continuously maintains contact with
translation vendors on the PRF75 Statewide Contract. The process for translating Department issued notices,
forms, resource materials, messages, and other communications is primarily handled by the DTA Policy and
Program Support (PPS) Unit.

The process of translating publications is outlined below:

e PPS staff emails a Word document of the publication to one of the contracted vendors;

e PPS staff identify the languages for translation;

e PPS staff request a price quote and delivery estimate from the vendor; and

e Once a quote is received, PPS staff will coordinate with DTA’s Finance Department to authorize
payment for the project.

Multilingual staff assist as a second level review for accuracy of the translations. Approved publications are
forwarded to DTA’s print shop (Schrafft’s) for production and distribution. If there is an urgent time sensitive
10
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need, DTA staff who are proficient in a particular language are used for initial translation.

TAO Directors and Assistant Directors may also place bulk orders for translated publications through the
Department’s publication ordering system, WebCRD. Applicable orders are placed based upon the languages
prevalent within each TAQ’s catchment area.

Written Translations

When staff receive a written document from a constituent that needs to be translated, they are directed to
reach out to their TAO’s Human Services Assistant (HSA), whose primary role is to provide
translation/interpreter services. If the HSA does not have the appropriate language skill set, staff must
escalate to their TAO management team who works with DTA’s Language Access Coordinator to determine if
there are staff in another office who can assist. If no such person is available, the Language Access Coordinator
will forward the written document to be translated by one of the state vendors.
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Correspondence

Regardless of the language on file for the constituent, DTA has long included a multilingual mail insert in all
correspondence to constituents. This insert states the following in 22 languages:

“Important! The notice may affect your benefits. Please read it or have someone translate it for you right
away. If you do not understand the information or need help translating it, please contact your Transitional
Assistance Office right away or call 1-877-382-2363.”

English Laotian
Tmpartant! The notice may affect your henefits. Please read it or have someane translate it for you right away. If you do not FnEiul cemueassiBunHiubiugoncdioesuim. nrwem dliloddbcuiviofiviug thundtcdted &

understand the information or need help translating it, please contact your Transitional Assistance Office right away or call
1-877-382-2363.

demmeoingoscdietumueudy, n-.;n'\nt)ummﬂ)n'm.mﬂml Uyueeuinuding Shnm 1-877-382-2363.

Py

[0 am s ASL user ! Powiadomicnic mode micé wplyw na Pafstwa éwiadezenia. Prosze si¢ z nim zapoznaé lub poprosié kogos o jego
Arabic pretlumaczenic. Jeili Paiistwo nie rozumicis tredci lub potrzebuja pomocy w przetlumaczeniu powisdomienia, prosimy o
natychmiastowy kontakt z Biurem Pomocy Pra iowej { Transitional Assistance Office} lub kontakt pod numerem 1-§7
A 554 S 51 D 1 e B s ) s S0 e S D e ik 2363
Dl 51 35 el paldd : i G Pormguese
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Yuepbmp b Ungls duwtimugnudp opns Euqnb 2bp buguanbbph gpo: Wmpnud Bbp Quopno wb, o pbepk spll ou liguc para 1-
ablhb winihguubu pupquulik) wjh 2kq hunhup: ek Gnp skp huuljubnu ww nknynepmibbbpg, Qo wb
Pupquuikm bufwp oghnupjub lwphp nbkp, impoud bup winthews ke fuup k) 2bp Uhgnuitnughh wewmgnipub
qnuukbjmlh htwn ot quibgh) 1-877-382-2363.

