[image: ]
Introduction to Language Access at the OAG 
Available Resources
Using the OAG Volunteer Language Database
Resources for Language Database Volunteers
Volunteer Language Database Search Page
Introduction to Language Access at the OAG
In serving the diverse communities of New York State, OAG employees may find that they need interpretation or translation assistance.  Fulfillment of the OAG’s work and mission requires accurate communication with members of the public, regardless of their level of English proficiency.  Six of the most commonly spoken languages in NYS among individuals who are limited English proficient (LEP) are Spanish, Chinese, Russian, Italian, Korean, and Haitian Creole.   On April 5, 2012, the Attorney General announced revised policies to ensure that OAG staff members take reasonable steps to provide LEP persons with meaningful access to OAG resources and programs.
New York State has a contractual relationship with companies that provide on-demand, over-the-telephone interpretation services as well as language interpretation and translation services that are available to OAG staff upon advance request and approval.  The Language Access Services described below are available in all New York State Agencies pursuant to state-wide contracts.
Bureau Chief and Finance Department approval are needed to obtain any vendor in-person interpretation or written translation. Prior to obtaining translation or interpretation services (other than for Language Line), OAG staff must submit a purchase request which both details the need for service and the necessary approval/authorization.  Questions about this step in the process should be directed to Ron Wachenheim in the Purchasing Department.  
We also have many multilingual OAG employees; use of OAG employees who volunteer to perform interpretation or translation should be done only with supervisory approval.  OAG staff volunteers should indicate their level of proficiency (basic, conversational, fluent) in speaking a second language and, separately, in writing a second language.  We are in the process of building a Volunteer Language Bank.  If you are interested in volunteering to assist in translation or interpretation, please contact Lilliam Perez.   However, as described below, certain translation and interpretation needs at the OAG require a certified interpreter or translator from one of the approved vendors, and should not be done by an OAG volunteer.
If you have any questions about translation/interpretation services please contact Lilliam Perez, the interim Language Access Coordinator.
For your convenience, please refer to the Translation/Interpretation Resources document. 
 

Available Resources
I. On-Demand Telephone Interpretation Services: Language Line
DESCRIPTION OF SERVICE: Language Line provides over-the-phone interpretation of interactions between an OAG staff member and a member of the public.  Language Line offers interpreters fluent in over 175 languages and dialects.  These interpreters are carefully screened and trained to provide accurate and confidential translations.  Click here for information on accessing this service.
WHEN TO USE SERVICE: In general, Language Line should be used when you are unable to schedule interpretation services in advance (such as for walk-ins or unexpected telephone calls).  Language Line is cost effective when used for short, discrete conversations, but for longer, more in-depth communications in languages other than English, other interpreting services should be requested to help us manage the cost of providing translation.  Language Line services are the only Language Access Service that do not require prior approval for use. 
II. Scheduled Interpretation Services (Simultaneous and Consecutive Interpretation)

DESCRIPTION OF SERVICE: We have contracts in place with state-approved vendors to provide language assistance services for scheduled meetings, including in-person and telephonic communications.  
Consecutive Interpretation: The interpreter is physically present in the room and translates short utterances, normally a sentence or two at a time.  This type of interpretation is usually bi-directional between two languages (i.e. interpreting French to a listener in English, and then translating the English back into French).
Simultaneous Interpretation: The interpreter speaks at the same time as the speaker; this is the same as real-time interpreting.  The interpreter listens to one language and speaks in another; the voices overlap as they are speaking at the same time.
WHEN TO USE SERVICE: A certified interpreter should be used in meeting with complainants, witnesses, and targets in our investigations.  It is never appropriate to rely on the interpretation services of a witness' friend, family member, or someone outside of the OAG for important or sensitive matters.  Click here for information on accessing this service or contact Ron Wachenheim in the Purchasing Department.
III. Written Translation Services
DESCRIPTION OF SERVICE: Written translations are often required for translating “vital” documents and correspondence.  Qualified written translation services are necessary to retain the meaning and intent of the original text.  
