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IN-PERSON COMMUNICATIONS
Department personnel often interact with members of the public, including responding to requests for
assistance or information. During these in-person communications, Department staff members shall
inform Limited English Proficiency (LEP) individuals that free interpreter services are available on
request to LEP individuals.
A determination of the individual’s English proficiency shall be based on the individual’s assessment of
his/her ability and should not be influenced by the proficiency of a friend or family member
accompanying or assisting the individual, except if the individual is a child or an incapacitated adult. To
assist in identifying an LEP person’s language, the LEP Coordinator ensures that “I Speak” language cards
are available in all reception areas, and personally provided to those staff members who most
frequently encounter LEP individuals. These cards invite LEP persons to self-identify their language
needs to staff members. The federal government has made a set of these cards available online to
reduce the costs of compliance. (See http://www.lep.gov/ISpeakCards2004.pdf.)
Some LEP persons may prefer or request to use a family member or friend as an interpreter. This
practice is allowable if 1) the LEP makes the request and 2) the LEP has been informed and understands
an interpreter is available at no charge to the individual. However, family members or friends of the LEP
person will not be used as interpreters unless specifically requested by that individual and after the LEP
person has understood that an offer of an interpreter at no charge to the person has been made by the
department.
A waiver must be obtained and documented in the patient’s medical record if the patient or family
member refuses the language assistance services. If the LEP person chooses to use a family member or
friend as an interpreter, issues of competency of interpretation, confidentiality, privacy, and conflict will
be considered. If the family member or friend is not competent or appropriate for any of these reasons,
competent interpreter services will be provided to the LEP person.
Note: Children (e.g. persons under 18 years of age) will not be used to interpret, in order to ensure
confidentiality of information and accurate communication.

TELEPHONE COMMUNICATION
If a staff interpreter is not available or does not speak the needed language, Department staff should
contact Tele Language utilizing the following steps:
1. Dial 800-514-9237
2. Say or enter your pre-assigned access code (5233- add your service #) and the language needed.
3. When the interpreter comes on the line proceed with the conversation.

All communication with LEP clients through an interpreter should be recorded in the person’s file by
stating the name of the interpreter assisting in triadic communication.
All classes offered by the Department for teaching purposes, such food handling, etc., should be given
by a bilingual staff member or by using a JCDH interpreter staff as an interpreter.

WRITTEN TRANSLATION
When translations of vital documents is needed, each division or unit in the Department will submit a
request for translations through the Request Service tab located in the website of the employees of
Department. The document to be translated should be attached electronically to the translation
request.
Note: The documents being submitted for translation must be approved by the Pamphlet Committee
prior to requesting translation services. Documents uploaded with translation request shall be in final,
approved form.
The Department will set benchmarks for translations of vital documents into additional languages over
time.

DOCUMENTATION OF TRANSLATION SERVICES
All contacts with language assistance services should be documented according to procedures outlined
in the respective area. All translation for medical and/or dental services should be documented in the
health record. Federal fund recipients (such as Family Planning services) must also provide the
translation of vital documents as part of their language assistance services when necessary to ensure
the patient’s access to important written information.
MONITORING LANGUAGE NEEDS AND IMPLEMENTATION
On an ongoing basis, the Department will assess changes in demographics, types of services or other
needs that may require reevaluation of this policy and its procedures. In addition, the Department will
regularly assess the efficacy of these procedures, including but not limited to mechanisms for securing
interpreters services, equipment used for the delivery of language assistance, complaints filed by LEP
persons, and feedback from the public and community organizations.
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