Leia 0:aviso ou peca para alguém traduzir agora mesmo. S ndo entender as
cntre em contato com o Departamento de Assisténcia Transitoria agora mesmo,

nepeseem ero. Ecn B
o movsonns Transitional Assis

osmacTe midopyamo w Bav nyk
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Ambharie
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FECH: AR} WadhsRT OEF PRCT MM WALATPE MNE MM DEFIC UL BIR X/0F OC RIS @R fah BEOd Serbo-Croatian — Cyrillic script

382263 Bazno! O8o 0GARCHITCIC MO A8 YTie Ha Baimc Geneduuije. MM BaC A8 14 NPOYHTATE KIH 14 BIM T HCKO IPEBCAS
OIMX. AKD BC PEIYMETE MH(POPMALIY HUTH BAM j¢ NOTPCGHA N0MON HPH NPCBOZY, MOTHMO BIC A3 KOHTAKTHPATE KL IO308CTE

samy Kanucnapujy 3a nosoh npm Tpansummjn 1-877-382-2363.

DF SR L. S AR e i s A PRI L PP R A B
i s O Serbo-Croatian — Latin script

Fansitional Assistance Office Vano! Ovo_obavjestenje moe uticati na vaic bencficijc. Molimo vas da ga proditate li da vam ga neko prevede odmah. Ako na
razumijete informaciju li vam je potrebna pomoé pri prevedy, molima vas da odmah ili pozovete vasu Kancelariju za

pomod pri tranziciji 1-877-382-2363

Important ! L'avis peut affecter vos prestations. Veuillez immédiatement e lire ou vous le faire traduire. Si vous ne comprencz pas

les informations ou si vous avez besoin d'side pour les traduire, veuillez immédiatement contacter votre Bureau 'sssistance Pomembno! To obavestilo lahke vpliva na vase benefikacije. Prosimo vas da ga preberete, ali vam ga negde prevede takoj. Ce ne

transitoire ou appeler 1-877-382-2363. zasiopite informacijo, ali vam je potrehna pomed pri prevodu, prosimo da takej keniakiiraie oziroma poklitete vato Pisamo za
pomod pri tranziciji 1-877-383-2363

Greek
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val 6ug To NETapacEL apotg. Av Gev Kutuhafbuivets Tic KAPOpOpiEs 1 PECEts fofban CEETIKG e T pETdppasT) geysiiskan waxa laga yaabas inun ssameeyo dheefshaaga. Fadlan akhri ama gof ha kuu tarjumo isla markiiba. Haddii
nupaxuhovye eTxorveviior: pe o Transitional Assistance Office (Ipapeio Merafiaruc; Bonanglapéons i xakéom 1-877-382- aud fuhimi weydo machuumadka ama aad u baahalo gargaar xagga larjumaadda, fadian Ia s00 virir Xafiska Gargaarka Kalguurrkca
2363, isla markiiba ama soo wac. 1-§77-382-2363.

n Creole
Motis sa ka afckte benefis ou. Tanpri li oswa f& yon moun tradwi | pou ou lamenn. Si w pa konprann enfémasyon an iImportante! El aviso pucde afectar sus beneficios. Sirvase leerlo o pidale a alguicn que sc lo traduzea de inmediato. Si no

aswa w bezwen éd pou tradwi |, tanpri kontakte Ofis Asistans Tranzisyonél ou lamenn oswa rele entiende la informacién o neccsita que le ayuden con la traduccién, comuniquese con su Oficina de Ayuda Transicional
1-877-382-2363 (Transitional Assistance Office) o llame 1-877-382-2363.
Ualian
Impartante! I comunicuo pttebb incidee sui Suos benshit. 1 pregadi eggero i chicdere  qualeuno i frlo adue per Maaaring ng 2 ito ang inyong mga benepisyo. Paki hasa ito o hilingin sa ibang taon na kaagad
Se non capisce e riporiaic o ha bisogno di iuto per tradurle, La preghiamo di contatiare subito itong isalin sa inyong wika para sa inyo. Kung hindi niyo naiintindihan ang impormasyon o kailangan niyo ng tulong
i i Tancitio s o i el oeere ol romerg 477 302363, nito, mangyaring makipag-ugnayan sa inyong Transitional Assistance Office sa lalong madaling panahon o tumavwag 1-
2363.
Khmer
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Figure 5: DTA Multilingual Mail Insert

More recently, DTA makes robocalls and sends text messages/emails to constituents including case specific
information, reminders, and updates. These resources are generated in Spanish, Haitian Creole, Chinese
(Simplified), Brazilian Portuguese, and Vietnamese based on BEACON language preferences.

