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l. Introduction

The Office of Multilingual Services (OMS) at the Executive Office of Labor and Workforce Development (EOLWD) has
developed and prepared this Language Access Plan outlining the efforts taken so far to provide language access services to
Limited English Proficient (LEP) customers by EOLWD and all its departments.

This plan also defines the actions that EOLWD and its departments, including its statewide network of MassHire Career
Centers, are taking to ensure meaningful access to programs, services, and activities for all LEP customers.

OMS will review and update this Plan biennially or as needed, to ensure continued responsiveness to community needs as
well as compliance with Massachusetts Executive Order 615, No. 615: Promoting Access to Government Services and
Information by Identifying and Minimizing Language Access Barriers | Mass.gov

Title VI, WIOA Section 188 and Massachusetts General State Laws.

Il. Background

This Language Access Plan is established pursuant to and in accordance with Executive Order 615 and the Federal
Executive Order 13166 “Improving Access to Services for Persons with Limited English Proficiency.” Requiring federal
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.

In addition to Executive Order 13166 the Department of Justice issued a Policy Guidance Document entitled “Enforcement
of Title VI of the Civil Rights Act of 1964-National Origin Discrimination Against Persons with Limited English
Proficiency” (hereinafter referred to as “DOJ LEP Guidance”) reprinted at 65 FR 50123 (August 16, 2000). The DOJ LEP
Guidance advises each Federal Agency on the steps agencies should take to ensure “meaningful” access by LEP individuals
to the information and services the agency provides.

Chapter 151B of the Massachusetts General Laws and Executive Order 526 (superseding 478) follow similar suit to the
implementation of the national Language Access standards. Federal and State agencies have an obligation, when
reasonably possible, to reduce language barriers that can preclude meaningful access by LEP persons to important
government services.

The U.S. Department of Labor’s Civil Rights Center (CRC) has updated the regulations implementing the equal
opportunity provisions of the bipartisan Workforce Innovation and Opportunity Act (WIOA), which was signed into law in
July 2014, to protect participants and other beneficiaries in the workforce development system.

CRC Updates Section 188 WIOA Nondiscrimination and Equal Opportunity Regulations (29 CFR Part 38) The United
States’ Department of Labor’s Civil Rights Center announces the publication of the Final Rule updating the Section 188
WIOA Nondiscrimination and Equal Opportunity Regulations (29 CFR Part 38). Section 188 prohibits discrimination against
individuals in any program or activity that receives financial assistance under Title | of WIOA as well as by the WIOA
partners listed in WIOA Section 121(b) that offer programs or activities through the MassHire Career Center/American Job
Center system. Section 188 prohibits discrimination because of race, color, religion, sex, national origin, age, disability,
political affiliation, or belief, or, for beneficiaries, applicants, and participants only, citizenship status, or because of an
individual’s participation in a program or activity that receives financial assistance under Title | of WIOA.

The final rule contains substantive changes necessary to address developments in equal opportunity and
nondiscrimination law since 1999, when the part 37 regulations were issued originally. However, while the rule makes
many substantive changes since 1999, the final rule does not impose significant new obligations on recipients. The rule’s
updated provisions generally reflect obligations already imposed by changes to other non-discrimination and equal
opportunity laws that expanded, for example, protections against unlawful discrimination based on disability, national
origin (including limited English proficiency), and sex. This rule will ensure recipients understand how their obligations in
this regard have changed over the past 17 years. The final rule also includes updates reflecting changes in the increased
use of online service delivery models in the workforce development system since 1999. The update ensures the entire
workforce system is aware of current equal opportunity rights and responsibilities of beneficiaries and recipients. This
regulation will also increase equality of opportunity for millions of jobseekers, training participants, program beneficiaries,
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and recipients’ employees, by allowing them to participate or work in programs and activities, free from unlawful
discrimination. The final rule safeguards access to the system for people with disabilities, people with limited English
proficiency, transgender individuals who may face various forms of sex discrimination, and individuals who are pregnant,
have had a child, or have related medical conditions.

The final rule safeguards meaningful access to the workforce system for persons with limited English proficiency.

e The regulations clarify that discrimination based on national origin includes failing to provide language services to
someone with limited English proficiency.

e Assuch, under the rule, recipients must take reasonable steps to ensure that individuals with LEP have meaningful
access to aid, benefits, services, and training.

e These steps may include oral interpretation and written translation of both hardcopy and electronic materials into
non-English languages.

e This ensures that LEP individuals are informed about or able to participate in covered programs or activities.

lll. Purpose

The purpose of this plan is to ensure that customers of the Department of Unemployment Assistance (DUA), the MassHire
Department of Career Services (MDCS) including MassHire Career Centers, the Department of Industrial Accidents (DIA),
the Department of Labor Standards (DLS), the Department of Apprentice Standards (DAS), the Department of Family and
Medical Leave (DFML), and the Department of Labor Relations (DLR) obtain meaningful access to services, programs, and
activities. EOLWD departments are committed to making services available to LEP persons as part of its mission “to ensure
equal access to all agency programs, services, and activities.” Based on this commitment, EOLWD and its departments
make every attempt to assist LEP customers in accessing our programs and services.

This Plan does not create new services; rather it strives to eliminate barriers for LEP customers accessing existing agency
services. EOLWD departments will provide quality language assistance to all LEP customers in a fair and timely manner,
ensuring meaningful access to agency programs, services, and activities.

The objectives of this Language Access Plan are to:
a. Continually improve access to and the quality of state services, programs, and activities for LEP persons.
b. Reduce any disparities and delays in the provision of state and federal services/programs to eligible LEP speakers.

c. Increase agency effectiveness and public satisfaction.

IV. Policy

It is the Executive Office of Labor and Workforce Development (EOLWD) and its seven departments’ policy to provide
meaningful universal access to programs and services to persons who are limited in English proficiency.

V. Applicability

This directive applies to EOLWD and its seven departments: DUA, MDCS, DIA, DLS, DAS, DFML, and DLR.

VI. Role

The Executive Office of Labor and Workforce Development (EOLWND) is responsible for seven departments under this
organization. To learn more, visit: Executive Office of Labor and Workforce Development | Mass.gov Below is a brief
overview of each agency under EOLWD.

1. Department of Unemployment Assistance (DUA)

DUA oversees the Unemployment Insurance (Ul) program, which provides temporary income assistance to eligible workers
in Massachusetts. DUA also determines and collects employer contributions to the Ul program. To learn more, visit:
Department of Unemployment Assistance | Mass.gov (See page 19 for Language Access Services specific to DUA).
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2. MassHire Department of Career Services (MDCS)

MDCS oversees the Commonwealth’s network of MassHire Career Centers that assist businesses in finding qualified
workers and provide job seekers with career guidance as well as referrals to jobs and training. You can find a listing of
MassHire Career Centers at mass.gov/doc/masshire-career-center-listing/ of this document. To learn more, visit: MassHire
Department of Career Services | Mass.gov (See page 22 for Language Access Services specific to MDCS and page 28
Appendix on Guidance for MassHire Career Centers on Implementing the Language Access Plan (LAP).

3. Department of Industrial Accidents (DIA)

DIA oversees the Massachusetts workers’ compensation system. The Division of Dispute Resolution functions as the court
system for disputed cases. The DIA ensures all Massachusetts employers have Workers' Compensation insurance coverage
for their employees. DIA serves injured workers, employers, insurers, attorneys, medical providers, and others involved in
the Workers' Compensation process. To learn more, visit: Department of Industrial Accidents | Mass.gov (See page 24 for
Language Access Services specific to DIA).

4. Department of Labor Standards (DLS)

DLS serves employers, employees, apprentices, students in areas such as public employee safety, lead, asbestos,
employment agencies, minimum wage, and prevailing wage. It promotes and protects workers’ safety/health, wages, and
working conditions, and supports the use of apprenticeship as a tool for workforce development. To learn more, visit:
https://www.mass.gov/orgs/division-of-local-services (See page 24 for Language Access Services specific to DLS).

5. Department of Apprentice Standards (DAS)

DAS is responsible for promoting, developing, and servicing registered apprenticeship programs in the Commonwealth of
Massachusetts. Its goal is to connect people to high-demand job opportunities across the Commonwealth through
equitable access to training and employer. To learn more, visit: Division of Apprentice Standards | Mass.gov or
Apprenticeships and OJT | Mass.gov. (See page 25 for Language Access Services specific to DAS).

6. Department of Family and Medical Leave (DFML)

DFML oversees the Commonwealth’s Paid Family and Medical Leave (PFML) program. This program provides temporary
income replacement to eligible workers who are welcoming a new child into their family, are struck by a serious illness or
injury, need to take care of an ill or ailing relative, and for certain military considerations. To learn more, visit: Department
of Family and Medical Leave | Mass.gov (See page 25 for Language Access Services specific to DFML).

7. Department of Labor Relations (DLR)

DLR is responsible for promoting stable, productive, and cooperative relationships between public employers and their
represented employees by administering and enforcing the Commonwealth's collective bargaining laws. To learn more,
visit: Department of Labor Relations | Mass.gov (See page 27 for Language Access Services specific to DLR).
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Language Access Plan

Language access means providing Limited English Proficient (LEP) people with reasonable access to the same services as
English speaking individuals, including as well, people with hearing impairment.

Why Language Access? To eliminate language barriers — to provide quality language assistance and to provide more
equitable access to state services, programs, and activities.

“Everyone in Massachusetts, regardless of what language they speak, deserves equitable access to government services
and resources, but we recognize that language often poses a major barrier,” said Governor Maura Healey. Governor
Healey signed a new Executive Order 615 September 13, 2023, promoting access to government services and information
by identifying and minimizing language access barriers ensuring that all individuals have equitable access to government
benefits and services. This means all departments under EOLWD will continue to promote equitable access to government
services and information by identifying and addressing language barriers in their programs and operations. And it also
means that it is the policy of the executive departments to make programs, services, and information accessible for
individuals with LEP. To view Executive Order 615, visit: No. 615: Promoting Access to Government Services and
Information by Identifying and Minimizing Language Access Barriers | Mass.gov

Massachusetts residents speak a wide diversity of languages, with one in four speaking a language other than English at
home; one individual out of four speaks a language other than English in Massachusetts. Our agencies serve a diverse
population of various ages and linguistic origins.

