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Practitioners’ Corner: Advice and Insight from the Field

Tips for Ensuring Translation Quality
By Kleber Palma

Organizations working with limited English proficient (LEP)
populations need to obtain proper translated materials in order
to provide fair and accurate services. Many government
agencies hire independent contractars in order to save time
and money, However, discerning whether the services being 3
contracted out are of an acceptable quality can be tricky, An

outsider may know the targeted foreign languages your x
community needs, but not necessarily the terminology of the

business being conducted, It can also be difficult for organizations to ensure that
all docurments translated by a contractor remain consistent with one another,
since translation companies wuse a wide range of freelancers all over the world to
do the actual work, Lastly, it goes without saying that avoiding gross errors and
omissions is a strict requirement of all who provide this much needed service,
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Why Is It Important to assess and
‘ evaluate language access programs?

 To monitor implementation of language access
program

 To monitor efficacy of language access program
 To ensure quality of program
 To maximize language access program resources

 To justify program’s budget (accountability)

* To comply with state or local laws (in some
locales)
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‘ Focus on what you are measuring

Activity/
Output

Social service
agency
Implements

<«— Intermediate Outcomes — 3  ——— End Outcomes —

A 4

Fewer LEP individuals

remain uninsured

LEP policy
in Medicaid
program

“Number of accessible
translators/interpreters”
“Number of translated
documents”

A 4

|

“Number and percent of
uninsured LEP”

A 4

_ LEP LEP individuals _ LEP LEP individuals
individuals . individuals X
receive health ~ . have improved
are enrolled » establish a
) . care when they . long-term
in Medicaid . medical
are sick health
program home
. I :
“Number and “Number and percent “Number and “Number and
percent of of LEP receiving percent of LEP with  percent of LEP
LEP enrolled” health care” consistent source of  reporting better
' health care” state of health”

LEP individuals
understand

medical options
available to them

“Number and percent of LEP who can

explain their medical options”



\ .
‘ Assessment and Evaluation

* |s Your Program Comprehensive?
Self-Assessment Checklists for Language Access
Programs

* |s Your Multilingual Staff Qualified?

Certification and Training of Translators and
Interpreters

e How Do LEP Individuals Interact with

Your Agency?
Program Monitoring from the LEP Perspective
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‘ Is Your Program Comprehensive?

Definition: Self-Assessment checklists are
monitoring instruments that allow for a discrete
number of answers, typically “Yes” or “No.”

Conducting Preliminary and Ongoing
Assessment for Informed Planning
Implementing a Language Access Plan
Evaluating Your Language Access Plan
Resolving Complaints

Conducting Ongoing Outreach to LEP
Residents

Building External and Internal Support for
Equal Access Policies

o ko =



for Public Programs

Self-Assessment Checklist

Assessment Area

Yes

Comments

Resolving Complaints

Establishing Complaint Procedures

a. Has your agency developed procedures for investigating complaints alleging discrimination
on the basis of national origin?

b. Are complaint procedures translated and accessible to LEP clients?

*Posted signs at intake areas

*Resource areas

*Client file

*Written notices

*Explained during orientation/intake

*Other (specify)

Conducting Ongoing Outreach to LEP Residents

Has your agency established partnerships with community-based or advocacy organizations to increase

LEP participation?

Has your agency established partnerships with community-based or advocacy organizations to advertise

bi/multilingual employment opportunities?

Has your agency publicized its program through ethnic media?




"] Wisconsin’s Department of Health and Family

Services Self-Assessment Checklist [excerpt]

We use the following methods of oral interpretation:

 Establish procedures for taking incoming calls from LEP persons. We have
incorporated the procedures into our operation manuals. OYes [0 No

« Staff received training on how to handle incoming calls. O Yes OO No

» We hire bilingual staff. 0 Yes O No

» Use a language line for languages not often used in the service area. We use
language line.

* We have partner with community associations for paid or voluntary translation
services. O Yes O No

 Other:

We have developed policies on confidentiality and code of ethics for our oral
language interpreters.

A confidentiality and code of ethics statement was sign by all oral language
interpreters used and they are in file. O Yes O No

 Volunteer and/or paid Language interpreters have been trained on the confidentiality
and codes of ethics on Date




‘ Is Your Program Accountable?

San Francisco’s Human Services Agency’s
standing bilingual services committee provides
language access oversight by:

. Offering recommendations to management

. Providing direction for improving services

. Ensuring sufficient resources are in place
to do ongoing maintenance work

. Guiding implementation at the program

level
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!‘ Is Your Multilingual Staff Qualified?

Certification and Training of Translators and
Interpreters: WA State’s Department of Social and
Health Services (DSHS) Agency-Wide Language
Testing and Certification Program

¢ Testing for bilingual staff and contracted
Interpreters

. Written and oral test administered in eight
most common languages

. Consistency within agency and used by
non-DSHS agencies

. Certification manual and test information

available online



How Do LEP Individuals Interact

with Your Agency?

Program Monitoring from the LEP Perspective: City
of New York’s Customers Observing and
Researching Experience (CORE)

. Quantitative score in five key customer
service areas: (1) language access,; (2) site
and service accessibility; (3) queuing
experience and service transparency; (4)
facility conditions; and (5) staff customer
service

. Qualitative assessment in descriptive
narrative

¢ Language Access: 1.9 out of 4 point scale



For more information, contact:

Laureen D. Laglagaron
Policy Analyst

Migration Policy Institute
1400 16th Street, NW
Washington, DC 20036

(202) 266-1940

www.migrationpolicy.org/languageportal
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