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POLICY

BACKGROUND

These instructions are for staff at all Job Centers, Non-Public
Assistance (NPA) Food Stamp (FS) Offices and ancillary sites. The
instructions in this Policy Directive are informational for all other
staff.

This policy directive has been revised to inform staff that the
Required Action section has been updated to include additional
direction on providing interpreter assistance in regard to:

« The offer of interpreter services without the applicant/participant
having made such a request;

s An applicant/participant’s use of his/her own interpreter during an
interview;

+ The protection of the appiication filing date and referral to the
Customer Service and Information Center (CSIC) in a Model
Office when no interpreter services are available,

» The assurance that interpreters for LESA individuals maintain
client confidentiality.

Communication assistance must be provided for those
applicants/participants who have either limited or no English-
speaking ability, designated “LESA” in this directive.

FIA’'s applicant/participant poputation includes people who speak
various languages. Some of these individuals are unable to
communicate in English. Staff should make every effort to
communicate with them. A LESA individual is entitled to bring an

HAVE QUESTIONS ABOUT THIS PROCEDURE?
Call 718-557-1313 then press 2 at the prompt followed by 765 or
send an e-mail to F/A Call Center

Distributien: X



PD #06-12-OPE

LESA N interpreter who js at least 18 years of age to the Center/Office if
:fé"r']%at’;tesffrg?t%ag;; he/she chooses to do so. If an applicant/participant brings a minor
. .mterprgt randmust [0 interpret, the Worker must explain that HRA has its own contract
never be asked to doso.  With professional interpreters and one is required to assist in the
interview. The steps to follow to service a LESA individual are

outlined in the Required Action section of this policy directive.

LESA applicants/participants must never be asked to bring an
interpreter. A person can hever be denied service due to his/her
inability to communicate in English.

To ensure that the LESA population has equal access to FIA
services and benefits, FIA has:

¢ analyzed caseloads and assigned LESA cases to bilingual
Workers who speak certain languages;

» established two Refugee and Immigrant Job Centers, staffed
with muitilingual Workers; _

« translated selected applicant/participant-related forms into
several languages and posted them on the FlAweb;

_ » out-stationed staff to HRA’s Language Bank at Infoline to
g‘;gggg ?fﬁﬁi’?’é’fé’e provide interpretation services to LESA applicants/participants.
languages Infoline staff speak Haitian/Creole, Spanish, Russian, Mandarin,

Cantonese and Vietnamese and have access to a professional
interpreter service providing numerous languages, including
Arabic and Korean;

¢ assigned a LESA liaison and a backup liaison at each FIA
tocation who are supervisors or higher-level staff and trained to
handle language assistance needs. They are designated by their
respective Director/Office Manager to assist their coworkers with
language assistance requests and to access the professional
interpreter service vendor;

Interpreter services e provided professional telephone and on-site interpreter services
for all Job Centers, NPA FS Offices and ancillary programs.
These sites have specially equipped telephones for interpreter
service use and designated counseling areas. Liaisons and
backups have been instructed to access these services.

Language card HRA's Office of Refugee and Immigrant Affairs (ORIA) distributes a
Language Card (W-194), a multilingual palm card, to staff. This card
is used to help ascertain an applicant/participant’s spoken
language.

Definitions Definitions of common terms used in this directive are found in
Attachment A.

FlIA Policy, Procadures and Training 2 Office of Procedures



REQUIRED
ACTION

In-person LESA
applicants/participants

Never seek the aid of a
bilingual
applicant/participant.

Locate a professional

bilingual on-site Worker.

New information

Providing interpreter
services

PD #06-12-OPE

When a LESA applicant/participant visits the Center/Office in
person, staff must:

identify the applicant/participant’s language by having him/her
point to his/her language on the W-194 to select the language
preferred for the interview. The Center Director/Site Manager
must ensure that a supply of language cards is always available
in the reception area. Call ORIA at (212) 331-5423 for additional
language cards.

never make any judgments regarding the applicant/participant's
English fluency.

Providing Interpreter Assistance

1.