The Language Access Plan shall be fully implemented, provided the availability of requisite fiscal resources. This Language
Access Plan represents the agency’s administrative blueprint to provide meaningful access to EOLWD agencies’ programs
and activities for LEP individuals. This Plan outlines the efforts that EOLWD and its departments have made and will
continue to make to fully meet this objective.

The Office of Multilingual Services will continue to provide translation and interpretation services as well as technical
assistance to all EOLWD departments’ programs, in compliance with Language Access Plan requirements. As necessary, the
agency will issue new guidance and/or regulations relating to its programs to ensure effective Language Access Plan
implementation.

Since the MassHire Career Centers throughout the Commonwealth provide a range of services reliant on state, city, and
private entities with varying resources, responsibilities, and staff capacities, the agency does not attempt to create a
detailed, one-size-fits-all Language Access Plan. Instead, the agency Language Access Plan Guidance provided in the
Appendix page 28 of this document is intended to direct MassHire Career Centers to create their own plan and to help with
the creation of such Language Access Plans.

1) EOLWD Language Access Coordinator
Marisa de la Paz, Director, Office of Multilingual Services
Executive Office of Labor and Workforce Development
100 Cambridge Street, Fifth Floor
Boston, MA 02114
Email : Marisa.delapaz@mass.gov

2) Language Resources available for all EOLWD Departments

A. Office of Multilingual Services

The Office of Multilingual Services (OMS) renders a unique and vital array of services across EOLWD agencies that
upholds the Commonwealth’s philosophy of universal, meaningful, and equal access for LEP and deaf/hearing-impaired
constituents who otherwise face the potential privation of due process, essential services, and the dignity entitled
without barriers to all customers.
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i. Mission

Ensure meaningful access to all aspects of the agency’s programs, services, and activities for all Limited English
Proficiency (LEP) and hearing-impaired customers by providing language expertise, support, and guidance. Abiding
by the values of the Commonwealth and ensuring that non-discrimination, equal access, and opportunity are
safeguarded, promoted, and reflected in our agency’s programs, services, and activities.

ii. Vision

B.

Deliver high-quality services to all our customers as if no language barriers existed.

Overview

Since 1992, the Office of Multilingual Services (OMS), within the Executive Office of Labor and Workforce
Development, has developed and implemented language assistance guidelines and instructions based on customer
needs, legal requirements, and what is important to Limited English Proficiency (LEP) customers. OMS also serves as a
liaison between Ul advocates, attorneys, and Community-Based Organizations (CBOs) in serving diverse linguistic
communities.

In 2010, EOLWD created a Multilingual Unit within the Office of Multilingual Services. This unit consists of three
Multilingual Specialists reporting to the Director of Multilingual Services. The Multilingual Unit possesses a vast array
of international and multicultural knowledge, including collective fluency in twelve languages, resulting in excellent
communication with the LEP community. It acts as the Central Internal Language Facilitation Unit for all EOLWD
departments.

Providing LEP persons meaningful access to EOLWD programs, services, and activities will help enable our agency to
achieve its mission “to ensure equal access to a wide range of programs and resources to all its customers.” Thus,
LEP persons will gain access to the many valuable agency programs, services, and activities, increasing their ability
to pursue and achieve educational and professional goals.

Agency wide Language Access Services:

1. The Office of Multilingual Services (OMS) functions as the central internal language facilitation unit for all EOLWD

agencies.
a. Facilitates communication between EOLWD agencies/departments and LEP including deaf and hard-of-hearing
customers by providing interpretation and translation services.
b. Manages and coordinates the translation of documents and materials as well as interpreter services for all
EOLWD agencies. Translated Publications are posted on the EOLWD website mass.gov/orgs/office-of-
multilingual-services.

c. The OMS renders timely and quality translation of all EOLWD agency material including documentation,
internet publications, handbooks, manuals, forms, letters, video scripts, transcripts, appeals, fact-findings, and
PowerPoint presentations.

d. OMS strives to provide optimum and expedient translation preserving the tone, denotation, connotation,
letter, tenor, and intent, closest to the original English, to ensure accuracy and understanding.

e. OMS also maintains instructions and guidelines on how to utilize the Multilingual Specialists and ensures that
these resources are distributed to DUA, MDCS including MassHire Career Centers, DLS, DAS, DIA, DLR, DFML
staff. OMS strives to provide excellent integrated services to our customers across agencies.

f. Language Access trainings are regularly provided to all agency staff including MassHire Career Center staff on
Best Practices and how to best utilize language services including deaf and hard-of-hearing guidelines.
Refresher Language Access training is provided on a regular basis to agency staff and its partner agencies.

g. OMS developed a customized poster that 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 American Sign
Language. This poster must be displayed at the reception area announcing the availability of free language
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assistance services. Posters are available on demand by emailing

DET-DL-Reproduction/MailUnit@detma.org

h. OMS consistently reassess needs and develops additional resources to address those needs.

C. Online Language Resources Available for All EOLWD Departments
Translated Publications posted on the EOLWD website at mass.gov/orgs/office-of-multilingual-services:

Office of Multilingual

Services ows

Contact us Who we serve Iwant to...

The Office of Multilingual Services ensures meaningful access to all aspects
of EOLWD Agencies: the Department of Unemployment Assistance (DUA), the
MassHire Department of Career Services (MDCS) including MassHire Career
Centers, the Department of Industrial Accidents (DIA), the Department of
Labor Standards (DLS), the Division of Apprentice Standards, the Department
of Family and Medical Leave (DFML), and the Department of Labor Relations
(DLR) programs, services, and activities for all Limited English Proficiency
(LEP) customers.

Contact Us
@ Address & Online
100 Cambridge Street, 5th Floor, Boston, MA 02114 Email MultilingualServices@mass.gov

Directions +

Q, search this organization

3 h 2
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= e

£ =y
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Publications in different languages are organized by EOLWD Departments.

Related organizations

¢ Executive Office of Labor and Workforce
Development »

* MassHire Department of Career Services +
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Publications are also organized by language
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Multilingual resources available on the Multilingual Services Intranet at

https://massgov.sharepoint.com/sites/EOL-Multilingual
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| speak flashcard (web form)
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Multilingual Services Unit contact information.

Guidelines to professional over-the-phone language services (providing over 360 languages).
https://www.languageline.com/ and www.lionbridge.com

American Sign Language (ASL) Services Guidelines for all EOLWD Departments.

Internal Volunteer Bilingual Staff (27 languages — see page 10).

Guidelines to request professional in-person interpreter services for DUA hearings in over 300 languages.
List of CBOs

“] speak” cards in 38 languages posted on the Intranet for language identification.

“One Moment Please” Multilingual Guide Card on How to Say, “One Moment Please” in Eighteen Common
Languages.

EOLWD Agencies language services PowerPoint presentation (provided to all staff at training sessions).

Equal Opportunity notices translated into the 12 statutory languages can be found on Public Notices at the
Diversity Intranet page https://massgov.sharepoint.com/sites/EOL-diversity

Internal Report of Usage e-form to monitor the quality of the over-the-phone language services.

Over the Phone Language Services
Report of Usage
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12. “Your right to an Interpreter” poster.
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D. Identification of Existing Bilingual Staff

‘ Albanian H Greek || Korean |
Cabc | o | Lo |
‘ Armenian H Haitian || Mandarin |
‘ Bengali H Haka || Portuguese |
Coumee | oo | b
‘ Cape Verdean H Husa || Russian |
‘ Cantonese H Ibo || Spanish |
‘ Czech H Italian || Urdu |
‘ French H Khmer || Vietnamese |

This list identifies the languages spoken by EOLWD staff members, who are linguistically, culturally, and technically
able to deliver services in a language other than English and/or to serve as interpreters. The list is organized
alphabetically by language and on the actual site, each language hyperlinks to the contact information for the
corresponding staff. The staff has agreed to volunteer to interpret for Limited English Proficiency (LEP) customers.
This list is updated on a regular basis and posted on the Multilingual Services Intranet page and can be found at
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/List-of-MDCS-and-Career-Center-volunteer-
Bilingual-Staff.aspx
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https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/List-of-MDCS-and-Career-Center-volunteer-Bilingual-Staff.aspx
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/List-of-MDCS-and-Career-Center-volunteer-Bilingual-Staff.aspx
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#albanian
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#greek
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#arabic
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#gujarati
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#haitian
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#mandarin
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#bengali
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#haka
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#portuguese
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#burmese
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#hindi
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#punjabi
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#husa
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#russian
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#cantonese
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#ibo
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#spanish
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#italian
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#urdu
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#french
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#khmer
http://intranet.detma.org/cms/index.php?option=com_deeppockets&task=catContShow&cat=8&id=371&Itemid=1340#vietnamese
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3) Language Service Protocols
A. How Staff Can Obtain Interpreter Assistance

The Multilingual Services page on the EOLWD Intranet provides complete guidelines, information, and
instructions for staff and can be found at https://massgov.sharepoint.com/sites/EOL-
Multilingual/SitePages/Language-Services-for-LEP-Customers.aspx

The guidelines refer staff to:

1. Multilingual Unit Specialists, who fluently speak, read, and write in Spanish, Portuguese, Cantonese,
Mandarin, Vietnamese, Cape Verdean, Arabic, German, and French.

2. Over-the-Phone Language Service providing over 360 languageshttps://www.languageline.com/ and
www.lionbridge.com. Step-by-step instruction on how to use the language line is available to staff. The

quality of the over-the-phone language service is monitored through Reports of Usage e-forms (see sample
to the right) completed by DUA, MDCS including MassHire Career Centers, DIA, DFML, and DLS staff, and
reviewed and monitored by Multilingual Services.

3. Step-by-step procedures for all agency staff to request American Sign Language services:
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-

Language.aspx American Sign Language (ASL) Interpreters and Communication Access Real-time Translation
(CART) should be requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing (MCDHH).

a.

b.

4.

Online request: This is the preferred way for making requests. Visit: ASL Interpreter Request Form

Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE and
(617) 740-1700 TTY.

