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INTAKE PROCEDURES

Serving Limited English Proficient People who walin for services

When serving w4k, the goal is to provide the same services, information and referrals as we would p
to the Engligpeaking publiclhis is true whether the -imailktimately turns out to be eligible for our
services or no¥When in doubt,kagourself what services, information or referrals you would provide to
English speaking person in the same siflfagiormake sure the limited Engdistient person gets that
same service, information or referrals.

PROCEDURE FOR SEGVIMITEENGLISH PROFICIENALYWINS:

1. Determine whether the perdoniied EngligioficientIf a person speaks English less than very
well, consider him orlimeited EngligioficientEven if the person knows some English, this does
not mean he or she can understand enough to receive the full benefit of our services, inform.
referrals without help from an interffrdterpersonlimited Englishgficient, go to Step 2.

2. ldentify the person's langudbeimited Engh poficient person may be able to tell you the name
of his oher language. If not, take the limited Engfiisiernp person over to the "Language
Identification” center that is posted in the etigptier area. Have the person look through the
language charts posted, and see if he or she is able to point to his or HétHanoeEge.
cannot find his or her language on the list, or caruoitaeathe Office Manager (see Appendix
G). The Office aager will ask a member of the secretat@ataliaffir telephone interpreting
service; the Language LineB&#2450386. Provide the representative witigite@ient ID#
702844, the company name (NLS), and the Buffald©f#idé yoa are calling from the Niagara
Falls officeiseCode #2 and if you are calling from the Batawisesffocks #3Then enter your
personal code, which is youit3el@phone extension nur{beefAppendix@or more detailed
instructions for use of the Languaye Line

Provide the representative with the language needed, or thd lopkprsitar deétermine what the
person's language is. Brief the Interpreter and then add the limited Engliste dpeaker to th
Although no prior authorization is needed, each time ybe diigeageline, provide
Admini stration with the rbeéelppgndiady e Line For

Il n addition, t her e ar ganstatoloe initall scre@rang priygd t h a
instance, Google Translate can provide bothwariteantlanslatiommany languages for which
wemay or magot have ihouse expertise. If you do notehaweart phone, contactLtBe

liaisons for astanceeefAppendix @

Ifthe waliknis deaf, yomaywrite a notxplaininthat we do nbavesign interpretersthe office

and ask why thayeat our office Remember that the Deaf do not speak English, baerather
American Sign Language. If yowassisthncean contact the Disabiigisan. (See Appendix G)
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INTAKE PROCEDURES

3. Provide thouse or telephone interpreting services immediately to determine why the persor

visited the officd the person can identify keguage, check to seéheére is an-house
receptionist who is a languagekepéor the person's languagenakd use of thagesker If

the bilingual receptionist is unavailable, the front desk receptionist will contactobilingual s
availaility for walks GeefAppendix@ If bilingual staff is unavailatriéact the Office Manager
whowill accessecretarial stadf calthe Language Line. When one uses the telephone, make sur:
that the client's privacy is adequately protected by going into an office and closing the ¢
necessary. Use the Language Lirg@/&R450386. Provide the representative witdighe 6
Client ID# 702844, the company name (NH8O&mECodenumberThen enter your personal
code, which is your 3 digit telephone extension number. You will be connected with an inte

within a few minutes. Relrtiterpreter on speakerphone.

4. Using the interpreter, determine what level of services, information or referrals. ilewean provide
cannot accept the client's case because of LSC restficigmsorities or any other reason,
explain this to the client using the interpreter. Use the interpreter to provide the client with th

information or referrals that you would foravidenglistpeaking wailk.

5. If the person is going toiveckirtheservices, use the interpreter to help the client fill out the intak
information form azadl the screener or advocatehedd a followp appointment with the unit

screener_oadvocatelf the client will receive gpelison appointmemith an advocatie

advocate wiichedule an appointment with the approgr@atseirstaff, or if unavailable, an

approved local interpreting service to schedule an intbgoprtsettt at the appointnSeet (

list of itnouse availability anchownity interpreteréAppendixd If the client needs emergency

services, use the telephone interptedgy y@u provide the services.

