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[bookmark: _Toc224563603]Introduction
The Massachusetts Commission for the Blind (MCB), within the Executive Office of Health and Human Services (EOHHS), has developed this Language Access Plan (LAP) to outline the agency’s ongoing efforts to provide language services to Limited English Proficient (LEP) consumers.

This plan describes the steps MCB takes to ensure meaningful access to programs, services, activities, and materials for individuals with limited English proficiency.

MCB will review and update this plan every two years to ensure continued responsiveness to community needs and compliance with Executive Orders 614 and 615, Executive Office for Administration and Finance (A&F) Administrative Bulletin 16, Section 1557 of the Affordable Care Act, and federal regulations at 45 CFR 92.201 regarding meaningful access for individuals with limited English proficiency.

[bookmark: _Toc150257595]MCB serves a diverse population of various ages and linguistic origins. A person with Limited English Proficiency (LEP) is an individual who does not speak English as their primary language and has a limited ability to read, write, speak, or understand English. A consumer maintains the right to self-identify as LEP, as well as the right to indicate their language of preference. 

[bookmark: _Toc224563604]Purpose
The purpose of this Language Access Plan is to ensure that consumers of the Massachusetts Commission for the Blind (MCB) have meaningful and equitable access to programs, services, activities, and information, regardless of their level of English proficiency or communication needs.

MCB is committed to ensuring that individuals with Limited English Proficiency (LEP) can access services and receive information necessary to participate fully in MCB programs. This plan outlines the steps MCB takes to reduce language barriers and support staff in assisting consumers with LEP and different communication needs.

This plan does not create new services; rather it strives to eliminate barriers for consumers with LEP to access existing services and ensure that all staff can assist consumers with LEP and different communication needs in accessing those resources. MCB will provide quality language access services to consumers with LEP and different communication needs in a fair and timely manner, ensuring meaningful access to MCB’s services. 

Language access services will be provided at no cost to the consumer. Consumers with Limited English Proficiency (LEP) shall not experience burdens, delays, or reduced quality of service due to language barriers. MCB will take reasonable steps to ensure meaningful access to programs, services, activities, and information for individuals with Limited English Proficiency.

This Language Access Plan also centralizes language access resources for staff and outlines procedures and training to ensure employees can effectively utilize interpretation and translation services.

The objectives of these Language Access Guidelines are to:
a. [bookmark: _Toc150257596]Improve access to and quality of state services, programs and activities for non-English speakers and persons with LEP and for persons with different communication needs; 
b. Reduce any inequities and delays in the provision of services/programs to eligible persons with LEP and persons with different communication needs; and 
c. Streamline training and resources for staff to increase effectiveness and ensure public satisfaction. 

[bookmark: _Toc224563605]Policy 
It is the policy of MCB to provide meaningful access to programs and services to persons who are limited in English proficiency. 

[bookmark: _Toc224563606]Applicability 
[bookmark: _Toc150257598]This policy applies to all offices, departments, programs, and services within MCB. All offices, departments, programs, and services within MCB must adhere to these standards to ensure uniform access.

[bookmark: _Toc224563607]MCB Description and Role
[bookmark: _Toc150257599]The mission of MCB is to provide individualized training, education, and empowerment to people who are legally blind, and advocate for inclusive policies across the Commonwealth, with the goal of life-long independence and full community participation​. 

[bookmark: _Toc224563608]Implementation of the Language Access Plan

The Plan will be fully implemented subject to the availability of fiscal resources to implement it. This Plan has been developed to adhere to the Language Access Policy and Guidelines of A&F Administrative Bulletin 16, to Executive Order 614: Establishing the Digital Accessibility and Equity Governance Board, and Executive Order 615: Promoting Access to Government Services and Information by Identifying and Minimizing Language Access Barriers.  
 
[bookmark: _Toc150257600]This Language Access Plan represents MCB’s administrative blueprint to provide meaningful access to MCB services, programs, and activities on the part of consumers with LEP and outlines the tasks MCB will undertake to meet this objective. 

