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Overview

This language access plan is an evolving resource document outlining tools, policies, and procedures for King County Council’s interactions with Limited English Proficient (LEP) populations in King County. The overall goal of this language access plan is to ensure that LEP individuals interacting with the Council have timely, accessible, and equal access to Council services.
King County Council will arrange for the provision of oral language assistance, translation services, and more in response to the needs of Limited English Proficient (LEP) residents in face-to-face, online, and telephone encounters with King County Council.
This language access plan describes Council policies and procedures for:
· Providing notice to limited English speakers of their right to service.
· Identifying LEP individuals and needed LEP services within the Council.
· Providing free spoken language interpreting.
· Offering free written translations on request.
· Updating and evaluating service needs.
· Hiring to meet multilingual service needs.
· Offering training on LEP service mandates to Council staff.[footnoteRef:1] [1:  City of Minneapolis. Minneapolis in Any Language. Minneapolis, MN, 2004. http://www.minneapolismn.gov/www/groups/public/@clerk/documents/webcontent/convert_263025.pdf] 





Authorities

	As a federally funded agency, King County Council is required to provide LEP individuals with meaningful access to programs and activities under several federal regulations, including but not limited to:
A. Executive Order 13166, “Improving Access to Services for Persons with Limited English Proficiency.”
B. Section 1557 of the Patient Protection and Affordable Care Act (ACA).
C. Executive Order 12250, “Coordination Regulation.”
D. Title VI of the Civil Rights Act of 1964, 42 U.S.C. § 2000d et seq.[footnoteRef:2]
 [2:  City of Cleveland. The City of Cleveland Language Access Plan. Cleveland, OH, 2016. http://209.200.155.143/sites/default/files/forms_publications/7.13.2017LanguageAccessPlan.pdf] 

Terminology

	Translation
	[bookmark: _Hlk11656023]The transfer of written communication from one language to another, with the intent and essential meaning of the original text preserved.



	Vital Documents
	Materials that provide essential information for accessing basic county services and benefits. Serious consequences may occur if the information is not provided.



	Public Communication Materials
	Materials that are intended for broad distribution to inform or educate people served by King County. For purpose of translation, “public communication materials” refers only to printed media such as brochures, posters, booklets, pamphlets, billboards, or advertisements in printed publications.



	Limited English Proficient (LEP)
	A person who does not speak English as a primary language, and who has a limited ability to read, speak, write, or understand English.



	Interpretation
	The transfer of oral communication from one language to another.



	Meaningful Access
	Language assistance that results in accurate, timely, and effective communication with LEP individuals. For LEP individuals, meaningful access denotes access that is not significantly restricted, delayed, or inferior as compared to programs or activities provided to English proficient individuals.[footnoteRef:3] [3:  City of Cleveland. The City of Cleveland Language Access Plan. Cleveland, OH, 2016. http://209.200.155.143/sites/default/files/forms_publications/7.13.2017LanguageAccessPlan.pdf] 




** For a full list of definitions, review the Foreign Language Services Ordering Guide and Appendix A of the King County Executive Order on Translation.


Section 1: Needs Assessment

King County Council will secure language service contracts that cover the most commonly-spoken languages in King County. If a person speaks a rarer language, the Council will locate and pay for best-fit resources.
King County Council will assess the language needs of constituents with the following sources:
· U.S. Census data.
· Internal use of translation and interpretation services.
· Community feedback and involvement.
King County Council will review and update language data on an annual basis. In addition, the Council will solicit feedback from community groups and LEP stakeholders to improve accessibility, efficiency, and cultural sensitivity.

Limited English Proficiency in King County

The United States Census estimates as of 2017 that 5.6 percent of King County households are Limited English Proficient.[footnoteRef:4] [4:  U.S. Census Bureau, 2013-2017 American Community Survey 5-Year Estimates.] 


