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LANGUAGE ACCESS SERVICES

Department of Unemployment Assistance 



Office of Multilingual Services

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

Vision 
Deliver high quality and timely agency services to all customers as if no language barrier 
existed. 



Limited English Proficient (LEP)

Who is a Limited English Proficient (LEP) Customer?

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

A customer maintains the right to self-identify as a LEP person.

Who is a English Language Learner (ELL)

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



Massachusetts General Law c. 151A, §62A requires that Unemployment Insurance 
(UI) notices must be written in simple, clear language and translated for claimants 
whose primary language is listed in GL c. 151A. 

The 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 ½ of 1% of all Commonwealth residents, regardless of the person’s English 
proficiency.

UI Legal Requirements 



Multilingual Services Unit

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

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

And 

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

The Unit comprises staff who speak: 

English
Spanish Chinese                  (Cantonese & Mandarin)

Portuguese   
Vietnamese 

French    
Italian 

Cape Verdean Creole        Dutch 

The Multilingual Services Unit facilitates communication between EOLWD agencies: 



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

❖ Facilitates communication between EOLWD agencies/departments and LEP customers by 
providing interpretation and translation services as needed

❖ Ad hoc translation of UI Online documents
❖ Translation of agency materials (booklets, manuals, forms , letters, videos, etc.)
❖ IVR translation and recordings
❖ Walk-Ins, Adjudicators, Call Centers, Career Centers staff
❖ UI Hearings/Board of Review

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

❖ Maintains the Multilingual Website/Intranet/Mass Workforce System 
❖ Post Language Access guidelines
❖ Posts translated material 
❖ Updates forms and publications

Multilingual Services Unit

Office of Multilingual Services



Translation vs Interpretation

Definition of Translation: 
Translation is the written rendering of the source
language text into the target language text.

• Translation of vital documents and post on agency 
website

• Vital documents include documents that require a 
response, such as applications, consent forms, letters 
containing information regarding eligibility or 
participation criteria, and notices pertaining to 
reduction, denial or termination of services or 
benefits, or advise of free language assistance 

• Use only qualified in-house translators 

Definition of Interpretation:
Interpretation is the immediate oral rendering of
the source language into the target language.

• Use Multilingual Services Unit Staff

• Use only trained in-house bilingual staff 

• Use the over-the-phone language services when 
needed

• Provide feedback in the comment section of  the 
Report of Usage e-form if issues arise with 
professional interpreter



Multilingual Services Unit

Staff in need of assistance to communicate with LEP customers can:

• Contact the Multilingual Services Unit if the language needed is: Spanish, 
Portuguese, Vietnamese, Cantonese, Mandarin, Cape Verdean Creole, and 
French.

• Contact the over-the-phone language line for assistance in other languages 
or when Multilingual Services Unit staff is not available.  You can find this 
information on our intranet at http://intranet.detma.org/multilingual
under “For Call Centers.”

http://intranet.detma.org/multilingual


Multilingual Services Unit

The Multilingual Services Unit office hours are:

Monday to Friday

9:00 AM to 12:00 PM 

1:00 PM to 4:00 PM.

If a Multilingual Services Unit staff member is not 
available, please leave a message or, if immediate 
assistance is required, call the over-the-phone 
language line services.



Multilingual Services Unit

Multilingual Services Unit Contact Information:

Lilianna Leung: 
for Cantonese, Mandarin, and Vietnamese  
Lilianna.leung@detma.org

Vitalina Lopes:
for Portuguese, Cape Verdean Creole, and Spanish  
Vitalina.lopes@detma.org

mailto:Lilianna.leung@detma.org
mailto:Vitalina.lopes@detma.org


Over-the-Phone Language Line Services 

You should call Lionbridge at (number) to help you communicate with the LEP 
customer. 

