LI RI Department of Labor and Training

Limited English Proficiency (LEP) Plan
Revised July 2019

PURPOSE

The purpose of this Limited English Proficiency (LEP) plan is to clearly delineate how the department’s
Language Access Policy Directives (DLT Policy 13-1) are to be implemented and sustained. The following
procedures will be addressed in this document:

Identification of persons responsible for implementation of a division’s LEP policy work
How divisions will identify and assess LEP needs

Timeframes, objectives and benchmarks

Identify funding necessary to fulfill objectives

Provide meaningful notice of available services

Procedures for staff training

Ensuring quality and accurate translations/interpretations

Monitoring for compliance with the policy/plan

Collaboration with partners

LANGUAGE ACCESS COORDINATOR

Mr. Matthew D. Weldon

Assistant Director/EO Compliance Officer
Department of Labor and Training

1511 Pontiac Avenue

Cranston, Rhode Island 02920

(401) 462-8150 / matthew.weldon@dlt.ri.gov

LEP WORKGROUP

The department established the LEP Workgroup in December 2013. This group consists of representatives from
each division at the department that provides customer service to the public, representatives of the DLT
Executive/Legal Offices, the department’s Language Access Coordinator and representatives of community
groups that have experience and expertise in working with foreign language speaking populations.

To ensure that community input is sought and provided regarding the department’s language access services,
the department will engage at least two community-based groups from diverse backgrounds as members of the
LEP Workgroup. Outreach efforts for obtaining input from new or additional groups will be discussed by the
LEP Workgroup.

The LEP Workgroup will meet at least biannually to review materials, practices, the Language Access Policy
Directives and this LEP Plan.


mailto:matthew.weldon@dlt.ri.gov

DIVISIONAL RESPONSIBILITIES

The department’s Language Access Policy Directives require the divisions of the department to perform
prescribed functions to ensure that the department’s goal of providing meaningful access to all customers is
fulfilled. The following table identifies the persons responsible for ensuring that all required functions are
performed from each applicable division:

Income Support Fern Casimiro, Assistant Director
Unemployment Insurance/ Jessica Videira, EO/LEP Coordinator for Ul
Temporary Disability Insurance Raymond Pepin, EO/LEP Coordinator for TDI
Workforce Development Services Sarah Blusiewicz, Assistant Director

Ketty Gil, EO/LEP Coordinator
Workers’ Compensation Matthew Carey, Assistant Director

Gretchen DeFazio, EO/LEP Coordinator
Cindy Salvas, EO/LEP Coordinator

Workforce Regulation & Safety Joseph Degnan, Assistant Director
David Rodrigues, EO/LEP Coordinator

UI/TDI Board of Review Raymond Maccarone, Chief Referee
Carol Gibson, EO/LEP Coordinator

Labor Market Information Donna Murray, Assistant Director

Lisa Dutilly, EO/LEP Coordinator

Each of the persons identified above has assigned an EO/LEP Coordinator from their division to work with the
department’s Language Access Coordinator. Additionally, they may assign staff to assist in performing the
necessary steps to fulfill their divisional responsibilities; the Assistant Directors/Chief Referee will be
responsible for ensuring that the requirements have been met.

Each division shall:

Assign an EO/LEP Coordinator

Conduct a needs assessment

Determine capacity for providing services

Determine which documents are vital

Translate vital documents into languages other than English

Ensure access to oral language assistance/translators

Develop written procedures for serving non-English speakers and LEP persons
Notify customers as to the availability of services in languages other than English
Monitor customer access to language assistance

NEEDS ASSESSMENT

In order to determine if the department is providing meaningful access to all services for persons with Limited
English Proficiency (LEP), a needs assessment shall be conducted. The department will determine the need for
services based on information obtained via two methods:




1. Each division will review their work unit’s past experience regarding providing language access
services. This review will require divisions to compile an inventory of requests for services their
division has received in the last 12 months. If this information is not available divisions will poll their
customer service/front line staff to gauge their opinion on the perceived need for services in a particular
language. Additionally, the review will capture the number of customers served in a particular language
by the division. This information will provide a baseline for expected levels of service/need.

2. The Labor Market Information (LMI) division will conduct a review of Rhode Island’s population
demographics in order to determine the languages that are most frequently utilized by the state
population. The division will review data provided by the U.S. Census Bureau to make this
determination. U.S. census information will be considered reliable for this purpose.