Top Three Languages Per District in King County (2019)4
	District
	District 1
	District
2
	District 3
	District 4
	District
5
	District 6
	District
7
	District
8
	District
9
	County-wide

	Top three languages spoken at home for LEP individuals five years and over
	Chinese

Spanish

Russian
	Chinese

Spanish

Vietnamese
	Chinese

Spanish

Japanese
	Chinese

Spanish

Tagalog
	Spanish

Vietnamese

Chinese
	Chinese

Spanish

Korean
	Spanish

Ukrainian

Vietnamese
	Spanish

Chinese

Vietnamese
	Spanish

Chinese

Vietnamese
	Spanish

Chinese

Vietnamese

	Not in the top three, but in significant need of translation
	
	
	
	Amharic
	Somali
	Hindi
	Tagalog
	Somali
	
	Korean



**The top three languages are taken from the Public Use Microdata Areas (PUMA).

· Note that these numbers are for populations with limited English proficiency, not multilingual proficiency.
· The data was not separated by district when surveyed. Some languages overlap with surrounding districts.
· Information is different from the Elections office. Election information is not recommended because elections are based on citizenship and voting registration, which is not representative of King County as a whole.
· The fourth language listed on the chart is not a top tier translated language in the county, but still has a significant amount of residence. Those languages should be included in language access services as a standard.







On its website, King County separates King County languages into three tiers: translation required, translation recommended, and translation encouraged. King County Council will contract language service that covers all three tiers as well as well as additional languages with a significant amount of residence or need.

Points of Contact

King County Council will provide resources that best align with the services and communication required at each point of contact with the Council. Points of contact include but are not limited to:
· Public meetings
· Reception
· Telephone calls
· Community outreach
· King County website


The following table indicates a few examples of appropriate resources and expectations for each point of contact:

	Point of Contact
	Expectations of Staff
	Tools and Resources

	Phone
	- Identify language spoken. Connect with bilingual staff, conference call with Language Line.
	Language Line, Bilingual Advocates, etc.

	One-on-One Participant
	- Ensure that an interpreter is available.
- State that interpreters are available upon request, ideally with two-week notice.
- Follow best practices for ensuring the participant's safety by securing the name of the interpreter in advance, requiring an interpreter confidentiality agreement, etc.
	In-Person Interpreting Agency 

	Meetings (Intake, Case Planning, etc.)
	
	Interpreter Confidentiality Agreement

	
	
	

	Services under Council
	- Notify participant of available language services on an ongoing basis.
- Immediately provide access Language Line when requested.
	
Language Line

Language-specific shelter tour video

	
	
	

	Community-Based Services
	- Meet with community groups and provide information about LAP plan and resources so that they may assist in informing LEP individuals of the language assistance services available.
- Allocate funding for community work in translation.
	Flyers, I Speak Cards, brochures

	Community Events
	- Identify language spoken. Keep track of this to collect data.
-Connect with Language Line to assess safety concerns and requests.
	I Speak Cards, Language Line

	
	
	

	Written Materials
	- Review vital documents with the support of an interpreter during intake. 
	Additional translations can be arranged through selected translation agency. 

	Tracking System
	- Input data into centralized system (excel spreadsheet or data management software) that tracks the translations requested. This will help identify what language services need improvement.
	Data management software or Excel spreadsheet.





Stakeholder Engagement

	Including the community in this process is essential for ensuring that the Language Access Plan is linguistically and culturally appropriate. In its Language Assistance Plan, the King County Superior Court identified the following organizations as possible community contacts:
· ADWAS - Abused Deaf Women’s Advocacy Services
· Asian Counseling and Referral Service
· API-CHAYA – Southeast Asian Women’s program
· Chinese Information Service Center
· Columbia Legal Services
· CONSEJO Counseling and Referral Service
· Eastside Domestic Violence Program
· Hearing, Speech and Deafness Center
· King County Protection Order Program
· Korean Women’s Organization
· Northwest Justice Project
· REWA - Refugee Women’s Alliance
· Seattle Housing Authority
· Various shelters in the area[footnoteRef:5] [5:  King County Superior Court. King County Superior Court Language Assistance Plan. Seattle, WA, 2016. https://www.kingcounty.gov/~/media/courts/superior-court/docs/interpreter-services/language-assistance-plan-pdf.ashx?la=en] 

This list only covers a small portion of organizations that engage with LEP populations in King County. King County Council will reach out to and establish its own list of organizations that work with LEP populations. The Council will give these organizations the opportunity to provide feedback on the accessibility of this plan.


Section 2: Language Services

	King County Council will provide both interpretation and translation services at each point of contact with the Council. To ensure that LEP individuals make full use of these services, King County Council will:
· Lead active efforts to notify individuals of their right to free language services.
· Follow procedures to properly identify LEP individuals.
· Provide qualified interpretation and translation whenever needed.
· Track each service used by LEP individuals.

