DEPARTMENT OF LABOR AND
INDUSTRIAL RELATIONS

LANGUAGE ACCESS PLAN




INTRODUCTION AND PURPOSE

This plan was developed by the Department of Labor and Industrial Relations (DLIR) to
comply with Title VI of the Civil Rights Act of 1964, Chapter 321C, Hawaii Revised
Statutes, and Presidential Executive Order 13166, "Improving Access to Services for
Persons with Limited English Proficiency" that was created to “improve access to
...federally assisted programs and activities for persons, who as a result of national
origin, are limited in their English proficiency...." Title VI provides that no person shall
"on the ground of race, color, or national origin, be excluded from participation in, be
denied the benefits of, or be subjected to discrimination under any program or activity
receiving Federal financial assistance." Several DLIR programs receive Federal
funding, therefore, Title VI applies to all of the DLIR.

Additionally, the DLIR is subject to the nondiscrimination and equal opportunity
provisions outlined in Section 188 of the Workforce Innovation and Opportunity Act
(WIOA), and the implementing regulations at 29 CFR Part 38, which prohibits the
exclusion of an individual from participation in, denial of the benefits of, discrimination
in, or denial of employment in the administration or connection with any programs and
activities funded otherwise financially assisted in whole or in part under Title | of the
WIOA. These provisions prohibit discrimination on the basis of national origin, including
Limited English Proficiency (LEP).

The DLIR has established this Language Access Plan to ensure that LEP individuals
may access all resources and services provided by us. A “LEP person” is defined as “an
individual who, on account of national origin, does not speak English as the person's
primary language and self identifies as having a limited ability to read, write, speak, or
understand the English language.” A LEP person is eligible to receive free language
assistance with respect to services, programs, or activities.

MEANINGFUL ACCESS TO SERVICES, PROGRAMS AND ACTIVITIES

The purpose of this plan is to establish strategies for interacting with and providing
language services to LEP individuals in order to ensure equity and inclusion. Section
321C(a), Hawaii Revised Statutes, requires a Four-Factor Analysis and states:

Each state agency and all covered entities shall take reasonable steps to ensure

meaningful access to services, programs, and activities by limited English

proficient persons, which will be determined by a totality of circumstances,

including the following factors:

(1) The number or proportion of limited English proficient persons served or
encountered in the eligible service population;

(2) The frequency with which limited English proficient persons come in contact
with the services, programs, or activities;

(3) The nature and importance of the services, programs, or activities; and
(4) The resources available to the State or covered entity and the costs.

The DLIR requires each program to submit semi-annual logs to the Language Access
Coordinator that report the number of encounters that the program has with LEP
persons. The Language Access Coordinator compiles the logs into the Language
Access Reporting Tool that is submitted to the Office of Language Access (OLA) twice a
year (Appendix A).
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IV.

LANGUAGE ACCESS COORDINATOR

The WIOA State-Level Equal Opportunity Officer (Civil Rights and Equal Opportunity
Officer in the DLIR Director’s Office) serves as the Language Access Coordinator. Each
program is required to designate an employee who will serve as the program’s internal
Language Access Liaison who will work with the departments Language Access
Coordinator on language access matters.

PROVIDING NOTICE OF LANGUAGE ASSISTANCE SERVICES

To ensure that members of LEP communities are aware of the free language assistance
services are available to them, the DLIR provides notice in the most common languages
spoken by LEP individuals in Hawaii. To inform the public that free language assistance
is available, the department has taken the following steps:

o Posted the Office of Language Access’s If You Need an Interpreter poster in
conspicuous places throughout its offices, including on bulletin boards and at all
public service desks/areas (Appendix B), and

e Provided website Babel notices in the fifteen languages via pop-up banner
notices, which include the right to free interpreter services and a telephone
number to connect with an employee at the agency to request the services.

LANGUAGE ASSISTANCE SERVICES

DLIR LEP Liaisons at each program will offer/provide free interpretation services over
the phone, in person, or remotely (virtual) in the LEP persons' primary or preferred
language. The DLIR utilizes the state-contracted LanguageLink service (Appendix C),
the Judiciary interpreter list, the Disability and Communication and Access Board’s
American Sign Language interpreter list, and other local vendors for language access
services (Appendix D).

The DLIR also maintains a list of bilingual staff who agree to serve as interpreters for
LEP customers. These bilingual staff will be used only to facilitate communication with
LEP customers on ministerial and non-substantive matters, for example, to determine
what services that the LEP person is seeking or preferred language. For substantive
issues, such as questions about how to file a document or make arguments in a
hearing, dual and multi-lingual employees are prohibited from assisting.