If the review conducted by the LMI division reveals that a new language is significantly used in Rhode Island,
the LM division shall report that information to the Language Access Coordinator. The Language Access
Coordinator will subsequently issue a policy notification to each division at DLT that interacts with public
customers to make them aware of the need to expand their language access services for that particular language.

PROCEDURES

Each public-facing division at DLT shall develop written procedures for serving non-English speaking and LEP
customers. The department’s Language Access Coordinator must review and approve all plans before
implementation. Plans should address:

EFFECTIVE COMMUNICATION

To provide meaningful access to all services that DLT offers, the department must ensure that it communicates
effectively with the public. When working with LEP customers, it is imperative that they have a full
understanding of the information being discussed. To provide effective communications, DLT will translate all
vital documents into the languages most frequently used by customers and provide interpreters for in-person
and telephone interactions with those customers.

WRITTEN TRANSLATIONS

Vital documents are documents, either written or electronic, that contain information critical for accessing
services. Each division of the department shall develop criteria to determine which documents regularly utilized
by that division are considered to be vital.

Vital documents shall be provided in the languages most frequently used by DLT customers. In order to ensure
that translations are both accurate and effective they will either be performed by state personnel that have been
certified to translate materials in that particular language or DLT staff will procure the services of a professional
language translation service. Approved vendors providing these services are available on the state’s Master
Price Agreement (MPA). Division EO/LEP Coordinators shall request from Assistant Directors that staff
perform the service or work with their division’s procurement liaison to obtain these services in accordance
with all applicable RI purchasing rules. Once the translation service has been provided, divisions shall work
with the Division of Information Technology (DolIT) to program the information into all necessary databases/IT
programs so that the translated form will be available electronically and distributed to LEP customers.



Additionally, divisions shall work with DLT’s Marketing and Communications unit to ensure that the translated
documents are available on the department’s website.

In addition to translating necessary forms and correspondence, DLT shall translate all vital information posted
to the department’s website. Each division that has information posted on the department’s website will utilize
the same criteria to identify vital documents as well as specific web materials to be translated. The Marketing
and Communications unit will collaborate with the division’s EO/LEP Coordinator to perform the necessary
functions required to post this information on the department’s website.

ORAL LANGUAGE SERVICES

To ensure that DLT customers have meaningful access to services, DLT employs interpreters for in-person
interactions and telephone services. Based on need, department divisions have state personnel that have been
certified as foreign language interpreters. Should a division require interpreter services for a language other than
one in which they employ an interpreter, the division shall obtain the services via a professional interpreter
service that is duly qualified to provide services in the necessary language. Additionally, should those services
not be readily available, divisions may utilize services provided via telephone. Division EO/LEP Coordinators
shall work with their division’s procurement liaison to obtain these services in accordance with all applicable Rl
purchasing rules.

Current Services

Division Language | State Personnel Contracted Services
Interpreter Translator Interpreter Translator
Income Support Spanish X X X X
Portuguese | x X X
Cambodian X
Laotian X
Hmong X X
UI/TDI Board of Review | Spanish X X X X
Portuguese X X X X
Workforce Spanish X X X
Development
Services
Portuguese X X
Workers’ Compensation | Spanish X X X
Portuguese X X
Workforce Regulation/ Spanish X X X
Safety
Portuguese X X

NOTICE OF AVAILABLE SERVICES

To fulfill DLT’s mission of providing meaningful access to all services for persons with Limited English
Proficiency, the department must provide notice to the public of all available language access services. To
accomplish this, the divisional EO/LEP Coordinators will:



e Work with the Marketing and Communications unit to draft the copy for the notice and design the
document

e Procure necessary translation services utilizing approved MPA vendors

e Post the notices to the DLT website

e Post the notices in each of the DLT public service offices/areas

FUNDING FOR LANGUGE ACCESS SERVICES

The department’s divisions are funded either via federal grants, restricted receipt accounts or general revenue
appropriations. Each division has resources available in their budget to provide the language access services
described in this plan. Funds are budgeted at the previous year’s level of service and with flexibility should
additional services be needed.

STAFF TRAINING

The Language Access Coordinator is responsible for developing a training guide on the department’s language
access services. This guide will be reviewed by the LEP Workgroup before utilization.

