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SERVICING LIMITED ENGLISH PROFICIENT (LEP) INDIVIDUALS

Date: Subtopic(s):
December 28, 2011 Providing Interpreter Services
AUDIENCE This policy directive contains instructions for staff at all Job Centers,

Non Cash Assistance Food Stamp (NCA FS) Centers, and ancillary
sites. These instructions are informational for all other staff.

REVISIONS TO This policy directive has been revised to:
THE PRIOR
DIRECTIVE
e Inform staff that the agency now uses the term Limited English
Proficient (LEP) in place of Limited English-Speaking Ability
(LESA). LEP is the term used in federal, state and city executive
orders, as well as local law 73.

e Provide additional instructions for providing on-site interpretation
services to homebound persons.

e Indicate that the Language Access Information Card has been
designated HRA-103(E)

POLICY Applicants/participants with limited or no ability to speak, read, write,
or understand English, must be provided with communication
assistance in their native language(s). All LEP applicants and clients
have the right to free interpretation services in order to provide them
with equal access to benefits.

HAVE QUESTIONS ABOUT THIS PROCEDURE?
Call 718-557-1313 then press 3 at the prompt followed by 1 or
send an e-mail to FIA Call Center Fax or fax to: (917) 639-0298

Distribution: X



PD #11-33-OPE

BACKGROUND The Family Independence Administration’s (FIA)
applicant/participant population includes individuals who speak
various languages. Some of these persons have Limited English
Proficiency (LEP) and are unable to communicate in English.

New Information Limited English Proficient (LEP) is now the national standard and is
the term used by our two local oversight agencies (the Mayor’s
Office of Operations and the Mayor’s Office of Immigrant Affairs) as
well as the State and Federal government. In the interest of
consistency with the City, the State, and the Federal government,
the Office of Refugee and Immigrant Affairs (ORIA) has changed
the Agency use of this term to LEP rather than LESA.

Providing Equal Access to the LEP population

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

e Analyzed caseloads and assigned LEP cases to multilingual
Workers;

e Established a Refugee and Immigrant Job Center (Center #47),
staffed with multilingual Workers;

e Translated documents into the six languages as required under
Local Law 73 (Korean, Chinese, Arabic, Haitian-Creole,
Spanish, and Russian) and posted them on the FIAweb;

e Assigned a LEP liaison and a back-up liaison at each FIA Job
Center and NCA FS Center. The LEP liaisons are supervisors or
higher-level staff who have been granted access to the On-Site
Interpretation Contract to arrange for an on-site interpreter, when
needed; and

e Provided each unit/group supervisor with access codes to the
Telephone Interpretation contract that are to be distributed to all
client-contact workers.

Professional In an effort to effectively service LEP applicants/participants, ORIA

Interpretation contracts with professional vendors to provide telephone

service vendors interpretation services and on-site interpretation services (primarily
used for homebound visits.)

Definitions Definitions of common terms used in this directive are found in
Attachment A.
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LLF forms are available in
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FIAWeb.

CA and NCAFS
Application/Recertification
Kits

New form designation
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Distribution of Local Law Forms

Local Law Forms (LLF) are available on HRA's Intranet and must be
offered to all LEP applicants/participants upon request even if the
individual indicates that they read and/or speak English.
Application/recertification kit forms, subject to Local Law 73, are
available in the local law languages listed above. A supply of
application/recertification kit forms in Local Law 73 languages
should be retained on-site and replenished as needed. (See Cash
Assistance Application Kit Forms M-90c, Cash Assistance
Recertification Kit Forms M-90d, and NCA FS
Application/Recertification Kit Forms M-90e).

Staff must offer translated documents for LEP
applicants/participants who have indicated a preferred reading
language in one of the Local Law 73 languages.

Language Access Material

ORIA has developed a multi-color, double-sided Language Access
Information Card (HRA-103 [E]) titled, “IF A CLIENT NEEDS
SERVICES FROM HRA, LANGUAGE SHOULD NOT BE A
PROBLEM". The HRA-103 (E) provides questions and answers on
servicing LEP applicants/participants. It also provides instructions
on how to contact the vendor providing telephone interpretation
services. Every client-contact worker will get an access code for the
telephone interpretation service from the LEP liaison. The access
code should be written in line 4 on the HRA-103 (E). The
HRA-103 (E) and the access code for the telephone interpretation
service must be readily available at the workstations of all client-
contact staff so that it can be easily accessed.

Note: Staff may continue to use existing versions of the Language
Access Information Cards as the new form designation does not
impact the content of the card.

ORIA also distributes the Language Card (W-194), which is used to
help ascertain an applicant’s/participant’s spoken language.

The W-194 is a four-panel document with enhanced color and
graphic features. Form W-194 should be visible at the workstations
of all client-contact staff.

In reception areas, the W-194 must be available and readily
accessible but is not to be affixed to countertops or walls in the
surrounding area.
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Please see PD #08-20-
OPE for the servicing of
hearing-impaired
applicants/participants

REQUIRED
ACTION

In-person LEP
applicants/participants

Foreign language
versions of
application/recertification
kit forms are available on
the FIAWeb.

The election of the
applicant/participant to
use his/her own
interpreter should be
documented as either
case comments in POS
or on a W-25 that is
scanned and indexed into
the electronic case
record.

PD #11-33-OPE

Note: The W-194 also includes the universal symbol for sign
language. Hearing-impaired applicants/participants must not be
denied the right to interpretation.

When a LEP applicant/participant enters a Job or NCA FS Center in
person, the Worker must:

e |dentify the applicant’s/participant’s preferred language by
having him/her point to it on Form W-194; and

e Give him/her an application/recertification kit in his/her preferred
language (if available), if the individual is applying/recertifying for
assistance. If a prepared kit is not available, staff should print
the required forms from the FIAWeb if the language falls under
Local Law 73. If the language is not one covered by Local Law
73, staff must use either telephone or in-person interpretation
services to provide translation of the forms included in the Kkit.

Note: The Center Director/Manager must ensure that copies of
Form W-194 are always available in the reception area. Designated
staff may contact ORIA at (212) 331-4550 to order additional copies
of Forms W-194 and HRA-103(E), as needed. Center
Directors/Managers are also reminded to ensure that the
Interpretation Services Notice for the Application/Recertification Kits
(insert) (W-515W) is included in all application and recertification
kits.

Providing Interpreter Assistance in Job Centers and
NCA FES Centers

Under no circumstance can someone be denied service due to
his/her inability to communicate in English. An applicant must
always be allowed to file an application. If a Worker observes or has
reason to believe that an applicant/participant will have or is having
difficulty comprehending English during the interview, the Worker
must explain the availability of free interpretation services and offer
these services to the applicant/participant. The Worker should
record these events as either a case comment in the in the
Paperless Office System (POS) or on a History Sheet (W-25) that
must be scanned and indexed into the electronic case record.