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.

. Cancellations for interpreter and CART requests can be made via phone call or online. To cancel, please

call our front desk at 617-740-1600 (voice) or 617-326-7546 (VP), or complete cancellation form online:
https://www.mass.gov/forms/request-to-cancel-interpreting-cart-services. For any accessibility issues
related to the online cancelation form, please call 617-326-7546 (VP) or 617-740-1600 (V). . Cancellations
must be made no less than 2-full business days prior to the assignment. If you cancel after this time, we
are subject to being billed by the interpreter(s) and CART provider(s).

. ASL and CART invoices should be emailed to Accounts Payable at accounts.payable@detma.org and email

a copy to Marisa de la Paz at Marisa.delapaz@mass.gov.

The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page:
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-

Language.aspx.

A list of volunteer internal multilingual employees who have the linguistic capability to address phone
inquiries in numerous languages such as Albanian, Arabic, Armenian, Bengali, Burmese, Cantonese, Cape
Verdean, Czech, French, Greek, Gujarati, Haitian Creole, Hakkanese, Hindi, Husa, Ibo, Italian, Khmer,
Korean, Lao, Mandarin, Portuguese, Punjabi, Russian, Spanish, Urdu, and Vietnamese (see table above on
page 10).

Language Identification Flashcard. The card states “I speak” in 38 languages and is used to identify the
language spoken by LEP customers accessing services provided by all EOLWD agencies
https://massgov.sharepoint.com/sites/EOL-
Multilingual/Shared%20Documents/Forms/Allltems.aspx?id=%2Fsites%2FEOL%2DMultilingual%2FShare
d%20Documents%2Fispeak%5Fflashcard%5F%2Epdf&parent=%2Fsites%2FEOL%2DMultilingual%2FShare

d%20Documents and MassHire Career Centers - Multilingual Services | Mass.gov
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https://www.languageline.com/
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https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-Language.aspx
https://massdvs.hylandcloud.com/203OBAppNet/UnityForm.aspx?d1=AX%2bwufZtMOt3kJ28kyHeSv820GJdw4U168xyZutiwi3%2bJOcbeV9Br%2fDgZPLHdDuID6CpLAvT2j%2b6BsLwC%2fB%2fI3uvISvi0Q0XRWDFWTNLCnJ3gHtuNVzzHGv%2fHuRmOuHC%2fIPUIqSMt9PC88GrE4QNe5mgsucjiHKlmVHmxl6AMOxfPy%2bc2eU1aTl%2biHZ3dSOnxABBafD44byazh6Fb%2ffZtdFeRqFIwMrH7d6kVe5lRSUt
https://www.mass.gov/forms/request-to-cancel-interpreting-cart-services
mailto:accounts.payable@detma.org
mailto:Marisa.delapaz@mass.gov
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-Language.aspx
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-Language.aspx
https://massgov.sharepoint.com/sites/EOL-Multilingual/Shared%20Documents/Forms/AllItems.aspx?id=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents%2Fispeak%5Fflashcard%5F%2Epdf&parent=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents
https://massgov.sharepoint.com/sites/EOL-Multilingual/Shared%20Documents/Forms/AllItems.aspx?id=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents%2Fispeak%5Fflashcard%5F%2Epdf&parent=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents
https://massgov.sharepoint.com/sites/EOL-Multilingual/Shared%20Documents/Forms/AllItems.aspx?id=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents%2Fispeak%5Fflashcard%5F%2Epdf&parent=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents
https://massgov.sharepoint.com/sites/EOL-Multilingual/Shared%20Documents/Forms/AllItems.aspx?id=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents%2Fispeak%5Fflashcard%5F%2Epdf&parent=%2Fsites%2FEOL%2DMultilingual%2FShared%20Documents
https://www.mass.gov/masshire-career-centers-multilingual-services
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7. Your Right to an Interpreter Poster. All EOLWD agencies must display signs or posters at the reception area
announcing the availability of free language assistance services including ASL services (see sample poster
on page 10). mass.gov/service-details/multilingual-language-guidelines.

8. Guide Card stating “One Moment Please” in 18 languages (including phonetic pronunciation MassHire
Career Centers - Multilingual Services | Mass.gov

9. Step procedures for DUA Call Center and Walk-In staff on how to request interpreter services
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/For-Ul-Call-Centers.aspx

10. Step-by-step procedures for DUA Hearings staff on how to request interpreter services as well as
interpreter-related information. https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/For-
DUA-Hearings.aspx

11. Step-by-step procedures for MassHire Career Center staff on how to request interpreter services, Career
Center seminar videos in English, Spanish, Portuguese, American Sign Language
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Multilingual-Services-For-Career-
Centers.aspx and MassHire Career Centers - Multilingual Services | Mass.gov

12. Step-by-step procedures for Department of Industrial Accident on how to request interpreter services
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/For-Career-Centers.aspx

13. Step-by-step procedures for Department of Labor Standards on how request interpreter services

14. The Language Access Plan document. The goal of language access planning and implementation is to
ensure that the agency communicates effectively with limited English proficient (LEP) individuals Language
Access Plan and MassHire Career Centers - Multilingual Services | Mass.gov

B. LEP Customers Access to Language Resources

LEP customers may always request interpreter services including ASL free of charge when calling any EOLWD
agency. Agency staff are periodically trained on how to request interpreter services to assist LEP and hearing-
impaired customers.

1. All EOLWD departments must display at the reception area a customized “Your Right to an Interpreter”
poster including ASL services (see page 10) on the front counter and/or posted on the walls to facilitate proper
language identification and awareness of language availability when providing services to the LEP customer.
All front-line agency staff shall have an “I speak” card in various languages to assist in determining the
language needs of customer. Once the staff knows the customer’s language, either bilingual staff, Multilingual
Specialists or over-the-phone language services will be used to assist the LEP customer.

2. Materials and publications, classified by EOLWD agencies and customer need, are accessible at all times by
customers and staff on the Multilingual page of the EOLWD site: mass.gov/orgs/office-of-multilingual-
services.

C. Community-Based Organizations
The list is available on the EOLWD Intranet

https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Community-Based-Organizations.aspx

Community-Based Organizations (CBOs) and Legal Advocacy Services serving LEP customers are informed on a
regular basis about important information, new services, programs, and laws that involve LEP customers
(example: minimum wage law) so they can inform their constituents.
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4) Language Makeup of Client Population

A. ldentifying LEP Individuals in Need of Language Assistance

Massachusetts has an estimated population of almost seven million according to the U. S. Census Bureau

25% of the households in Massachusetts reported speaking a non-English language at home as their primary
shared language, which is higher than the national average of 22%

About 10% speak Spanish — 4% speak English less than very well.

About 3% speak Portuguese — 1.3% speak English less than very well.

About 2.1% speak Chinese (including Mandarin and Cantonese) — 1% speak English less than very well.
About 1.4% speak Haitian Creole — 0.5% speak less than very well.

In the Boston metro area - At least 138 languages are spoken at home.

i Most Spoken Languages in Massachusetts
According to the latest estimates in 2022 Massachusetts has a population of 6,989,690 residents, more than
632,230 residents speak Spanish. That represents almost 10 percent of the population, making it the second most
common language after English. In second place is Portuguese. Approximately 3.15 percent of the population
speaks it. That represents about 206,232 residents.

NG HREWNR

Spanish: 632,230 - 9.67%
Portuguese: 206,232 - 3.15%
Chinese: 148,270 - 2.27%
Haitian Creole: 89,731 - 1.37%
Hindi: 29,277 - 0.45%
Vietnamese: 41,986 — 0.64%
French: 49,442 - 0.76%
Russian: 37,092 - 0.57%

9. Arabic: 33,369 -0.51%

10. Italian: 24,347 - 0.37%
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ii. Limited English Population in Massachusetts — Census 2020

LANGUAGE SPOKEN AT HOME BY ABILITY TO SPEAK ENGLISH FOR THE POPULATION 5 YEARS OF AGE
AND OVER (Percentages rounded to nearest tenth; all values below 0.05% are labeled “less than 0.1 %”)

Rank by # speakers |Language Estimate |Margin |9 of total MA pop.
Total M A Population: 6,339,745 |+/-266

Speak only English 4912,310 (+/-8,994 77.0%

Speak a language other than English 1,427,435 23.0%

1| Spanish: 534262  |+/-3,670 8.4%

Speak English less than "very well" (222,343 +/-3,678 3.5%

2 Portuguese or Cape Verdean: 179,245 +/-4,772 2.8%

Speak English less than "very well' (78,067 +/-2,728 1.2%

3| Chinese: 121,445  (+/-3,128 2.0%

Speak English less than "very well" (62,626 +/-1,815 1.0%

4| Haitian Creole: 71301 [+/-3432 1.1%

Speak English less than "very well' (31,741 +/-1,952 0.5%

3| French: 59590  [+/-2,195 0.9%

Speak English less than "very well' (10,967 +/-1,058 0.2%

6| Vietnamese: 41,140 [+/-2,250 0.5%

Speak English less than "very well' (25,169 +/-1,408 0.4%

7 | Russian: 38,496 +/-2,168 0.6%

Speak English less than "very well' (15,986 +/-1,113 0.3%

8| Italian: 36,387  |+/-1,683 0.6%

Speak English less than "very well' {9,792 +/-828 0.2%

J| Arabic: 33345 [+-1911 0.5%

Speak English less than "very well' [13,655 +/-960 0.2%

10] Khmer: 24,047 [+/-1,639 0.4%

Speak English less than "very well' (12,223 +/-1,137 0.2%

11| Korean: 17594  [+/-1,114 0.3%

Speak English less than "very well' (7,694 +/-776 0.1%

12| 120 2,959 +/-644 less than 0.1%

Speak English less than "very well' [1,625 +/-399 less than 0.1%

Notes: The languages on the table above are the 12 statutory languages that the Massachusetts General Laws requires Ul notices be
translated into. (See G.L.c 151A, sec. 62A). This data is consistent with the languages served by EOLWD and all its departments.
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5) Vital Documents Translation

Translation is the rendering of a written text from the source language into the target language.