Notice

Providing notice is the first step in providing language service. It refers to the proactive notification of LEP individuals that language services are available to them, free of cost.
Language services are useful only if the people who need them understand that they are available and know how to access them at no cost. Simply putting up signs in the lobby is not enough.
In its language access plan, the U.S. Department of Health and Human Services outlines several steps it took to notify those who need language services, including:
· Designating a staff or individual responsible for notifying individuals with limited English proficiency who contact the agency.
· Distributing federal resources prohibiting discrimination against LEP individuals to its grantees, providers, contractors and vendors.
· Using public service announcements, non-English media and community and faith-based resources to reach target audiences.
· Prominently displaying appropriate language taglines on vital documents, web pages currently available in English only, technical assistance, and outreach material.
· Highlighting the availability of client-oriented materials in other languages on the department’s website.

Identification

Identification is essential for accessing language services. It refers to the self or employee identification of an individual as Limited English Proficient.[footnoteRef:6] [6:  City of Minneapolis. Minneapolis in Any Language. Minneapolis, MN, 2004. http://www.minneapolismn.gov/www/groups/public/@clerk/documents/webcontent/convert_263025.pdf] 

· LEP individuals can self-identify with materials (i.e. I Speak Cards) provided by King County Council, but no employee should assume that an LEP individual will be able to self-identify.
· If a Council employee recognizes a possible need for language service, the employee should use language taglines to ask the individual if they would like an interpreter. If the answer is yes, interpretation and/or translation will be provided.
· Information collected about LEP individuals cannot be used to discriminate against groups or individuals.
· Immigration status is not relevant in determining whether a resident of King County is eligible for the LEP services outlined in this plan.
· King County Council employees should not ask an LEP individual about their immigration status, even in casual conversation.
· All LEP individuals are eligible for Council services.



Interpretation

Interpretation is the transfer of oral communication from one language to another. Interpretation described in this language access plan applies to the phone or in-person interaction between an LEP individual and a qualified interpreter.

General Policies

· King County Council will offer free in-person and over-the-phone interpretation.
· King County Council will place notices about free in-person and over-the-phone interpretation at every point of contact with the public as well as in outreach and training material.
· See the Notice section for policies and types of notices and Your Right to an Interpreter for an example poster.
· King County Council will provide interpreters for public meetings at request.
· Since interpretation (especially in-person interpretation) isn’t always available, interpreter requests must be filed at least five days in advance.
· King County Council will use competent, trained, and culturally sensitive interpreters who are either certified or registered (if certification for a language is not available).
· This covers both in-person and over-the-phone interpreters.
· See Interpreter Qualifications for more details.
· If an interpreter is not immediately available, the Council can use a language application from a list of approved applications. This is just a placeholder until interpretation is available.
· The Council will provide information about translation and interpretation applications as needed.
· See the Resources section for a list of applications that can be used on-demand.
· King County Council will keep and update a list of interpreters and interpretation services for employee use.
· Interpreters will sign a confidentiality agreement to ensure privacy.

Interpreter Qualifications

· Interpreters should be certified or registered. King County Council may only provide non-certified and non-registered interpreters if certified or registered interpreters are not available.
· Certified interpreters have passed oral and written exams and have gone through training.
· King County Council will follow the requirements for court interpreter certification. Court interpreters are familiar legal and colloquial language, both of which are applicable in legislative proceedings. 
· For a list of languages Washington State certifies and/or registers, see the Washington State Court Interpreter Requirements or the King County Superior Court Language Access Plan.
· Contracted interpreters are preferable to non-contracted interpreters. That said, King County has a limited list of contracted interpreters. Non-contracted interpreters are acceptable when the situation calls for it.
· For a list of contracted interpreters, see the Resources section.
· Multilingual staff may assist in securing an interpreter but should not interpret unless there is an emergency.
· Do not assume that being a native speaker qualifies someone to interpret conversations or translate written documents. Interpretation, translation, and other in-language tasks often require the use of industry-specific terminology, specialized skills, and experience. 
· Competency requires more than self-identification as multilingual. The most accurate way to validate language proficiency is through an independently-administered language assessment and periodic reassessment.
· Consider creating and disseminating standard policies and procedures to assess and track the language proficiency of multilingual personnel. The policy should specify who can access the Council’s list of multilingual personnel and who may use multilingual personnel for certain language tasks.
· Minors may not interpret unless there is an emergency.