A. Oral Language Assistance

DLIR staff will offer/provide interpretation services over the phone, in person, or
remotely (virtual) in the LEP persons' primary or preferred languages. Staff will:

¢ Avoid assumptions about a customer’s primary language and make every
effort to ascertain it.

e Provide interpretation for all languages if requested regardless of the
customer’s perceived level of English proficiency.

¢ Neither discourage LEP persons from seeking DLIR services nor refuse
services.

e Deliver DLIR services promptly i.e. without delays that are significantlygreater
than those that English proficient customers experience.

e Use professional and qualified interpreters to interpret for LEP persons,and
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not rely on other organizations, family, friends, neighbors, volunteers,
bystanders, or children.

e A volunteer bilingual DLIR staff with proper training may be utilized only for
ministerial and non-substantive communication.

DLIR staff will attempt to determine (by phone or in-person) if a customer is LEP by
asking, ‘Do you speak English?” and follow these steps:

e |If the person can speak or understand some English, staff will state, “Would
you like an interpreter in your language, free of charge, to help us
communicate better?” If the person agrees, staff will ask the person’s primary
or preferred language using Appendix E or “| Speak” cards, or other
available lists of languages, or the telephonic interpretation provider.

e If the person does not understand the question, “Do you speak English?” or it
otherwise appears further language assistance is necessary:

o In-person/walk-in customer: Staff will use the Language ID poster or other
available lists of languages to ask the person to ‘point your language.’ If
the person’s language is not listed, staff will connect to a telephonic
interpreter (LanguageLink) to attempt to identify the person’s language
and facilitate communication.

o Over-the-phone customer: Staff will use LanguageLink (or other
authorized company) to identify the person’s language and connect to an
interpreter.

o Staff will use the State contracted language service provider (Appendix C)
for telephonic interpreter services. Other language providers, including fee-
for-service local companies (Appendix D), will be used as necessary.

¢ If anin-person interpreter is needed, staff will schedule an appointmentusing
one of the local language service providers.

o If the LEP person’s issue is non-substantive or ministerial, the bilingual staff
may assist.

Bilingual staff/volunteer interpreters — the DLIR will maintain an intranet list of
bilingual staff who agree to serve as interpreters for LEP customers. These
bilingual staff will be used tofacilitate communication with LEP customers on
ministerial and non-substantive matters. The DLIR will take reasonable steps to
screen self-identified bilingual staff who volunteer to serve as interpreters by
completing the Staff Volunteer Interpreter form (Appendix F). Bilingual staff
volunteer interpreters will receive basic training on interpretation, including the
Interpreter Code of Ethics and Confidentiality. Generally, volunteer bilingual staff
(unless qualified or professional interpreters) may interpret only for ministerial and
non-substantive purposes.

. Written Language Services

The DLIR has developed a list of vital documents and a notice regarding the
provisions of free language services shall be attached to vital documents (sample,
Appendix G) to help provide meaningful access to LEP customers.

Vital information includes but is not limited to: written notices of rights,
responsibilities, and program eligibility requirements; applications for services;
consent forms; notices of denials or changes in benefits; hearing notices; appeals
decisions; complaint forms; and other important information included in agency
brochures, websites, or other social media platforms.
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VL.

VII.

The DLIR will use the safe harbor requirement as a starting point to provide
translated documents. Under state and federal safe harbor guidelines, agencies
must provide written translation of vital documents for each eligible language group
that constitutes 5% or 1,000 persons, whichever is less, of the population eligible to
be served, or likely to be affected or encountered. If there are less than 50 people in
a language group, LEP persons must be provided written notice of the right to
receive free oral interpretation of written materials.

TRAINING

This Language Access Plan serves as the department’s official Language Access Policy
and is accessible to all employees via the DLIR’s intranet and via the WIOA Equal
Opportunity Program webpage. Each program may develop their own specific policies
and procedures as long as they do not conflict with this Plan.

The Language Access Coordinator is responsible for ensuring that all employees
receive training in providing services to LEP persons. The Language Access
Coordinator works with the Human Resources Office to ensure that all new employees
view the training video as a part of their onboarding process and works with program
Administrators and Agency Heads to ensure all employees are receiving annual LEP
training, which can include reviewing the training video. Additionally, the Language
Access Coordinator will inform all program Administrators, Agency Heads, and program
language access coordinators of training opportunities and resources.

The Language Access Coordinator will monitor program compliance as a part of the
annual WIOA equal opportunity monitoring.