Vital documents must be translated when a significant number or percentage of the population is eligible to be
served or is likely to be directly affected by the program/activity or needs services or information in a language
other than English to communicate effectively.

What documents are considered vital? Determining whether a document is "vital" depends on the seriousness of
consequences that the LEP individual may face if the information in question is not provided accurately orin a
timely manner.

“Vital documents” are generally documents that affect access to, retention in, or termination or exclusion from a
recipient’s program services or benefits. Vital documents include, but are not limited to: applications; consent
forms; complaint forms; intake forms with potential for important health consequences, letters or notices
pertaining to eligibility for benefits; letters or notices pertaining to rights and the reduction, denial or termination
of services or benefits or that require a response from the LEP person; actions affecting parental custody or child
support, written tests that test competency for a particular license, job, or skill for which knowing English is not
required; documents that must be provided by law; and notices regarding the availability of free language
assistance services for LEP individuals.

A. Written Translations Guidelines:

a. Multilingual publications are accessible through the Office of Multilingual Services webpage:
mass.gov/orgs/office-of-multilingual-services and are classified by agency and by language.

a. EOLWD publications and materials are coordinated through the Office of Multilingual Services. Vital documents
are translated into the 12 statutory languages: Spanish, Portuguese, Haitian Creole, Chinese, Vietnamese,
Russian, Khmer, Lao, Italian, Korean, Arabic, and French. The Office of Multilingual Services performs quality
control on all translated documents and publications.

b. EOLWD, through its Office of Multilingual Services, uses Multilingual Specialists as well as a Professional
Translation contractor from the Statewide Contract PRF75. https://www.mass.gov/doc/prf75/download

c. Every effort is made for the translated documents to receive the same high-quality review as publications in
English. All decisions to translate official standard publications must go through the Office of Multilingual
Services.

d. The Office of Multilingual Services must approve all translated standard publications, and all translations
must go through the four-part process outlined below.

1. After the Program Manager has approved a publication for translation, the Manager will send the final
document in word format to the Office of Multilingual Services. The language specialists in the
Multilingual Unit will perform in-house translations for Spanish, Portuguese, Chinese, Vietnamese, and
French. The other languages will be sent to a professional translation company from the Statewide
Contract PRF75 and contracted by the Office Multilingual Services.

2. The translation can take between one day to three weeks depending on the document length, target
language, and the degree of technical difficulty.

3. When the translation is completed, the Office of Multilingual Services will perform quality control and
review the document for linguistic accuracy, readability level, and completeness.

4. The official publication will be posted on the Multilingual webpage on the EOLWD website:
mass.gov/orgs/office-of-multilingual-services.
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B. Babel Notices

If a document is not translated in its entirety, then the document shall be sent to LEP customers with a 12-

language notice “Babel Notice.” Each “Babel” notice emphasizes the importance of having the document
translated. The Babel notices may include a phone number where LEP customers can be helped in their

preferred language.

i. Below is an example of a Babel notice with phone number.

This document contains important
information. Please have it translated
immediately. or call 617-626-6800 or from area
codes 508, 978, or 413, call 87 7-626-6800.
You may request an interpreter.

B gaHHOM JOKVMEHTE COMASPHEMTCH BaEcHaAR
mapdoprianma. BaM HeofxoaqHurMo CpONMEHO
CASNATE OEPeBOS SOKYMEHTA, HIIN
moOSBOHHTE N0 Teasdony 617-626-6800, Hm,
ecan Bac TenedoHHbIiE Koa HaTHMHASTCH ©
midp 508, 978, man 413, SEOHHTE IO
Tenedony 87 7-626-6800, rae BaM DOMOTYT C
mepeBogoOM.

Este documento contiene informacidn
importante. Por favor, consiga una traduccién
inmediatamente. Para asistencia con la
traduccién llame al 617-626-6800: desde los
eddigos de drea SO8, 978 yw 413 llame al 877
G626-6800 ¥ oprima el 3 para asistencia en
espafiol

Aala cmda glea be G350 sk (g gied

s ey I

5 OTE 5 S08 bl 318 e i 617-626-6800
ot Baclaall Joi g 8T T-626-6800 — sl <413
T ]

Docikman sa gen enfémasyon enp-crl:;l:l_
Tanpri f& yon moun tradwi 1 touswit, o

rele nan 61 7-626-6800 oubyen de kod area 508,
97E. oswa 413, rele 8776266800 pou &d.

Questo documento contiene informazioni
importanti.

La preghiamo di tradurlo inmediatamente,

o chl.aml G1T-626-6800 dalle zone con
codice 508, 978, o 413, chiamare 877-626-68300
per assistenza nella traduzione.

Este documento contém informacdes
importantes. Por favor, traduzi-lo
imediatamente, ou chame aoc mmmero 61 7-626-
6800 ou de codigos de drea 508, 978, ou 413,
ligue para 87 7-626-6800 eitcla 5 para
Portuzués para obter assisténcia de tradugiio.

oS T EEEE -

SIrENFR A SHEE -

R 617-626-6800 : {EiS{EEGEREENS SO8 -
978 ~ =7413 - THEE 877-626-6800 == 5SS
Ejj -

2Bt T a8 nrl = e
ok B 28 = W ste 5 stk
61?426—6300 ¥l == Fl == 508 978 =1}

Ce document contient des informations
importantes. Veuillez le faire traduire

au plus tit. ou appelez le 617 -626-6800 ou &
partir des préfixes 508. 978. 0 413, appelez
le 87 7-626-5800. Vous pouvez demander
T'aide dun interpréte.

Tai liéu nay o6 chita théng tin quan trong.
Wi long dich téal héu nay ngay.

Goi dién toi s 617-626-6800, hodc néu quy wi
it céc mE vimg 508, 978 hay 413 thi hiy goi
d.lentcnso B77-626-6800, dé dwoc hi tro wé

conImILSE =0un. Juéqué’u::né-’u
..qu'lcs"lcar:“s"}l)‘smw LiccLisS sy

einnly oo

TrnoieD &1 7 —e2e 6200

mm]'ﬁmﬂ:l‘ln c=20 SOo8, 978, U'IB

413, Tonlwn 8 77 -—e26 800

cheacsrmIugoecmas  TuO9CCUL TS

nRannermegidsmedongs
sJEURTIITh U EY AJEgIniQInse 617-626-
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ii. Below is an example of a generic Babel notice which can be included in any document that has not been
translated.

Questo documento contiene informazioni
importanti. La preghiamo di tradurlo
inmediatamente.

Este documento contém informagdes
importantes. Por favor, traduzi-lo
imediatamente.

WX HEFEEER -
SHILEERABIEE -

2 =M0l=Zas 27t Zat k0]
UASLICL 2 2ME SA| HIAYSIEE
SHAMA| 2.

Tai liéu nay co6 chira thong tin quan trong.
Vui long dich tai liéu nay ngay.

This document contains important
information. Please have it translated
immediately.

toneamazlul Jugyusugaeiy.
nzguadaeneswtsiuiidausen
B faHHOM JJOKyMEHTe COAEPIKUTCS BaXkHast gagddga.
nHdopmanus. Bam He06X0AUMO CPOUHO
cAesaTh NepeBo/ JOKYMEHTA.
Este documento contiene informacién
importante. Por favor, consiga una traduccion
inmediatamente.

Aala QLA}\:.A&L‘“’}X\LAA Lé}.\;.i

058 Wehan 5 o 0

Docikman sa gen enfomasyon enpotan.
Tanpri fé yon moun tradwi | touswit.

aRannssmegiffmedaians 1
yURThhuMS 4

Ce document contient des informations
importantes. Veuillez le faire traduire
au plus tot.

*” Babel Notice” refers to a notice that Multilingual Services specifically created to notify LEP claimants, in 13 languages, that a
notice is important and should be translated immediately.

C. List of Agency Standard Publications

EOLWD departments translated standard publications are posted on EOLWD Multilingual Website:
mass.gov/orgs/office-of-multilingual-services.
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6) Stakeholder Consultations

This updated plan is circulated, as needed, for agency review, comments, and clearance. The plan will be revised
every two years or as needed.

This updated plan is also to be presented, in its updated form, to Community-Based Organizations and legal
services representing LEP customers so they have an opportunity to provide feedback.

This updated plan is posted on the Office of Access and Opportunity website.

This Plan is posted on the Multilingual Intranet page Language Access Plan and on the Mass Workforce
Development System. MassHire Career Centers - Multilingual Services | Mass.gov for Agency review.

The EOLWD Language Access Plan was developed in 2001. It has been continuously updated to reflect changes and
improvements in language access services. Many Massachusetts state agencies and agencies nationwide have
inquired about and adopted our agency best practices which have served as examples to other state agencies who
need assistance to create their own Language Access Plan.

7) Staff Training

The Language Access Plan guidelines are:

1. Part of the orientation training for new employees.

2. Part of regular trainings to all agency staff especially those having contact with the public, so such staff is
trained to work effectively with LEP customers.

a. Devise protocols so staff knows when to secure language services.
b. Train all staff who are likely to have contact with LEP customers:

c. LEP Policy/procedures/guidelines/protocols.

d. Ensure knowledge and awareness of language assistance measures.
e. How to effectively work with in-person and telephonic interpreters.

3. Presented to management so they are fully aware of and understand the Language Access Plan and to reinforce
the plan’s importance and ensure its implementation by staff.

4. Presented to the Governor’s Office of Access and Opportunity.

8) Public Outreach

e EOLWD Language Access Plan is posted on Mass.gov for public view.

e Community Based Organizations (CBOs) serving LEP customers are made aware of the Language Access Plan
and informed regularly of important changes in programs, services, and activities.

e Legal services and advocacy groups are informed about language access through regular quarterly meetings.

e Qutreach conducted and information provided to constituents in different languages via broad-ranging ethnic
media such as newspapers, TV, and radio.
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9) Agency Monitoring
The Office of Multilingual Services, acting as the Subject Matter Expert, reviews and updates its Language Access Plan
biennially or as needed. The review assesses:

a.

Whether there have been any significant changes in the composition or language needs of the program
population served (this will be determined primarily by the data collected by EOLWD departments and
supplemented, decennially by U.S. Census data).