The Language Access Coordinator will conduct training with divisional EO/LEP Coordinators that will cover
the following:

General information about working with non-English speaking or LEP customers
LEP customer rights

DLT’s Language Access Policy Directives

DLT’s responsibilities to provide services

In order to ensure that all department staff that interacts with the public receives the appropriate training, the
Language Access Coordinator will assist divisional EO/LEP Coordinators in developing division-specific
training guides. Divisional EO/LEP Coordinators will be responsible for training the managers in their
divisions. Managers will train their staff utilizing the divisional training guide. All staff that face the public will
receive customer service training. DLT will utilize the state Learning Management System to register and track
employee training.

All training will be conducted utilizing training guides that have been approved by the Language Access
Coordinator. Additionally, divisional EO/LEP Coordinators shall track all training conducted in their division
and report that information to the Language Access Coordinator.

MONITORING/EVALUATION

The department will formally evaluate this LEP Plan biannually, in January and July. This evaluation will be
conducted by the LEP Workgroup. The process will entail a thorough review of:

e Updated information from LMI regarding new population demographics and new significant languages
used by Rhode Island residents



e All processes to evaluate their effectiveness in providing language access services to non-English
speaking or LEP customers

e Training protocols

On an ongoing basis, division EO/LEP Coordinators are responsible for regular review of the plan and the
language access services provided to customers of their division. It is the responsibility of each division’s
assistant director to ensure that their division continues to adhere to the department’s Language Access Policy
Directives and this plan. Formal changes to the plan must be coordinated with the department’s Language
Access Coordinator and will be reviewed by the LEP Workgroup before implementation.

Periodic monitoring will be conducted by the State Workforce Development Division to ensure that the
procedures in this plan are being adhered to and that services are readily available as required.

TIMEFRAMES/OBJECTIVES

Income Support Division
Unemployment Insurance/Temporary Disability Insurance
Fern Casimiro, Assistant Director

Action Item Timeframe/ Party Party
Completion Responsible Accountable
Assign EO/LEP Coordinator January 2014 Asst. Dir. Asst. Director
Completed
Reviewed Annually
Conduct needs assessment March 2014 EO/LEP Coord. Asst. Director
Completed
Reviewed Annually
Develop written procedures July 2014 EO/LEP Coord. Asst. Director
Completed
Reviewed Annually
Determine vital documents July 2014 EO/LEP Coord. Asst. Director
Completed
Reviewed Annually
Translate vital documents into ongoing EO/LEP Coord. Asst. Director
Spanish and Portuguese
Notify customers of availability | ongoing EO/LEP Coord. Asst. Director
of language services
Staff training ongoing EO/LEP Coord. Asst. Director
Monitor for ongoing ongoing EO/LEP Coord. Asst. Director
compliance/changes in service
requests WFDS Asst. Director




UI/TDI Board of Review

Raymond Maccarone, Chief Referee

Action Item Timeframe/ Party Party
Completion Responsible Accountable
Assign EO/LEP Coordinator January 2014, completed Chief Referee Chief Referee
Reviewed Annually
Conduct needs assessment March 2014, completed EO/LEP Coord. Chief Referee
Reviewed Annually
Develop written procedures July 2014, completed EO/LEP Coord. Chief Referee
Reviewed Annually
Determine vital documents July 2014 EO/LEP Coord. Chief Referee
completed
Reviewed Annually
Translate vital documents into ongoing EO/LEP Coord. Chief Referee
Spanish and Portuguese; Babel
Notice included with all decisions
Notify customers of availability of | ongoing EO/LEP Coord. Chief Referee
language services
Staff training Trained Sept. 2017 EO/LEP Coord. Chief Referee
ongoing
Monitor for ongoing ongoing EO/LEP Coord. Chief Referee
compliance/changes in service
requests WFDS Chief Referee
Workers’ Compensation Division
Matthew Carey, Assistant Director
Action Item Timeframe/ Party Party
Completion Responsible Accountable
Assign EO/LEP Coordinator January 2014 Asst. Dir. Asst. Director
completed
Reviewed Annually
Conduct needs assessment EO/LEP Coord. Asst. Director
Develop written procedures EO/LEP Coord. Asst. Director
Determine vital documents ongoing EO/LEP Coord. Asst. Director
Translate vital documents into ongoing EO/LEP Coord. Asst. Director
Spanish and Portuguese
Notify customers of availability | ongoing EO/LEP Coord. Asst. Director
of language services
Staff training Fall 2019 EO/LEP Coord. Asst. Director
Monitor for ongoing EO/LEP Coord. Asst. Director
compliance/changes in service
requests
WFDS Asst. Director