6. Some clients may speak a rare language for which no approved interpreters are available
community. tiis is the case, the advocate should use the telephone interpreting service at

appointment, putting the interpreter on speakerphone.

IMPORTANT NOTE: Untrained interpreters, such as family membersasésvatkemsds discouratjetie afint
insists on using the untrained interpreternots i n  tUnder no ¢ircumstanc@smay a pderson under:
serve as ainterpreter, even if the client iGsess it is for something as routine as scheduling an apipdar
the client that for liability purposes, iageaay policy not to use child interdrégemeters not on the approve;
must submit credentials and training background to the Executive Director and receive approval before E



INTAKE PROCEDURES

Serving limited English proficient people whocall-in for services (Screening)

When serving aal$, the goal is to provide the same services, information and referrals as we would p
to the Engligpeaking public, in the same amount of time if at all fussblieue whether theircall
ultimately turns out to bebligor our services or not. When in doubt, ask yourself what service
information or referrals you would provide to aspeadiisth person in the same situdtien. make

sure thémted Englishrgficient person gets that same service, imfanmmaferrals.

PROCEDURE FOR SEGVIIMITED ENGLISHHHRCIENTALENS:

1. Determine whether the perdoniied EngligioficientIf a person speaks English less than very
well, consider him orlimeited Engligioficient. Even if the person knows some English, this does
not mean he or she can understand enough to receive the full benefit of our services, inform.
referrals without help from an intefdpoetent tell the limited Enpiiicient persamdall back at
a later timdf the personlisiited Eglish poficient, go to Step 2.

2. ldentify the person's langudbelimited Engliginoficient person may be able to tell you the name
of his or her language. If not, aglaltego hold forannt er pr et er (use t he
tool Appendix F)ry to get a callback number first in case you losePiheticadalleron hold
and access tl@ffice Manag@me Office Manager will adtessecretarial stavho wiltall our
telephone interpreting service; the Language-8 12450386, enter our access code, 702844,
your office code, and your three digit telephone ektgosi@re away from your desk when you
use the Language Line, enter your owroaxtastshe extension of the telephone you are using.

If your client is deaf, you can use our TTY number or utilize a Relay call. The (TI&) number
8471322

Conference the client back in using the conference feature on yberquerasewill help you
determine/hat the person's language is.

3. Provide telephone interpreting services immediately to determine why the person has called th
If the person can identify their languadedheamd is an-louse receptionist who is gukge
speaker for the person's language, usakef that ‘mouse receptionist telephone. If the
bilingual receptionistusrentlyinavailablend the caller speaks Spanish, leave a message in the
bilingual r e cat extensionnPil ¥thedbgdingualoreceptorgsiod going to be
available thaameday, thethe front desk receptionist siconldct th®ffice Manager who will
accessa member of tlsecretarial staff to use the Languageli_the. Office Manager is not
available, contact a member G@fftite Manager Bafsecretarial staffSee Append®)

4. Using the interpreter, determine what level of services, information or referrals Wenean provide
cannot accept the cliecd'se because of LSC restrictions, office priorities, or any other reasc
explain this to the client using the intergeetéhe interpreter to provide the client with the same
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INTAKE PROCEDURES

information or referrals that you woule gmwad Englisipeaking dat If you mail out
brochures, make sure they are in the perso
be accompanied by a multilingual insert explapingtihvéave the brochure read to the person

in his or herativdanguagesgefAppendixd-

. If the person is going to receive kethiEes, use the interpreter to help the client fill out the intake
information form and schedule adpllampointment vatecreener an advocatdf the client is
screenednd is to be called back, the secretaralistafiuse inigjual receptionist will cotitact

unit screener advocatelf the client will receive grerson appointment with an advocate, the
advocatavillschedule an appointment with the @gtpragiouse interpreter or approved local
interpreting service to schedule an interpreter to be present at the Sppdisttoeitoise

and community interpreters and their availdBiipenaix @ If the client needs emergency
servicegjse the telephone interpreter to help you provide the services.