Sample Procedure for Phone Interpretation[footnoteRef:7] [7:  City of Cleveland. The City of Cleveland Language Access Plan. Cleveland, OH, 2016. http://209.200.155.143/sites/default/files/forms_publications/7.13.2017LanguageAccessPlan.pdf] 


1. Determine need for interpretation. Have the LEP caller point to their language on an I Speak or babel notice or ask them if they need interpretation.
2. Identify the appropriate vendor. King County maintains relationships with a few certified interpretation services. The list these services can be found in the Resources section.
3. Use the conference feature on the phone to place the LEP caller on hold or place the phone on “Speaker” mode if the LEP resident is face-to-face.
a. When placing an outbound call to an LEP speaker, begin at Step 4. If you need assistance placing a call to the LEP speaker, please inform the interpreter or agent at the beginning of the call.
4. Call the interpretation vendor.
5. Provide your Client ID # (if applicable).
6. Select the language you need or press 0 for agent assistance if you do not know the language.
7. Brief the interpreter. Summarize what you wish to accomplish and provide any special instructions.
8. Continue the call with the LEP speaker.
a. Pause frequently to allow the interpreter to translate information.
b. Periodically check with the interpreter to see if you are speaking too fast, slowly, or softly, to ensure comprehension.
c. Understand that words of emotions and expressions may not have the same meaning when directly translated.
d. Talk directly with your client.
e. Avoid oversimplification of important explanations, idioms, and colloquialisms.
9. Say “End of Call” to the interpreter when your call is complete.

** Note: This sample procedure is the process used by one of King County’s contracted services, Language Line. The procedure is detailed further in Cleveland’s Language Access Plan.

Sample Procedure for In-Person Interpretation

	In-person interpretation refers to interpretation with both the LEP speaker and the interpreter physically present. Because physical interpreters must be at a specific location at a specific time, they are not ideal for immediate interpretation services. Many interpreter services require a few days’ notice. King County Council will use in-person interpreters for emergency situations and scheduled meetings and events, if needed.

1. Call an interpretation service to see if an interpreter is available.
2. Set a location and time for interpretation.
a. Depending on the request, some interpreters need notice and cannot interpret immediately.
b. Make sure to account for extra time to fully interpret communication back and forth.
3. Brief the interpreter about what you wish to accomplish and provide any special instructions.
4. Let the interpreter know when the service is completed.


Translation

Translation is the transfer of written communication from one language to another, with the intent and essential meaning of the original text preserved. King County Council provides numerous services that require use of written documents. Communicating information from written material is extremely important to ensure the accessibility of essential King County services.
To allow time for translation before constituents already need it, King County Council will translate the most frequently used and requested services into King County’s primary languages.

Translation Policies

· King County Council will offer translation services for all King County Council written material at no cost to LEP individuals.
· King County Council will translate the most frequently-used services into the primary languages in King County.
· This includes webpages, written documents, signs, notices, and more.
· King County Council will use contracted translation services. If contracted services do not fit the situation, employees may follow translation procedures with non-contracted vendors.
· For a list of translation contractors, see the Resources section.
· King County Council will review written material and overall communication with constituents to determine additional items for translation.
· King County Council will keep a list of translated documents on file for employees to access.
· King County Council will set the standard time for translation at two weeks.
· Depending on the request, translation might take a significant amount of time. Staff needs to allocate time for all the procedures involved with this process.
· King County Council will identify staff to review translation as a last set of eyes.


Translation Procedures

King County lists the translation work order process on its website. Employees of King County Council must additionally track the specifics of translation requests from its constituents, to improve the availability of services for the future. For additional policies on translation, consult the King County Translation Process Manual.[footnoteRef:8] [8:  King County Executive, King County Written Language Translation Process Manual: Guidelines, Effective Practices, Maps, Resources. Executive Order INF 14-2 (AEO) Written Translation Process, Appendix B. King County, 13 October 2010. https://www.kingcounty.gov/~/media/operations/policies/documents/inf142aeo_appxb.ashx?la=en] 


Translation Work Order Process[footnoteRef:9] [9:  "Translation and Interpretation." King County. January 11, 2017. Accessed June 17, 2019. https://www.kingcounty.gov/audience/employees/translation-interpretation.aspx.] 

