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HOUSING AUTHORITY OF THE CITY OF SEATTLE

MANUAL OF OPERATIONS

SUBJECT:  Language Interpreters and Translation

SCOPE:  This policy applies to all federally-subsidized housing programs as well as non-federally subsidized programs administered by SHA, as required by those programs’ policies or management agreements. 

POLICY:  The Seattle Housing Authority (SHA) shall endeavor to mitigate communication and language barriers to SHA resources for individuals with disabilities and limited English proficient individuals and families who receive housing assistance from SHA, applicants to SHA programs and SHA employees.
IMPLEMENTING POLICY:
Definitions:

Participants shall mean applicants, new and current residents and SHA employees.

Limited English Proficient (LEP) individuals shall mean persons who do not speak English as their primary language and who have a limited ability to read, write, speak or understand English. [FR-4878-N-01]

Executive Order 13166 (August 11, 2000) addresses assistance to recipients of federal financial assistance who have limited English proficiency in order to improve access to services for these individuals.  

Translation shall mean the replacement of a written text in one language with an equivalent written text in another language.

Interpretation shall mean orally replacing spoken or written text in one language with an equivalent text in another language.

A. Analysis: See Attachment 1.
B. Examples: See Attachment 2.
C. Strategies
1. SHA shall implement strategies to mitigate communication and language barriers to its services at points of contact with participants, who may include but are not limited to: communication with SHA staff, application interviews, leasing, annual and interim recertifications, grievance hearings, and meetings about SHA policies, procedures and other relevant SHA information. While serving the needs of participants is always SHA’s first priority, it is also important to recognize that funds for communication and language assistance activities are limited. For that reason, SHA will use methods which are time-tested, user-friendly and cost-effective, including but not limited to: 

a. Contracting with qualified agencies or individuals for translation services

b. Contracting with qualified agencies or individuals for interpreting services

c. Hiring bilingual staff members to communicate with participants:

· For particular projects or programs where having bilingual staff is the most cost-effective way of mitigating language barriers.  An example of such a project might be required resident relocation due to development activities, where many households are affected and each is likely to require a great deal of time and attention to ensure that they understand their options and rights. 
· For informal, ad hoc interpretation services. SHA will make a reasonable effort to hire bilingual staff in order to be more accessible to LEP participants. SHA does not guarantee that there will be staff members who are proficient in any particular set of languages at any particular time.
d. SHA may ask staff who is bilingual to assist with informal communication between SHA and participants on an informal, ad hoc basis. Staff interpreters should not be used to conduct formal SHA business during which personal or confidential information is disclosed.    
e. Asking bilingual residents to act as interpreters for participants on an informal, ad hoc basis. Resident interpreters should not be used to conduct formal SHA business during which personal or confidential information is disclosed. 
2. SHA shall provide notice to participants of the availability of communication and language services, both from SHA and other agencies, in those most commonly spoken languages in Seattle, to ensure meaningful access to information and services.  Notices may include posting of signs in common areas or offices, statements on outreach documents and announcements on SHA’s Web site.
3. SHA shall develop and maintain lines of communication with a network of agencies who provide communication and language assistance services to participants, to assist with the disseminiation of information about changes in policies or resources that affect current and future participants, and to assist SHA in identifying areas needing additional attention to ensure meaningful access by LEP participants to services and compliance with the terms of the dwelling lease.

D. Translation of Written Information

1. SHA shall provide translation of vital written materials in non-English languages that are most commonly spoken in Seattle, large print, Braille, and cassette tape upon request.  SHA shall determine whether or not a document is “vital,” depending on the importance of the program, information, or service involved, and the consequence to the participant if the information is not communicated accurately and in a way that is accessible to him or her.
2. SHA will not translate documents if potential language discrepancies will cause undue confusion and conflict. For example, SHA will not translate documents such as the dwelling lease and resident handbooks because SHA does not have the language capacity to interpret the finer points of these documents in multiple languages.