. Some clients may speak a rare language for which no approved interpreters are available
communitylf this is the case, the advocate should use the telephone interpretifge service a
appointment.
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GUIDELINES FOR ADNTES

Verbal Communications with Clients

Limited Engliginoficient clients need approved interpreters at initial appointmgnegpdolldments,
hearing preparatipaad any other point at which they communicate verbally with afhadgoahis.

to ensure thatlienited Engliginoficient client can understand every aspect of the representation, just as
Englistspeaking client would.

VERBAL COMMUNICATIBRODCEDURES:

1. Facetoface appointments are best, if at all pob&dble sure anterpreter is available & th
client at all appointmertisvays try to use the bilingual speaker in your unit before accessing otl
inrhouse bilingual staff or approved outside interpreters. If no one in your unit is available, acc
list of bilingual staffAppendix@ If no bilingual staff is abig] or there is ndhvouse expertise,
contact an outside vendor for interpretation services. All interpretershotingz gtafi must
signa confidentiality agreenf®aefAppendid. Keep the signed copy t he dld i ent
prior appvalto use the interpreter service is necessary. However, you mubke dangplatge
lineinterpreter form foun@\ppendix @or billing purposes.

2. Some clients may speak a rare language for which no approved interpreters are available
conmunity.If this is the case, the advocate should use the telephone interpreting service (Lang
Line) at the appointment, putnigterpreter on speakerphone.

It may béess expensiyer advocates in offices with fewer local interpreting resources (e.g., Niag
Falls and Batavia) to meetttdaee with the clienf possiblhave one of the approved local
interpreters theBuffalo office interpret over speakerphone

3. For shdartelephone contacts with a client, such as to schedule an appointment or to give advic
counsel only, call one of chiouge interpreters or if one is not available, call our telephone
interpreting service

IMPORTANT NOTUtrained interpreters, such as family membergniieradeworkers is discourdfjéide cIienE:
insists on using the untrained interpreterhndte i n  Urhder noccircunestaricés snayfaipérsen under age'
as annterpreteevenif the client insists (unless it is for a routine matter such as scheduling ama‘ppmmtraemt-:)r
that for liability purposes, it sgauncy policy not to use child interpreters.

Interpreters not on the approved list mustceedenitials and training background to the Executive Dlrector c
approval before being used.



GUIDELINES FOR ADNTES

WRITTEN COMMUNICAYI®WITH CLIENTS

As with verbal communications with clients, it is important to lengace Ehgtigtroficient clients
undestand all information contained in our written correspliedearusot send limited Englidicipnt
clientdetters in English and exiperh to get help translaimtheir own.

PROCEDURES FOR COGREHNDING WITH LIMOENGLISH PROFICIENTENTSN
WRITING:

1. Contact your unit secretary to hawvletheedrr es
bilingual staff available in your unit to trémslalecument, tisecretary should email the
document in "Wdodmat" tanit bihgual staffSeeppendixd@ After the bilingual staff member
translates the document, s/he should email a copy of both the Englistcted doedragot
the list of approved pesdersS e Appéndixd

2. If there is no bilingual unit staff member atlzlaivlié secretary shoefdr tdAppendiBofor a
comprehensive list of bilingual staff and theirtavailabiinousestaff is available or there is no
expertise inouse to translate acwloent, the unit secretary should email a copy of the
correspondence to an approved outside translatioBesFAppediB). In additioriill out the
form i n @Ap ptethediffize MBragerimtite Beffal@oiffite for Saaifepeidix
DJ. No prior apped is necessary. Remember to retain andairabpgteof the English and
translated version ofdhec u ment i n the clientdos file.