The Language Access Coordinator also ensures that subcontractors are informed of
their legal obligation to provide language assistance to LEP persons by confirming that
language requiring the subcontractor to provide such services are included in the
contract and by conducting annual monitoring as a part of the WIOA equal opportunity
monitoring.

EFFECTIVE DATE
This revised Language Access Plan shall take effect on July 1, 2024.
18%q,

Jade T. Butay, Director
Department of Labor & Industrial Relations
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APPENDIX A.

LANGUAGE ACCESS REPORTING TOOL: Division Coordinators please email completed form to Research and Statistics Office at Dayle.N.Kobashigawa@hawaii.gov

LEP Services by _rmzm:wmm

Contact Person

Department/Agency Department of Labor and Industrial Relations

David Rodriguez Phone No. (B08B) 586-8855

Period Covered (Semi-Annual/FY)

Revised as of 7-17-20232
Jan - Jun 2023/ FY 2023
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APPENDIX B.

Hawai‘ian:

EH [._Iapanest[:

#=20] (Korean):

BN (Cantonese):

llokano:

Tagalog:

Cebuano (Visavan):
Tiéng Viét (Vietnamese):

vo (Mvanmar):

muing (Thai):

R AN (Khmer),

8nR8VAa (Lae):

Marshallese:

Chuukese:
Chamorro:

Pohnpeian:

Kosraean:

Yapese:

Yapese (Outer Island):
Samoan:

Tongan:
Pyccxmii (Russian):

Espafiol (Spanish):

Please point here if you need an interpreter

in this language (at no cost to you).

L et
oftice 4 L awe

E kuhikuhi mai ‘oe i ‘ane'i ke pono ka mahele dlelo (‘2 ohe kiki).

HEROERALERFR, CCEBEELTLKLEZY (BRRARHNVELA)

SUE W= 3 A CHE o5 Tol gHRo| $o| Eesictn
Y stAorELIC HIgS FEStAMTELIC

NMRAEWBEHRFEETOLRWF , FEIE, (NMREVNERRAIOILNET | @
EH. )

MAEWERMKEOLRNBE | WiTEE,

No masapulmo ti paraipatarus iti llokano nga awan bayadna, pakitudom ditoy.
Kung kailangan mo ng libreng tagasalin sa Tagalog, pakituro lamang dito.
Kung kinahanglan nimo ug libre nga tighubad sa Binisaya, itudlo lang diri.

Xin chi vio diy néu ban cin thdng dich vién cho ngdn ngi ndy (ban s& dugc cung cip
thong dich vién mién phi).

wéyoreopdcanemaiyd, :moasfgimcifolm wyepepadpffgols

woondolemn moyadeypaimesladondnadafcdemsdcdolenss

nsondhnfidaaruil daadainisamniing (Teedaa bisaudodr 19 ulag)
sywuinmigipaeien iiadsmygnpimignunlpmmanis:
(gndspimitamwd $hunn

ms, g 3 0 eun T 1 W wo Bmua wwmaro

(oo™ ‘v WL 0 axs b0 1lg @ 1wloy)

Jouj im jitddle ijin elafie kwoj aikuji judn am ri-ukok ilo kajin in (ejjelok wonidin fian yuk).

Itini awenewenan ikeei ika pwin kopwe néinél emén chon chiaki non fodsun eei
féni (kosap wisenmééni noum eei chon chiaki).

Matka pat apunta este yangen un nesisita intetpiti gi fino Chamorro (dibadi este na
sitbesio).

Menlau idih wasa ma ke anahne soun kawehwe (sohte isais).

Nunak munas srisrngingac acn se nge fwin kom enenu met in top nuke kahs lom an
sifacna (kom ac tia moli).

Fa'anra bet’uf bae’ ninge ayweg nem nge abweg e thin rom (ni dabmu pii’pulwon) meere
mog aray.

Gobe sor gare go tipeli bwo semal yebe gematfa kepatal menel le yetwai yor paluwal
ngalug.

Fa’amolemole tusi lou lima i’T pe ‘4 ‘e mana’omia se fa’amatala’upu i le gagana lea (e te
1€ totogiina se tupe).

Tuhu ki heni kapau 'e fiema'u ha taha ke fakatonulea ‘oku ta’etotongi.

Ecam sam nyxen OecruiaTHei nepeso unK pycckoro A3sIka, NokaTyicra ykakure
NATLLEM Ha TO NPe/UI0KECHHE.

Por favor sefiale aqui con el dedo si necesita un intérprete (sin ningin costo para usted).




