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Multilingual Services Unit

MassHire Department of Career Services (MDCS) and MassHire Career Centers
Department of Unemployment Assistance (DUA)

Department of Industrial Accident (DIA) 
Department of Labor Standards (DLS) 
Department of Apprenticeship (DAS) 

Department of Family and Medical Leave (DFML)

And 

Limited English Proficiency (LEP) customers 
Providing language access services such as interpretation and translation services as needed. 

The Unit comprises staff who speak:

English Cantonese 
Spanish  

Mandarin

Portuguese   Italian                                                 Vietnamese 

Cape Verdean Creole        French Dutch 

The Multilingual Services Unit facilitates communication between EOLWD and its agencies: 



Office of Multilingual Services

Language Access Services: 
The phrase "language access services" describes services that agencies use to bridge the 
communication barrier with individuals who cannot speak, understand, read, or write 
fluently in the host-country language.

Mission 
Ensure meaningful access to all aspects of the Agencies 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
Deliver high quality services to all our customers as if no language barriers existed. 



❖ Functions as the central internal language facilitation Unit for all EOLWD agencies

❖ Facilitates communication between EOLWD agencies/departments and LEP including Deaf 
& Hard of Hearing Customers by providing interpretation and translation services 

❖ MassHire Career Center Services Workshops Videos (CCS, RESEA, Resume, LMI and TORQ)
❖ MassHire JobQuest campaign which include series of promotional videos https://www.mass.gov/info-

details/jobquest-videos
❖ FutureSkills promotional social media campaign 
❖ Weekly emails to promote Job Search announcing Job Fairs simultaneously sent in English and Spanish
❖ Translation of agency materials (booklets, manuals, forms , letters, etc.) MDCS Multilingual Services | Mass.gov

❖ Re-employment Center (REC) videos: Welcome to MassHire Career Center Video
❖ Tweets in English/Spanish 

❖ Supports the LEP Toll-free line in 12 languages
❖ Schedules CCS/RESEA mandatory sessions 
❖ Answers general LEP claimants' questions 
❖ Assists with UI Online issues

❖ Maintains the Multilingual Website/Intranet/Mass Workforce System 
❖ Language Access guidelines
❖ Language Access Plan (LAP)
❖ Translated material 
❖ Update forms and publications
❖ Press Releases 
❖ Important announcements 

Office of Multilingual Services

https://www.mass.gov/info-details/jobquest-videos
https://www.mass.gov/mdcs-multilingual-services


Who is a Limited English Proficient (LEP)?
A Limited English Proficient (LEP) individual is someone who does not speak English as his/her 
primary language and who has a limited ability to read, speak, write and/or understand English. 

Who is an English Language Learner (ELL)?
An English language learner is a national-origin-minority student who is limited English 
proficient. This term is often preferred over Limited English Proficient (LEP) as it highlights 
accomplishments rather than deficits.

Federal/State laws & EO particularly applicable to language access include:
• Title VI of the Civil Rights Act of 1964

• §188 of the Workforce Innovations & Opportunity Act (WIOA)

• Federal Executive Order 13166 

• Massachusetts Executive Order 526 

• Massachusetts General Law 151A §62A(iii)

Language Access Laws and Executive Orders 



Language Access in a Virtual World 

Users who would like to include interpreters in their meetings or webinars 
should be able to enable language interpreting. This allows the host to 
designate participants as interpreters on the Web portal or during a Webex 
Meeting session.

Video Remote Interpreting (VRI):
When interpreting services are provided using the devices like web cameras or 
video phones from a location other than where the client is present is called 
video remote interpreting.



Massachusetts Demographics



Massachusetts Demographics (Cont.)
Total Population 5 years and older



Massachusetts Demographics (Cont.)



Best Practices

• Have a Language Access Plan LANGUAGE ACCESS PLAN (mass.gov)

• Devise protocols so staff knows when to secure language services

• Train all staff who are likely to have contact with LEP customers:

– LEP Policy/procedures/guidelines/protocols 

– Language access for new employees' orientation

– Ensure knowledge and awareness of language assistance measures 

– How to effectively work with in-person and telephonic interpreters 

– Procedures for communicating with LEP by telephone

• Display agency customized “Interpreter Services Available” posters in agency public spaces

• Sight translation of documents in languages not frequently encountered or not part of our 12 statutory 
languages

• Consideration of LEP needs when implementing new programs, services and activities, publishing new forms 
or notices etc.