3. If the language in question has no written form, or if the letter will be very demisdled and/o
specific, you may want to meet with the chterHatscer over the phone rather than sending a
leter Make sure to document t he I[Eyonhaw any doodts t h
about how to proceed, contact your Supétisimgyand/or the LEP Contact PerSea (
fAppendix &or list of NLS/LEP liaisons

! IMPORTANT NOTE: Do not bevted Englisproficient clients questionngeas, DAP Questlonnalfmsprce'
! Questionnaires) to complete on thelnswwad, help the client complete the questlonnalret(ataaéammomtmei
with an approved interpreter, or over the phone using the telephone interpreting service.



APPENDICES

A p p e n d iBkingualfstaff and approved outside vendors for oral interpretation purposes

ins/screenings)

Inhouse Bilingudbtaff Name Phone # Extension
Buffalo Office Eva Perez 7168470650 210 or 211
Outside Vendors for Scmmags Name Phone # Email
Language Line 1-8772450386

International Institute

264 Delaware Avenue 7168831900

Buffalo, New York 14209
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APPENDICES

A p p e n d iBkingualBstaff and approved outside vendorsifg; walken translations, and

proofreadingAlways make it a priority to utilize bilingual speakers from your unit 1
translation purposes. If your unit bilingual speaker is not available, thitimeeother in
bilingual staff identified in the chart déldvere is none available or nehamise
expertise, usa outside vendor

Outside Vendors for Written Translati Name Phone # Email
Verbatim Solutions 1-8005735702
International Institute 7168831900

264 Delaware Avenue
Buffalo, New York 14209

*All letters draftechiousemust first be proofread by another bilingual staff member and then returned
unit secretarilingual drafters will be responsible to send a copy of their translated document
proofreaders below via email. The English and translatedlumddrberdttached to the email. Once the

proofreading is completed, the proofreader should email the document to the unit secretary to be m.

client.

*Spanish translation should be dbpeasa and can be drafted by bilinguahdtsffould not be sent to an

outside vendor

Inrhouse Bilingual Staff & Availability

Aparna Balakrishnan

AmyBushberg

Simone Hicks

Diana Martinez

Elizabeth Padgett

Eva Perez

Diana Alvira

Unit
Family

Family

Public Benefits

Public Benefits
Housing

Public Benefits
Housing

Reception

WIPA, Bond and
Promise

Language

Hindi

Spanish

French

Spanish
French

Spanish

Spanish

Spanish

EmailAvailability
aparna@nls.org

Check for Availability

abushberg@nls.org
Available for Family and DAP. Check Ext. 230

availability for walk, and proofreading for

other units
shicks@nls.org

Check for Availability

dmartinez@nls.org

Available on Fridays for appointments. C Ext. 251
availability fonanslations, watls, and
proofreading for other units

epadgett@nls.org

Availability on Tuesday mornings for Ext. 267
appointments. Check availabilitgristation,
walkins and proofreading for other units.

eperez@nls.org

Check availability for all units

dalvira@nls.org

Availability for WIPA, Bond, Promise Cli
Check availability for svedkand proofreadir

Ext.
Ext. 215

Ext. 245

Ext. 210

Ext. 240
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APPENDICES

A p p e n dinstxuctidnG fior: use of the Language Line

AT A NEIGHBORHOOD
= = LEGAL SERVICES INC.
EQUAL JUSTICE FOR ALL

Instructions for use of the Language Line

WHEN RECEIVING A CALL -

1.
2.
3.

Ll

Use Cnf/Tm button to place the Limited English speaker on hold.
Dial 1-877-245-0386
Listen to prompts and provide representative with:
a. 6-digit Client Id. (which is 702844)
b. Company Name (Neighborhood Legal Services, Inc.) — Buffalo Office Code 1, Niagara Falls Office Code 2,
Batavia Office Code 3
c. Personal Code (Buffalo Office: your 3 digit phone extension number; Niagara Falls and Batavia: the
number Diane P provide to you)
Provide representative with the language needed.
Brief the Interpreter. Summarize what you wish to accomplish and give any special instructions.
Add the Limited English Speaker to the line. When place a call to a Limited English speaker, begin at Step 2.

