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Interpreter Policy

CITY OF APPLETON POLICY SECTION: Human Resources
ISSUE DATE: March 2007 LAST UPDATE: L ,,IEL’AEBBMa—rCh
POLICY SOURCE: | Human Resources Department

POLICY

AUDIENCE: All Employees and Volunteers

PURPOSE

The purpose of this policy is to provide City of Appleton Employees with direction in providing services
to customers with Limited English Proficiency (LEP) and to the Hearing Impaired/BeafHard of Hearing.

POLICY

It shall be the policy of the City of Appleton to use interpreters to ensure quality of service when
language exists as a barrier to such service. It shall also be the policy to comply with Title VI of the
Civil Rights Act of 1964; Policy Guidance on the Prohibition Against National Origin Discrimination As It
Affects Persons With Limited English Proficiency; and the City of Appleton Civil Rights Compliance Plan.
The City of Appleton Civil Rights Compliance Plan is posted throughout the City with other State and
Federal Postings.

DISCUSSION

This policy will direct City employees in the appropriate use of interpreters and translation services.
Some departments may supplement this policy with department specific policies to address their
unique needs.

Responsibility for coordinating existing Interpreter programs are as follows:
Health: Public Health-Nursing-Superviser_Health Deputy Director

Mayor: Diversity and Inclusion Coordinator

Police: Beputy Assistant Chief

Fire: Deputy Chief

Human Resources: Deputy Director of Human Resources

Attorney: Assistant City Attorney

DEFINITIONS

A. Limited English Proficiency- (LEP) Those customers who cannot speak, read, write, or
understand the English language at a level that permits them to interact effectively with program
service providers.

B. Title VI of the Civil Rights Act of 1964, 42 U.S.C. 2000d.et.seq. and its implementing
regulation at 45 CRF part 80- The law that protects individuals from discrimination based on
their race, color, or national origin under any program or activity that receives Federal financial
assistance.

C. Qualified Interpreters- Qualified interpreters have: demonstrated proficiency in English and the
second language; demonstrated knowledge in both languages of relevant specialized terms or
concepts; and documentation of completion of training on the skills and ethics of interpretation;
and awareness of relevant cultural issues._Qualified interpreters include interpreters working for an
interpreting agency under contract with the City.
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D. Confidential Information- All information relating to “personal facts” obtained by the staff in
the conduct of official business shall constitute privileged communications and shall be held
confidential and shall not be divulged without the person’s consent except as may be necessary to
provide services needed by the individual or when legally permissible. Information obtained relating
to individually identifiable health information shall be subject to the terms and conditions of the
Health Insurance Portability and Accountability Act of 1996.

All information relating to “personal facts” obtained by the staff in the conduct of official business
shall constitute privileged communications and shall be held confidential and shall not be divulged
without the person’s consent except as may be necessary to provide services needed by the
individual.

Personal facts shall be defined as any information ordinarily construed as part of a medical history
and physical examination and positively identifying an individual with such medical data.

E. Sensitive Information- Any information that, upon disclosure, could cause any individual or
business undo embarrassment or harm, either emotionally, socially, or financially.

F. Oral Interpretation- An individual is assisted with verbal communication by another party fluent
in the language of the individual and English.

G. Written Translation- Conversion of written documents to or from English into the language of an
individual allowing the individual to understand the document.

H. Hearing Impaired- An individual is assisted with communication by another party with the ability
to communicate through sign language or other acceptable method.

I. Vital Documents- Any paper or electronic form that contains information that is critical for
accessing the recipient’s programs, services or benefits; letters or notices that require a response;
letters and notices pertaining to approval, denial, reduction, or termination of services or benefits;
and documents that inform participants of free language assistance.

J. CDAC- City Department Advisory Committee._Includes representatives from the Health
Department, Mayor’s Office, Police Department, Fire Department, Legal and Administrative
Services, and Human Resources Department.

PROCEDURES

A. Qualifying Interpreters
1. City of Appleton staff shall utilize independent interpreters or interpreter agencies that have
contracted with the City of Appleton. The listed interpreters should provide a variety of services
including oral interpretation, sign language and written translation.

2. Background checks will be completed by the Appleton Police Department before any services
are provided for the City of Appleton.

3. Representatives of the CDAC.
Frre—Attemey—aﬁd—Hemaﬂ—Reseurees—shall meet annually to review the program and contracts
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4. A current list of interpreters will be kept by the Diversity and Inclusion Coordinator who will post

the list to the City’s internal website Annually.; Cemmunity-and-EconemicDevelepment’s The

Diversity and Inclusion Coordinator will provide Directors and Deputy Directors with a list of
contracted interpreter agencies.

B. Utilizing Interpreter Services

1.

To initiate interpreter services, employees should obtain prior approval from their department
superwsor {or when appllcable as prowded by their department-specmc pollcy} Health;Pelice

After obtaining approval, employees should choose an interpreter from the list of contracted

interpreter agencies. Priorto-werking-with-the-interpreter,employees-sheuldreferto
AttachmentI-{Guidelinesfor-working-with-interpreters::

Language Line services are appropriate in situations where the phone call is less than 10-
minutes. If the situation may require more than 10 minutes an interpreter should be called with
the approval of the department supervisor or based on a department specific policy.

When working with the interpreter, City of Appleton staff shall work with the interpreter to
complete a form to document start and completion time of the interpreter services. If the
interpreter does not have a form, Attachment Z-1 City of Appleton Interpreter Services Report

may be used. Staff should ensure the interpreter and department name are clearly documented
and have the form signed by both the interpreter and City of Appleton employee with the
documented start and completion times. This should also be followed for telephone
interpretation with City employee clearly identifying their name and department.

When an invoice is received from the interpreter, staff should review the start and end times to
ensure it matches the amount billed and check for City employee signature as well as
contacting either the Diversity and Inclusion Coordinator or City-Atterney the Legal
BepartmentServices Department contact to ensure the contracted rate matches the billed rate.
If billing information is correct, continue to process for payment using the normal City Finance
procedures.

An evaluation of the level of service is optional but encouraged. Comments should be shared
with the Diversity and Inclusion Coordinator or the Legal Services DepartmentCity-Atterrey
contacts.

City of Appleton staff will receive training or communication from their Department related to
this policy and the procedures for working with interpreters.
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ATTACHMENT 1
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ATFFACHMENTIE
City of Appleton Interpreter Service Report

Date:

Interpreter:

Incident # / Client Name:

Type of Service: Language:
Circle One:  Scheduled Appointment / Emergency

Service began: am/pm ended: am/pm
Staff Signature:

Department:
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