If the applicant/participant indicates he/she wants an interpreter,
the Center Director/Site Manager, or designee, assigns the
applicant/participant to a professional bilingual Worker who
speaks his/her language, whenever possible.

The Worker may also offer the services of an interpreter without
the applicant/participant having made a request for such
services. The Warker should document this offer in the case
record.

If a professional bilingual Worker is not available, the staff
member contacts the LESA liaison or the backup LESA liaison at
the Center/Office. The LESA liaison and the Worker then
determine which interpreter service (telephone or on-site) would
be most helpful.

The LESA liaison, who has access codes authorizing usage of
both inferpreter services, ensures that all appropriate steps to
find a bilingual Worker have been taken, all documentation
relevant {o the case (e.g., Application, History Sheet, efc.) is
available, and that the Worker and the applicant/participant will
be ready to use the interpreter service. This preparation
prevents unnecessary waiting time. The LESA liaison then
accesses the preferred interpreter service by contacting the
vendor under contract.

Once the vendor's interpreter service has been called or an on-
site interpreter arrives for a scheduled appointment, the Worker
and the interpreter conduct the interview. When all information is
obtained, the Worker ends the interview. If additional
appointments or actions are needed, the Worker and the
interpreter convey this information to the applicant/participant.
The Worker completes the ORIA Interpreter Services Log

FIA Policy, Procedures and Training 3
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PD #06-12-OPE

(W-194A) or On-Site interpreter Services Log (W-194B) as
appropriate.
5. LESA liaisons and backup liaisons maintain a file of the original
logs of all usage of telephone and on-site interpreter services,
LESA liaisons are trained in procedures to maintain these logs.
Calters can be put on 6. LESA liaisons can also access the telephone interpreter service
{‘e?'ed ﬁ;gg”iﬁ?e?agégr'a e when a caller is on hold or has given a Worker a callback
Sew’?ce_ P number. If an FIA staff member answers the telephone and the
caller cannot speak English, he/she should ask the caller to
wait and immediately contact the liaison.
7. The Center Director/Site Manager or designee must make sure
Center Directors/Site that all usage of the interpreter services is correctly recorded on
Managers review the usage logs. Each log records the month and year, HRA
fiaison's logs monthly. location/site and borough, the Director’s and the liaison’s name,
as well as data on the services. Logs assist the Agency in
tracking the use and effectiveness of interpreter services.
Directors/Site Managers maintain a file of these logs in the
Center/Office; LESA liaisons e-mail a complete log of
Center/Office usage (W-194A and/or W-194B) to the Regional
Manager at the end of each month.

Any emergency mustbe  Note: Telephone interpreter services are avaitable at all FIA

ggg;i?;d %E’n locations within two minutes of a request and on-site interpreters

a ppointmgnt. are available within two hours of a request. An applicant must
always be allowed fo file an application. If an emergency situation
exists, telephone interpreter services may be used to address the
emergency situation until an on-site interpreter, if necessary, is
available. If a second in-person interview with an interpreter is
needed, be sure that the applicant/participant understands the date,
time and location of the new appointment.

New information The applicant/participant may choose not to use the HRA interpreter
or interpreter services and elect to bring his/her own interpreter. In
this case, the Worker must ensure that the applicant/participant’s
inferpreter is at least 18 years of age. The election of the
applicant/participant to use his/her own interpreter should be
documented in the case record.

New information In the event that an appointment must be rescheduled for a LESA
applicant because interpreter services are not available, the Worker
must ensure that the application filing date is protected. In addition,
if interpreter services are not available in a Model Office, the
Receptionist must refer the applicant/participant {o the Customer
Service and Information Center (CSIC).

FiA Policy, Procedures and Training 4 Office of Procedures



New information

Document each attempt
to contact an interpreter
in the case record.

TAD Entries
Revised information

Posters

PROGRAM
IMPLICATIONS

Model Center
Implications

Paperiess Office
System (POS)
Implications

Medicaid
Implications

PD #06-12-OPE

Staff must ensure that persons acting as interpreters for LESA
individuals understand their obligation to maintain client
confidentiality.