A LEP individual is entitled to bring an interpreter who is at least 18
years of age (this can be a friend or family member). Staff must
ensure that persons acting as interpreters for LEP individuals
understand their obligation to maintain client confidentiality. If an
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applicant/participant brings a minor to interpret, the Worker must
explain that although a minor may be present during the interview,
the official interpretation must be conducted by an adult. If the
applicant/participant wishes to return with his/her own adult
interpreter, the Worker must reschedule the appointment and
maintain the application filing date.

Note: LEP applicants/participants are not required to bring an
interpreter and must never be asked to do so.

If the applicant/participant indicates he/she will need an interpreter,
Locate a volunteer the Worker assigned to the case should contact his/her supervisor
bilingual on-site Worker.  who will determine if there is an available volunteer bilingual Worker
who speaks the applicant’s/participant’s language. If one is
available, the case should be reassigned to that volunteer bilingual
worker.

If a volunteer bilingual Worker who speaks the

Never place an applicant’s/participant’s language is not available, the Worker must
ﬁ]pg]'g:?gltép;rtiﬁg%?;ter utilize the access code listed on his/her Language Access

for another Information card to contact the telephone interpretation service.
applicant/participant. Workers are no longer required to notify a LEP liaison prior to

utilizing the telephone interpretation service.

An applicant/participant should never be sought to act as an
interpreter for another applicant/participant.

Every client-contact Worker must have the access code for the
telephone interpretation service written on the HRA-103 (E), which
must be kept on his/her desk so it can be easily accessed.
However, if the Worker cannot locate an access code for the
telephone interpretation service, Worker must contact his/her
Supervisor to obtain the appropriate access code. Center
Directors/Managers may contact ORIA to request telephone
interpreter service access codes for their supervisory staff.

LEP Note: Applicants/participants who visit Job Centers and NCA FS

applicants/participants Centers in-person must be provided with telephone interpretation

must always be serviced.  geryices, whenever necessary, if they do not bring their own
interpreter and a volunteer bilingual Worker is not available.
Telephone interpreters may be contacted 24 hours a day, 7 days a
week. ORIA will only authorize on-site interpreters for in-Center
visits if the Center can present a compelling reason for not utilizing
the telephone interpretation contract (length of interview is not
considered acceptable).
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Refer to HRA-103(E) for
instructions on contacting
the telephone
interpretation service.

Refer to Attachment B
for helpful tips for working
with an interpreter.

Center
Directors/Managers will
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ensuring dual handsets
are ordered in a timely
manner as necessary
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Some reasons why an on-site interpreter may be needed include:

e The applicant/participant has physical or mental health
iIssues that indicate, either before or during the telephone
interview, that a telephone interview will not be effective; or

= The applicant/participant speaks a language that is not
covered under Local Law 73 and needs assistance in the
interpretation/translation of forms.

Requests for on-site interpretation must be sent to ORIA via e-mail
and can only be made by a LEP Liaison at the Center.

The Worker must ensure that all documentation relevant to the case
(e.q., Application, History Sheet, etc.) is available prior to
contacting the telephone interpretation service. This preparation
prevents unnecessary waiting time while on the telephone with an
interpreter.

Once a telephone interpreter is on the line, the interview is to be
conducted. If additional appointments or actions are needed, the
Worker and the interpreter must convey this information to the
applicant/participant.

Frontline staff in Job Centers and NCA FS Centers have been
provided with telephone splitters and additional handsets that can
be connected to the splitters creating dual telephone handsets to
be used when using the telephone interpretation service. The
telephone’s main handset is intended to be used by the worker
while the additional handset that is plugged in via the splitter is to
be used by the applicant/participant. If a dual handset is not
available, staff must use either a speaker phone if available or one
handset that is passed back and forth.

Note: Handsets are not to be used in reception areas of non-Model
Centers or Front Door Reception (FDR) areas of Model Centers.
When a LEP applicant/participant presents him/herself at a non-
Model Center, staff in the reception area must contact a supervisor
who will service the individual in a separate workstation. In Model
Centers, applicants/participants who are in need of interpretation
services must be brought to the Customer Service and Information
Centers (CSIC), where dual handset telephones are available.

When speaking to LEP individuals on the telephone, the telephone
interpreter service can be accessed while a caller is on hold or has
given the Worker a callback number. If an FIA staff member
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answers the telephone and the caller cannot speak English, he/she
should politely ask the caller to hold and immediately contact the
telephone interpretation service via conference call.

Center At the conclusion of the interview, the Worker must complete the

Directors/Managers or ORIA Telephone Interpreter Services Log (W-194A) and submit it to

:Ez'iggsl'ig?siiﬁsrleg'iw the LEP liaison at his/her Center. The Center Director/Manager or

monthly. g Designee must ensure that the W-194A logs are being utilized by
staff to accurately track the usage of telephone interpretation
services. The LEP liaisons and back-up liaisons must maintain a file
of all original W-194A logs, copies of which must be forwarded to
the appropriate Regional Office for review.

The LEP liaisons must e-mail the Regional Manager a monthly
comprehensive log of all telephone interpretation services used in
the Center. The Regional Offices in turn must send the copies of the
W-194A logs to ORIA (preferably by e-mail but fax and hard copies
will also be accepted) no later than the first week of the month
following a service.

Note: Whenever an applicant/participant expresses a need for
interpretation services, the Worker must record this request
(including the date and time of request) as a case comment in the
electronic case record.

Providing On-site Interpretation Services to Homebound
Persons

Although on-site interpretation services are available to homebound
LEP individuals, as needed, workers are encouraged to conduct
interviews with homebound LEP individuals via telephone
interpretation service whenever possible.

Revised If an on-site interpreter is needed to conduct an interview, the LEP
liaison must contact ORIA to schedule an interpreter for a home
visit.

An email containing the following information must be sent to
Kathleen Sturgis at sturgisk@hra.nyc.gov with a cc to Kavita Pawria
at pawriak@hra.nyc.gov:

Date of Interview

Time of Interview

Language Required
Applicant/Participant’'s name
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Applicant/Participant’s address

Applicant/Participant’s telephone number

Worker’'s name and telephone (cell) number

Supervisor's name and telephone number

LEP Liaison’s name, telephone number and Access Code

Explanation as to why an on-site interpreter is being
requested

Ms. Sturgis or Ms. Pawria will send the information to the vendor
with a one-time approval. On-site interpreters must be contacted at
least two hours prior to the scheduled home visit. Cancellations
must also be made two hours prior to the scheduled time to avoid
paying for an hour of service. Because LEP Liaisons must send the
request through ORIA, LEP Liaisons must also allow for time in
addition to the two hours for ORIA to review, approve and forward
the request to the vendor.