Please follow these steps when using Lionbridge:

1. Have the LEP customer on the phone line/present prior to placing the call.
2. Call the toll-free number: (number) 3. Enter the dedicated DUA PIN number:

Press 1 for Spanish  
Press 2 for Mandarin
Press 3 for Russian
Press 4 for Vietnamese
Press 5 for Portuguese 
Press 6 for Haitian Creole
Press 7 for French
Press 8 for Korean
Press 9 for Arabic
Press 0 for any other language and for operator assistance 

http://intranet/CO/SitePages/For%20Call%20Centers.aspx

http://intranet/CO/SitePages/For Call Centers.aspx


Working with Over-the-Phone Language Interpreters

✓ Over-the-phone interpretation is “consecutive” interpretation. This means there must be pauses 
while the interpreter repeats each statement in the respective language

✓ Speak in the first person just as you would if speaking directly to the customer

✓ Be attentive to the interpreter’s verbal cues – if asked to pause, please do so to allow for 
interpretation. Remind all participants on the call to do the same

✓ Know the Agency Access Code and Location Code, if required

✓ Note the interpreter’s ID number/name

✓ If you need the interpreter to leave a voicemail message for the customer: 

- provide the interpreter with the customer name, phone number, and your message

- stay on the line while the interpreter is leaving the voicemail message and until the call is complete 

- if the customer should answer, proceed with the intended purpose of your contact

✓ Keep a “Quick Reference Guide” handy with the vendor’s procedures

You can find the “Tips for Working With Interpreters " flyer on the Multilingual Services Unit intranet page. 

http://intranet.detma.org/cms/images/departments/customer_outreach/multilingual/qwest opi - tips for working with an interpreter - 20110803.pdf


 

Over the Phone Language Services  
Report of Usage 

  

Your Name: 
 

Call Center / 
Career Center / 
Hearing Office: 
(Enter the 

name of your 
Call Center or 
Hearing Office 
(e.g., Boston 

UITCC)) 

 

Date and Time 
of Call: 

 

Approximate D
uration of Call: 

Hours:       

Minutes:   

Language 
Requested:  

Services 
Provided: 

Assistance for Career Center services 

How would you 
rate the 
Language Line 
Services?: 

Excellent 

Very Good 

Good 

Fair 

Poor 

Comments: 

Attempted to reach Andrea at Multilingual Services before calling Language Line.  

  

Marisa de la Paz 

FutureWorks - Springfield  

3:21:00 PM  

4/8/2015 

11 mins 

0 hr 

Spanish  

Report of Usage

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

• Multilingual Intranet 
http://intranet.detma.org/multilingual

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

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

http://intranet.detma.org/multilingual
http://intranet.detma.org/cms/index.php?option=com_content&task=view&id=384&Itemid=1269


Conference Calls

If you need to contact an LEP 
customer… 

1. Call the Multilingual Services Unit or 
Lionbridge at (number)

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

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

For brief calls, you can call a staff person listed 
on the Internal Volunteer Bilingual Staff list. 

DCS Staff

Interpreter
Limited English

Speaker



Conference Calls

If you receive a call from an LEP 
customer…

1. Place the LEP customer on conference. Call 
the Multilingual Services Unit or Lionbridge 
at (number)

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

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

For brief calls, you can call a staff person 
listed on the Internal Volunteer Bilingual 
Staff list. 