	Step 1
	King County Council sends the Work Order to the contractor(s).
· If the cost is under $5,000, agencies may proceed with one contractor. 
· Go to Step #5.
· If the estimated cost is between $5,000 and $25,000, agencies will request quotes from at least three contractors.
· If the estimated cost is $25,000 or more, all listed contractors will be asked to participate in the solicitation process.
· Complete the "Agency" sections of the work order and attach the English version of the work to be translated.  
· Need to consider Council process for approving expenditures.



	Step 2
	Contractors fill out the "Contractor" sections of the work order and return to the agency by the stated deadline.



	Step 3
	King County Council evaluates the work order responses and selects one contractor.
· The agency will review the responses received by the stated deadline. 
· The lowest quoted price, or the proposal that best meets the stated selection criteria (i.e.  proposal approach and personnel), will be selected for award.
· Agency is responsible for retaining the documentation of the selection process. 



	Step 4
	Once a selection has been made, the agency enters a service request to secure approval from Procurement for the selection.
· PCS Service Request



	Step 5
	The agency creates and approves the requisition and Procurement creates the purchase order.



	Step 6
	The agency contacts the awarded contractor so that work may begin.



	Review Board
	Identify staff to review documents for accuracy as a last set of eyes.





Tracking

	King County Council will track translation and interpretation services as they are used. Interpretation and translation data will be kept separately.
Data will include the following:
· Request
· Name of written material (for translation)
· Language
· Type of request
· Time sensitivity
· Date of request
· Date of completion
· Service used
· Cost of service

Tracking Examples

Interpretation
	#
	Type of Request
	Request
	Language(s)
	Date Requested
	Completed
	Time Sensitive 
	Service

	1
	Public Meeting
	Interpreter for public meeting on 3/14/19
	Korean
	3/8/2019
	3/14/2019
	Date certain
	Office of Interpreter Services

	2
	Town Hall
	Interpreter for town hall request
	Somali
	3/20/2019
	3/20/2019
	Date certain
	Language Line



Translation
	#
	Type of Request
	Request
	Language(s)
	Date Requested
	Completed
	Time Sensitive
	Service

	1
	Poster
	Translation of hand-washing poster
	Spanish
	7/3/2019
	7/12/2019
	Public health ASAP
	Language Line





Section 4: Training and Staffing
 
	King County Council will provide training to all employees that interact with LEP individuals. This training will cover ethics, procedures, and policies for identifying and providing language services to LEP individuals.
	In addition, King County Council will designate a team and/or person to oversee the implementation of the language access plan and evaluate the success of its services. Many agencies with language access plans employ a Language Access Coordinator to advise and oversee the process.



Section 5: Evaluation

	King County Council will review and update this plan every year. In addition, King County Council will conduct a thorough evaluation of all the language services that the Council offers.
	The annual evaluation will include:
· Assessment of the number of King County residents with LEP.
· Assessment of the current level of services delivered to LEP individuals.
· This includes the review of tracking data collected with every service.
· Assessment of training levels of Council staff regarding LEP services.
· Feedback and comments from LEP communities, including LEP community organizations and advocacy groups, on the effectiveness of the Council’s LEP services.[footnoteRef:10] [10:  City of Minneapolis. Minneapolis in Any Language. Minneapolis, MN, 2004. http://www.minneapolismn.gov/www/groups/public/@clerk/documents/webcontent/convert_263025.pdf] 



Section 6: Resources

Translation and Interpretation Contractors

	King County has contracted translation and interpretation services that in some cases serve up to 240 languages. A current list with is on the county website under “Awarded Contracts.” These contractors do not require a work order.
Non-contracted services do require a Work Order.

Apps that can be used On Demand
	 
	Name
	Method
	Languages
	 
	Cost
	Noted Features
	App

	1
	iTranslate Voice 3
	Voice and text
	42
	Has ear pieces
	Free or iTranslate Pro
$9.99 or $39.99
	· Offline Translation Mode avoids high roaming charges.                 
· Voice Mode instantly starts voice conversations in many languages.
· Website Translation translates entire websites with built-in translation browser.                                                        
· Looks up verb conjugations in different tenses.
	i0S and Android

	2
	SayHi
	Voice
	90
	
	
	Free
	
	i0S, Google, and Amazon

	3
	Microsoft Translator/ web access
	Text
	60
	
	
	Free
	
	i0S, Android, and web

	4
	Papago 
	Voice and text
	3
	Mainly Asian
	Free
	
	i0S and Android

	5
	Speak and Translate
	Voice and text
	10
	
	
	Free
	
	i0S and Android
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