The Worker must document the language of the
applicant/participant in the case record and on the Language
Questionnaire (W-680FF) so that an interpreter can be scheduled
for future appointments. Please refer to PB #05-54-OPE for further
instructions pertaining to the W-680FF and appropriate use of
coding.

For Turn-Around Document (TAD) entries, the Worker must ensure
that the correct language indicator has been entered in Elements
255 (Lang) and 281 (Lang Read). Refer to the Worker's Guide to
Codes manual for the appropriate [anguage codes.

Center Directors/Site Managers must be sure to display the
following posters in all applicant/participant waiting areas;

o If You Need an interpreter (PUB-4842)
s [nfoline (W-184)

Center Directors/Site Managers must ensure that all prior versions
of forms and posters are recycled.

The instructions in this policy directive should be followed by staff in
the Customer Service and Information Center.

The Receptionist must ask the applicant which language he/she
prefers to be interviewed in and record the preference in the "Do
you need an interpreter?” field on the Site Determination screen.

The Worker must review the Spoken Language field (255) and
Reading Language fieid (281) of the POS TAD to ensure the
correct language has been entered.

The Worker must follow all steps in the Required Action section of
this procedure.

There are no Medicaid implications.

FiA Policy, Procedures and Training 5
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FAIR HEARING
IMPLICATIONS

Avoidance

Conferences in a
Job Center

New information

PD #06-12-OPE

Ensure that all case actions are processed in accordance with
current procedures and that electronic case files are kept up to date.
Remember that applicants/participants must receive either
adequate or timely and adequate notification of all actions taken on
their case.

An applicant/participant can request and receive a conference with
a Fair Hearing and Conference (FH&C) AJOS/Supervisor | at any
time. If a LESA applicant/participant comes to the Job Center
requesting a conference, the Receptionist must alert the FH&C Unit
that the individual is waiting to be seen. Note: in the Model Offices,
the Receptionist at Main Reception will issue a FH&C ticket and
does not need to verbally alert the Fair Hearing Unit.

The FH&C AJOS/Supervisor | will contact the Job Center's LESA
liaison if an interpreter is needed and, with the assistance of an
interpreter, conduct the conference with the individual.

The FH&C AJOS/Supervisor | will listen to and evaluate any
material presented by the applicant/participant (with the assistance
of an interpreter), review the case file and discuss the issue(s) with
the JOS/Worker responsible for the case and/or the JOS/Worker's
Supervisor. The AJOS/Supervisor | will explain to the
applicant/participant (with the assistance of an interpreter) the
reason for the Agency’s action(s).

If the determination is that the applicant/participant has presented
good cause for the infraction or that the outstanding Notice of Intent
needs to be withdrawn for other reasons, the FH&C
AJOS/Supervisor | wilt settle in conference (SIC), enter detailed
case notes in NYCWAY and forward all verifying documentation
submitted by the applicant/participant to the appropriate
JOS/Worker for corrective action to be taken.

In addition, if the adverse case action still shows on the “Pending”
(08) screen in WMS, the AJOS/Supervisor | must prepare and
submit a Fair Hearing/Case Update Data Entry Form (LD8S-3722)
if the case has been granted aid continuing (ATC), to change the 02
tc an 01 or a PA Recoupment Data Entry Form (LDSS-3573) to
delete a recoupment. The AJOS/Supervisor | must complete a
Conference report.

FIA Policy, Procedures and Training 6 Office of Procedures



Conferences in an
NPA Food Stamp
Office

New information

Evidence Packets

REFERENCES

PD #06-12-OPE

Should the applicant/participant elect to continue his/her appeal by
requesting or proceeding to a Fair Hearing already requested, the
FH&C AJOS/Supervisor | is responsible for ensuring that further
appeal by the applicant/participant through a Fair Hearing request is
properly controlled and that appropriate follow-up is taken in all
phases of the Fair Hearing process.

if an applicant/participant comes to the NPA FS Office and requests
a conference, the Receptionist must alert the Site Manager that the
applicant/participant is to be seen and inform the Site Manager if an
interpreter is required. Note: in the Model Offices, the Receptionist
at Main Reception will issue a FS Conf/Appt/Problem ticket and
does not need to verbally alert the Site Manager. The NPA FS
Receptionist will alert the Site Manager once the
applicant/participant is called to the NPA FS Reception desk. If an
interpreter is required, the Site Manager will follow the steps
outlined on pages 3 and 4 for obtaining a language interpreter.