3. SHA will not translate documents if potential language discrepancies will cause an undue administrative burden. For example, SHA will translate information about housing programs, eligibility requirements and application processes. SHA will not, however, translate application forms, because SHA does not have the language capacity to edit, input and manage the data on such forms in multiple languages.
4. SHA will not translate documents if doing so would cause an undue financial burden. For example, SHA may translate informational documents, but may not have them “re-translated” every time a small update is made to procedures or policies. In such cases, staff will make every reasonable effort to explain any differences between English language documents and target language documents to LEP participants.
5. SHA shall regularly review and assess its written materials to determine what documents are “vital” to participants’ meaningful access to services, and thus require translation.  Translation services can range from translation of an entire document to translation of a short description of the document.       

6. For written materials not translated, with adequate notice and when professional interpreters are readily available, SHA shall make a good faith effort to provide oral interpretation if needed.  Forms and letters that call for a written response will not be translated or made available in Braille or audio tape.  (The only exception to this is when "checking" a box can be used to obtain information.)   However, an interpreter may be provided upon request to assist the participant to respond. 
7. For select documents, such as eviction notices or required relocation letters, that may affect a participant’s ability to continue availing themselves of SHA’s housing assistance, but that cannot be translated for one of the above reasons, SHA shall endeavor to indicate the importance of the document to the participant by use of graphic means, such as key symbols, words, or numbers; or introductory, translated statements that convey the importance to the participant.

E. Interpreting Services
1. Non-English speaking participants are encouraged to provide their own interpreter such as a relative, sponsor, friend or an agency (at their own expense)  However, under no circumstances shall a resident or household member, including children,  be allowed to serve as an interpreter in situations of lease enforcement, recertifications or eviction.  In these situations, SHA shall pursue a qualified and/or certified interpreter.  
2. As a function of the admission and recertification process, SHA shall request all participants to provide each household member’s nationality, language, and interpreter needs.  

3. SHA shall make a good faith effort to provide qualified and/or certified interpreters, and communication assistance for participants who are deaf, deaf-blind,  hard of hearing, or LEP, and who require such assistance to conduct formal SHA related business such as interviews, leasing, annual or interim recertifications, conferences, grievance hearings and meetings.  SHA cannot guarantee the availability of professional interpreters in all languages spoken by SHA residents or applicants.  In some instances residents or applicants may be required to provide their own interpreters.  
4. If a participant fails to show for a scheduled appointment or meeting in which an interpreter was requested, SHA is obligated to pay a minimum fee as required by any agreements or contracts defining fees for service.  Due to limited resources, SHA may require the participant to reimburse SHA for the cost incurred for the interpreter. 

 If the meeting needs to be rescheduled due to the participants failure to show, the participant would only be required to pay the cost of the interpreter for the second meeting or provide his/her own interpreter.  It is at the supervisor’s discretion to waive this requirement for situations of hardship or extenuating circumstances beyond the resident’s control.

RESPONSIBILITY: 
Each department director shall be responsible for the implementation of this policy within their department to ensure staff is aware of their obligations to provide meaningful access to information and services to participants, and for the establishment of procedures for the day-to-day operations.  Each department will be responsible for obtaining interpreting and translation services as required by this policy.  Human Resources shall maintain a database of bilingual staff available for informal interpreting and translation services.   
The Communications Director or designee will oversee information for large scale public consumption to ensure that it meets high standards of accuracy and accessibility. The Communications Director will also provide advice on how to make information accessible to LEP and deaf/hearing impaired/blind participants.  Housing Operations shall be responsible for the collection of applicant and resident demographics related to nationality, language spoken and interpreter needs.  
PROCEDURES:

Data Collection
1. As a function of the intake process, Housing Operations admissions staff shall enter into MLS the data provided on the pre-application regarding an applicant’s nationality, language, and interpreter needs.  
2. At the eligibility interview, applicant’s whose first language is not English will be asked to self-certify if their English skills are high (understand/read/write), medium (understand and reads/ may not write), low (understands/ does not read or write), or none (does not understand/ read or write).  
3. It is critical that this information is entered accurately.
In MLS