DCS Staff

Limited English
Speaker

Interpreter



Over-the-Phone Language Line Services
2019 Data 

Language Minutes Percentage

Spanish 42335 88.66%

Portuguese 2909 6.09%

Haitian Creole 1845 3.86%

Russian 453 0.95%

Arabic 327 0.68%

Cape Verdean 258 0.54%

French 215 0.45%

Vietnamese 210 0.44%

Farsi-Afghani 183 0.38%

Mandarin 90 0.19%

Amharic 76 0.16%

Gujarati 70 0.15%

Albanian 62 0.13%

Cambodian/Khmer 41 0.09%

Korean 26 0.05%

Greek 23 0.05%

Nepalese 23 0.05%

Ashanti 13 0.03%

Cantonese 10 0.02%

Bosnian 8 0.02%

Somali 8 0.02%

Turkish 6 0.01%

Thai 5 0.01%

Indonesian 4 0.01%



Over-the-Phone Language Line Services
2018 Data 

Language Minutes Percentage

Spanish 111077 85.29%

Haitian Creole 6508 5.00%

Portuguese 5533 4.25%

Vietnamese 1505 1.16%

Cape Verdean 1018 0.78%

Russian 681 0.52%

Mandarin 671 0.52%

Cantonese 520 0.40%

Arabic 490 0.38%

French 472 0.36%

Cambodian/Khmer 381 0.29%

Albanian 191 0.15%

Somali 187 0.14%

Turkish 181 0.14%

Italian 138 0.11%

Polish 136 0.10%

Greek 101 0.08%

Urdu 73 0.06%

Korean 65 0.05%

Amharic 60 0.05%

Gujarati 60 0.05%

Ukrainian 47 0.04%

Nepalese 35 0.03%

Lao 30 0.02%

Bosnian 26 0.02%

Farsi-Iranian Persian 20 0.02%

Tibetan 15 0.01%

Serbo-Croatian 5 0.00%

Tamil 5 0.00%

Tagalog 4 0.00%

Thai 1 0.00%

Tigrinya/Eritrean 1 0.00%



Over-the-Phone Language Line Services
2018 Data 

3669 3194

9192

11989

6266

12212

15586 15286
13501

9274
11425

18643

Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18

Minutes 3669 3194 9192 11989 6266 12212 15586 15286 13501 9274 11425 18643

DUA 
Minutes Utilized in Calendar Year 2018 

182 147

475

634

407

587
669 704

626
527 551

830

Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18

Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18

Calls Placed 182 147 475 634 407 587 669 704 626 527 551 830

DUA 
LEP Calls 2018 by Month



Over-the-Phone Language Line Services
2018 Data 

19.82

17.28

20.69

16.07

18.79

15.79
14.73

16.89

15.13
14.13

15.22
14.03

Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18

Average Connection
Time

19.82 17.28 20.69 16.07 18.79 15.79 14.73 16.89 15.13 14.13 15.22 14.03

DUA 
Average Connection Time by Month - Calendar Year 2018



Over-the-Phone Language Line Services
2019 Data 

January February

Minutes 26209 22991

26209

22991

DUA 
Minutes Utilized in January and 

February 2019 

January February

Average Lengh of Call 12.06 12.29

12.06

12.29

DUA 
Average Lengh of Call in January and February 2019 



American Sign Language

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

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

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

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

• FAX: 617-740-1880 with an Interpreter/CART Request Form

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

https://www.mcdhh.net/request/
http://www.mass.gov/eohhs/docs/mcdhh/forms/interpreter-cart-request-fax-form.pdf


American Sign Language Services

• 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.

• If you receive a phone call from a Deaf customer through the relay operator 
conduct the interview as you would with hearing customer.



UI Online

LEP Claimants can select their preferred language when they open their claim in UI Online and if they choose one of the UI 
statutory languages (Spanish, Portuguese, Haitian Creole, Chinese, Vietnamese, Khmer, Lao, Italian, Russian, Korean and French) 
they can choose to have their correspondence in their preferred language.  These documents include the CCS/RESEA letter.



UI Online 

Translated UI Online correspondence:

1. Fact Finding (questionnaires) cover letter 
2. Monetary Determination
3. Monetary Re-determination
4. Non-Monetary Determination

The following documents can be sub-categorized within the previous list

1. Notice of Approval
2. Notice of Disqualification
3. Notice of Fault and Fraud Finding
4. Notice of Fault Finding
5. Notice of Potential Offset of Benefits
6. How to Request a Hearing 
7. Finalized Overpayment Notice
8. TAA Eligibility Determination
9. Babel Notices



DUA Correspondence

Career Center Seminar (CCS) / Initial RESEA Notification Letter
Claimants are enrolled at the time they receive their first UI payment.  CCS/Initial RESEA notification letters are 
sent via postal mail in the 13 statutory languages and the UI inbox (English only).

➢ CCS/Initial RESEA second notice reminders in the form of a Robo call is made on the 10th day after 
enrollment if they have not attended a CCS.

RESEA Review Robo Call
A RESEA Review reminder in the form of a Robo call (English and Spanish) is made on the 4th week from 
enrollment reminding job seekers that they have one week left to complete their RESEA Review.