WHEN TO USE SERVICE: Documents which are "vital and important" should be translated by a certified translator.  Bureau Chiefs should help determine whether investigation or case-related documents are “vital” and help determine which languages the documents should be translated into.  Factors to help determine whether a document is vital include the language proficiency of the individuals impacted or anticipated beneficiaries of the matter; the level of involvement of LEP complainants, witnesses or defendants and the nature of the matter.
The types of vital documents translated by the state vendors may include complaints, claims, official OAG correspondence, documents communicating important dates, developments or deadlines in matters, wills, settlement agreements, Assurances of Discontinuance (AODs), consent decrees, releases or documents regarding individual rights, and complaint forms. 
Requests for translations should include, whenever possible and appropriate, a final copy of the document to be translated.  Translation of drafts and unfinished documents and materials is highly discouraged.
Click here for information on accessing this service or contact Ron Wachenheim in the Purchasing Department.

Using the OAG Volunteer Language Database 
Please be aware that all staff who participate in the Language Database have self-identified their language proficiency; they are not certified translators or interpreters. These staff are volunteering their time and language skills on an as needed, as available basis.  
A request made via the Language Database is not a guarantee of service; therefore, please plan accordingly to ensure your language access need is both timely and sufficiently fulfilled.  
Responsibilities:
Responsibilities of Language Database Requestor: As the requestor, you are responsible for contacting the volunteer and his or her supervisor, providing them with clear and complete information on the scope and nature of the request.  You must stipulate all deadlines and provide clear and detailed instructions on any deliverable end products.  If you are requesting assistance with an interpretation, indicate the anticipated time required.  If you are requesting assistance with a translation, indicate the length of the document to be translated.  Be sure to specify whether you need the volunteer to be available in person to fulfill the request.
Responsibilities of Language Database Volunteer: The language Database volunteer is responsible to appropriately gauge his/her availability to assist and whether his/her skills are sufficient to manage the scope of the project.  During a project if the volunteer realizes that he/she is unable to complete the request, it is his/her responsibility to notify the requestor as soon as possible. 
Limits of Service:  
Requests that come through the language Database should not rise to a level of formality that would necessitate the use of a contracted language service.  Approved vendors should be used for all translations and interpretations that are official in nature, and will be used in court proceedings.  No volunteer should be asked to translate formal legal documents, or to interpret proceedings such as formal interviews with witnesses in cases or investigations.  
If you are unsure which service is most appropriate for your need, please contact the Language Access Coordinator for guidance.
Guidelines for Making Translation/Interpretation Requests: 
Confirm that Staff Have the Desired Proficiency: Using the Language Database, confirm that staff have self-identified as having proficiency in the desired language.  If the language desired is not spoken by a staff member, you may have to use the vendor contact translation/interpretation resources.
Email Request to Staff with Desired Proficiency: Using the electronic request form on the Language Access Volunteer Database, send an email to all of the language Database volunteers who have the desired proficiency.  Make sure to copy their supervisors on this initial e-mail.  Language Database volunteers will respond if they are able to assist or to ask for additional, clarifying information on the project.  Once a Language Database volunteer has confirmed his/her availability with his or her supervisor, you will work directly with this volunteer to confirm the logistics of your request.
Language Database Questions, Comments, & Feedback: For questions, or to provide comments and feedback on the service received, please email the Language Access Coordinator. 

Resources for Language Database Volunteers
[bookmark: _GoBack]Thank you for volunteering to participate in the OAG Volunteer Language Database.  As a member of the OAG Language Database, you are providing an invaluable service. Through the Language Database, volunteers will be able to assist the OAG in serving Limited English Proficient (LEP) New Yorkers and provide valuable time and cost savings for the OAG.  Thanks to our many talented multilingual volunteers, we are able to better meet the needs of our constituents.  
Responsibilities:
Responsibilities of Language Database Requestor: The requestor is responsible for providing you with clear and complete information on the scope and nature of the request.  The requestor should stipulate all deadlines and provide clear and detailed instructions on any deliverable end products.  