· Tenant Master Record

· Select [ Access ] 
·  Select [Other Information] 

· using drop-down menu, select applicable menu options for each household member’s nationality, language, skill level and interpreter needs.
4. At the time of the resident’s annual recertification, management staff conducting the appointment shall update information collected in MLS’s “Other Information” with the resident by pulling the Ourhouse report under Housing Management, “MLS Other Information Data – LIPH & NF”, going through the data and updating MLS as needed.
Translation of Written Material

1. For important notices and letters sent to LEP participants that are not translated, staff shall include the SHA-88, Language Assistance form.
2. Documents which call for a written response will not be translated unless checking a box is a sufficient reply. If more information needs to be gathered, an interpreter should be scheduled to assist participants. 

3. Timeframe for Translation. Most requests for translation, including Braille and non-English translation, can be completed within three weeks depending on the length of the document and type of translation (cassette tapes may take longer). Large-print documents may be created by staff. 

2.
Preparing Documents for Translation. Documents should be written in simple language. Many English words do not translate easily to other languages and therefore have to be described rather than translated verbatim.  

3. Submitting Documents for Translation.  Requests for written translations must be approved by the supervisor.  Once approved, documents should be submitted to the departments or work group’s designated language coordinator responsible for translation services.  
Staff must provide the following information:  type of translation requested, quantity, requested due date, account number to be charged, who to send the completed job to, contact name and phone number of staff who will respond to questions or problems.
Documents for large scale public consumption must also have the department Director’s approval and review by the Communication Director.

4. Ordering.  Based on the information received in the request, the coordinator will contact translation service agencies, provide the scope of work requested and request a cost estimate for the job.  The coordinator should attempt to get three estimates, if possible for jobs over $2,000, in accordance with SHA’s procurement policy.  Once estimates are received, the coordinator will notify the requesting staff of the estimates to confirm if he/she wants to go forward with the translation or to adjust the request to reduce the cost or to cancel the request.

Once the request is confirmed to go forward, the coordinator will prepare a requisition for the translation service, obtain a PO, and authorize the work with the translation service agency.  The coordinator approves the final product from the agency and process payment of the invoice.
5. Paying for Translations.  Invoices are submitted with a receivers report to Purchasing.
Interpreting Services (See Attachment 3 for guidance on working with interpreters.)
1. LEP Participants. Non-English speaking participants are encouraged to provide their own interpreter such as a relative, sponsor, friend or an agency (at their own expense).  Staff shall not allow youth members of the household to serve as an interpreter in situations of lease enforcement, recertifications or eviction. 

SHA will make every effort to provide interpreters for LEP participants upon reasonable advance request.  Participants should contact the SHA staff member who scheduled their appointment to request an interpreter. For public hearings, interpreters must be requested 10 business days before the hearing. For the purpose of planning meetings, Senior Property Managers or other meeting organizers will identify interpretation needs based on the data in MLS concerning likely meeting attendees, as well as any specific requests for interpretation.

2. Deaf/Hearing Impaired/Blind Participants. If SHA is aware of the need, staff will automatically request an interpreter for deaf/hearing impaired/blind participants who require an interpreter to conduct official SHA business. Otherwise, interpreters for meetings will be provided upon request with adequate advance notice.

3. Language Line /TDD / Relay Service. SHA will employ an on-demand telephonic interpreter service, so callers can access language assistance when they call SHA.  See Exhibit XX for instructions on how to access this service.  SHA shall provide staff access to a TDD phone system for use with callers who also use a TDD machine.  TDD is located at the major office buildings such as PorchLight and Operations Support Center.  Staff may also use the State Relay Service for use with hearing impaired callers.  See Exhibit XX for instructions on how to use a TDD and Exhibit XX for the State Relay Service.
4. Bilingual Staff. SHA may ask staff who is bilingual to assist with informal communication between SHA and participants. Staff interpreters should not be used to conduct formal SHA business during which personal or confidential information is disclosed.  SHA provides for participating bilingual staff to receive premium pay for the time they spend doing ad hoc interpreting.  A list of staff that is approved to provide interpreter assistance can be found on Ourhouse under Human Resources.  Refer to Manual Section E for more information.  
5. Bilingual Residents. SHA may ask residents who are bilingual to assist with informal communication between SHA and participants on a voluntary basis. Resident interpreters should not be used to conduct formal SHA business during which personal or confidential information is disclosed. 
6. Scheduling interpreter Services.  A request for interpreter services may be submitted to the supervisor for processing or to the department’s or work group’s designated language coordinator. Requests submitted must include: Form 952 or information on the time of appointment, the date, location and what the need is. 