The Worker conducting the on-site visit should be reminded to wait
outside of the address given for the interpreter.

Note: Because on-site interpreters must be contacted in advance,
Workers should, whenever possible, determine whether an on-site
interpreter will be necessary prior to scheduling a home visit for a

LEP individual.

After the interview has been conducted, the Worker must complete
the On-Site Interpreter Services Log (W-194B) and submit it to the
LEP liaison who scheduled the on-site appointment. Copies of the
W-194B logs must be forwarded to the appropriate Regional Office,
who after review, will forward them to ORIA.

Tracking Language Access Indicators in POS

The POS Tracking Language Access Indicators screen allows
POS to track the servicing of LEP applicants/participants. The
Tracking Language Access Indicators screen will capture the
following applicant/participant information:

Type of interview (in-person or via telephone);
Preferred language for speaking;

Preferred language for receiving written notices;
Interpreter services needed (yes or no); and
Type of interpreter services being used.

FIA Policy, Procedures, and Training 8 Office of Procedures



Tracking Language
Access Indicators
screen

PD #11-33-OPE

Note: If the Worker answers Yes to the question “Do you require
Free Interpreter Services?”, a drop-down menu in the “Which Type

of Interpreter Services is being Used?” section, will be enabled with
the following options:

= Bilingual Worker provided interpretative services;
= HRA’s On-Site Interpreter Contract was used;

= HRA'’s Telephone Interpreter Contract was used;
= Client brought his/her own interpreter; and

= Client refused interpretation services.

Click here to select the
applicant’s/participant’s
preferred language for

speaking.

Tracking Language Access Indicators

|5 the ApplicantiParticlpant Presant for the Intarview? | (%) Yes () No

° 15 the ApplicantParticipant on the Phan far the Infarview?

Preferred Languags for Spaaking:

Click Yes if the
applicant/participant
needs interpreter
services.

NN\ [

Spanish (¥ o Praforrad Language for Written Notices: — Spanish
- - = - °

D6 You Redquirs Fres Interpreter Services?

Which Type of Intarproter Sarvic gUsed?  Bilingual Worker provided interpretative services

Click here to select the
type of service being
used.

Click here to select the
applicant’'s/participant’s
preferred language for
receiving written notices.

o | O

The Tracking Language Access Indicators screen will appear

whenever a Worker conducts an initial application intake/interview.

The screen will also appear if the applicant’s/participant’s preferred
language for speaking (Lang SP) or for receiving written notices
(Lang Read) is listed as a language other than English or if no
preferred language is listed in POS and the Worker accesses one of
the following activities:

CA Application Intake;

CA Application Interview;

CA Change Case Data,;

CA Recertification Interview;
Case Member Addition;
Non-Food Emerg/Special Grant;
Client Intake and D&C Referrals;
FS Reception Intake;

FIA Policy, Procedures, and Training 9
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Document Intake;

IN/EFS Issuance (CA/FS Case);
HRA FS Outreach Intake;

FS Application Interview;

EFS Issuance (NCA FS);

FS Change Case Data;

FS Recert Interview; or
Application Modification.

If both the Lang Read and Lang SP indicators are listed as English
in POS, the Tracking Language Access Indicators screen will not
appear.

Note: Language Read and Language Spoken fields do not have to
be the same.

The Worker must ensure that the language of the
applicant/participant is documented in POS (or on a W-25 scanned
and indexed into the electronic case record) as well as on Form W-
680FF. Additionally, the need for an on-site interpreter must also be
recorded, so that an on-site interpreter can be scheduled for future
appointments. Form W-680FF must be included in all Cash
Assistance Application/Recertification kits and NCA FS
Application/Recertification Kits.

Form W-680FF allows applicants/participants to identify their
preferred spoken language. It also allows applicants/participants to
choose from one of the six New York City local law languages to
receive written correspondence.

At application and recertification, Workers must ensure that the
language selected in the POS primary language fields corresponds
with the applicant’s/participant’s preferred spoken language
selected on Form W-680FF.

For TAD entries, the Worker must ensure that the correct language
indicator has been entered in Elements 255 (Lang SP) and
281(Lang Read). Refer to pages 1.2-3 and 1.2-4 of the Worker’s
Guide to Codes Manual for the complete updated listing of language
indicators (see attached).

FIA Policy, Procedures, and Training 10 Office of Procedures



Posters

See mandated signage

lists (M-98c and M-98d).

PROGRAM
IMPLICATIONS

Model Center
Implications

Paperless Office
System (POS)
Implications

Medicaid
Implications

FAIR HEARING
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Avoidance

Conferences in a
Job Center
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If the applicant’s/participant’s language does not appear in the
Worker’s Guide to Codes manual, the Associate Job Opportunity
Specialist (AJOS) Il Immigrant liaison, LEP liaison, or the Center
Director's/Manager’s designee must contact ORIA for guidance.

Center Directors/Managers must be sure to display the “If You Need
an Interpreter” (PUB-4842) and HRA “Infoline” (W-184) posters in
all applicant/participant waiting areas. Center Directors/Managers
may request these posters by calling ORIA at 212-331-4550.

The instructions in this policy directive should be followed by staff in
all applicant/participant contact areas including but not limited to the
Customer Service and Information Center (CSIC).

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 Language Spoken field (255) and the
Language Read field (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. Form W-680FF is
automatically pre-filled in POS, but the Worker must be sure to
capture the applicant’s/participant’s signature on the signature pad.
Form W-680FF must be completed manually when POS is down
and/or the signature pad is not functioning.

There are no Medicaid implications.

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.

FIA Policy, Procedures, and Training 11
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If a LEP 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 Model Centers, the Receptionist at Front Door Reception
will issue a FH&C ticket to the applicant/participant to route him/her
to the FH&C Unit and does not need to verbally alert the Fair
Hearing Unit.

The FH&C AJOS/Supervisor | will contact the Job Center’s LEP
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 Worker responsible for the case and/or the 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 applicant/participant has in fact presented good cause for the
infraction or shown that the outstanding Notice of Intent needs to be
withdrawn for other reasons, the FH&C AJOS/Supervisor | will
Settle In Conference (SIC), enter detailed case notes in New York
City Work Accountability and You (NYCWAY) and forward all
verifying documentation submitted by the applicant/participant to the
appropriate 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 (LDSS-3722),
if the case has been granted Aid To Continue (ATC), change the 02
to an 01 or prepare and submit a PA Recoupment Data Entry Form
(LDSS-3573) in WMS to delete a recoupment. The
AJOS/Supervisor | must complete a Conference report.