APPENDIX C.
|ANGUAGE LINK

How to Access Over the Phone Interpretation Services

] Step 1: Call 1-888-338-7394
i Step 2:  Enter Account Number |:| followed by # sign
| Step 3: Select whether a 3™ party call is needed

e [f a 3" party call is selected, you will be prompted to enter and
| confirm the domestic phone number that will be used to reach
the 3™ party.

Step 4:  Select Language by Entering the Corresponding Number

« |If the language you need is not listed in the options, Enter “9"
for all other languages

« [f you need to speak with a customer service rep. prior to being
connected with the interpreter, Enter “9”

Step 5: Follow Additional Prompts (if applicable)

IVR FAQs:

What if | do not know my Account number?

In order to obtain interpretation services, an account number is required. If you do not know your account
number please contact your account manager or Language Link's Client Relations team at 855-579-
2704.

What is a third party call?
A third party call is when you need Language Link to call the LEP client and then bridge the call together
with you and the interpreter,

| need another language other than the ones listed. How do | get my interpreter on the line?
Press 8 for other languages and let the CSR know which language you require and they will connect
you. If the language is unknown, you may reference the “Point to your Language" visual for help with
most requested languages or ask a representative for assistance.

What number should | call if my toll-free interpretation line isn’'t working?

Language Link understands that some telephone providers do not allow customers to access toll free
lines. Because we want to ensure our customers have access to interpretation services, we assign
backup local numbers for customers that may fall into this category. If you are unable to access the toll-
free interpretation line assigned to your account, you may access interpretation services by dialing the
backup number 360-314-0728. Please note, you may incur long distance charges from your telephone
provider when accessing the backup local number.

Please contact our Client Relations Team if you have any further questions:
Email: ClientRelations@Language.Link
Toll Free: 1-855-579-2704

Contact your Language Access Liaison or Coordinator for your program
account and / or location code numbers.




APPENDIX D.

DEPARTMENT OF LABOR AND INDUSTRIAL RELATIONS

Name of Organization

Telephone

LANGUAGE ASSISTANCE RESOURCES

Website

CONTRACTOR FOR INTERPRETATION AND TRANSLATION SERVICES

Language Link, A Big
Language Company

(888) 338-7394

www.languagelink.com

HAWAII-BASED INTERPRETATION AND TRANSLATION SERVICES

Helping Hands Hawaii

(808) 526-9724

https://www.helpinghandshawaii.org/what-we-
do/bilingual-access-line/

Language Services Hawaii

(808) 892-3446

https://languageserviceshawaii.com/about.htm

Pacific Gateway's Hawaii
Language Bank

(808) 773-7051

https://www.pacificgatewaycenter.org/hawaii-
language-bank/

HAWAII STATE JUDICIARY COURT INTERPRETER REGISTRY

Office on Equality and
Access to the Courts

(808) 539-4860

https://www.courts.state.hi.us/wp-
content/uploads/2024/02/out24Febl6tiers.pdf

AMERICAN SIGN LANGUAGE SERVICES

Hawaii State Disability and
Communications Access
Board

(808) 586-8121

https://health.hawaii.gov/dcab/files/2024/05/MAY-
2024-CAP-PList.pdf

STATE OF HAWAII LANGUAGE ASSISTANCE RESOURCE

Office of Language Access

(808) 586-8730

https://health.hawaii.gov/ola/
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APPENDIX E.

"I SPEAK" LANGUAGE CARDS

EEEE /" %15 “l Speak” card

Cantonese (Chinese)

Chuukese Kapasen Chuuk “l Speak” card
llocano llokano ‘| Speak” card
Japanese HAZE “| Speak” card
Korean ot== 0| “l Speak” card
Kosraean Kosrae ‘I Speak” card

Mandarin (Chinese)

BEE / @15 “l Speak” card

Marshallese Kajin Majél “l Speak” card
Pohnpeian Pohnpei ‘I Speak” card
Samoan Gagana Samoa ‘| Speak” card
Spanish Espafiol “l Speak” card
Tagalog Tagalog “l Speak” card
Tongan Lea faka-Tonga “l Speak” card
Vietnamese Tiéng Viét “I Speak” card
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APPENDIX F.

DEPARTMENT OF LABOR AND INDUSTRIAL RELATIONS
BILINGUAL VOLUNTEER SURVEY FORM

Employee Name:

Position Title: Division/Agency:

Office Number: (808) Office Email:

1. Do you speak a language other than English? (Check one) Oves

If yes, please specify which languages you speak.
(If you speak more than one language, complete additional form.)