• Refer customer to translated forms and publications on Multilingual Services website 
https://www.mass.gov/orgs/office-of-multilingual-services

https://www.mass.gov/doc/language-access-plan-executive-office-of-labor-and-workforce-development/download
https://www.mass.gov/orgs/office-of-multilingual-services


Monitoring

Ensuring quality and accuracy of language assistance services is critical and should be closely monitored

• Monitor any changes in the LEP population/service area

• Inform and train newly hired staff 

•Make sure all staff know and understand the language access guidelines/protocols and undergo regular training

•Ensure that all in-house staff who serve as translator or interpreter who communicate with LEP individuals 
are competent to do so

•Conduct periodic quality control reviews to ensure staff compliance such as:

✓ Language Access Assessment Questionnaires FY23 

✓ Policy # 00DCS10.107 FMO Monitoring of the Board 

✓ Policy 100DCS17.108 Board monitory of the MassHire Carrer Center (Attachment F)

•Review Policy Issuance 100 DCS 08.101.2 Language Services Guidelines to Assist Limited English Proficiency  
https://www.mass.gov/doc/08-101-2-language-services-guidelines-to-assist-limited-english-proficiency-
customers/download Updated August 2022

•Review Policy Issuance 100 DCS 08.125  https://www.mass.gov/doc/dcs-policy-08-125-american-sign-
language-services-revised/download Deaf or Hard of Hearing Guidelines – Updated March 2022

•Collect LEP customer satisfaction via Survey 

https://www.mass.gov/doc/08-101-2-language-services-guidelines-to-assist-limited-english-proficiency-customers/download
https://www.mass.gov/doc/dcs-policy-08-125-american-sign-language-services-revised/download


Translators vs. Interpreters



- Oral face to face interpretation (in-person)

- Over-the-phone interpretation (Telephonic)

- Video Remote Interpreting (VRI)

Types of Interpretation



Modes of Interpretation

2. Simultaneous Interpretation
Often referred to as “UN-style interpreting,” simultaneous interpretation is the real-
time rendition of speech from the source language to the target language. The 
interpreter speaks virtually at the same time as the original speaker.

3. Sight translation
Sight translation is the rendering of source language written material into the spoken 

target language. 

1. Consecutive Interpretation
Often referred to as “court” or “conference-style interpreting,” consecutive interpretation 
consists of an interpreter conveying what the speaker has said after a few sentences.



Multilingual Services Intranet 



Over-the-Phone Language Line Services 

WHEN RECEIVING A CALL from an LEP customer: 

1.Use Conference button to place the customer on conference 

2.Dial: 1-866-874-9048 

3. Enter on your telephone keypad or provide the representative: 

* Press 1 for Spanish 

* Press 2 for all other languages and speak the name of the language you need at the prompt

An Interpreter will be connected to the call. Please provide 6 digits Client ID if asked: ------- and your access 
code which is the name of your MassHire Career Center 

4. Brief the Interpreter. Summarize what you wish to accomplish and give any special instructions

5. Add the LEP customer to the line 

6. Say “End of Call” to the Interpreter when the call is completed

Note: Complete and submit the fillable Report of Usage immediately following the call. The information 
submitted is for tracking purposes. 



Conference Calls

If you receive a call from an LEP
customer…

1. Place the LEP customer on 
conference. Call the Language 
Line at 1-866-874-9048 

2. Once the interpreter is connected, 
press conference again and you 
will be on a 3-way conference call.

3. Speak clearly, in short sentences, 
and leave enough time for the 
interpreter to interpret.

MassHire Career Center  Staff

Limited English Speaker (LEP) Interpreter



Conference Calls

If you need to contact an LEP customer… 

1. Call the Language Line at 1-866-874-9048

2. When the interpreter is connected, place 
the interpreter on conference. Call the 
customer, press the conference button 
again and you will be on a 3-way 
conference call.