Should the applicant/participant elect to continue his/her appeal by
requesting a Fair Hearing or proceeding to one 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 NCA FS Center and
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requests a conference, the Receptionist must alert the Center
Manager or Designee that the applicant/participant is to be seen
and inform the Center Manager or Designee if an interpreter is
required to conduct the conference.

Note: In Model Centers, the Receptionist at Front Door Reception
will issue a Food Stamp (FS) Conf/Appt/Problem ticket and does not
need to verbally alert the Center Manager or Designee.

The NCA FS Receptionist will alert the Center Manager or Designee
once the applicant/participant is called to the NCA FS Reception
desk. If an interpreter is required, the Center Manager or Designee
will follow the steps outlined on pages 4 and 5 for obtaining a
language interpreter.

The Center Manager or Designee will listen to and evaluate the
applicant’s/participant’s complaint with the assistance of an
interpreter, if needed. The Center Manager or Designee will then
make a decision. The Center Manager or Designee 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 the applicant/participant calls the Worker directly, the Worker must
follow the instructions on pages 4 and 5 regarding telephone
communications with LEP applicants/participants.

The applicant/participant, with the aid of an interpreter, if necessary,
must then call the NCA FS Center Manager or Designee.

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. Additionally, if a notice was sent in
a Local Law 73 language, a copy of that notice, along with the
English version, must be included in the Fair Hearing Packet.

PD #08-20-OPE

Executive Order 13166, 65 FR 50121 (8/16/00)
Local Law No. 73
New York City Administrative Code § 8-1005
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Temporary Assistance Source Book, Chapter 4 Section Q
Food Stamp Source Book, page 199

98-INF-3

05-INF-08

06-ADM-05

ATTACHMENTS Attachment A Definitions
Attachment B Helpful Tips for Working with an Interpreter

Please use Print on HRA-103(E) Language Access Information Card (9/08/11)
Demand to obtain copies PUB-4842 If You Need an Interpreter (Rev. 6/04)
of forms. W-184 Infoline (Rev. 7/08)
W-194 Language Card (Rev. 02/07)
W-194A Telephone Interpreter Services Log (Rev. 4/08)
W-194B On-Site Interpreter Services Log (Rev. 4/08)
W-680FF Language Questionnaire (Rev. 3/09/09)

W-680FF (S) Language Questionnaire (Rev. 3/09/09) (Spanish)
Pages 1.2-3 and 1.2-4 of the Worker’s Guide to Codes manual
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Attachment A

Definitions

Interpretation:

The word “interpretation” is commonly used within the Agency when referring to oral
communication.

Translation:

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

Office of Refugee and Immigrant Affairs (ORIA):

A Human Resources Administration (HRA) office that primarily functions to ensure equal access
and services to Limited English Proficient (LEP) individuals.

Language Card (W-194):

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

Infoline:

Infoline is a telephone service which provides general information on the various programs and
services offered through HRA. Infoline has a language bank which provides interpreter services
to LEP applicants/participants. Infoline staff speak French Creole, Spanish, Russian, Chinese
(Mandarin and Cantonese), Yoruba, Bengali, and Armenian. They also have access to a
professional interpreter service providing numerous other languages, including Arabic and
Korean.

Telephone and On-site Interpreter Services:

ORIA has contracted two professional interpretation vendors. One is used to provide telephone
interpretation services and the other to perform on-site interpretation services for homebound
persons, whenever necessary.

Professional interpretation vendors are utilized in all Job Centers, NCA FS Centers and ancillary
sites. LEP liaisons are trained in the procedures to access these contracted services.




Attachment B

Helpful Tips for Working with an Interpreter

1. Brief the Interpreter-

a. ldentify the name of your program and unit.

b. Provide specific instructions of what needs to be done or obtained.

c. Inform the interpreter if you will need assistance placing a call to an
applicant/participant. If you need assistance placing a call to an
applicant/participant, you may ask for a dial-out. There is a limited
amount of time allotted for placing a dial-out once the interpreter is
on the phone. Therefore, it is important that you provide a brief
introduction and specific instructions to the interpreter in a timely
manner.

2. Speak Directly to the Applicant/Participant-
a. Communicate directly with the applicant/participant as if the
interpreter is not present.
b. The interpreter will relay the information and then communicate the
applicant’'s/participant’s response directly back to you.

3. Speak Naturally, Not Loudly-

a. Speak at a normal pace (not too fast or too slow).

b. Speak in one or two sentences at a time. Try to avoid breaking up a
thought. The interpreter is trying to understand the meaning of what
you're saying, so express the entire thought at once if possible.

c. Pause after expressing a thought to ensure that the interpreter has
enough time to deliver your message.

d. If something is unclear, or if the interpreter is given a long
statement, he/she will ask you for a complete or partial repetition of
what was said, or to clarify what the statement meant.

4. Ask if the Applicant/Participant Understands-

a. Don't assume that a LESA applicant/participant understands you. In
some cultures a person may say “yes” as you explain something,
not meaning that they understand you but rather that they want you
to keep talking because they are trying to follow the conversation.

b. Keep in mind that a lack of English speaking ability does not
indicate a lack of education.

5. Do Not Ask For the Interpreter’s Opinion-

a. The interpreter’s job is to convey the meaning of the source
language and under no circumstances may he/she allow personal
opinion to color the interpretation.

b. Do not hold the interpreter responsible for what the
applicant/participant does or does not say.



Attachment B

6. Everything You Say Will Be Interpreted-
a. Avoid private conversations. Whatever the interpreter hears will be
interpreted.
b. If you feel that the interpreter has not interpreted everything, ask
him/her to do so.
c. Avoid interrupting the interpreter while he/she is interpreting.

7. Avoid Jargon or Technical Terms-
a. Don't use jargon, slang, idioms, acronyms, or technical medical
terms.
b. Clarify unique vocabulary and provide examples to explain a term
as needed.

8. Length of Interpretation-

a. When you are working with an interpreter, the conversation can
often take twice as long as it would take in English only.

b. Many concepts that you express will have no equivalent in other
languages, therefore the interpreter may have to describe or
paraphrase many of the terms that you use.

c. Interpreters will often use more words to interpret what the original
speaker says simply because of the grammar and syntax of the
target language.

9. Reading Scripts-
a. People often speak faster when reading a script. When you are
reading a script, prepared text or disclosure, slow down to give the
interpreter a chance to keep up with you.

10. Culture-

a. Professional interpreters are familiar with the culture and customs
of the LESA applicant/participant. During the conversation, the
interpreter may identify and clarify a cultural issue they may not
think you are aware of.

b. If the interpreter feels that a particular question is culturally
inappropriate, he/she might ask you to rephrase the question to
help you obtain the information in a more appropriate way.

11.Ending the Call-
a. The interpreter will wait for you to initiate the ending of the call.
b. When appropriate, the interpreter will offer further assistance and
will be the last person to disconnect from the call.
c. Remember to thank the interpreter for his/her efforts at the end of
the session.