[bookmark: _Toc224563609]MCB Language Access Coordinator
Justine Muir
Massachusetts Commission for the Blind
40 Broad Street – 4th Floor
Boston, MA 02109
Phone: 508-962-3419
Email: justine.muir@mass.gov



[bookmark: _Toc224563610]Language Access Needs Assessment
MCB strives to ensure LEP consumers have equal access to programs and services regardless of preferred language spoken or English proficiency. MCB reviews language preference data collected through the AWARE case management system to help inform planning for language access services and translation priorities.

[bookmark: _Toc224563611]Predominant Languages
The languages most commonly spoken in Massachusetts are English, Spanish, Portuguese, Chinese, and Haitian Creole. MCB will ensure that vital documents are translated into these languages. Additional languages spoken by MCB consumers are listed in the table below.

Language Makeup of MCB Consumer Population

	Primary Language
	Number of Consumers

	American Sign Language
	63

	Arabic
	40

	Bulgarian
	4

	Cambodian
	15

	Cantonese
	19

	English
	22516

	Farsi
	1

	French
	30

	Greek
	7

	Haitian Creole
	202

	Hindi
	2

	Indian
	15

	Japanese
	1

	Korean
	6

	Laotian
	1

	Mandarin
	27

	Not Answered
	5193

	Other
	168

	Polish
	5

	Portuguese
	159

	Russian
	96

	Signed English
	1

	Simplified Chinese
	52

	Spanish
	701

	Tactile Sign
	5

	Vietnamese
	54



Data source: AWARE case management system language preference data as of March 10, 2026.





[bookmark: _Toc224563612]Points of Contact between MCB and Consumer Population
Main Office:
40 Broad Street – 4th Floor
Boston, MA 02109
617-727-5550

Western Massachusetts Office:
436 Dwight Street
Springfield, MA 01103
413-781-1290

Email: mcbinfo@mass.gov
Website: www.mass.gov/mcb

[bookmark: _Toc224563613]Language Service Definitions

Interpretation refers to communication involving spoken or signed language, while translation refers to the conversion of written text from one language to another.

[bookmark: _Toc224563614]Interpreter: An interpreter is a person who facilitates communication between individuals who use different spoken or signed languages by conveying messages from one language to another. Interpreters must accurately and impartially convey the meaning, tone, and intent of the original message while remaining mindful of cultural context and the setting in which services are provided. American Sign Language (ASL) interpreters interpret between spoken English and ASL.

[bookmark: _Toc224563615]Interpretation: Interpretation is the oral or signed rendering of communication from one language into another language in real time. It requires the interpreter to fully understand, process, and faithfully convey the meaning of the original spoken or signed message into another spoken or signed language.

[bookmark: _Toc224563616]Translator: A translator is a person who converts written text from a source language into an equivalent written text in a target language, ensuring that the meaning and intent of the original document are accurately conveyed.

[bookmark: _Toc224563617]Translation: Translation is the written conversion of text from one language (the source language) into another language (the target language) while preserving the meaning, tone, and intent of the original content.

[bookmark: _Toc224563618]Qualified Interpreter or Translator: A qualified interpreter or translator is an individual who has demonstrated proficiency in both English and the target language, has the ability to accurately and impartially convey information between languages, and adheres to professional standards of confidentiality and ethics.






[bookmark: _Toc224563619]Language Service Delivery

To ensure that MCB meets the language needs of consumers with Limited English Proficiency (LEP) and other communication needs, MCB provides the following language assistance services. Language assistance services, including interpretation and translation, will be provided at no cost to the consumer. MCB staff should use qualified professional interpreters whenever language barriers prevent effective communication with consumers. MCB currently utilizes three language access providers for interpretation and translation services through the statewide contract: 
(1) Baystate Interpreters; (2) Language Bridge; and (3) Catholic Charities.

	Service Type
	Typical Use

	In-Person Interpretation
	When all parties are physically present, such as meetings at a consumer’s home, an MCB office, or another community location

	Virtual (Video) Interpretation
	For scheduled remote meetings when participants are not physically together

	Scheduled Telephonic Interpretation
	For scheduled appointments conducted by phone

	On-Demand Telephonic Interpretation
	When immediate language assistance is needed, such as phone calls or walk-in consumers



[bookmark: _Toc224563620]In-Person Interpretation
In-person interpretation services may be scheduled in advance by MCB employees for consumers through one of MCB’s approved interpretation service providers. In-person interpretation is intended for situations where all parties are physically present, such as meetings at a consumer’s home, at an MCB office, or in a community location.