Since its launch in May 2023, all Benefit Decision Notices (BDN) that are sent to constituents are generated in
English or Spanish. Beginning in April 2024, households who have a language on file other than English and
Spanish will receive a BDN in their preferred language. The BDN will be offered in six languages (English,
Spanish, Haitian Creole, Chinese (Simplified), Brazilian Portuguese, and Vietnamese).

Web Content
DTA has translated many other notices, forms, resource materials, and videos into multiple languages. These

items are publicly listed on its website, Online Guide, and YouTube channel. The following is a description of
the translations done to date:
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https://www.mass.gov/resource/dta-documents-forms
https://eohhs.ehs.state.ma.us/DTA/PolicyOnline/BEACON5/!SSL!/WebHelp/userguide_test.htm
https://www.youtube.com/c/massachusettsdepartmentoftransitionalassistance

Paper Supplemental Nutrition Assistance Program (SNAP) applications: Spanish, Haitian Creole,
Chinese (Simplified), Brazilian Portuguese, Vietnamese, Russian, Arabic, Khmer, French, Polish, Italian,
and Korean.

Paper Transitional Aid to Families with Dependent Children (TAFDC) applications: Translated into
Spanish as part of an interactive BEACON system interview with a case manager.

Paper Emergency Aid to the Elderly, Disabled, and Children (EAEDC) applications: Translated into
Spanish as part of an interactive BEACON system interview with a case manager.

Online SNAP application: Spanish, Haitian Creole, Chinese (Simplified), Brazilian Portuguese, and
Vietnamese.

Notices of a DTA action affecting a constituent’s case: Spanish

Rights and Responsibilities and SNAP Penalty Warning: Spanish

Your Right to Know Brochure: Spanish, Haitian Creole, Chinese (Simplified), Brazilian Portuguese,
Vietnamese, Khmer, and Russian.

Your Right to an Interpreter and What Noncitizens Need to Know Brochures: Spanish, Haitian Creole,
Chinese (Simplified), Brazilian Portuguese, Vietnamese, Khmer, and Russian.

Do you need an Interpreter Poster: Albanian, American Sign Language, Amharic, Arabic, Bosnian,
Brazilian Portuguese, Chinese (Simplified), Farsi, Haitian Creole, Khmer, Russian, Somali, Spanish,
Swahili, Tagalog, and Vietnamese.

Multilingual Mail Insert: American Sign Language indicator, Arabic, Armenian, Amharic, Brazilian
Portuguese, Chinese (Simplified), French, Greek, Haitian Creole, Italian, Khmer, Laotian, Polish, Russian,
Serbo-Croatian Cyrillic, Serbo-Croatian Latin, Slovenian, Somali, Spanish, Tagalog, and Vietnamese.
Electronic Benefit Transfer (EBT) Brochures: Spanish, Haitian Creole, Chinese (Simplified), Brazilian
Portuguese, and Viethamese.

Community Information Brochure: Spanish, Haitian Creole, Chinese (Simplified), Brazilian Portuguese,
Vietnamese, Russian, and Khmer.

You Deserve to Be Safe (Domestic Violence) Brochure: Spanish, Haitian Creole, Chinese (Simplified),
Brazilian Portuguese, Vietnamese, Russian, and Arabic.

Do You Need Help Because of a Disability (Americans with Disabilities Act) Flyer: Spanish, Haitian
Creole, Chinese (Simplified), Brazilian Portuguese, Vietnamese, Russian, Khmer, and Laotian.

SNAP Outreach, Protect Your Benefits from Scams, DTA Connect, DTA Assistance Line, and P-EBT
Flyers: Available in 11 to 14 languages.

The Department has also produced a variety of SNAP-related videos in multiple languages, which can
be viewed on the agency’s YouTube channel.

Staff Training

This Language Access Plan (LAP) will be:

Posted internally for all employees.

Incorporated into the orientation for new employees.

Presented to management so they are fully aware of and understand the LAP, to reinforce the
plan’s importance and ensure its implementation by staff.