Workforce Development Services Division

Sarah Blusiewicz, Assistant Director

Action Item Timeframe/ Party Party
Completion Responsible Accountable

Assign EO/LEP Coordinator January 2014, completed | Asst. Dir. Asst. Director
Reviewed Annually

Conduct needs assessment Feb. 2014, completed EO/LEP Coord. Asst. Director
Reviewed Annually

Develop written procedures July 2014, completed EO/LEP Coord. Asst. Director
Reviewed Annually

Determine vital documents July 2014, completed EO/LEP Coord. Asst. Director
Reviewed Annually

Translate vital documents into ongoing EO/LEP Coord. Asst. Director

Spanish and Portuguese

Notify customers of availability | ongoing EO/LEP Coord. Asst. Director

of language services

Staff training Fall 2019 EO/LEP Coord. Asst. Director

Monitor for ongoing ongoing EO/LEP Coord. Asst. Director

compliance/changes in service

requests WFDS Asst. Director

Workforce Regulation and Safety Division

Joseph Degnan, Assistant Director

Action Item Timeframe/ Party Party
Completion Responsible Accountable

Assign EO/LEP Coordinator January 2014 Asst. Dir. Asst. Director
completed
Reviewed Annually

Conduct needs assessment January 2014 EO/LEP Coord. Asst. Director
completed
Reviewed Annually

Develop written procedures EO/LEP Coord. Asst. Director

Determine vital documents ongoing EO/LEP Coord. Asst. Director

Translate vital documents into ongoing EO/LEP Coord. Asst. Director

Spanish and Portuguese

Notify customers of availability | ongoing EO/LEP Coord. Asst. Director

of language services

Staff training Fall 2019 EO/LEP Coord. Asst. Director

Monitor for ongoing ongoing EO/LEP Coord. Asst. Director

compliance/changes in service

requests WFDS Asst. Director




Labor Market Information Division

Donna Murray, Assistant Director

Action Item Timeframe/ Party Party
Completion Responsible Accountable
Assign EO/LEP Coordinator January 2014 Asst. Dir. Asst. Director
completed
Reviewed Annually
Conduct needs assessment January 2014 EO/LEP Coord. Asst. Director
completed
Reviewed Annually
Develop written procedures ongoing EO/LEP Coord. Asst. Director
Determine vital documents ongoing EOQ/LEP Coord. Asst. Director
Translate vital documents into ongoing EO/LEP Coord. Asst. Director
Spanish and Portuguese
Notify customers of availability | ongoing EO/LEP Coord. Asst. Director
of language services
Staff training Fall 2019 EO/LEP Coord. Asst. Director
Monitor for ongoing ongoing EO/LEP Coord. Asst. Director
compliance/changes in service
requests WFDS Asst. Director
Executive Office
Action Item Timeframe/ Party Party
Completion Responsible Accountable
Assign EO/LEP Coordinator January 2014 LAC LAC
completed

Reviewed Annually

Work with divisions/units to draft written | ongoing EO/LEP Coord. LAC
procedures

Post notice of language services online ongoing EO/LEP Coord. LAC
Develop LEP Flyer ongoing EO/LEP Coord. LAC
Develop posters re: ongoing EO/LEP Coord. LAC

- notice of language services

DLT is an equal opportunity employer/program - auxiliary aids and services available upon request. TTY via Rl Relay: 711




ATTACHMENT I — Inventory of Products by Division/Unit available in Spanish

DLT web pages in Spanish
e Contact Info
e Directions
o Home page in Spanish (DLT en Espanol)
e EEO page
o Discrimination

Income Support:
Unemployment
o Benefit Rights (Spanish + Portuguese)
o Fraud Fact Sheet (Spanish + Portuguese)
e Contact Us (web)
o File/Refile a claim (web) and online application
o Teleserve (web)

Temporary Disability/Caregivers
o File a TDI/TCI claim (The paper application is accessible for printing on the web, to apply on paper)
e Various decision (denial) letters have been translated to Spanish (Cancelled Claim decisions)
e Medical Instruction Form (Spanish)
e Direct Deposit Form (Spanish)
o TDI/TCI website FAQs — coming soon
e Online web application — coming soon

Board of Review
o Disagree with Referee’s Decision (part of web page is in Spanish)
o File an Appeal web page (in process)
o Prepare for your hearing web page (in process)
e Online Appeal Form (in process)