Each provider has different procedures for requesting services. User guides and instructions for accessing in-person interpretation services are available to MCB staff in a shared folder on the MyMCB SharePoint site.

In-Person Interpretation Guidelines
When in-person interpretation is needed, follow these steps:
1. Identify the language needed.
2. Select one of the approved MCB providers under the statewide contract PRF75.
3. Submit an Agency Purchase Order (APO) request for service.
4. Once the APO receives all the required approvals, the interpretation service may be scheduled.
5. Follow the requesting and scheduling procedures outlined for the selected provider.

[bookmark: _Toc224563621]Virtual (Video) or Telephonic Interpretation
Virtual (video) or telephonic interpretation services may be scheduled in advance by MCB employees for consumers through one of MCB’s approved interpretation service providers. These services are intended for situations where participants are meeting remotely or when interpretation is needed for scheduled appointments and an in-person interpreter is not necessary or practical.

Each provider has different procedures for requesting services. User guides and instructions for accessing virtual or telephonic interpretation services are available to MCB staff in a shared folder on the MyMCB SharePoint site.

Virtual (Video) or Telephonic Interpretation Guidelines
When scheduling virtual or telephonic interpretation, follow these steps:
1. Identify the language needed.
2. Select one of the approved MCB providers under the statewide contract PRF75.
3. Submit an Agency Purchase Order (APO) request for service.
4. Once the APO receives all the required approvals, the interpretation service may be scheduled. 
5. Follow the requesting and scheduling procedures outlined for the selected provider.

[bookmark: _Toc224563622]On-Demand Telephonic Interpretation
On-demand telephonic interpretation services are available to all MCB employees for consumers using one of MCB’s approved providers. On-demand telephonic interpretation is intended for situations where immediate language assistance is needed, when participants are not physically together, or when scheduling an in-person interpreter is not practical.

Each provider has different procedures (including phone numbers to use and user ID codes or PIN numbers to enter) for requesting on-demand services. User guides and instructions for accessing on-demand telephonic interpretation services are available to MCB staff in a shared folder on the MyMCB SharePoint site.

On-Demand Telephonic Interpretation Guidelines
When immediate telephonic interpretation is needed, follow these steps:
1. Identify the language needed.
2. Select one of the approved MCB providers under the statewide contract PRF75.
3. Dial the on-demand phone number outlined for the selected provider.
Note: An Agency Purchase Order (APO) is not needed for this service.





[bookmark: _Toc224563623]Interpreter Services for Walk-in Consumers
MCB staff responding to walk-in consumers all have access to on-demand telephonic interpretation as explained above. Walk-in consumers are promptly offered professional interpretation services.

[bookmark: _Toc224563624]General Phone Lines 
MCB staff responding to phone calls have access to on-demand telephonic interpretation as explained above. Consumers calling MCB are promptly offered professional interpretation services.



[bookmark: _Toc224563625]Translation of Publications
MCB is committed to maintaining all the agency’s widely applicable publications in the five most spoken languages in the Commonwealth: English, Spanish, Portuguese, Haitian Creole, and Chinese (Simplified or Traditional). When reaching out to specific communities in the Commonwealth, MCB staff should ensure these publications will be accessible in the languages prevalent in each community. Longer and more specific publications should be translated when there are accessibility concerns for the intended audience. 

Translated publications will be clear, accurate, and culturally appropriate.

[bookmark: _Toc224563626]Translation of Vital Documents
Vital Documents are written materials that contain information critical for accessing MCB services, understanding rights or responsibilities, or participating in public processes. Vital Documents will be translated into English, Spanish, Portuguese, Haitian Creole, and Chinese (Simplified or Traditional) prior to public release, or as soon as reasonably possible. 

Additional languages will be included when outreach is targeted to specific communities with identified language needs. 