IF A CLIENT NEEDS SERVICES FROM HRA, LANGUAGE SHOULD NOT BE A PROBLEM
HRA provides FREE interpretation services to all Limited-English speakers

Can clients get help if they are not comfortable speaking or reading English?

M YES, always. Tell clients that interpreters are available for over 180 languages. Use the Language Card

(W-194) to find the client’s language. Interpretation services are available through a bilingual worker or instant telephone
interpreter. For field visits there are on-site interpreters.

Are documents avgilable i
M YES, we have
languages, HRA

eal, Haitian-Cr @bic. For other

Can clients bring\thei ote 5 \a fri reldti
M YES, HOWEVER id

ed intergretef tp clients; ny ira;s.shaJd not interpret.

87 7-472-8411 Monday to

M If their questios’\canng? bg gng bite e Il HRA's muIti-Iing\la Infoline: 1
Friday, 8am to 5p [ 4 ] : ayis_h week.

WHEN YOU MEET LIMITED-ENGLISH SPEAKERS OR PERSONS WHO DO NOT SPEAK ENGLISH, HRA'S VALUES OF
PROFESSIONALISM, ACCOUNTABILITY AND INTEGRITY MATTER: BE PROFESSIONAL, RESPECTFUL, AND COURTEOUS.

YOUR GREETING SETS THE TONE!

For more information, please contact the LESA Liaison at your site or
the HRA Office of Refugee and Immigrant Affairs at 212-331-4550.

m Human Resources Please See Reverse For Quick Telephone Interpretation Instructions* HRA-103 (E)
Department of
Social Services 9/8/2011



HOW TO CONTACT LANGUAGE LINE SERVICES FOR TELEPHONE INTERPRETATION

1. Ask your supervisor or LESA Liaison for the telephone interpretation Access Code. To connect to the service,

dial 1-866-874-3972. Follow the prompts given by the Language Line computer.
2. Enter on your telephone keypad or teII the operator the 6-digit ClientID: 502 0 0 3. This code tells
3. es, f the langupde a; ;;e prompt.
4 ipterprieter will be gonngcted to thg dall, usually within

|
5. any $pecial instrigtions.
6. NSing 4 spep elephope, add the Limi glis| to the
i ' honelwithout speakerphone fcapability, you|must pass the

handset back and forth with the L|m|ted English Speaker.

If you receive a call from a Limited English Speaker, use “Conference” or “Hold” to place the Limited English Speaker on
hold, then begin from (1) above. If you need to place a call to a Limited English Speaker, follow steps 1 through 4 above to
call Language Line Services. When the interpreter comes on the line, ask them to place a third party call and give them
the telephone number of the applicant/participant. If you need assistance at any point while placing the call, press 0 (zero)
or say the word “help” to transfer to an operator.

) Human Resources
m Admimisiraton HRA-103 (E)
Sgtr:’iaal rSneerr\:i(?es Please See Reverse* 9/8/2011



If 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.

Albanian Nése keni nevojé pér pérkthyes... Ne sigurojmé shérbime pérkthimi falas sipas kérkesés.
Shqip Ju lutem shkoni tek banaku 1 regjistrimit dhe ne do té thérrasim diké qé t€ pérkthej€ pér ju.

Arabic S ) Gadl ela ) llall s das Y Aead oK1 50 Ll aa e ) sl S 1Y)
S <503 ] o ey JLaiVU o s s V) Jlinsy)

Bengali 1% S9SN STe T S S EE vt sEEd e o) e s
el G TE TECR A 9% A S T ReEE FE S49 T 39 A e FE |

Bosnian Ako vam treba prevodioc... Mi omogucujemo besplatne prevodilacke usluge prema vasoj
Bosanski zelji. Molimo uputite se do recepcije, a mi ¢emo pozvati sluzbenu osobu da prevodi za vas.

Chinese PSRBT > 25 (PR £ (S MBS o S B H > S MG R S S P~
& 3 YEFREEOR » B TR SR PR 2 o B A SIS ETCA G EE  fi -

Farzl oS oo o2l P CelaS 10 1 e e Sl Sleas e aciin o o jLo 0 Lol ST

French Si vous avez besoin d’un interprete... Nous fournissons des services d’interprete sur
Francais demande. Veuillez aller au bureau de réception, et nous vous appelerons un interprete.

R ETHEL NS Y SN Si w bezwenyon entéprét.—. Nou bay-sévis entépret g-pr‘aﬁi w mande. Tanpri ale nan
Krevol biwo res ﬁnye;\u ep1 pou prahr I‘P yon enfepret pou ou.

Hindi Ed| . “%E 3[R B HaT U BRI © | HUAT 374
= g ] 7 |fSp¥AT I bl icT BT |

<

Italian Se ha b1 é% int rc:té\.\_ﬁ/ (Offriamo servizi gratuiti dj interpretariato dietro richiesta.
Italiano Prego si ri a reccption desk eattenda mertre E&e—ch'r'amo un interprete.

Korean EAx7 QA H A = 2 A BEAAL /ﬂﬂ]/\_:,_ TR AFs =g dEFYTE A&
gh= o] HEAR AN E A5t E 98 B Age 2o Mg

Polish Jesli Pan/Pani potrzebuje ttumacza... Zapewniamy bezptatnego tlumacza na zadanie.
Polski Prosimy zgtosi¢ si¢ do recepcji 1 zawotamy ttumacza.

RUSSian Ecau Bam HYKCH IICPCBOAYHK, TO B CIIydac HCO6XOILI/IMOCTI/I MBI IPEAO0CTABUM BaM OecriaTHbBIC
P CCKMﬁ IICPCBOAYCCKUC YCIYI'H. HOI[OﬁI[HTG, HO)KaJIyﬁCTa, K CCKPCTAapro, U BaM IIPCAOCTABAT IICPCBOAYHKA.

Spanish Si necesita un intérprete, proporcionamos servicio de interpretacion gratis. Para
Espaiol solicitarlo, dirijase a la recepcion; llamaremos al intérprete.

Tagalog Kung kailan mo ng tagasalin... Nagbibigay kami ng libreng serbisyo ng tagasalin kung kailangan man.
Taaaloc Pumunta ka sa reception desk at tatawag kami ng taong magsasalin para sa iyo.