3. If needed, a Multilingual Services Unit 
staff member can place the call for you 
within the U.S. or Canada.

MassHire Career Center Staff

InterpreterLimited English Speaker



Conference Calls

If the LEP customer is at the MassHire 
Career Center…

1. If either you or the customer cannot 
identify the language needed, show the 
customer the Language Identification 
Flashcard to let him/her indicate the 
language needed.

2. Call the Language Line at 1-866-874-9048

3. When the interpreter is connected, place 
the interpreter on speaker phone and start 
the conversation.

MassHire Career Center  Staff

Limited English
Speaker

Interpreter



Report of Usage

When using the over-the-phone language line 
please  complete the “Report of Usage” which 
can be found on the:

• Multilingual Services Intranet 
https://massgov.sharepoint.com/sites/EOL-
Multilingual

• Fillable Report of Usage form 
https://massgov.sharepoint.com/sites/EOL-Multilingual/Shared 

Documents/Forms/AllItems.aspx?id=%2Fsites%2FEOL-

Multilingual%2FShared Documents%2FReport of Usage 

form%2Epdf&parent=%2Fsites%2FEOL-Multilingual%2FShared 

Documents

Note: If you have any concern about the 
service, please note it in the comment section 
of the Report of Usage. 

https://massgov.sharepoint.com/sites/EOL-Multilingual
https://massgov.sharepoint.com/sites/EOL-Multilingual/Shared%20Documents/Forms/AllItems.aspx?id=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents%2FReport%20of%20Usage%20form%2Epdf&parent=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents


Tips for Working with Telephonic Interpreters

• Test the speakerphone and conference call functions

• Record the interpreter’s ID number, introduce yourself and the interpreter, and 
define the role of the interpreter in the conversation

• Obtain the caller’s phone number in case of accidental disconnection

• Know the access code, if required

• Explain the setting and provide applicable information

• Keep a reference card handy with the procedures 

• Speak clearly and instruct the other party(ies) to do so as well

• Pause after one or two sentences to allow for interpretation

• Talk directly to the LEP individual, not the interpreter

• Close by stating “end of call.”



• Not all gestures are universal, and the associated meanings can be misconstrued

• Practices that seem simple and natural in one culture may seem uncomfortable and 
disorienting in another, which can cause additional stress and anxiety

• When communicating across cultures, be tolerant and respectful

• Don't take miscommunications personally; instead, use them as learning tools

• Preconceptions and Biases to Avoid: 

– Guessing language by a person’s name/appearance

– Confusing different language families/dialects

– Understanding that some languages are more verbose or terse than others, which 
can give the impression of information being omitted/added  

– Assuming a person understands the official/primary language from his/her 
country of origin

– Assuming an individual with an accent is LEP.

Cultural Awareness 



American Sign Language (ASL)

Guidelines to request an American Sign Language (ASL) interpreter from the Massachusetts 
Commission for the Deaf and Hard of Hearing (MCDHH). 

Issuance: https://www.mass.gov/doc/dcs-policy-08-125-american-sign-language-services-revised/download

Requests are received by the MCDHH Department of Interpreter/CART Services in several ways:

• Online request: This is the preferred way for making requests. The service may not be used 
for cancellations. https://www.mcdhh.net/request/

• Phone: non-emergencies are received between 8:45 a.m. and 5:00 p.m. at 617-740-1600 
VOICE and 617-740-1700 TTY. 

Important: A confirmation number does not mean you will automatically get an interpreter.  If you need to 
cancel the ASL interpreter, please call MCDHH at least 48 hours in advance.

https://www.mass.gov/doc/dcs-policy-08-125-american-sign-language-services-revised/download
https://www.mcdhh.net/request/


American Sign Language

• Please tell the ASL interpreter to email their billing information directly to the 
Director of the  Multilingual Services Unit by e-mail at marisa.delaPaz@mass.gov

• If you need to place a call to a customer with a hearing impairment, dial 711. This is 
the relay number for communication assistance with the hearing-impaired customers. 
An operator will assist in your communication with the customer.

mailto:marisa.delaPaz@mass.gov


10 Tips for Using a Sign Language Interpreter

A sign language interpreter’s role is to facilitate communication between signed and spoken languages. Here are 10 tips 
on how to communicate through a sign language interpreter.