Determination of vital documents for translation is done within the Commissioner’s Office.

Translated vital documents will be clear, accurate, and culturally appropriate.

[bookmark: _Toc224563627]Translation of Consumer Requested or Consumer Specific Documents
Documents that require translation for specific consumers are translated on an individual basis through one of MCB’s approved language service providers. While each provider has different procedures for submitting documents for translation, user guides and instructions for requesting translation services are available to MCB staff in a shared folder on the MyMCB SharePoint site.

Document Translation Guidelines
When a document requires translation, follow these steps:
1. Identify the language(s) needed for translation.
2. Select one of the MCB providers under the statewide contract PRF75.
3. Obtain a written quote from the provider.
4. Submit an Agency Purchase Order (APO) request for the translation service.
5. Once the APO receives all required approvals, it will be sent to the provider authorizing the translation service.

Written responses to LEP constituents shall be provided within the same service timelines as responses to English-speaking constituents.

[bookmark: _Toc224563628]MCB Website/Web Content
All Mass.gov webpages include an automated translation feature accessible through the “Select Language” option at the top of the page. This feature allows users to translate webpage content into a variety of languages.

PDFs attached to MCB webpages may also include built-in translation functionality that allows users to translate the document while viewing it within the PDF viewer. While automated translation tools may assist with general understanding, they should not be considered a substitute for professionally translated documents when accuracy is required.

If consumers would like to request a document be translated into a language of their choosing, they may do so by submitting this form.


[bookmark: _Toc224563629]Correspondence
Vital documents sent to members of the public by mail should be translated according to the requirements in the section on “Translation of Vital Documents” above. If the recipient’s preferred language is unknown, written communication with members of the public should include a notice that the document is important and should be translated.   
 
The example below is one form of such a notice that MCB has worked to include in initial correspondence to consumers and as necessary thereafter.

This document contains important information about your registration status with the Massachusetts Commission for the Blind. Please have the document translated immediately. 

In addition to English, the statement is translated in the following languages: Arabic, Armenian, Bengali, Cambodian, Chamorro, Simplified Chinese, Traditional Chinese, Croatian, Czech, Dutch, Farsi, French, German, Greek, Haitian Creole, Hindi, Hmong, Hungarian, Ilocano, Italian, Japanese, Korean, Laotian, Polish, Portuguese, Romanian, Russian, Serbian, Slovak, Spanish, Tagalog, Thai, Tongan, Ukrainian, Urdu, Vietnamese, Yiddish.

Additionally, MCB provides a Language Identification Flashcard on its website homepage and in print form for use at events or during consumer interactions. The card states “I speak” in 38 languages and can be used to identify the language spoken by LEP consumers accessing services, programs, activities, and materials provided by MCB. 

[bookmark: _Toc224563630]Interpretation for Individuals who are Deaf or Hard of Hearing at MCB Events 
MCB provides communication access services for individuals who are deaf or hard of hearing upon request. When registering attendees for MCB meetings, presentations, or events, registration materials will include an option for participants to request American Sign Language (ASL) interpretation or other communication access services.
Virtual meeting platforms such as Zoom and Microsoft Teams, as well as presentation tools such as PowerPoint, include features that support accessibility, including live captioning. When appropriate, these features may be used to supplement communication access services.

The Massachusetts Commission for the Deaf and Hard of Hearing (MCDHH) provides interpretation and communication access services for individuals who are deaf or hard of hearing throughout the Commonwealth. MCB staff should follow MCDHH guidance when arranging communication access services for events.

Staff should review the MCDHH First Time Use Instructions to familiarize themselves with the types of services that may be requested based on an individual’s communication needs.

If ASL interpretation or Communication Access Realtime Translation (CART) captioning is requested, staff should follow the procedures outlined by MCDHH to request services (How to Request an ASL Interpreter or CART provider | Mass.gov). Requests should be submitted at least two weeks in advance of the event whenever possible. If services are no longer needed or the event is cancelled, MCDHH should be notified at least two business days prior to the scheduled event to avoid cancellation fees.