Ukrainian Skmo Bam noTpiGHuii nepeknanad... Mu HagacMo 0€3KOLITOBHI IIOCIYTH NEPEKIANAYiB 3a IPOXAHHSM.
. Yl byib j1acka, 3BEpHITHCS 10 CEKpeTaps MpUMaIbHOI 1 MU MOKJIMYEMO Tepekiianada s Bac.
YKpalHCbKU#U ’

Urdu S5 el B s (S Glez e S ity S5 Sl y0 o D550 (S Gl yl) plez 5 oS Ol ST
99| SotS 855 plez s o8 o I S e 55 2l oyl Gl Sed LBl ST Ol Sl Sy e

Viethamese Néu can mot thong dich vién... Chiing tdi cung cip dich vu thong dich mién phi khi quy vi yéu cau.
Xin d&€n quay ti€p tin ngay va chiing téi s& goi mdt thdong dich vién cho quy vi.

Ti€ng Viét

Yiddish Y12 AIRDIND 7'97IR DVOINIWO WWUYAIRT YOI X 1YV A ...AYWBYAPRT R UDIRT TR N
WIITIN SR IRD JWOUYADRT IX XY 1917 17V 0 1IN DWW ORIDNMIR QIR VRYY 13

Deaf / If you need an interpreter . . . We provide free sign language interpreter services
Hearing on request. Please go to the reception desk now and we will call someone to
Impaired interpret for you.

PUB # 4842 (6/04)



Infollne
1- 877- 472- 8411

If you need assistance with any of HRA’s other programs,
call Infoline, toll-free, at 1-877-472-8411.
If you would like information on other city agencies, call 311.

3 HRASS «s,AY)
@\Mn w Nhnil 14877-472-8411.
A Ay AL 10) 31 das)

V
ﬁﬂﬁ'%‘“”a?i‘%&ﬁ ”r l Jﬁﬂ/ﬁ Bl > SEREREITE N E 4R (Infoline) »
EELYERE S © 1-877-472-8411 -

ARSI %F’%% T BUS HATPEAERTEER - SREEE311 -

Siw bezwen ¢d ak nenpot nan 10t pwogram HRA yo, rele Infoline,
nan nimewo telefon gratis la ki se 1-877-472-8411.
S1 w vle enfomasyon sou 10t ajans minisipal, rele 311.

HRAS t}& Tz galo) o7} B Qs Az} Bk v 5 7}
1-877-472-84112] Infoline 2.2 /:ﬂi}o}/\‘ /«] %,
T2 A 7] 3o AR tE] ¢ oW 3112 A4 AL

Ecnn Bam Hy>XHa nomoLwb B cBA3U € noboin us nporpamm HRA,

3BOHUTE B crpaBo4Hyto Infoline no 6becnnaTtHomy TenedoHny 1-877-472-8411.

Ecnu Bam Hy>XHa nHopmaumns o npoynx roponckux Be4oMCcTBax,
3BOHUTE no TenedoHy 311.

Si necesita ayuda con alguno de los otros programas de la HRA,
llame a Infoline gratis al 1-877-472-8411.
Si desea recibir informacion sobre otras agencias de la ciudad, llame al 311.

L Human Resources
Administration
Department of

Social Services

Michael R. Bloomberg

Mayor Robert Doar
Commissioner
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| L ANGUAGE CARD

Thoa Cay of Mo ok Cho v £ af Sl Sarvi o
FiIF [T s 0 Ot i o T T

0N T P v S O I T 1 Flintais T0alell AV T .




Albanian

Arabic

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.

‘ : “Please be seated.

Do you speak... | will call an interpreter for you.”
tani ahaAi Uluni ju lutem. Po shkoj té

Flisni shaip? thérras njé pérkthyes pér ju.

Ya el dalll BI85 s Sl e yley Jeailn | gladly Juais

=ele T arem e ars-?

HTE F0A TR | HH WIHATE T 955
CHTSTH STFCAT |

Govorite |i bosanski?

Molimo, S]Gdl'llt&
Posla?u prevc-d cazaV

Foiish

N
B, aﬁ%m#%\

Spanish

AR NG 7
EHEE? B HRAIU—UHRR,
Eske ou pale Kreydl? Tanpri chita. Mwen pral rele yon

moun pou tradwi pou ou.

Parlez-vous frangais?

Veuillez vous asseoir.
Je vais vous appeler un interprete.

Miharte EAANvIKG

[NupakaAw kaBioTe. Oa kaAEow
eva OIEpUNVET yIa 0Qg .

Vietnamese

AT AN oxn
o

D/DAnNn 'Rt K .NAwT N

Yiddish

Hearing Impaired

If you need an interpreter
in sign language, please point here.

1 3y {2 diedd 7

T 46 agy | H amvE o g @

TR Tl S e

Parla italiano?

Prego, si accomodi e attenda
mentre Le chiamo un interprete.

(i g8 LN WA anigryia?

Qe 1 aBkggUnigRuni
LTI L

=0l E AESHUM?

FOHA2,
SHAE EF =AY

Gzy-Fan/Pani mowi
FPp polsku?

L=

Prosze siadac, podczas
gdy wotam ttumacza.

B IL%LD]]HTE Mo-pyccKu?

—

MpucaabTe, NoXaAyHcTa.
fl ceHyac no3oBY NepeBOAYMKA,
KOTOpbIH BaM NOMOXET.

I
i Habla espafiol?

Tome asiento, por favor. Liamare
a un intérprete para que lo ayude.

Yu Bu po3MOBASRETE
YKpaiHCbKOK MOBOH?

byAb AQCKa, NOCHABTE, NMOKH A
BUKAMKAH NepekAaAaya AAA Bac,

. I
ot g g3l DILS

ot MGy B 55 o 5 oS ) S
Sl e S5 ._-r'l-'ﬂ-*

Anh/chi néi ti€ng Viét
phai khing?

Xin mdi ngdi chis, Toi sé goi nguisi
thiing dich cho anh/chi.

YT 0T IR

N (910 U1 )'R )N OXVUT YO
R IND WWWOYNINT

FORM W-104 [FEV (2.07)



M W-194A (rev. 4/08)

Human Resources
Administration
Department of

Social Services

Office of Refugee and Immigrant Affairs Telephone Interpreter Services Log
Month/Year Director’s
HRA Location/Access Name
Code Liaison’s
Site Name Name
PRINT all information below Log Approved by (signature):
AN m) m A —_n I—
# Applicant/Participant’s, Case Numb \) Ladduage I err?]r Djte of || rcatr | Call End Worker’'s Name
Last Name, First Name yaL b|er ) Qall Start Time
LTimeg
: \W=ANIA Vi
[ \ —
2 NSZ/7/RNIY
3
4
5
6
7
8
9
10

Total number of calls Total number of minutes




Human Resources
Administration
Department of

Social Services

Office of Refugee and Immigrant Affairs

On-site Interpreter Services Log

W-194B (rev. 4/08)

Month/Year Director’s
HRA Location/Access Name
Code Liaison’s
Site Name Name
PRINT all information Log Approved By (signature):
N\ /m 1~ O ]
# Applicant/Participant’s, Case Numbe \) Language Interpreé At ‘Home Date of Start End Worker’'s Name
Last Name, First Name Name Center Visit Service Time Time
—
1 WALV -
M \ —
2 NZ//ARNIRY
3
4
5
6
7
8
9
10




Form W-680FF (page 1) LLF
Rev. 3/9/09

Print Name:

Human Resources
Administration
Department of

Social Services

Date:

Family Independence
Administration

Case Number:

Language Questionnaire

IMPORTANT: Please read this notice and indicate your speaking and reading language preferences. If you do
not speak English well, the Human Resources Administration (HRA) can provide free interpreter services for you
at an HRA office. This form must be completed and returned with the application/recertification papers.