Responsibilities of Language Database Volunteer: As the Language Database volunteer, You are responsible to appropriately gauge your availability to assist and whether your skills are sufficient to manage the scope of the project.  If during a project you find that you are unable to complete the request, it is your responsibility to notify the requestor as soon as possible. 
Limits of Service:  
In volunteering to participate in the Volunteer Language Database, you have agreed to use your language skills in specific and defined instances to assist with translation and interpretation projects outside of the scope of your day-to-day work.  
Requests that come through the Language Database should not rise to a level of formality that would necessitate the use of a contracted language service.  Approved vendors should be used for all translations and interpretations that are official in nature, and will be used in court proceedings.  No volunteer should be asked to translate formal legal documents, or to interpret proceedings such as formal interviews with witnesses in cases or investigations.  
Though guidelines and protocols have been developed for requestors outlining the limits of service provided by Language Database volunteers, you may asked to assist with a project that is beyond the scope of the services provided by volunteers.  If you feel that you have been asked to  work on a project which falls outside of the limits of service, or if you are unsure whether a request is appropriate, please contact the Language Access Coordinator.
Guidelines for Taking Translation/Interpretation Requests: 
As a volunteer you are entitled to assess whether you are able to assist on a project.
· Do you have enough information about the project? If you need additional, clarifying information before confirming your availability you should reach out directly to the requestor. 
· Do you have the time to help with a project? Collaborate with your supervisor to determine whether you have time to assist with a translation or interpretation project. If you determine that you are not available to assist with a project you do not need to reply to the requester.  
· Do you have the skill to help with a project? Although requests should be directed to people with the most relevant proficiency, you are responsible to determine whether you have the necessary language skills to assist with a project.  If you determine that your skill level is not adequate you do not need to reply to the requester.  If you are unsure whether your skill level is adequate, you may want to contact the requestor and negotiate the extent to which you can be involved. 
Reporting Overuse: 
While assisting with a project, if you feel that your time and/or skill is being overused, please contact the Language Database Coordinator.  In these instances, you should not feel that you have to negotiate the terms of your service with the requestor. 
If your Ability to Volunteer Changes: 
If your ability to volunteer changes, please contact the Language Database Coordinator.
Language Database Questions, Comments, & Feedback: 
For questions, or to provide comments and feedback on the service received, please email LanguageAccess@ag.ny.gov.  Your email will be reviewed, and if necessary, you will be contacted by the Language Access Coordinator. 
Volunteer Language Database Search Page
The Volunteer Language Database application gives you the ability to search a database of OAG staff who have volunteered to share their expertise in translating or interpreting foreign languages to/from English. The search form below allows you to search based on selected criteria, such as the location or bureau the volunteer works at as well as the language skills that meet your need. You can also specify the desired proficiency level you are seeking, with volunteers having a rating of 1 to 4 in each proficiency category (1 meaning basic knowledge of the language and 4 being expert). Any search on a lower required rating will return volunteers who meet that specific proficiency rating in the selected language, as well as those who exceed it. For example, a search on those who have a speaking proficiency of '2' in French will return all volunteers who have a speaking proficiency of French that is a '2', '3' or '4'. 
If you encounter any issues using this application, please call the I.T. Help Desk at 518-486-4527 or email. 
Scope of Use:
The volunteer language bank is intended only for "non-vital" translation and interpretation. A certified interpreter should be used in meeting with complainants, witnesses, and targets in our investigations. Documents which are "vital and important" should be translated by a certified translator. The types of vital documents translated by the state vendors may include complaints, claims, official OAG correspondence, documents communicating important dates, developments or deadlines in matters, wills, settlement agreements, Assurances of Discontinuance (AODs), consent decrees, releases or documents regarding individual rights, and complaint forms. 
Bureau Chiefs should help determine whether investigation or case-related documents are "vital" and help determine which languages the documents should be translated into. 
If you have any questions or concerns about whether or not a request is appropriate for the Volunteer Language Bank, please contact the Language Access Coordinator. 
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