The Site Manager will listen to and evaluate the
applicant/participant’s complaint with the assistance of an
interpreter, if needed. The Site Manager will then make a decision.

The Site Manager is responsible for ensuring that further appeal by
the applicant/participant through a Fair Hearing request is properly
controlled and that appropriate follow-up is taken in ail phases of the
Fair Hearing process.

if the applicant/participant cails the Worker directly, the Worker must
follow the instructions at the top of page 4 regarding telephone
communications with LESA applicants/participants.

The applicant/patrticipant, with the aid of an interpreter if necessary,
must then call the NPA FS Office Site Manager.

All Evidence Packets must contain a detailed history, copies of
relevant WMS screen printouts, other documentation relevant to the
action taken (e.g., Conference Report, Telephone Interpreter
Services Log, On-Site Interpreter Services Log) and copies of
NYCWAY Case Notes screens.

Executive Order 13166 (Federal Register, 8/16/2000, Volume 65,
Number 159)

05-INF-08

06-ADM-05

FiA Policy, Procedures and Training 7 Office of Procedures
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Attachment A Definitions

ATTACHMENTS
& Please usée Print on PUB-4842 If You Need an Interpreter (Rev. 6/04)
Demand fo obtain copies
of forms. W-184 INFOLINE (Rev. 8/05)
W-194 Language Card (Rev. 1/6/05)
W-194A Telephone Interpreter Services Log (5/25/05)
W-194B On-Site Interpreter Services Log (5/25/05)
W-680FF Language Questionnaire (Rev. 3/22/05)

Page 1.2-2 of the Worker's Guide to Codes manual

FIA Policy, Procedures and Training 8 Office of Procedures



Attachment A

Definitions

Interpretation:

The word “interpretation” is commonly used when referring to orai
communication.

Translation:

The word “translation” is commonly used when referring to written
communication.

Office of Refugee and mmigrant Affairs (ORIA):

A Human Resources Administration {(HRA) office whose primary function is to
ensure equal access and services to individuals with limited English-speaking
ability (LESA). Centers/Offices can order additional palm cards from ORIA by
calling (212) 331-5423.

Language Card (W-194):

A multiingual card distributed by ORIA to all Center/Office employees. It enables
the applicant/participant to indicate his/her preferred language and need for
interpreter assistance.

Infoline:

Infoline provides interpreter services in the six mandated languages: Arabic,
Chinese (Mandarin and Cantonese), Haitian/Creole, Korean, Russian and
Spanish, as well as additional languages, through liaisons trained to use the
contracted interpreter services.

Teiephone and On-site interpreter Services:

ORIA has contracted with a private professional vendor that specializes in
translation and interpretation services to provide multilingual interpreters via the
telephone or on-site at HRA locations. Centers’ LESA liaisons are trained in the
procedures to access these contracted services.



you need an interpreter

We provide free interpreter services on request.
Please go to the reception desk now and we will
call someone to interpret for you.
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DU # 4842 (6/04)



NYC Human Resources Administration (HRA) LS A 778V 25 (HRAT Adwinistrasyon Resous pou Pibik Iz (HRA)
FOpoCEoe BEIOMCTRE I\ Hr::o Hopxza (H RA)
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€ For Assistance With Any HRA Program - Call This Tol-Free Number,
For information about other city agencies and their programs, call 311,

i Para ayuda con cualquier programa de HRA, lame a este nimero de teléfono gratuito,
Para informacion sobre otras agencias de la ciudad y sus programas, llame a} 311,

1 4
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Human Resources Administration

ws Language Card

If you do not know the language of the person who wants your help, use this card. The person can point to
the language needed and you can arrange for an interpreter.