. Last Name

[N—
——

W/

What is your preferred spQkeérria

[ English

[ African Languages

[~ Alaskan

[ Albanian

[ American Indian — Apache
[ American Indian — Choctaw
[~ American Indian — Crow
[ American Indian — Dakota
[ American Indian — Lokota
[ American Indian — Nakota
[ American Indian — Navajo
[ American Indian — Other
[~ American Indian — Zuni

[~ Amharic

[ Arabic

age? Ple seledt gnly|d

[~ Armenian

[ Assyrian

[ Bengali

[ Bosnian

[ Bulgarian

[~ Burmese

[ Cambodian

[~ Chamorro

[ Chinese — Cantonese
[ Chinese — Fujian

[ Chinese — Mandarin

[ Chinese — Other

[ Chinese — Toisanese
[~ Creole — Criollo

\

Zip Code:

[ Creole — Haitian
[~ Creole — Other
[ Croatian

Czech

Dutch
Dzongkha

Farsi

Finnish

French

French — Creole
German

[T Greek

[ Guijarati

™ Hebrew

[N A R

(Additional languages are continued on the next page.)

[ N N N I I I N A A A

Hindi

Hmong
Hungarian
llocono
Indonesian
Italian
Japanese
Karen

Khmer
Kinyarwanda
Kirundi (Rundi)
Kizigna

Include in CA Application/Recertification Kits and
NCA FS Application/Recertification Kit



Form W-680FF (page 2) LLF Human Resources Administration

Rev. 3/10/09 Family Independence Administration
[T Korean [T Onondaga [ Serbian [ Tigrinya

[ Kurdish [ oromo [ Serbo-Croation [ Tona - Seneca
[ Laotian [T Pashto [ Shinnecock [~ Tongan

[ Lithuanian [ Pennsylvania Dutch [ Sign Language [ Turkish

[T Maay [ Persian [ Slovak [ Tuscarora

[ Macedonian [ Pidgin — Hawaiian [ Somali [ Twi (Fanti)

[~ Malayalam [ Polish [ Spanish [ Ukranian

" Mohawk (St. Regis Tribe) [ Portuguese [ Swabhili [ Unkechauga
[~ Mongolian [ Punjabi [ Swedish [ Urdu

[ Native American " Romanian [ Syriac [ Viethamese
[ Nepali " Russian [ Tagalog [ Yiddish

" Norwegian [ Samoan [ Thai [ Yugoslavian
[ Oneida [ Seneca

| I

. Please only |ONE. If y@erred language is

=
=
)
S
>
o
=
o
®
7]
Q
)
=}
o
®
%)
®
S
—
11
o

[ Arabic [ Russian —|_—Ej19+5-h—|
[ Chinese [ Korean [ Spanish
Applicant's/Participant's Signature Date

Include in CA Application/Recertification Kits and
NCA FS Application/Recertification Kit



Form W-680FF (S) LLF

Rev. 3/9/09

Human Resources
Administration
Department of

Saocial Services

Family Independence
Administration

Fecha:

Numero del Caso:

Cuestionario Respecto al Idioma

IMPORTANTE: Por favor lea este aviso e indique el idioma que usted prefiere hablar y leer. Si no habla bien el
inglés, la Administracion de Recursos Humanos (Human Resources Administration — HRA) le puede brindar
gratuitamente servicios de intérprete en una de sus oficinas. Este formulario debe llenarse y devolverse con los

documentos para la solicitud/recertificacion.

Nombre/e
Letra d olde:

I

_\
@

]

:;m/u\

U\

¢ Qué idioma prefiere hablar? Por favor elija s6lo UNO.

Cadigo Postal:

[ inglés

[~ aleman [ chino — cantonés
[ aleméan de Pensilvania [~ chino — fujian

[ amhaérico [ chino — mandarin
[~ arabigo [~ chino — otro

[~ armenio [ chino — toisanés
[ asirio [ coreano

[ bengali [ criollo

[ bosnio [~ criollo francés
[ bulgaro [ criollo — haitiano
" birmano [~ criollo — otro

[ camboyano [ croata

[ chamorro [ dzongkha

[~ checo [ eslovaco

[ espafiol
[ finlandés
francés
griego
gujarati
hebreo
hindi
hmong
holandés
hdngaro

0 N I N I N A A A A

albanés

idiomas africanos
idiomas alascanos

[ idiomas de los indios
americanos — apache
[ idiomas de los indios
americanos — choctaw
[ idiomas de los indios
americanos — crow
[ idiomas de los indios
americanos — dakota
[ idiomas de los indios
americanos — lakota
[ idiomas de los indios
americanos — nakota
[ idiomas de los indios
americanos — navajo

(Mas idiomas en la préxima pagina)

Include in CA Application/Recertification Kits and
NCA FS Application/Recertification Kit



Form W-680FF (S) (page 2) LLF Human Resource Administration
Rev. 3/9/09 Family Independence Administration

[ idiomas de los indios | maay [ polaco [~ swabhili
americanos — otro ™ macedonio [ portugués [ tagalo
[ idiomas de los indios [~ majabar [~ punjabi [ tigrifia
- z_;:merlcanos—zum ™ mohawk ™ ruanda ™ tailandés
!ocano . (tribu de San Regis) [~ rumano [ tona — seneca
II: indonesio ™ mongol 7 ruso [ turco
italiano ‘
S [ nepali [~ samoano [ tuscarora
- J_mper [ noruego [ seneca [ twi (fanti)
- Jkaren [ oneida [ serbio [ ucraniano
 kirundi . [ onondaga [~ serbo-croata " unquechauga
kirundi (rundi) [ oromo [ shinnecock [ urdu
[ kizigua
- 9 [ pashto [ siriaco [ viethamés
I~ Izzzljgjc; gestual | persa [ somali D yidish
[ pidgin hawai
0 [ yugoslavo
[ lituano j e
¢ Necesita servicios de intérg D
Se pueden enviar & ndog a continuacion. Por favor elija s6lo UNO. Si el
idioma que prefiere us S jabgjp, por favoy marque () inglés.