[bookmark: _Toc224563631]Use of Artificial Intelligence (AI)
The Commonwealth of Massachusetts has entered into a new partnership with OpenAI. MCB recognizes that the use of qualified professional human translators/interpreters to provide language access and translation services should always be a priority to accomplish these services. 


[bookmark: _Toc224563632]Accessibility
For language access requests related to a disability, medical condition, or need for reasonable accommodation to access services, programs, activities, and materials, please contact MCB’s ADA Coordinator: 
Stacy Hart
Stacy.Hart@mass.gov

[bookmark: _Toc224563633]Plain Language
MCB is committed to producing materials using plain language, in accordance with Federal Plain Language Guidelines.  

Plain language (also referred to as Plain English) is communication that users can understand the first time they read it. Language that is plain for one audience may not be plain for another. Written material is considered plain language when the intended audience can:
· Find what they need
· Understand what they find
· Use what they find to meet their needs

Using plain language helps ensure that MCB materials are clear and accessible. When information is written clearly, users are better able to understand requirements, complete forms accurately, and access services without unnecessary barriers.

Plain language also improves efficiency by reducing the need for additional explanations, follow-up communications, or corrections.

To support the use of plain language, readability tools may be used when appropriate to evaluate written materials. For example:
· Microsoft Word Readability Statistics can be used to assess reading level and readability.
· The Juicy Studio Readability Test can be used to analyze the readability of web pages.

MCB staff are encouraged to review materials for clarity and readability to ensure information is accessible to a broad audience.

[bookmark: _Toc224563634]Multilingual Staff at MCB
MCB is committed to hiring and retaining multilingual staff across all positions, with a particular focus on consumer-facing roles and those responsible for responding to consumer calls and walk-ins. Currently, MCB has staff who are multilingual in English and Spanish, as well as English and Portuguese.


[bookmark: _Toc224563635]Stakeholder Consultations 
Input from community-based organizations, and other interested parties external to MCB is central to supporting language access services operationally. MCB has engaged with various groups and key internal staff in the development of this language access plan. Both internal and external interested parties will be continually engaged to support periodic review of this plan as per the plan’s biannual review schedule.  

[bookmark: _Toc224563636]Staff Training 
The Language Access Plan will be: 
a. Posted internally for all employees. 
b. Incorporated into the orientation for new employees.
c. Presented to management so they are fully aware of and understand the LAP, in order to reinforce the plan’s importance and ensure its implementation by staff.
d. Presented to MCB staff having contact with the public, so such staff are trained to work effectively with LEP consumers and interpreters.

[bookmark: _Toc224563637]Notice to Public 
MCB will post the Language Access Plan on its website. Copies will be made available upon request via a link to the website or in hard copy form consistent with the state public records law.

[bookmark: _Toc224563638]Monitoring
MCB will review and update its LAP at least every two years or more frequently, as needed. 

The review assesses:
a. Whether there have been any significant changes in the composition or language needs of the population served.
b. Whether staff know and understand the LAP and are comfortable using the services described in it;
c. Whether additional documents require translation;
d. Identification of any issues or challenges related to serving LEP individuals that may have emerged during the past year;
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 LAP may include:
a. Analyzing current and previous data on language assistance usage, including languages served;
b. 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 LEP communities in their service area; and
c. Monitoring feedback from community-based organizations, legal services and other stakeholders about the agency’s effectiveness and performance in ensuring meaningful access for LEP individuals.

[bookmark: _Toc224563639]Language Access Complaint Procedure
For any issues with this Plan, please reach out to the Governor's Office of Access and Opportunity at eduardo.morenomendez@mass.gov or govcommunityaffairs@mass.gov.

Individuals may file a complaint with the Office of Access and Opportunity if they believe they have been denied the benefits of this Language Access Plan. Complaints must be submitted in writing within six months of the alleged denial. 

To file a complaint with the Office of Access and Opportunity, the written complaint must be submitted to the attention of: 

Office of Access and Opportunity
Attention: Eduardo Moreno Mendez– Office of the Governor
	State House, Room 280
	Boston, MA 02133 


[bookmark: _Toc224563640]Approvals
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