The supervisor or coordinator submits requests by fax or email to the interpreter agency. The agency will assign an interpreter based on the information received in the request and will confirm with the requesting staff by fax or phone the name of the interpreter assigned. As part of the agency’s service, if a phone number is provided in the request, the interpreter assigned will attempt to contact the participant one or two days before the appointment as a reminder.  This does not apply to interpreters who provide sight or hearing impaired interpretation services.
When requesting interpreter services, staff should plan for a five day lead time for language interpreters and 10 days for sign, tactile, or other specialized interpreters. 
7. Paying Interpreter Fees. There are two methods of paying for interpreter services.  
a. For interpreter agencies that are used frequently the supervisor may set up a purchase order (PO) for services up to $2,000.  Once the requisition is submitted to Purchasing a PO is assigned.  
Upon completion of the service, the interpreter or the interpreter service agency will submit their invoice(s) to the attention of the requesting staff for payment.  The requesting staff will be responsible for verifying and approving invoice charges prior to submitting them for payment.  
Staff would indicate on the invoice “OK TO PAY”, the account number to charge and sign.  If there are multiple charges on one invoice, accounts to be charged must be clealy designated for each charge.  The invoice is then routed to Purchasing for processing.   As the dollar amount on the PO is used, another requisition for services up to $2,000 can be submitted.  
b. For interpreter services that are used on occasion, upon scheduling for interpreter services, staff would complete a requisition for the service and submit to Purchasing for a PO.  Once the invoice is received, staff would complete a receivers report and submit both the receivers report and invoice to Purchasing for processing.
If the participant fails to show for a scheduled appointment or meeting in which an interpreter was requested, SHA is obligated to pay a minimum fee as required by any agreements or contracts defining fees for service.  
SHA will not be responsible for payment for Interpreters that fail to show for an appointment or meeting.  Documentation shall be kept to verify payment was not made. 
Cancellations must be received by the agency within 24 hours of the scheduled appointment.  SHA is required to pay the interpreter for his/her time if the appointment is not cancelled within 24 hours.

Advertising and Providing Referrals to Language Assistance
1.
SHA will make information about language assistant services available at key locations, such as the PorchLight Housing Center and field offices.  Communications department shall provide posters, flyers and brochures for this purpose.  The Communications department shall be responsible for making this information available in frequently used information sources, such as the Voice newspaper and SHA Web site.  Offices must ensure posters and brochures are available to participants.  These materials will be available for re-order through Central Services   

Information about language assistant services that is specific to a property or portfolio may be created by staff, in coordination with the Communications department.  

2.
Communications department will publish lists of providers in frequently used information sources, such as the pre-application packet and the Web site. SHA does not guarantee that these resources or lists will be exhaustive.
3.
The Communications Director or designee will advise departments on whether and how to make information accessible to LEP and deaf/hearing impaired/blind participants when the agency distributes information meant for large scale public consumption.  Departments should plan to provide at least four weeks notice to the Communications department of the need for a large scale public notice or material.
4.
Each department will be responsible for providing information about and referrals to interpreters or translators when appropriate.