Whether the staff knows and understands the Language Access Plan document and how to implement it.
A review to determine if additional vital documents require translation.

A review of any issues or problems related to serving LEP persons, which may have emerged during the past year.

e. ldentification of any recommended actions to provide more responsive and effective language services (for

example, 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:

Analyzing current and previous data on language assistance usage, including languages served.
Monitoring any changes in the LEP population/service area.

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 your service area.

Making sure all staff know and understand the language access guidelines/protocols and undergo regular
training.
Conducting periodic quality control reviews to ensure staff compliance.

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.

Establishing focus groups with LEP customers and surveying the effectiveness of language access.

10) Complaints

Language Access Complaint Procedure

You may file a complaint with the agency Language Access Coordinator or the Office of Access and Opportunity if you
believe you have been denied the benefits of this plan. You must file a written complaint. You must file your complaint
within six months of the alleged denial. To file a complaint with the Language Access Coordinator, submit a written
complaint to:

Marisa de la Paz

Director, Office of Multilingual Services

Executive Office of Labor and Workforce Development
100 Cambridge Street, Fifth Floor

Boston, MA 02114

Email: Marisa.delapaz@mass.gov
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11) Language Access Services specific to each EOLWD Department

Department of Unemployment Assistance (DUA)

Massachusetts General Laws c. 151A, §62A requires that Unemployment Insurance (Ul) notices must be
written in simple, clear language and translated for claimants whose primary language is listed in G.L.c.
151A. The current statutory languages are Spanish, Portuguese, Haitian Creole, Chinese, Vietnamese,
Russian, Khmer, Lao, Italian, Korean, French, and Arabic. The statute also applies to languages that are the
primary language of at least 10,000 or % of 1% of all Commonwealth residents, regardless of the person’s
English proficiency.

DUA is required by statute (See G.L.c 151A, sec. 62A) to provide written translation services for the
following 12 languages: Spanish, Portuguese, Chinese, Russian, Lao, Haitian Creole, Vietnamese, Khmer,
Italian, Korean, French, and Arabic.

When an LEP claimant’s primary language meets the statutory requirements specified by M.G.L. c. 151A, §
62A (d) (iii), DUA must “issue all notices and materials explaining the provisions of this section” in the
claimant’s primary language. The agency translates all vital letters into the 12 statutory languages so
unemployment claimants can get those letters in their primary language.

e The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-
Language.aspx.

e American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART)
should be requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing
(MCDHH).

o Online request: This is the preferred way for making requests. ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600
VOICE and (617) 740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org
and email a copy to Marisa de la Paz at Marisa.delapaz@mass.gov.

e The Multilingual Unit currently operates a 12-language toll-free telephone line, which LEP claimants
(who speak one of the 12 statutory languages) can call should they have any issues or concerns or
questions about Unemployment Insurance. This toll-free number is printed on several DUA notices,
including the disqualification notices and on the Career Center Seminar/Reemployment Services and
Eligibility Assessment (RESEA) letters.

e QOver-the-phone language services in 360 languages are available for all Ul staff: Ul Call Center, Re-Employment
Center, Program Integrity, Ul Hearings and Board of Review to provide language assistance to customers whose
primary language is not English. https://www.languageline.com/ and www.lionbridge.com

e In-person interpreter services are provided at Ul Hearings in over 100 languages to claimants who requested a
preferred language.

e Regular Language Access training is provided to DUA staff.

e Interpretation and translation services are provided at DUA Hearings and Board of Review of material evidence
and testimony is provided so that both departments may conduct their proceedings accurately and on schedule
while ensuring that LEP customers receive fair and equitable access.
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e Multilingual staff provides ad hoc translation of Ul Online, Ul Fact Finding, Employment Services, Legal and
Internal Control documents.

e Regular training is provided for interpreters on the Ul appeal process so that interpreters are aware of the
process and can provide optimum interpretation services.

e Ul translated publications are available in print at the Boston Re-Employment Center (REC). Welcome to the
Boston Re-Employment Center (REC) | Mass.gov

e Claimants can schedule an appointment at the REC in their preferred language - 12 languages in addition to
English. https://rec-hurley-appointments.eol.state.ma.us/

e DUA publication is posted on the DUA Multilingual website: DUA Multilingual Services | Mass.gov

e Unemployment Insurance Telephone Certification (TeleCert) services are currently available in English, Spanish,
Portuguese, and Cantonese.

e Robocalls are conducted to inform claimants of pertinent information.

e Spanish, Portuguese, and Cantonese messages concerning changes, updates, etc. are recorded on the IVR line for
claimants to access upon calling.

Claimants who apply for Unemployment Benefits (Ul) online or by calling Ul staff may choose to have Ul
correspondence sent to them in their primary language if it is one of the 13 statutory languages: English, Spanish,
Portuguese, Haitian Creole, Viethamese, Chinese, Khmer, Lao, Italian, Russian, Korean, and French.

LEP claimants who are covered by the statutory languages and who opted to receive correspondence in their
primary language may receive the following documents in translation:

e Fact-Finding/Questionnaire cover letters giving LEP customers the option:

o To call the LEP fact finding line, specially staffed to assist LEP customers in their preferred
language or

o To send their contact information to receive a call at their convenience in the preferred
language.

e Monetary Determinations - Monetary Redeterminations- Non-Monetary Determinations

o The above documents include a Babel notice including the general number with options to
choose the Spanish, Portuguese or Cantonese line staffed by Internal Bilingual Ul Staff.

o On Non-Monetary Determinations, the Multilingual Toll-Free Number is included with the
appropriate extension for LEP customers to conveniently reach the staff member designated for
that language.

e New LEP claimants choosing to receive correspondence in their primary language will receive the initial packet
by mail in their chosen language. This includes:

o A Claimant Packet Letter.
o “A Guide to Benefits and Employment Services for Claimants” Booklet.
o Find the MassHire Career Center Nearest You flyer.

e Any DUA forms not translated in their entirety include a “Babel Notice” explaining that the document is
important and needs translating. The notice also includes a phone number where a claimant can request
language services. *A generic Babel Notice and a Babel Notice with phone number samples can be found on page
16.

e Qutreach is conducted and information presented in various languages via wide-reaching ethnic media such as
newspapers, television, radio, and Video Voice-Over.
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e Vital informational documents (e.g., EUC-RESEA information, MassHire Career Center Seminar invite and
reminder) are translated into 12 languages and sent out timely to LEP customers.

New Ul Online

Increase equitable access to unemployment insurance (Ul) for claimants with Limited English Proficiency (LEP) by providing
plain language translation support to the Ul Online system.

“Ul Online” refers to the Unemployment Insurance (Ul) computer system, which DUA is currently upgrading and replacing.
The new Ul Online portal is entirely translated into Spanish. The first phase: Ul Online for Employers was launched in both
English and Spanish on September 12, 2023. The second phase, which is the benefits side for Ul claimants will start in
October 2023 and is projected to be completed in March 2025. It will be available in English and Spanish.

The system will offer Ul correspondence in 13 languages. Claimants can choose to receive correspondence in their
preferred language if the language chosen is among the 13 statutory languages (English, Spanish, Portuguese, Haitian
Creole, Chinese, Vietnamese, Khmer, Lao, Russian, Italian, French and Korean). Ul Online correspondence pertaining to
claimant eligibility and/or containing vital information is translated and sent out to LEP claimants. Any information or
notice that is not translated in its entirety contains a “Babel Notice” in 13 languages. The “Babel Notice” advises claimants
of the importance of the information and provides a phone number to call for assistance with the option to request
language services.

Determination Notices are translated in their entirety (rationales, effect of determination and how to request a hearing on
this determination). The part that is not currently translated is the section of the law and ad hoc information; however, it
contains the Multilingual Unit toll-free numbers and is sent, along with the English version of disqualification notice to
claimants coded by DUA for one of the 12 statutory languages. An instructional video on “How to Request Ul benefits
online with Ul Online” was developed in English and voiced over in Spanish for Ul claimants
youtube.com/watch?v=iE_nkbwHuXo.

DUA provides quality and timely translation on important eligibility notices, documents, and letters into all 13 statutory
languages.

City
State

Zip Code
Country:

Fall River
MA - Massachusetts
02721-4417
US - United States Of Americi v

Mailing Address

Check this box if Mailing Address is same as Residential Address: [

In care of (c/o)
Address Line 1: 391 Wood St
Address Line 2:
City: [Fall River
State: |MA - Massachusetts v
Zip Code: [02721-4417
Country: |US - United States Of Americi v

Telephone Numbers
U.S_and Canada Only
Home:
Mobile
Other:
International Phone

Select one
Correspondence Preference |Afrikaans A

. How would you like to receive your correspondence? ﬁﬁz:‘:‘:ﬂ Sign Language
(Note: If you elect to receive messages electronically, English is the only language option.) [amharic

If Electronic, enter email address: |Arabic. El
Re-enter email address: gg::g,'ia"
Mail Hold on Payment®* |Bosnian
[ Preferred Language Ll [

Is English your primary language?|Cantonese
Cape Verdean
Croatian

What is the primary language that you speak and read? Please select from the list in the drop down| Sé:f;‘h

menu: Inar
Dutch
Egyptian/Arabic
Estonian
Do you prefer to receive correspondence from DUA in your primary language?| F‘arsw‘ N

emis|
French
German
Greek
Guijarati
. . . . - - Haitian Creole
Note: Electronic correspondence is only available in English at this time Hebrew
Hindi v
Hmona

If the claimant chooses to receive correspondence in one of the 13 statutory languages, then the correspondence listed
below will be issued to LEP claimant in that primary language. The Ul Online system provides the Department of
Unemployment Assistance (DUA) with valuable data to help identify LEP claimants needing language assistance. DUA uses
the data to assess the number and proportion of LEP persons served as well as to assess the frequency with which LEP
individuals come in contact with the DUA.

NOTE: If you choose to receive correspondence in your primary language, DUA will send it by regular
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It is crucial to record this information from the initial claim stage, as this language code is also applied in the
MassWorkforce Career Center System MOSES, determining what language services a claimant needs to comply with federal
and state requirements to receive unemployment and return to work or receive training.