➢ If the CCS/Initial RESEA was not attended within 3 weeks and not rescheduled “good cause” into the 4th

week, 1 week sanction

➢ If the RESEA Review was not attended by the 5th week deadline, indefinite sanction

Note: CCS/RESEA letters include the Multilingual Services toll-free phone line: (number)



Multilingual Services Resources
Intranet



Multilingual Services Resources

• Agency Language Access Plan (LAP) 

• Language Services Guidelines

• List of Internal Volunteer Bilingual Staff

• Over-the-Phone Language Services Guidelines

• Report of Usage form

• Multilingual Unit 12 languages toll-free number

• RESEA Policy and Procedures Handbook(LEP Guidelines pg13)

• List of Community-Based Organizations

• Guidelines to request American Sign Language (ASL) Interpreters

• Language Identification Flashcard “I Speak Cards”

• “One Moment Please” Flashcard

• Career Center Seminar videos in English, ASL, Spanish, and Portuguese 

• Career Center Seminar Power Point Presentation in 13 languages

Intranet



INTRANET

The Multilingual Services Unit Intranet pages offer DUA staff the following resources: 

For Call Centers

• Language Services Guidelines for DUA Call Centers

• List of volunteer MDCS and MassHire Career Center bilingual staff

• Over-the-phone language services

• List of Community-Based Organizations

• Guidelines to request American Sign Language (ASL) Interpreters

• Language Access Plan (LAP)

For Hearings

• Over-the-phone language services guidelines

• Information on Interpreter Services 

• Interpreter Timesheet & Follow-up forms

  

Albanian Haitian  Korean 

Arabic Hakka Laotian 

Armenian Hindi Portuguese 

Bengali Husa Punjabi 

Burmese Ibo Russian 

Cantonese Italian Spanish 

Gujarati Mandarin Urdu 

Greek Khmer Vietnamese 

  



To access translated publications and documents, visit EOLWD website

MULTILINGUAL SERVICES WEBSITE





Multilingual Web Page



Multilingual Web Page



“Babel” notices are inserted into important documents 

Useful Tools

This is an example of a generic Babel Notice, that you can attached to a document, stating it needs to 
be translated as soon as possible. 



Useful Tools
How to Say, “One Moment Please” in Eighteen Common Languages



Useful Tools
Right to interpreter services free of charge

This Poster reads  “Your Right to an 
Interpreter” in 30 languages including 
American Sign Language and should be 
displayed in agency public spaces. 



Useful Tools
Right to interpreter services free of charge



Demographics

Rank by #  speakers Language M argin 

of 

% of total M A pop.

Total MA Population: +/-266

  Speak only English +/-8,994 77.0%

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

1   Spanish: +/-3,670 8.4%

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

3   Chinese: +/-3,128 2.0%

4   Haitian Creole: +/-3,432 1.1%

5   French: +/-2,195 0.9%

6   Vietnamese: +/-2,250 0.5%

7   Russian: +/-2,168 0.6%

8   Italian: +/-1,683 0.6%

9   Arabic: +/-1,911 0.5%

10   Khmer: +/-1,639 0.4%

11   Korean: +/-1,114 0.3%

12   Lao: +/-644 less than 0.1%

41,140

2,959

33,345

17,594

121,445

24,047

534,262

Estimate

6 ,339 ,745

4,912,310

71,301

59,590

179,245

36,387

38,496



Demographics 

Rank by #  LEP Languages Estimate M argin 

of 

% of total M A pop.

Total MA Population: 6 ,339 ,745 +/-266

  # Speakers of other languages who speak English very well 861,617 14.0%

  # Speakers of other languages who English less than very well   565,818 9.0%

  Spanish:

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

  Portuguese or Cape Verdean:

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

  Chinese:

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

  Haitian Creole:

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

  Vietnamese:

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

  Russian:

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

  Arabic:

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

  Khmer:

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

  French:

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

  Italian:

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

  Korean:

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

  Lao:

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

MA Population who speaks English 
“less than very well” 

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%”)



Contact Information

Office of Multilingual Services

Director

Marisa de la Paz 

617-626-5471 

Marisa.delapaz@massmail.state.ma.us

mailto:Marisa.delapaz@massmail.state.ma.us



