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PURPOSE/BACKGROUND 

To effectuate greater levels of customer service for all potential customers and to comply with 
federal requirements, this section outlines the Department's policy regarding effective 
communications, including bilingual service standards.  

The Equal Opportunity Provisions of the Workforce Innovation and Opportunity Act at 29 CFR Part 
38, require recipients of federal financial assistance to ensure equal opportunity and access for al 
persons, to include meaningful and appropriate communication. 

The following are included in the provisions: 

Section 504 of the Rehabilitation Act of 1973 requires state agencies that receive Federal funding to 
ensure that communications with customers with disabilities are as effective as its communications 
with those who do not have disabilities.  Title II of the Americans with Disabilities Act of 1990 (ADA) 
also requires state or local governmental agencies to ensure effective communication with persons 
with disabilities regardless if they received Federal financial assistance.   In some situations, this 
requires that auxiliary aids or services (i.e. services and devices for ensuring effective 
communication) be provided. Examples are qualified interpreters, note takers, written materials, 
Braille or large print materials, etc.  The agency must give primary consideration to the customer's 
requested auxiliary aid unless the agency can demonstrate that other effective means of 
communication exist or that the means chosen are not required. 

Title VI of the Civil Rights Act of 1964 prohibits discrimination based upon race, color, and national 
origin by recipients of federal funds.  Failure to provide information and services in a language a 
customer can understand will generally be considered a violation of the Act.  If a customer is having 
difficulty obtaining access to services because of his/her inability to speak English, the worker 
should determine what language(s) the customer speaks and must provide an appropriate 
interpreter at no cost to the customer. 

The SNAP program (7 CFR 272.4(b) requires states to provide bilingual program information and 
certification materials, and bilingual staff or interpreters based on the estimated total number of 
low-income households in a project area which speak the same non-English language.  

  

REFERENCES 

The following procedures are pursuant to the Americans with Disabilities Act of 1990, 42 U.S.C. 
12131-12134, its implementing regulation 28 CFR Part 35, Subpart E- Communications and Title VI 
of the Civil Rights Act of 1964 (42 USC 2000d) and its implementing regulation Title 45 CFR Part 
80, 80.3(b)(2) and the bilingual requirements of the SNAP program (7 CFR 272.4(b).  The following 
procedures are also issued pursuant to Section 504 of the Rehabilitation Act of 1973 and include all 
of the auxiliary aids as noted for persons with visual, sensory, and speech impairments. 

  

POLICY 

Interpreters 

Sometimes a customer will bring his/her own interpreter.  The Department may not require 
customers to provide their own interpreters.   

1.      If a customer brings his or her own interpreter, the customer should be informed that he or she 
has the right to use an interpreter provided by the Department at no cost.   

2.      If the customer brings his or her own interpreter and that person is an adult, the department 
may allow the use of the customers interpreter if DWS deems the adult to be qualified to 
provide translations services and would not compromise the effectiveness of the services or 
violate the customer’s right to confidentiality.   

3.      DWS may, at any time, have a departmentally provided interpreter present even if it allows an 
outside interpreter.   

4.      Minor children should not be used as interpreters beyond requesting assistance in securing an 
interpreter with DWS staff.   

5.      If the customer brings an interpreter who does not speak English well or if the customer has a 
need for more than minimal services, the customer should be informed that the Department 
will provide an interpreter.   

6.      If the customer is in distress, the worker should attempt to contact an interpreter immediately 
to talk to the customer, either by telephone for non-English speakers, or for deaf and hard of 
hearing customers, requesting a certified sign language interpreter, use a video phone, web 
cam, or other face to face technology. The worker should set up another appointment with the 
customer and should arrange for an interpreter to attend the appointment. Such arrangements 
shall be made in a timely manner to prevent unnecessary delays in providing services. 
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PROCEDURE: 

  

DEAF AND HARD OF HEARING 

The customer's choice for an accommodation (based on disability) will always be considered. 

If the customer requests a certified American Sign Language (ASL) Interpreter, contact the 
Department's ADA/Section 504 Coordinator, Carolyn Parsons by email, phone, or text. Do not refer 
the customer to Carolyn directly. Be prepared to provide the customer's name, PID if known, time, 
date, and place of the scheduled appointment, and the reason for the customer's appointment. 

Note: For SNAP applications, please include this in the contact with Carolyn Parsons. 

  

USOR Staff 

Follow the USOR procedure for scheduling certified ASL interpreters. 

Interpretive service posters, informing customers of their right to an interpreter provided by DWS 
at no cost to them, must be prominently displayed in all DWS offices. 
 

 

 

 

 

 

 

 

 

4.      Minor children should not be used as interpreters beyond requesting assistance in securing an 
interpreter with DWS staff. 

5.      If the customer brings an interpreter who does not speak English well or if the customer has a 
need for more than minimal services, the customer should be informed that the Department 
will provide an interpreter. 
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PROCEDURE: 

  

LIMITED ENGLISH PROFICIENCY 

1.      Interpreters 

A.     Be familiar with DWS staff interpreters and the languages they speak in your office or 
division, and request their assistance when appropriate; or 

B.     Contact one of the current contracted language interpretive service providers. 

C.     Interpretive service posters, informing customers of their right to an interpreter 
provided by DWS at no cost to them, must be prominently displayed in all DWS 
centers. 

D.     Information for accessing interpretive services by telephone is also available through the 
individual division policy and procedure. 

2.      Translation 

A.     Requests to translate forms into additional languages should be directed to the 
Communications division. 

B.     Forms and other publications that have been translated are available through the DWS 
Intranet in eDocs. 

  

The Department may not require customers to provide their own interpreters. However, customers 
may at times bring their own interpreter. 

1.      If a customer brings an interpreter, inform the customer that he or she has the right to use an 
interpreter provided by the Department at no cost. 

2.      If the customer brings his or her own interpreter and that person is an adult, the Department 
may allow the use of the customer's interpreter if DWS deems the adult to be qualified to 
provide interpretive services and would not compromise the effectiveness of the services or 
violate the customer's right to confidentiality. 

3.      DWS may, at any time, have a Department provided interpreter present even when the 
customer's interpreter is present. 




