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Questions

• Who has ever been in an environment where English was not 
the dominant language spoken? 

• Does anyone speak a language other than English?
• Does anyone use a language other than English in their 

current position?
• Who in their current position has worked with an interpreter 

before? 



What we will cover in this presentation

1. What are language rights?
2. What is language access?
3. Improving communication: listenability
4. Language access accommodations: bilingual staff, 

translated materials, interpreter services
5. Strategies and techniques for mitigating communication 

barriers  
6. Questions & Discussion



What are language rights?



A recap of language rights

Individuals have a right to:
1. Speak in the language of their preference
2. Receive accommodations free of cost
3. Request a qualified, professional interpreter

• In-person 
• Over the phone

4. Request translated materials of vital documents
• Applications
• Determination notices
• Organizational communications



What is language access?
Language access refers to:
• The legal mandate all recipients of federal funding 

have to provide accommodations for persons with 
limited English proficiency (LEP)

• The appropriate use of translation, interpretation, and 
bilingual personnel to communicate with the public

• An equity-minded approach to communicating with 
linguistically diverse customers



Who is Limited English Proficient (LEP)?

Individuals who do not speak English as their 
primary language and who have a limited ability 
to read, write, speak, or understand English can 
be limited English proficient.

U.S. Department of Justice, 2002



What legal obligations do federally funded organizations 
have for providing language access services?

1. Assess the need for language access in their services
2. Provide free accommodations for LEP persons
3. Notify the public of available language support services for LEP 

audiences
4. Monitor and evaluate the use and impact of language support 

services
5. Train staff on policies and procedures related to language access
6. Create an organizational guidance document for serving LEP 

audiences



Language Support Model

Language support is the use of any tool or 
resource to facilitate communication 

where a linguistic/cultural barrier would 
otherwise exist.



Improving Communication: 
Listenability 

























Accommodations
Bilingual staff, translations, and interpreter services, 

and cross-cultural communication





The interpreter’s role
• Serve as an intermediary during the communication process
• Facilitate understanding between people who speak different languages

• Interpreters relay messages, not words
• Effectively “broker“ situations  that involve cultural differences 

• Maintain  neutrality 
• Interpreters do not represent the customer
• Interpreters do not represent the organization

• Maintain ethical standards of practice  
• Possess appropriate qualifications to deliver services
• Avoid conflict of interest
• Clarify communication in context



Consecutive interpretation

Photo credit: Northwestern College 



What about bilingual staff?

If you have language skills, use them!
• Direct language support promotes inclusion 
• Improves consumer-centered service

Recognize the limitations of language proficiency
• Not all bilingual staff are hired to translate or interpret 
• Language competence ≠ translation competence 
• Professional interpreters and translators possess specific training, skills, 

experience, and credentials to do their job



What about Google Translate?
MEXICO CITY (24 / FEB / 2017) 
The next Sunday, February 26, will occur the second eclipse of 
the year and the first solar, but it can only be seen in South 
America and part of Africa, said the researcher of the Institute 
of Astronomy Of the National Autonomous University of 
Mexico (UNAM), Gloria Delgado. 
In an interview with Notimex, he said that it is an eclipse of 
the annular Sun, that is to say that the Moon will be placed to 
the center of the Sun, reason why from the Earth only you will 
be able to appreciate the edge of the Sun in form of ring. 
"It is called annular eclipse when the moon is farther from the 
Earth and is also the most attention-grabbing because the Sun 
is not going to completely hide, it will remain like a region 
around, a ring," he explained.
El informador (Mexico)

Discussion:
What seems 

awkward or out of 
place about this text? 



Google Translate is not an 
appropriate accommodation.



Distance interpretation services

• What are distance interpreter services?
• Service provided by a third-party vendor
• Provided over the phone or by Video Remote Interpreting (VRI)
• Helps meet the need for an interpreter in the absence of bilingual personnel 

or an in-person interpreter
• Can be used to call LEP consumers
• Companies that provide distance interpreters: LanguageLine Solutions, Inc. 

(Pacific Interpreters)



How do distance interpreting services work?
1. Staff calls a 800 number

• From any phone with conference or speaker option
• Enters client ID 
• Indicates language
• Provides PIN

2. Opening the session:
• Staff introduces themselves and briefs the interpreter on the situation

3. During the call:
• Staff speaks directly to LEP person during conversation, allowing appropriate 

pauses
4. Wrapping up the call

• Asks LEP person if they understood and what questions they have
5. Closing the session

• Staff indicates to interpreter that all questions were answered



Techniques and strategies 
for bridging communication

• Always direct communication to the consumer (not the interpreter or 
support person) 

• Simplify your language, articulate your words
• Speak in complete, short, concise sentences 
• Slow the pace of your speech
• Avoid technical jargon or humor 
• Be prepared to explain specialized terms or concepts
• Ask if you were clear and what questions people have



Things to remember

1. Simplified communication requires effort
2. Communicating through an interpreter requires additional time
3. Body language can communicate strong messages
4. Where possible, use visual aids or cues
5. If you do not have the tools to do your job, advocate for them



Discussion & Questions
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Thank you!
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