2 Albardan Fiisnd shoin? Ul jis tarn, Po srkoj 18
22 Arabic \‘Aa.:é.’l“)ﬂ..“ MHAS.UL}A cﬁﬁa_ﬁm M{MWMM .

Bengali At A T AT S AT T N W S M IS I el W IS ST RPN waE

Bosnian Govorite li bosanski? - Molimo, sjednite. Poslaéu prevodioca za Vas.

ol Sy Er Ol

Cantonese i

2 L]Hf ?

Mandarin }’ﬁ?ﬁ%; [t

Creole Eske ou pale Kreyol?

French Parlez-vous francais?

Greek "MiAdTe EAAn

Hebrew

Hindi

ltalian “Prego, si accomodi e aﬁé.ncia mentr_e Le chiamo un interprete,
Khmer suniaantgigee fyijs{_tlﬁmﬁgw 1 g Jﬁfmgmngﬁumgu mtﬁﬁﬁfﬁqggﬁ E]
Korean BIE0IE AESIAUMN? OUAI2, ESME B ZolHSLIT
_ Czy Pan/Pani mowi , S
Polish pg;iku%?n Panimowipe o6 siadad, podezas gdy wolam umacza, - . %
Russian Bt rosopuTe ro- NpncaasTe, noxanyicra. A ceiuac nososy nepeaop,qua KoTopbil Bam ¢
pycoxu? NOMOXeET.
8 Spanish ¢ Habla espafiol? Tome asiento, por favor, Llamare a un in_térpreie par_a qu_e lo ayude.
g Ny B poalioBlixneTe
Krainias : . K, &, HO8K 5 ol - .
Ukrainda i. | YpATTE RO MOBDIG? Byiis NBCKa, NOCHARTE HORY 5 BRI ﬂcp Knanada ;;,rm Bat:: L
Lirdu . ?w“:.:—"}?! 5\3’;!%1'{,5 e ;.5"5}“”[09'“’ L:}i: 35 UL-D-?)J U*‘S c:‘J .,_.; u..;! u.,..:a ,;.,_alo'@‘.«.u J}s LjJL'
. Anh/chi néi ti€ng Viét , . o
Viethamese phii kh‘ ﬁn(:;'?“ &V Xin moi ngdi chyy. TAI 56 goi ngm‘?l théng dich x_:i_m anhlc:h;.
L Yiddish Pt pTIN N SYCING IWRIOUATNT X 910 Fu TR DXT PO .
. Hearing : - ' '
gi;s;éig Impaired If you need an interpreter in 8ign Language, please point here.

o RS ; ) Forin W-184 (01/05/05)
ariment ol Soelat Services. For permission to reproduce all or part of this material contact the Mew York City Human Resources Administration




W-194A
5/25/05

Month

HRA Location/Site

Access Code

PRINT all information

Human Resources Administration
Office of Refugee and immigrant Affairs

Telephone Interpreter Services Log

i Director

Center/Off. Liaison

Applicant/Participant’s,
Last Name , First Name

Case Number

LLanguage

Total
No. of
Minutes

Worker
using
service

Total number of calls

Total number of minutes




wW-184B
5/25/05

Human Resources Administration Office of Refugee and Immigrant Affairs

On-sife Interpreter ServicesLog =~ e
Month: o f

; i I !

g

[ g

Center/Borough: 1 T Tt T oA O
AccessCode: = i i b

| Applicant/Participant jCésé # JLanguage linterpeter At Center Home Visi

! i
i !

| i
: H
e [ U D (.
; [
: i
! 5
i
- — S :
: i
e e S e i
i H
i P
: |
e s ot e e am
- e J—

Center Liaison:
Log Approved By:




Form W-880FF LLF
Rev. 3/22/05

The CITY of NEW YORK

Human Resources Administration
Family Independence Administration

Date:

Case Number;

Language Questionnaire

IMPORTANT: Please read this notice and indicate your speaking and
not speak English well, the Human Resources Administration (HR2),

e preferences. If you do

‘apers.