1. Look at and speak directly to the person who is deaf. Face the person, don't look at the interpreter. Yes, sign language can be 
fascinating to watch, but you are having a conversation with the person who is deaf.

2. Be yourself; use your ordinary language and speaking style. Speak in the first person, just like you are having a normal voice-to-voice 
conversation with a person. Avoid such phrases as "Tell her," and "Explain to him.“

3. You may be used to watching an interpreter during the service when the interpreter stands in front, facing the audience. 
Interpreting conversations is different in that the interpreter will position him/herself next to you, so that the person who is deaf can 
glance at you both, picking up your non-verbal cues.

4. Speak in your normal tone, at your normal pace. The interpreter will tell you if you need to pause or slow down. If you use a word 
that the interpreter is unfamiliar with, he or she may ask you to spell it.

5. If you are using written notes, or speaking from a presentation, it is helpful to offer a copy to the person who is deaf and the
interpreter.

6. Give the interpreter a copy of presentations and any other materials ahead of time. When distributing agendas, minutes, or other
written materials, offer one to the interpreter as well.

7. If you lower the lights during part of the service, maintain enough light so that the interpreter can still be seen. Use a small
directional "spot-light" if you can.

8. Be aware that the interpreter must interpret everything that is said. Don't ask the interpreter to refrain from interpreting some of 
what you say.

9. Try to avoid personal conversations with the interpreter during the professional situation. He or she is working as a means of 
language-transmission, not as a participant.

10. Relax. If you are unsure of the appropriate way to proceed in a particular situation, just ask. Conversing, through an interpreter, with 
a person who is deaf, can be very comfortable. It is such a natural process; you may find yourself forgetting that there is an 
interpreter.



https://www.mass.gov/massworkforce-resources

https://www.mass.gov/massworkforce-resources


https://www.mass.gov/massworkforce-career-center-multilingual-services

https://www.mass.gov/massworkforce-career-center-multilingual-servicesww.mass.gov/service-details/multilingual-services


Useful Links

https://www.mass.gov/massworkforce-career-center-multilingual-services

12 language versions:

➢ Career Center Seminars PPT 

➢ Initial RESEA PPT 

➢ Career Action Plan (CAP) Form 

➢ State LMI Worksheet 

➢ RESEA UI Eligibility Assessment Questionnaire 

➢ Work Search Log

Videos in Spanish, Portuguese, Chinese and Vietnamese (coming soon French and 
Haitian Creole)

CCS 

RESEA

RESUME

LMI

TORQ

Standard Publications

https://www.mass.gov/mdcs-multilingual-services

https://www.mass.gov/massworkforce-career-center-multilingual-services
https://www.mass.gov/mdcs-multilingual-services


Office of Multilingual Services | Mass.gov

Multilingual Services Website

https://www.mass.gov/orgs/office-of-multilingual-services


Useful Tools



Useful Tools
Right to interpreter services free of charge

This customized poster reads  “You 
have the right to an interpreter at no 
cost to you. Please point to your 
language. An interpreter will be 
called. Please wait”  in 30 languages 
including ASL.   



Useful Tools (Cont.)

Point to your language. An 
Interpreter will be called. The 
interpreter is provided at no 
cost to you. 



Multilingual Services Contact 

Multilingual Specialist 

Lilianna Leung (Lee): Lilianna.leung@mass.gov

English, Cantonese, Mandarin, and Vietnamese 

Multilingual Specialist

Paul Goncalves: paul.goncalves@mass.gov

English, Portuguese, Cape Verdean Creole, French and Spanish

Director, Office of Multilingual Services

Marisa de la Paz:  Marisa.delapaz@mass.gov

English, Spanish, French, Italian, Portuguese, and Dutch  

mailto:Lilianna.leung@mass.gov
mailto:paul.goncalves@mass.gov
mailto:Marisa.delapaz@mass.gov