WHEN USING THE LANGUAGE LINE DUAL HANDSET PHONE IN THE INTAKE ROOM (Walk-ins) —

1.

L

© N

Lift the handset from the cradle or press the SPEAKER button.

2. Dial 9 and then outside line phone number.
3.
4. Press 1 for Spanish, Press 2 for all other languages: Speak the name of the desired language clearly (e.g.

Press red INTERPRETER button.

“Arabic, “Japanese”). Say only the language name, do not add any other words. The system will request you:
a. Press 1 to confirm the language.
Press CLIENT ID when requested. Press client id button or enter 702844.
Enter PERSONAL CODE (Buffalo Office: your 3 digit phone extension number; Niagara Falls and Batavia: the
number Diane P provide to you)
You will be placed on hold briefly while an interpreter is conference onto the call. Please do not hang up.
Brief interpreter about the situation.
Give the second handset to the other party with which you wish to communicate.

Source document: ©2007 Language Line Services QUICK REFERENCE GUIDE

Instructions for Use of the Language line : Page 1
XNKNOWLEDGE TREE!/NLS OTHER LANGUAGES DOCUMENTS/English Forms and Informational Materials
Last Updated: 4/2/2014
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APPENDICES

These languages
represent approximately
98.6% of all customer
requests from the 6,912
languages spoken in the
world today.

We monitor our
language requests
continuously, adding or
deleting languages
based upon customer
needs.

Language Line

Afrikaans French Canadian
Akan Fukienese
Albanian Fula
American Sign Fulani
Language Fuzhou
Ambharic Ga
Arabic Gaddang
Armenian Georgian
Ashante German
Assyrian Gorani
Azerbaijani Greek
Azeri Gujarati
Bahasa Haitian Creole
Bajuni Hakka
Bambara Hakka — China
Basque Hausa
Behdini Hebrew
Belorussian Hindi
Bengali Hmong
Berber Hunanese
Bosnian Hungarian
Bravanese tbanag
Buigarian {bo
Burmese Icelandic
Cantonese Igbo
Catalan llocano
Chaldean Inconesian
Chaochow Italian
Ch k kart: 129
Chuukese Japanese
Cree Javanese
Croatian Karen
Czech Kashmiri
Dakota Kazakh
Danish Khmer (Cambodian)
Dari Kinyarwanda
Dinka Kirghiz
Diula Kirundi
Dutch Korean
Ewe Kosovan
Farsi (Persian) Krahn
Fijian Hindi Krio
Finnish Kurdish
Flemish Kurmanji
French Lakota

© 2009 Language Line Services - 02.17.09.V1

Language List

Laotian
Latvian
Lingaia
Lithuanian
Luganda
Lusoga
Luxembourgeois
Maay
Macedonian
Malagasy
Malay
Malayatam
Maltese
Mandarin
Mandingo
Mandinka
Maninka
Marathi
Marshallese
Mien
Mina
Mirpuri
Mixteco
Moldavan
Mongolian
Montenegrin
Moroccan Arabic
Navajo
Neapolitan
Nepali
Nigerian Pidgin
English
Norwegian
Nuer
Ojibway
Oromo
Pahari
Pampangan
Pangasinan
Pashto
Patois
Polish
Portuguese
Portuguese Creole
Punjabi

Quichua
Romanian
Russian
Samoan
Serbian
Shanghainase
Shona
Sicilian
Sinhalese
Sindhi
Slovak
Slovenian
Somali
Sorani
Spanish
Sudanese Arabic
Sundanese
Swahili
Swedish
Sylhetti
Tagalog
Taiwanese
Tajik

Tamil
Telugu
Thai
Tibetan
Tigre
Tigrinya
Toishanese
Tongan
Tshiluba
Turkish

Twi
Ukrainian
Urdu
Uzbek
Vietnamese
Visayan
Weish
Woiof
Yiddish
Yoruba
Yupik

2.
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