Print Name:

Name

Address:

- ™ Laotian ™ Thai

I ltalian {7 Polish I Urdu

: _ ™ Japanese 7 Portuguese [ Vietnamese
™ Haitian-Creole ™ Khmer ™ Russian I Yiddish

™ Hebrew I"" Korean i Spanish I English

Do you require free intepreter services? . Yes | No

Written notices can be sent in the languages listed below. Please select ONE only. If your preferred language is
not listed, please check (i) English.

I Arabic I Haitian-Creole ™ Russian I English
™ Chinese " Korean I Spanish
Applicant/Participant's Signature Date

{Include in the Application/Recertification kit)



Form W-880FF (S) LLF
Rev. 3/22/05

The CITY of NEW YORK

Human Regaources Administretion
Family Independence Administration

Fecha:

Numero del Gaso:

Cuestionario Respecto al Idioma
! eer. Si no habla bien el

gratuitamente servicios de intérprete en una de sus oficir
todos los documentos para la solicitud/recertificacion

Nombre en
Letra de Molde:

LQué idion::
[~ Albanés ™ Hindi ™ Laosiano I Tailandés
I ltaliano I” Polaco ™ Urdu
™ Griego ™ Japonés ™ Portugués ™ Vietnamés
™ Creole-Haitiano T~ Khmer I™ Ruso ™ Yidish
I Hebreo I Coreano ™ Espariol ™ Inglés

¢ Necesita servicios de intérprete gratuitos? I Si I No

Se pueden enviar avisos por @scrito en los idiomas listados a continuacion. Por favor elija s6lo UNO. Si el
idioma que prefiere no figura entre los listados mas abajo, por favor marque (i) ingiés.

™ Arabigo ™ Creole-Haitiano ™ Ruso ™ Inglés
{™ Chino I Coreano I Espaniol
Firma del Sclicitante/Participante Fecha

(Adjunte al paquete de Solicitud/Recertificacién)



WORKER'S GUIDE TO CODES

1.2-2
03/20/2006

P

EAA  (PA Center)

EAF  (PA Center)
FA (PA Center)
FS (FS Center)

SNCA (PA Center)

SNNC (PA Center)
SNFP (FA Center)

MA  (MA Center)
MPE (MA Center)
MSSI (MA Center)
ADC  (PA Center)

ADCU (PA Center)

HR  {PA Center)
HRPG (PA Center)

SECTION 10: SUFFIX LEVEL CODES

Emergency Assistance for Adults (No change)

Emergency Assistance for Families (No change)

Family Assistance (Former ADC, ADCU and HR Families Cases should be in
the FA category)

Food Stamps

Safety Net Cash Assistance {(Former MR, except HR Families, Cases should
be in the SNCA category)

Safety Net Non-Cash. See page 1 for further details.
Safety Net Federally Parlicipating. See page 1 for further details.

Medical Assistance (No change)
Presumptive Eligibility for Children
Medicaid Supplemental Security Income (No change)

This category is no longer valid. Aid to Dependent Children (Will be re-
categorized to FA)

b V'ldren —~ Unemployed

{Thigdategbry s nolonedvalid, bind Relidf Pre nvestigation (Clients should

gs)
Y M U EIN ) : | ; M A :
A Arabic =N ortuguese
B Urdu IR ; o n Languages
C Chinese-Manc'gn" g N L Hiingi 7Y se-Cantonese
D French Crecle\ ./ i P | | Pajish | Chirese-Other
E English Q arsi &five American
F French R Russian 5 Serbo-Croation
G Greek S Spanish 6 Swedish
H Hebrew T Thai 7 Tagalog
| italian V. Vietnamese 8 l.aotian
J Japanese w Khmer 9 Sign Language
K Korean Y Yiddish
A Arabic L Albanian Z Portuguese
B Urdu M German 1 African Languages
C Chinese-Mandarin N Hindi 2 Chinese-Cantonese
D French Creole P Polish 3 Chinese-Other
E English Q Farsi 4 Native American
F French R Russian 5 Serbo-Croation
G Greek S Spanish 6 Swedish
H Hebrew T Thai 7 Tagalog
| Kalian \Y; Vietnamese 8 Laotian
J Japanese w Khmer
K Korean Y Yiddish

NEW YORK STATE WELFARE MANAGEMENT SYSTEM