COno

2. How would you describe your oral language ability? (Check one)
O Elementary (basic words, yes-no questions)
O Conversational (can converse on simple topics)
O Advanced (can converse on deeper or more technical topics)

3. How would you describe your written language ability? (Check one)

No ability

Elementary (basic word level, some simple sentences)

Conversational (can read/write sentences on simple work-related topics)
Advanced (can read/write on deeper or more technical topics)

Ooo0ooo

4. Would you be willing to help DLIR staff provide basic (non-legal, ministerial) translation

services to accommodate limited English proficient customers?
(Check one) Clves

Please return completed survey form to the States Equal Opportunity Officer.
Email: david.j.rodriguez@hawaii.gov Office Phone: (808) 586-8855

Thank you participating in this survey.
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APPENDIX G.

COMMORMNLY USED TAGLINES FOR FREE INTERPRETER

EET. BEEE 7. |Insertyour division number)j”. BE LT, £ ImFoBIAT S EREE LY

T EL,

Do wou need help in another language? We will get you a free interprater. Call {Insert your division number) to EiEh
tell us which language you spesk
RERAZARILERERIRR (nsert your dvison rumbel, 50ERE2RERE ol
EETEE = (Insert your division number). i’ i 20 20 Cantoness]
SEEERERELIEBBEEIELR, (rseryour dision rumberl, ZLLRER BRI G A
i i [chinase -
R EERET #ET= (Insert your division number], T FR ik 29 Mandarin)
En mi pils alilis inp.eval sy kapas? Sipws angsi sman chon chisky ngrowk ese kzmg. Kokor (Insert your division Kapaasn,
number] gy KaRye Ursn kish.msni kaRas ke ani [mc:‘:kte]
Nakemake 951 kokus i pili kakahi ‘clela o 0g mEjmlamﬂﬂi‘&» %mmm Ekglspana :’;I'!'B‘IHI-
{in=zert your division number) ge i3 1= k3ya 3 e halipa ‘o8 i3 13 mava mea ‘olelo o na ‘2ing e 5
{Hawaiian}
hiasaRuive kadi 1 tulang ifl sakall @ pagsRaae? Ihkandakayn il fibre 023 paraipatar: AWEERING.U ekaton
(insert your division number) tapng ibazayg kadzkami no ania.ti paEsAsE0 1SR, LA AMAENID. {ccano)
=
BAE. MOSEC MIELELLTUITE 1 SEBE AROLOI. WAT BREMET .

HESME mall 2aslebll? AH) B85 S5S ASEEIEL (insert your division number) =
HEldl M METHs NS WA ZN N2

239

|Korean)

K09i ikl b 930 Kin uon ber kalin? Kim 03] ey Juan m o ik =6 il wensn Kiokek
[insert your division number) im. kwalak non kim kajin ta 2o kwo meksle im kenono kake,

iMarshallese)

Gagana
Ete manzg.miz.sefesgsoaniiss i3 sazana? IMatou te fzsnsoani e ave gty fua se fz=liliy upn ma o, Millomaiile i
numsra lea (Inserk vour division nombsr) pes & mansin mis == fsaspsnima == fallivumy. Esamoza|
¢ Mecesita ayuda en otro idioma? Nosotros le ayudaremos a conseguir un intérprete gratuito. LUame al Espar-u:ll
(Insert your division number) v digangs, que idioma habla. {Spanish]

I

kailzngan b3 Dinyg, ne tubers 52 (ke0s lR0saKNRhe? Jukuha.namin kavo ng librens tasasalin. Tumaes 52 % 300
{Insert your division number) para s3kihin kung 30002 lenEsuwWsne ang 0ais Nigyans Samizin, {Tagalog)
Aadasmernrtinrizmaderen Tzl vamesiemdunTten Tnsiiuad (insert your division number) mm'[.ﬂa
LazuEm TR T (Thail
mwmmﬂiﬁmmmmm MM“#&HB@&MMMMW%E&IEWB@R Mﬁggm%ﬂ]
G (insert your division number)ngj cho ching 101 Bigt bap, dunz naR0.08 058
Grkinghznelzn k= ba us Iabang 53 imang pinylongan? Amo kang mehztazan ug Bbre ngg mashuhubad Tawag s3 vizayan
(insert your division number} aron maspzhibako kung unsa ang imeng sinulti-han. {cebuana)
‘Qki ke fie ma/y Sakeni. i h= lea fakafonwa '8 tah=? Tamaw bumi bz taha fakzienslea fRStRIR0EL gt
Telzfeni ki he (nsery your division numberlke fakand mai. e lea fakaionus ok ke lea g {Torgan]
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