Attachment 1: Analysis
	PCT13. AGE BY LANGUAGE SPOKEN AT HOME FOR THE POPULATION 5 YEARS AND OVER IN LINGUISTICALLY ISOLATED HOUSEHOLDS [17] - Universe: Population 5 years and over in linguistically isolated households
Data Set: Census 2000 Summary File 3 (SF 3) - Sample Data 


	


	  
	Seattle city, Washington

	Total:
	29,940

	5 to 17 years:
	4,759

	Speak only English:
	378

	Speak Spanish:
	919

	Speak other Indo-European languages:
	142

	Speak Asian and Pacific Island languages:
	2,837

	Speak other languages:
	483

	18 to 64 years:
	20,523

	Speak Spanish:
	4,535

	Speak other Indo-European languages:
	1,697

	Speak Asian and Pacific Island languages:
	12,610

	Speak other languages:
	1,681

	65 years and over:
	4,658

	Speak Spanish:
	225

	Speak other Indo-European languages:
	845

	Speak Asian and Pacific Island languages:
	3,497

	Speak other languages:
	91


	A linguistically isolated household is one in which no member 14 years old and over (1) speaks only English or (2) speaks a non-English language and speaks English "very well." In other words, all members 14 years old and over have at least some difficulty with English. 
U.S. Census Bureau
Census 2000


Attachment 2: Examples of steps taken to mitigate language barriers

Contracting for translation services

· SHA translated its pre-application packets into the five most frequently requested languages.

· SHA translated its brochure explaining how immigration status affects housing assistance into the five most frequently requested languages.

· SHA created a cover page for large mailings encouraging LEP persons to request language help from SHA or another agency if necessary.
Contracting for interpreter services

· SHA employs an on-demand telephonic interpreter service.

· SHA provides interpreters for meetings and hearings free of charge, by request.

· SHA encourages participants to bring interpreters, translators or advocates to meetings.
Hiring bilingual staff members

· SHA hires bilingual staff members to communicate with participants during HOPE VI relocation.

· SHA makes a concerted effort to hire current and former residents of SHA properties.
· SHA’s Human Resources Department maintains a list of staff members willing to provide informal interpreting/translation services, in order to increase the agency’s accessibility.

· According to the Human Resources Department, as of March 2004 SHA staff members have proficiency in 27 languages. Eleven staff members have said they are skilled enough in another language to provide informal interpreting and translation.
Providing information about and referrals to interpreters or translators

· Housing counselors at PorchLight frequently refer people to interpreter/translator services.

· PorchLight Housing Center maintains a large library of materials on interpreter/translator services.

· Pre-application packets and other frequently used documents include paragraphs in several languages encouraging people to request language assistance from SHA or other agencies.

· Pre-application packets and other frequently used documents include contact information for agencies that provide interpreter/translator services.

· All large mailings include encouragement to request any accommodation required, including language assistance.

Advertising the availability of language assistance

· Pre-application packets and other frequently used documents include paragraphs in several languages encouraging people to request language assistance from SHA or other agencies.

· Pre-application packets and other frequently used documents include contact information for agencies that provide interpreter/translator services.

· All large mailings include encouragement to request any accommodation required, including language assistance.

Other

· PorchLight Housing Center hired a communications specialist devoted to improving information programs for all participants and reducing barriers to applying.

· The Web team is reviewing SHA’s Web site to determine how to make it more ADA compliant.

· The Web team is ensuring that most translated documents are available online for the use of interpreter/translator agencies and other service providers. 
� This policy is to ensure meaningful access to SHA’s services in accordance with Executive Order 13166. It draws on guidance from HUD’s “Notice of Guidance to Federal Assistance Recipients Regarding Title VI Prohibition Against National Origin Discrimination Affecting Limited English Proficient Persons” (December 19, 2003).  This document was developed after considering the factors for determining appropriate assistance specified in the Guidance:  a) the number or proportion of LEP Persons and Deaf/Hearing Impaired/Blind Persons served or encountered in the eligible service population; b) the frequency with which LEP individuals and deaf/hearing impaired/blind individuals come into contact with the program; c) the nature and importance of the program, activity, or service provided by the program; d) the resources available to the recipient and costs. See Attachment 1 for more on this analysis.





Rescinds and replaces L17.2-1 effective 09/13/02 in its entirety.