Identification of Ul claimants’ primary language

Most often, an LEP claimant first contacts DUA when filing a claim for Ul benefits. When the initial claim is filed, the Ul
staff must (1) determine the claimant’s primary language and (2) properly code the claimant’s primary language in the Ul
Online system. A Ul staff member unable to identify the claimant’s primary language should call the Multilingual Services
Unit or ask the assistance of the over-the-phone language specialist to determine the claimant’s language.

The claims-taker must enter in Ul Online whatever language the claimant states as primary, even if the claimant can
communicate in English. If a DUA staff member later learns that a claimant has been incorrectly coded, whether with
English as the claimant’s primary language or otherwise, the Ul system should be updated.

The Unemployment Insurance TeleClaim Call Center (UITCC) has Spanish, Portuguese, and Cantonese dedicated lines
staffed by DUA in-house bilingual agents. A voice response system directs the calls appropriately to the call center
bilingual staff. Thus, they handle most calls from the three most common LEP language groups served. Calls from LEP
claimants who speak other statutory languages are directed to staff that employ either in-house or contracted
professional telephone interpretation services.

The LEP cover sheet provides a direct Toll-Free line that LEP customers can directly call. The Fact-finding line conveniently
displays the language the LEP claimant speaks so that DUA staff can contact the Language Line services.

MASSHIRE DEPARTMENT OF CAREER SERVICES (MDCS)

e American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART) should be
requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing (MCDHH).

o Online request: This is the preferred way for making requests. ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE and (617)
740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org and email a
copy to Marisa de la Paz at Marisa.delapaz@mass.gov.

e The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet
page:https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-
Language.aspx andAmerican Sign Language Services (ASL) - Multilingual | Mass.gov

e The Office of Multilingual Services provides quarterly language access training to all MassHire Career Center staff.
To see the training calendar visit: All MDCS Staff Training | Mass.gov

e Two over-the-phone language services in 360 languages are available for MassHire Career Center staff to
provide language assistance to customers whose primary language is not English.
https://www.languageline.com/ and www.lionbridge.com

e MassHire Career Center Services Workshops Videos (CCS, RESEA, Resume, LMI and TORQ) can be viewed at
JobQuest and MassHire JobQuest campaign which include a series of promotional videos mass.gov/info-
details/jobquest-videos.

e  FutureSkills promotional social media campaign including videos. FutureSkills | Mass.gov.
e Emails to promote job search announcing job fairs simultaneously sent in English and Spanish.
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e Translation of agency materials (booklets, manuals, forms, letters, etc.) MDCS Multilingual Services | Mass.gov

e Re-employment Center (REC) includes Employment Resource Room with language services capabilities and
information translated into 12 languages. Welcome to the Boston Re-Employment Center (REC) | Mass.gov

e Social media campaigns including Tweets, Facebook adds, important announcements, etc. to jobseekers and
employers are simultaneously sent in English and Spanish.

e A customer toll-free LEP line in 13 languages is available for the MassHire Department of Career Services (MDCS)
customers, which allow constituents to call about scheduling a Career Center Seminar and/or Re-Employment
Services and Eligibility Assessment (RESEA) in their primary language.

e Maintains the Multilingual Website/Intranet/Mass Workforce System and post:
o Language Access policy issuance.
o Language Access guidelines.
o American Sign Language policy issuance and guidelines.
o Language Access Plan (LAP).
o Translated material.
o Press Releases and important announcements,
e MassHire Career Centers hire bilingual staff to assist LEP customers.

e MDCS translated publications are available in print at the Re-Employment Center (REC) including MassHire Career
Centers across the Commonwealth.

o  Multilingual resources are available on the Massachusetts Workforce Development System Multilingual Resource
page MassHire Career Centers - Multilingual Services | Mass.gov

e RESEA PowerPoint presentation and related documents (can be found on the Mass Workforce Development
System).

e Weekly emails sent out to jobseekers to promote job search announcing job fairs, hiring events, etc.
simultaneously sent in English and Spanish.

e MDCS translated publications are available in print at the Re-Employment Center (REC) and in MassHire Career
Centers and are posted on MDCS Multilingual website. MDCS Multilingual Services | Mass.gov

e Every MassHire Career Center lists the languages available on their respective websites.

e Multilingual Services developed an on-site Annual Monitoring Questionnaire/Survey as part of the Field
Management and Oversight Department to ensure compliance in language access requirements and must be
completed by all MassHire Career Center Directors and Operation Managers every year. The On-site Annual
Monitoring Questionnaire/Survey can be found on page 34.

MDCS workshop videos translated and recorded into Spanish, Portuguese, French, Chinese and Viethamese, and Closed
Captioned
e Career Centers Seminar (CCS).

e Re-Employment Services and Eligibility Assessment (RESEA).
e Resume writing.
e Labor Market Information (LMI).

e Transferable Occupation Relationship Quotient (TORQ).
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MassHire JobQuest promotional campaign which includes a series of instructional videos for jobseekers and
employers produced in English and Spanish mass.gov/info-details/jobquest-videos as well as iteration e-mails to
inform of the MassHire JobQuest jobsearch tool.

FutureSkills promotional social media campaign including videos in English and Spanish: FutureSkills | Mass.gov

DEPARTMENT OF INDUSTRIAL ACCIDENTS (DIA)

A customer service toll-free line in nine languages for the Department of Industrial Accidents (DIA), which allows
constituents to call about job orders or any other worker’s compensation questions in their primary language. DIA
translated publications are available at the DIA main office as well as in the regional DIA offices.

An over-the-phone language service in 360 languages is available for DIA staff to provide language assistance to
customers whose primary language is not English. www.lionbridge.com

DIA Publications are translated into the eight most encountered languages: Spanish, Portuguese, Haitian Creole,
Chinese, Vietnamese, Cape Verdean Creole, Arabic, and Khmer.

DIA publication is posted on the DIA Multilingual website. DIA Multilingual Services | Mass.gov

DIA translated publications are also available at the DIA main office as well as in the regional DIA offices.
If you need an ASL interpreter for a customer, please contact Deborah Pierre at (857) 321-7326.

American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART) should be
requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing.

o Online request: This is the preferred way for making requests. The service may not be used for cancellations.
ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE and (617)
740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org and copy to
Marisa de la Paz at Marisa.delapaz@mass.gov.

The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-
Language.aspx.

The Department of Industrial Accidents is working on a plan to provide interpretation services upon customer
request. As of now, DIA does not automatically provide interpretation services on cases. It is the responsibility of
the moving party to hire an interpreter.

DEPARTMENT OF LABOR STANDARDS (DLS)

An over-the-phone language service in 360 languages is available for DLS staff to provide language assistance to
customers whose primary language is not English. www.lionbridge.com

DLS publications are translated into the five most encountered languages: Spanish, Portuguese, Haitian Creole,
Chinese, and Vietnamese. Important information such as legal notices is translated into 12 languages.

DLS Publication is posted on DLS Multilingual website. DLS Multilingual Services | Mass.gov

DLS translated publications are available at field offices.
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e American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART) should be
requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing (MCDHH).

o Online request: This is the preferred way for making requests. ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE and (617)
740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org and email a
copy Marisa de la Paz at Marisa.delapaz@mass.gov

e The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-Language.aspx.

DIVISION OF APPRENTICE STANDARDS (DAS)

e An over-the-phone language service in 360 languages is available for DAS staff to provide language assistance
to customers whose primary language is not English. www.lionbridge.com

e American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART) should be
requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing.

o Online request: This is the preferred way for making requests. ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE and (617)
740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org and email a
copy to Marisa de la Paz at Marisa.delapaz@mass.gov.

e The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-
Language.aspx.

e The content on the DAS page can be automatically translated into various languages by choosing the translation
option on the top right-hand side of the page.
e More translation will be available as DAS develops material.
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DEPARTMENT OF FAMILY AND MEDICAL LEAVE (DFML)

An over-the-phone language service in 360 languages is available for DFML staff to provide language assistance to
customers whose primary language is not English. https://www.languageline.com/ and www.lionbridge.com

The PFML call center staff speaks English, Spanish and Portuguese and in addition can contact over-the-phone
language services to assist in 360 languages.

Nearly 10% of overall call volume is Spanish and Portuguese.

The Paid Family and Medical Leave (PFML) hearing staff have access to telephonic professional interpreters to
provide assistance during the PFML appeal process.

DFML Publications are translated into the five most encountered languages: Spanish, Portuguese, Haitian Creole,
Chinese, and Vietnamese. Important information such as legal notices is translated into 12 languages. Department
of Family and Medical Leave | Mass.gov

American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART) should be
requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing (MCDHH).

o Online request: This is the preferred way for making requests. ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE and (617)
740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org and email a
copy to Marisa de la Paz at Marisa.delapaz@mass.gov.

The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-
Language.aspx.

DFML launched accessibility and equitability enhancements to the Massachusetts Paid Family and Medical Leave
(PFML) program.

The new enhancements allow applicants for PFML benefits to now select Spanish, Portuguese, Haitian Creole, or
Simplified Chinese, in addition to English, when applying for benefits, and communication from the Department of
Family and Medical Leave (DFML) are also in the individual’s preferred language.

When an applicant applies, the entire online application is translated as well as the web pages that provide each
applicant with status information and updates on their application. This includes any conditional text, error text, or
other prompts that an applicant might encounter during their application experience.

Individuals can apply for PFML online in Spanish, Portuguese, Haitian Creole, and Simplified Chinese. Applicants can
also receive application documents, notices, and email notifications in their preferred language.

How can people access the new translated applications and submit them?

e Assoon as a worker applying for PFML visits the application website, they can select the languages menu in
the upper right corner to view the website in English, Spanish, Portuguese, Chinese, or Haitian Creole.

e The application will automatically appear in the language the worker selected and can apply for PFML in their
preferred language.

e Upon successfully applying, DFML will take note that the worker selected a language preference and will send
the applicant information about their application status in the language they selected.
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e The DFML also has a dedicated webpage for multicultural PFML documents, brochures, and checklists to
aid applicants in their journey. The website is Mass.gov/PFML-Multicultural.