Presented to DTA staff having contact with the public, so such staff are trained to work
effectively with constituents with LEP through telephone/in-person interactions.

The Department’s protocols for providing services to individuals whose primary language is not English (or
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https://www.youtube.com/channel/UC46IxbArd87LpFRuIlTD1Tg

who use American Sign Language) is included in its training materials, including the Online Guide. The
following interpreter services guidelines have been issued to staff:

e The Department is committed to ensuring that interpreters have been trained in interpreter services,
ethics, and confidentiality. Professional interpreters are offered free of charge to all LEP/ASL
constituents to conduct Department business.

e A constituent who presents either in-person, by telephone, or virtual appointment with an adult
intending to act as an interpreter must be advised that a professional interpreter can be provided free
of charge. The constituent may decline the use of professional interpreter services and choose to have
the adult serve as an interpreter.

e Children over age 12 may interpret only to schedule appointments.

e Children aged 12 and under may not be asked to interpret for any purpose.

e A constituent who speaks some English, or appears to understand English, may not have the language
skills needed to fully comprehend Department terminology, rights, responsibilities, and penalties. If the
case manager or other Department staff believes that a professional interpreter is necessary, at any
point in the interaction a bilingual or multilingual staff person, if available, or contracted interpreter
must be accessed to effectively communicate with the constituent.

e A constituent has the right to refuse the use of a particular interpreter if uncomfortable for a personal
or cultural reason. Department staff must not inquire as to the reason for refusal. In this situation, an
alternative staff or contracted interpreter must be accessed to conduct the interview or casework.

e [f a contracted interpreter does not appear for a scheduled interview, the case manager must
immediately access a telephonic or virtual interpreter to conduct the interview. The case manager
must not reschedule the interview in this situation.

e Constituents must be allowed to complete Department business on the date of first contact if time
permits. Otherwise, a follow-up appointment must be scheduled using the interpreter to arrange a
mutually convenient date and time. All timing-related rights of the constituent must be preserved as of
the first date of contact, based on program rules.

e The case narrative must be updated to reflect the method of translation or the refusal of translation
services at each constituent interaction.
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VIl.  Monitoring

The Department of Transitional Assistance will review and update its Language Access Plan at least
every two years or more frequently, as needed.

The review assesses:

e Whether there have been any significant changes in the composition or language needs of the
populations served;

e Whether staff knows and understands the LAP document, and is comfortable using the services
described within;

e Whether additional documents require translation;

e |dentification of any issues or problems related to serving persons with LEP which may have emerged
during the past year; and

e Identification of any recommended actions to provide more responsive and effective language
services (e.g., adding documents to be translated, creating, or expanding partnerships with
community organizations, or changing staffing priorities).

Monitoring the effectiveness of a Language Access Plan may include, but not be limited to:

e Analyzing current and previous data on language assistance usage, including languages served;

e Surveying staff on how often they use language assistance services, if they believe there should be
changes to the services provided or the providers used, and if they believe that the language
assistance services in place are meeting the needs of the communities with LEP in their service
area; and

e Monitoring feedback from community-based organizations, legal services, and other stakeholders
about the agency’s effectiveness and performance in ensuring meaningful access for individuals
with LEP.

The Language Access Coordinator uses the above information as well as any received from other sources
(complaints, local office staff, DTA Advisory Boards, contracted interpreters, etc.) to determine whether its
LEP populations are receiving meaningful access to the Department’s programs and services.

The Department is exploring using its Quality Improvement (Ql) Unit to review compliance with language
access policies, either as part of its routine case review function or as a separate review focusing primarily
on language access. The Ql unit is comprised of specialized staff charged with reviewing and analyzing cases
to determine the accuracy of work performed by case managers.
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VIIl.  Approvals

February 27, 2024

Jeffrey G. McCue Date

Commissioner of the Department of Transitional
Assistance

KM % WOVQW March 7, 2024

Kathleen E. Walsh Date

Secretary of the Executive Office of Health and
Human Services
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