[~ arabigo [~ coreano [~ espafiol [~ inglés
[ chino [ criollo haitiano [ ruso
Firma del Solicitante/Participante Fecha

Include in CA Application/Recertification Kits and
NCA FS Application/Recertification Kit



WORKER'S GUIDE TO CODES

1.2:3
10/18/2010

SECTION 10: SUFFIX LEVEL CODES (CONT'D)
LANGUAGE SPOKEN CODES (LANG) - 255

A Blank Arabic Al Am. Ind. - Dakota KU Kurdish

B Blank Urdu AC Am. Ind. - Choctaw LI Lithuanian

C Blank Chinese-Mandarin AK  Am. Ind. - Lakota MY  Maay

D Blank French Creole AT Am. Ind. - Nakota MA  Macedonian
E Blank English AV Am. Ind. - Navajo ML Malayalam

F Blank French AO  Am. Ind. - Cther MG  Mengolian

G Blank Greek AS  Am.Iind. - Zuni NE Nepali

H Blank Hebrew AM  Ambharic NO  Norwegian

| Blank lalian AW Armenian OD  Oneida

J Blank Japanese AZ  Assyrian ON  Onondaga

K Biank Korean BE Bengali OR  Oromo

L Blank Albanian BC  Bosnian PA Pashto

M Blank German BU Bulgarian PE Pennsylvania Dutch
N Blank Hindi BR Burmese Pl Persian

P Blank Polish CA Cambcdian P3 Pidgin-Hawaiian
Q Blank Farsi CM  Chamorro PU Punjabi

R Blank Russian CH Chinese-Toisanese RO Romantan

S Blank Spanish CF Chinese-Fujian SA  Samoan

T Blank Thai CcC Creole-Criolio SC Seneca

V Blank Vietnamese CO  Creole-Haitian SE Serbian

W Blank Khmer CE Creole-Other SN Shinnecock
Y Blank Yiddish CR  Croatian SL Slovak

Z Blank Portuguese CZ  Czech 50  Somali

1 Blank African Languages DU Dutch sV Mgohawk (St. Regis Tribe)
2 Blank Chinese-Cantonese DZ Dzongkha SW  Swahili

3 Blank Chinese-Other Fl Finnish SY Syriac

4 Blank Native American GU  Gujarati Tl Tigrinya

5 Blank Serbo-Croatian HM  Hmong TN Tona-Seneca
6 Blank Swedish HU Hungarian TO Tengan

7 Blank Tagalog IL llocano TU Turkish

8 Blank Laotian IN Indonesian 5 Tuscarora

g Blank Sign Language KA Karen TW  Twi (Fanti)
AN Alaskan KW  Kinyarwanda UK  Ukranian

AA Am. Ind. - Apache Kl Kirundi {Rundi) UN Unkechauga
AE Am. Ind. - Crow KZ Kizigna YU Yugoslavian

NEW YORK STATE WELFARE MANAGEMENT SYSTEM



WORKER'S GUIDE TO CODES

1.24
10/18/2010

SECTION 10: SUFFIX LEVEL CODES (CONT'D])
LANGUAGE READ CODES (LANG READ) — 281

A Blank Arabic Al Am. Ind. - Dakota KU Kurdish

B Blank Urdu AC  Am. Ind. - Choctaw LI Lithuanian

C Blank Chinese-Mandarin AK Am. Ind. - Lakota MY  Maay

D Blank French Creole AT Am. Ind. - Nakota MA  Macedonian

E Blank English AV Am. Ind. - Navajo ML  Malayalam

F Blank French AO  Am.ind. - Cther MO  Mongolian

G Blank Greek AS  Am. Ind. - Zuni NE Nepali

H Blank Hebrew AM  Amharic NO  Norwegian

[ Blank [talian AW  Armenian OD  Oneida

J Blank Japanese AZ Assyrian ON Cnondaga

K Blank Korean BA Braille OR  Cromo

L Blank Albanian BE Bengali PA Pashto

M Blank German BO  Bosnian PE Pennsylvania Dutch

N Blank Hindi BU  Bulgarian P Persian

P Blank Palish BR  Burmese PS  Pidgin-Hawaiian

Q Blank Farsi CA  Cambodian PU  Punjabi

R Blank Russian CM  Chamorro RO  Romanian

S Blank Spanish CH  Chinese-Toisanese SA  Samoan

T Blank Thai CC  Creocle-Criollo SC Seneca

V Blank Vietnamese CO  Creole-Haitian SE Serbian

W Blank Khimer CE Creole-Other SN Shinnecock

Y Blank Yiddish CR  Croatian SL Slovak

Z Blank Portuguese CZ  Czech 50  Somali

1 Blank African Languages DU Dutch sV Mohawk (St. Regis Tribe)

2 Blank Chinese-Cantonese DZ  Dzongkha SW  Swahili

3 Blank Chinese-Other Fi Finnish sy Syriac

4 Blank Native American GU  Gujarati Tl Tigrinya

5 Blank Serbo-Croatian HM  Hmong TN  Tona-Seneca

6 Blank Swedish HU  Hungarian TO  Tongan

7 Blank Tagalog IL llocano TU Turkish

8 Blank Laotian IN Indonesian T3 Tuscarora
KA Karen TW  Twi (Fanti)

AN Alaskan KW  Kinyarwanda UK  Ukranian

AA Am. Ind. - Apache Kl Kirundi (Rundi) UN  Unkechauga

AE Am. Ind. - Crow KZ Kizigna YU  Yugoslavian
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	POLICY DIRECTIVE #11-33-OPE 
	 
	SERVICING LIMITED ENGLISH PROFICIENT (LEP) INDIVIDUALS 
	Date: 
	December 28, 2011
	Providing Interpreter Services
	REVISIONS TO  
	THE PRIOR DIRECTIVE
	POLICY
	The Worker must ensure that the language of the applicant/participant is documented in POS (or on a W-25 scanned and indexed into the electronic case record) as well as on Form W-680FF. Additionally, the need for an on-site interpreter must also be recorded, so that an on-site interpreter can be scheduled for future appointments. Form W-680FF must be included in all Cash Assistance Application/Recertification kits and NCA FS Application/Recertification kits. 
	Form W-680FF allows applicants/participants to identify their preferred spoken language. It also allows applicants/participants to choose from one of the six New York City local law languages to receive written correspondence.  
	At application and recertification, Workers must ensure that the language selected in the POS primary language fields corresponds with the applicant’s/participant’s preferred spoken language selected on Form W-680FF.  
	Evidence Packets
	A





	W-194A.pdf
	 PRINT all information below                                                                                Log Approved by (signature):________________________________ 
	Case Number
	Language

	W-194B.pdf
	 PRINT all information                                                                                 Log Approved By (signature):________________________________ 
	Case Number
	Language