What if an applicant has a question about the process? Who can they reach out to if English isn’t their first language?

e DFML’s call center has dedicated customer service representatives who can assist applicants in Spanish,
Portuguese, Haitian Creole or Chinese. Over-the-phone language services in 360 languages are available for
DFML staff to provide language assistance to customers whose primary language is not English.
https://www.languageline.com/ and www.lionbridge.com

2024 Workplace Poster and Employer Notices are translated into 12 languages. Paid Family and Medical Leave Benefits for
Employees | Mass.gov

All Massachusetts employers (including employers with private or self-insured benefits plans) are required to distribute
certain information to their employees under the Paid Family and Medical Leave (PFML) law. The documents must be
available in English and each language which is the primary language of five or more individuals in their workforce. DFML
provides translations in English and 12 other languages. The employer is responsible for providing translation in any
language not provided by DFML.

DEPARTMENT OF LABOR RELATIONS (DLR)

e An over-the-phone language service in 360 languages is available for DLS staff to provide language assistance to
customers whose primary language is not English. https://www.languageline.com/ and www.lionbridge.com

e In-person and virtual interpreters are available if needed for DLR staff to mediate or investigate any labor parties.

e American Sign Language (ASL) Interpreters and Communication Access Real-time Translation (CART) should be
requested from the Massachusetts Commission for the Deaf and Hard-of-Hearing (MCDHH).

o Online request: This is the preferred way for making requests. ASL Interpreter Request Form

o Phone: non-emergency calls are received between 8:45 a.m. and 5:00 p.m. at (617) 740-1600 VOICE
and (617) 740-1700 TTY.

o 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.

o ASL and CART invoices should be e-mailed to Accounts Payable at accounts.payable@detma.org and
email a copy to Marisa de la Paz at Marisa.delapaz@mass.gov.

e The guidelines for requesting ASL interpretation is posted on the Multilingual Intranet page
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Guidelines-for-American-Sign-

Language.aspx.
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Appendix

Guidance for MassHire Career Centers on Implementing the Language Access Plan

In view of the nature and purpose of MassHire Career Centers’ interaction with Limited English Proficiency (LEP) persons,
this plan provides language services guidance to MassHire Career Center staff for communicating with LEP persons. The
Office of Multilingual Services issued an LEP policy posted on the MassWorkforce System Website 100DCS 08.101.2
Language Services Guidelines to Assist Limited English Proficiency.

mass.gov/doc/08-101-2-language-services-guidelines-to-assist-limited-english-proficiency-customers/ Updated August
2022.

Language Services Guidelines for MassHire Career Center PowerPoint presentation https://www.mass.gov/doc/career-
center-language-service-guidelines/download

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

The Office of Multilingual Services will continue to provide language access quarterly training to all MassHire Career
Centers. The calendar for the language access trainings can be found at All MDCS Staff Training | Mass.gov

webex

Eveisco

Language Access

Training

Tuesday, March 5, 2024 10:00 AM - 11:00 AM
(UTC-05:00) Eastern Time (US & Canada)

1. Department of Justice Guidance

Section 2 of Executive Order 13166 requires each federal agency to “prepare a plan to improve access to its federally
conducted programs and activities by eligible LEP persons. “These plans must be consistent with the standards set forth in a
general guidance document concurrently issued by the Department of Justice (DOJ LEP Guidance). In that guidance
document, the DOJ provided federal agencies with general principles to apply when developing guidelines for their federal
financial assistance recipients. It was later supplemented by an October 26, 2001, clarifying memorandum from Ralph F.
Boyd, Jr., Assistant Attorney General for the DOJ’s Civil Rights Department. On June 12, 2002, the DOJ issued a final
guidance for recipients of federal financial assistance.

In applying the DOJ LEP Guidance to federally conducted programs and activities, the Agency must “take reasonable steps
to ensure ‘meaningful’ access [to LEP individuals] to the information and services [it] provide[s].” The DOJ LEP Guidance
explains, “What constitutes reasonable steps to ensure meaningful access will be contingent on a number of factors.”
Those four factors are:

The number or proportion of LEP persons served or encountered in the eligible service population.

Since US Census 2020 data (page 14) may not adequately measure current LEP needs in the MassHire Career Center service
area, MassHire Career Centers must record customer primary language data in the Moses system. A factor in determining
the reasonableness of an agency’s efforts is the number or proportion of LEP individuals from a particular language group
served or encountered in the eligible service population. Even those agencies that serve very few LEP individuals on an
infrequent basis are subject to the requirement to take reasonable steps to provide meaningful access. After balancing
these four factors, each MassHire Career Center must determine whether reasonable steps are possible and to have a plan
for what to do if an LEP individual seeks programs or services from the Career Center. The plan can be as simple as having
access to over-the-phone language services.

-28 -


https://www.mass.gov/doc/08-101-2-language-services-guidelines-to-assist-limited-english-proficiency-customers/download
https://www.mass.gov/doc/career-center-language-service-guidelines/download
https://www.mass.gov/doc/career-center-language-service-guidelines/download
https://www.mass.gov/doc/dcs-policy-08-125-american-sign-language-services-revised/download
https://www.mass.gov/info-details/all-mdcs-staff-training

Language Access Plan | Office of Multilingual Services

The frequency with which LEP individuals come in contact with the Agency.

An agency has a greater obligation to ensure reasonable access to its programs and services if contact with LEP persons is
frequent. An agency should consider local and regional conditions when determining the frequency of contact of the LEP
population with its programs and services.

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

The nature and importance of the program, activity, or service affects the determination of what reasonable steps are
required to ensure meaningful access. Also, an agency must assess a program’s short and long-term importance.

The resources available. The resources available may affect the nature of the steps that the agency must take.
“Reasonable Steps” may no longer be reasonable where the costs imposed substantially exceed the benefits. In
considering the resources available, Executive Order 13166 also notes that the system developed to provide

LEP persons meaningful access to the agency’s services should be consistent with the agency’s fundamental mission
without unduly burdening that mission.

Each MassHire Career Center may wish to assess its local service population. A MassHire Career Center in a largely
Hispanic neighborhood may need immediate oral interpreters available and should consider hiring bilingual staff.
Below is a snapshot of the “Primary Language” field (circle in red). The data should be used by MassHire Career Center
staff to assess the number or proportion of LEP persons served and the frequency in each Career Center.

This data is recorded in the MOSES database in the CS_APPLICANT_MAIN table.
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2. Translation and Interpretation Principles

Based on the MassHire Career Centers (MCC) services, programs and activities offered prioritize and describe the steps
the MCC will take to ensure such services, programs and activities provide meaningful access to the LEP populations
who meet or exceed the 5% threshold, or 1000 people of the population served. In addition to the four factors set
forth in the DOJ LEP Guidance, the agency adopts the translation and interpretation assistance principles provided
below:

e MassHire Career Center staff shall take reasonable steps to ensure high-quality translation and interpretation
services through the established Language Assistance Guidelines provided to them by the Office of Multilingual
Services.

e Some translated documents explain the legal rights and obligations of individuals or convey important

information upon which an LEP individual may rely to his or her benefit or detriment. MassHire Career Center
management shall consult with the Office of Multilingual Services for advice on translation services.
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e Each MassHire Career Center manager shall endeavor to expand the breadth or nature of translation and
interpretation assistance when experience, changes in target or service population demographics, or new program-
specific data indicate that the failure to do so may result in the denial of substantially equal and meaningfully
effective services to the LEP populations served by the agencies, particularly with those populations with which an
office has substantial and consistent contact.

A. Which Documents Should Be Translated?

After applying the four-factor analysis a recipient may determine that an effective Language Access Plan for its program or
activity includes the translation of vital written materials into the language of each frequently encountered” LEP group
eligible to be served and/or likely to be affected by the recipient's program. Such written materials could include:

e Applications to participate in a recipient's program or activity or to receive benefits or services.

e Letters containing important information regarding participation in a program or activity.

e Notices advising LEP persons of the availability of free language assistance and other outreach materials.
e Consent and complaint forms.

e List of MassHire Career Center and services provided.

e Notices pertaining to the reduction, denial or termination of services or benefits and of the right to appeal such
actions.

e Notices that require a response from beneficiaries.
¢ Information on the right to file complaints of discrimination.
¢ Information on the provision of services to individuals with disabilities.

e Written tests that do not assess English language competency, but test competency for a particular license, job, or
skill for which English language proficiency is not required.

Whether or not a document (or the information provided and/or solicited) is “vital," may depend upon the importance of
the program, information, encounter, or service involved, and the consequence to the LEP person if the information in
question is not provided accurately or in a timely manner.

For instance, a description of books contained in the resource room of a MassHire Career Center would not generally be
considered vital, whereas applications for Unemployment Insurance or information about safety and health requirements
could be vital. Where appropriate, recipients are encouraged to create a plan for consistently determining, over time and
various activities, what documents are “vital” to the meaningful access of the LEP populations.

Classifying a document as vital or non-vital can be difficult, especially in the case of outreach materials like brochures or
other information on rights and services. Awareness of rights or services is an important part of “meaningful access.” Lack
of awareness that a particular program, right, or service exists may effectively deny LEP individuals’ meaningful access.
Thus, where a recipient is engaged in community outreach activities in furtherance of its programs or services, it should
regularly assess the needs of the populations frequently encountered or affected by the program or service to determine
whether certain critical outreach materials should be translated.

*For purposes of these guidelines, the term “frequently encountered languages” shall mean any language spoken by at least 5% or one
thousand people whichever is less of the population served with a particular agency program, service, or activity. The agency is committed to
applying the 5% standard to the geographic region served by the regional office.

Community organizations may be helpful in determining what outreach materials may be most helpful to translate.
Additionally, the recipient should consider whether translations of outreach material may be more effective when done in
tandem with other outreach methods, including the media, schools, faith-based and other community organizations to
disseminate information.
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Sometimes a document includes both vital and non-vital information, such as when the document is very large.

Or it could be when a document stating a phone number for obtaining more information is sent out to the public and
cannot reasonably be translated into many languages. In these cases, Babel Notices explaining that

“The document contains important information and should be translated” as well as the number for a corresponding
multilingual unit, should one exist, may be sent out with the documents.

B. Languages for Document Translation
Into which languages should documents be translated?

The principal languages spoken by the LEP individuals with whom the recipient has contact determine the languages for
translation of vital documents. It is important to distinguish between languages frequently encountered by a recipient and
less commonly encountered languages. Many recipients serve communities in large cities or across the country or operate
web-based, self-service systems as an adjunct to their in-person delivery systems that also have a regional or national
reach. They regularly serve LEP populations speaking dozens and sometimes hundreds of different languages. To translate
all written materials into all those languages is unrealistic.

Although recent technological advances have made it easier for recipients to store and share translated documents, such
an undertaking would incur significant costs and require substantial resources. Nevertheless, well-founded claims of lack
of resources to translate all vital documents into dozens of languages do not necessarily relieve a recipient of the
obligation to translate those documents into at least several of the more frequently encountered languages and to set
benchmarks for continued translations into other languages over time. As a result, the extent of a recipient's obligation to
provide written translations of documents should be determined case-by-case.

Because translation is a one-time expense, consideration should be given to whether the upfront cost of translating a
document (as opposed to oral interpretation) should be spread out over the likely lifespan of the document when applying
the four-factor analysis. A document's lifespan and the volume of documents requiring translation may also be a factor.

For example, in transaction-based self-service websites, such as labor exchange/job matching, the lifespan of a typical
document, such as a job order, may only be 30 days and the volume of such documents may easily number 1,000 or more
each day. In such circumstances, depending on the four factors, recipients might consider translating only certain portions
of such documents and/or providing information in appropriate languages on how to obtain free language assistance if the
technology allows.

For instance, signs in MassHire Career Centers could state that free language assistance is available. The signs should be
translated into the most common languages encountered. They should explain how to obtain language help. MassHire
Career Centers will ensure that all employees in public contact positions are properly trained on dealing with LEP clients.
Recipients have flexibility in deciding the way the training is provided.

In developing an effective Language Access Plan, the Career Center should also consider including information about the
ways language assistance will be provided. Forinstance, the Career Center may want to include information on:

e Language services available.

e How staff can obtain those services.

e How to respond to LEP callers.

e How to respond to written communications from LEP persons.

e How to respond to LEP individuals who have in-person contact with staff.
In addition to these five elements, effective plans set clear goals, management accountability, and opportunities for
community input and planning throughout the process.
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3. Identifying LEP Individuals in Need of Language Assistance

Department of Justice guidance states that these safe harbor* guidelines need only apply to the eligible population.
However, the estimates provided may overestimate some eligible populations or it may under-represent others that may
be eligible.

The following actions will be considered strong evidence of compliance with the recipient’s written translation
obligations:

The failure to provide written translations under the circumstances outlined in the Translation and Interpretation
Principles, found on page 29 of this document does not mean there is non-compliance. Rather, itis a common starting
point for recipients to consider the importance of the service, benefit, or activity involved; the nature of the information
sought; and the number or proportion of LEP persons served call for written translations of commonly used forms into
“frequently encountered languages” other than English.

These guidelines merely provide a guide for MassHire Career Centers that would like greater certainty of compliance than
can be calculated by a fact-intensive, four-factor analysis.

Example: Even if the safe harbors are not used, if written translation of a certain document(s) would be so burdensome
as to defeat the legitimate objectives of its program, the translation of the written materials is not necessary. Other ways
of providing meaningful access, such as effective oral interpretation or sight translation of certain vital documents, might
be acceptable under such circumstances.

A. Points of Contact between MassHire Career Centers and Client Population
MassHire Career Centers provide job search assistance and other job search and training services. The map below
shows the MassHire Career Center locations throughout Massachusetts.

Language services are available free of charge at all MassHire Career Centers upon request to customers at any
point of contact. The complete directory of all MassHire Career Centers is found at: Locations | Mass.gov

The “Find the MassHire Career Center Nearest You” which describes the various services available at the MassHire
Career Centers and lists their location, is translated into the 12 statutory languages (the translated flyer is available
at MDCS Multilingual Services | Mass.gov.)
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B. LEP Data
See page 14 Limited English Population - Census 2020.

C. Multilingual Resources available on the Massachusetts Workforce Development System Multilingual Resource
page MassHire Career Centers - Multilingual Services | Mass.gov.

Massworkforce Career Center -
Multilingual Services

Multilingual Services coordinates translation and interpretation

services for multiple languages, including American Sign Language.

Mandarin, Ca;

What would you like to do?

Top tasks

Career Center Multilingual

ili -
Gty Muitilingual Contacts

What you need to know

Career Center Seminars (CCS) Career Action Plan (CAP) State LMI Worksheet -
- Multilingual + Form - Multilingual » Multilingual »

RESEA Ul Eligibility
Assessment Questionnaire -
Multilingual +

American Sign Language Work Search Log -
Services - Muttilingual # Multilingual »

Above is a snapshot of the Multilingual Webpage on the Massachusetts Workforce Development System.
This page is divided into various tabs:

MassHire Career Center Language Services Guidelines.
Multilingual Contacts.

MassHire Career Center Seminars Presentation in 12 languages.
Guidelines for American Sign Language and CART Services.
Career Action Plan (CAP) in 12 languages.

State LMI Worksheet in 12 languages.

RESEA Ul Eligibility Assessment Questionnaire in 12 languages.

@ N o U k& W NR

Work Search Activity Log in 12 languages.
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4. Monitoring and Updating the Language Access Plan

Recipients should, where appropriate, have a process for determining, on an ongoing basis, whether new documents,
programs, services, and activities need to be made accessible for LEP individuals. They may want to provide notice of any
changes in services to the LEP public and employees. As well, recipients should consider whether changes in demographics,
types of services, or other factors require annual reevaluation of the Language Assistance Plan. Less frequent reevaluation
may be more appropriate where demographics, services, and needs are more static.

One good way to evaluate the Language Access Plan is to seek feedback from the community. In their reviews, recipients
may want to consider assessing changes in:

e Current LEP populations in service area or population affected/encountered.

e Frequency of encounters with LEP language groups.

e Nature and importance of activities to LEP persons.

e Availability of resources, including technology and sources of additional resources, and the costs imposed.
e Whether existing assistance is meeting the needs of LEP persons.

e  Whether staff knows and understands the Language Access Plan and how to implement it.

e Legislation or program requirements governing the recipient's program or activity.

o Whether identified sources for assistance are still available and viable.

e Surveying staff on how often they use language assistance services.

e Monitoring the MassHire Career Center response rate of complaints or suggestions by LEP individuals, community
members, and employers regarding language assistance provided.
MDCS and Career Center staff may refer to the Reemployment Services Eligibility Assessment (RESEA) Policy and
Procedures Handbook to review the LEP guidelines for that program.

Reemployment
Services and Eligibility

Assessment (RESEA)
Policy and Procedures

Department of Career Services

# MASSACHUSETTS
(( ONE-STOP
CAREER CENTERS

The monitoring and review of current policies and the types of language assistance services provided should occur on an annual basis.
(See LEP Policy posted on the MassWorkforce System Website, www.mass.gov/massworkforce MassWorkforce Issuance #08-101
issued: August 2022 Language Services Assistance for Limited English Proficiency Customers, is located at mass.gov/doc/08-101-
2-language-services-guidelines-to-assist-limited-english-proficiency-customers
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Language Access Assessment (LEP) FY24 for MassHire Career Centers

1. Does MassHire Career Center take consideration of LEP needs when implementing new O Yes 0 No
programs, services, and activities, publishing new material, forms, or notices etc.

2. Has MassHire Career Center management and staff ever attended a Language Access or LEP O Yes 0 No
Training? If yes, when?

3. Does MassHire management request Language Access training for new employees’ O Yes 0 No
orientation?

4. Has MassHire Career Center management reviewed the EOLWD Language Access Plan O Yes 0 No
posted on Mass Workforce Development System? mass.gov/service-details/multilingual-
services-staff-resources

5. Does MassHire Workforce Board and Career Center staff follow the language access policies O Yes 0 No
and requirements?
Issuance 100 DCS 08.101.2 (and attachments A-B-C)
Issued: 8/31/2021?
mass.gov/doc/08-101-2-language-services-guidelines-to-assist-limited-english-proficiency-
customers

6. Does your MassHire Career Center ensure that appropriate language assistance services are O Yes 0 No
provided at no charge to the LEP customers?
Including American Sign Language (ASL) services free of charge to the customer?
mass.gov/orgs/massachusetts-commission-for-the-deaf-and-hard-of-hearing

7. Does your MassHire Career Center display “Right to an Interpreter” posters on MassHire O Yes 0 No
Career Center reception front desk? mass.gov/doc/your-right-to-an-interpreter-poster/

8. Does your staff know the telephonic language line procedures? O Yes O No
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Multilingual-Services-
For-Career-Centers.aspx

9. Is MassHire Career Center staff familiar with the Multilingual Intranet on SharePoint site?
https://massgov.sharepoint.com/sites/EOL-Multilingual O Yes o No

10. Does your staff know the telephonic language line procedures? O Yes O No
https://massgov.sharepoint.com/sites/EOL-Multilingual/SitePages/Multilingual-Services-
For-Career-Centers.aspx

11. Is MassHire Career Center staff familiar with the Multilingual Intranet on SharePoint site?
https://massgov.sharepoint.com/sites/EOL-Multilingual O Yes o No

12. Is MassHire Career Center staff familiar with the Multilingual Services Workforce Development O Yes O No
System Multilingual Resources page?
mass.gov/service-details/multilingual-services-staff-resources

13. Is MassHire Career Center staff familiar with the Multilingual Webpage on EOLWD website? O Yes O No

mass.gov/orgs/office-of-multilingual-services
14. Which resources does MassHire Career Center management utilize to obtain LEP data in its Language Access [1 MOSES

service area? (Select all that apply)

o o oo o

training data O
U.S. Census/ACS [
U.S. Dept. of
Education

U.S. Dept. of

Labor

Community
organizations

Customized reports
Other (please
specify):
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