Workforce Development + Labor Market Information
o EmployRI web application — includes LMI module in Spanish
e EmployRI for Job Seekers brochure
e 211 Spanish Poster
o Disability Employment Initiative (DEI) Customer Fact Sheet - Spanish
o netWORKTri Career Centers Services — Spanish
o netWORKTi Initial Customer Questionnaire — Spanish
e Customer Satisfaction Survey — Spanish
o netWORKTri Resource Room Policy — Spanish
o netWORKTri Customer Orientation Sheet - Spanish

Workers’ Compensation + Arrigan Rehabilitation Center
e Calculation of Compensation Rate
e Employee Info
o Health and Safety Committees
o Medical Services and Treatment


https://www.employri.org/vosnet/Default.aspx?enc=KrXBHc1OhrZGzl2XGVPM3g==

¢ Right to Reinstate

o What Employers Should Know about WC

e Arrigan Customer Satisfaction Survey

e What Medical Providers should know about WC
e Calculation of Compensation Rate

Workforce Regulation and Safety:
Labor Standards
e Pay Equity Complaint Form
e Healthy and Safe Families and Workplaces (web)
e Child Labor (web) and Ready to Work? Understanding RI’s Child Labor Laws brochure
e Minimum wage (web)
o FAQs (web)

Professional Regulation
e Exam Dates (web)
e All Burglar Alarm Forms except Bond of Burglar Alarms Business to Gen. Treasurer
e All Electrician Forms
e Hoisting Engineer App Form
e Operator Training License App Form
e Digsafe Study Guide
e Mechanical Application Form
e Plumbing and Irrigating Application Form
e Water Filtration Application Form
e Telecommunication Form
e Telecommunication Corp. Application Form

Occupational Safety
e Application for Permit to Install Boilers
e Application for Permit to Install/Modernize Vertical Devices
e Mechanic Installer Exam Application
¢ Right-to-Know Complaint Form
e Right-to-Know Registration Form
e Petroleum Dealers License Application Form

Prevailing Wage
e Complaint Form
o Certified Weekly Payroll Instructions
e Apprenticeship Requirement Complaint Form
e Prevailing Wage brochure
e Frequent Questions (web)

**Google translate is available on all newly designed DLT webpages (exceptions include LMI, Workforce Development
and the two Board of Review web applications — online appeal form + search past cases)**
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ATTACHMENT 2 - Language ldentification Flashcard
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LANGUAGE IDENTIFICATION FLASHGCARD
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Cznacite ovaj kvadratic ako Citate ili govorite hrvatski jezik.

Fatkrinele o kolonku, pokod Etete a hovorile Cesky.

Kruis dit vakje aan als u Nederlands kunt leren of spreken.

Mark this box if you read or speak Englizh
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OE-3308

LS. EFARTHIENT OF DOMMERCE

LLE CEMELUE BLUREAY

1. Arabic

2. Armenian

3. Bengali

4. Cambodian

5. Chamorro

6. Simplified
Chinese

7. Traditional
Chinese

B.Croatian

9, Czech

10, Dutch

11. English

12. Farsi
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Cocher ici =i vous lisez ou parlez le frangais.

Kreuzen Sie dieses Kistchen an, wenn Sie Deutsch lesen oder sprechen,

Enpawwote avtd to miaiow av SwaPfalete A pudare EAAnvica.

Make karye sa a =i on li oswa ou pale kreyal ayisven.
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Kos lub voj no vog koj paub twm thiab haiz lus Hmoob.

Jelilje meg ezt a kockdt, ha megérti vagy beszEli a magwvar nyelvet.

Markaam daytoy nga kahon ne makabasa wenno makasaoka iti Hocano,

Marchi questa casella se legge o parla italiano.
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Prosimy o warnaceenie lego kwadratu, jeseh poshuguje sig Pan/Pani
Jerykiem polskim,

DB-3303

LS. DEPARTMENT OF COMMERCE

und

WS CENSUS BUREAL

13.

14,

15.

16.

French

Garman

Greek

Haitian
Creole

17 Hindi

18.

19.

20.

27,

22,

23.

24,

25,

Hmong

Hungarian

locano

ltalian

Japanese

Korean

Laotian

Faolish
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Assinale este quadrado se vocd 18 ou fala portugnés,

Tns:mna;i aceasla casuld daca citifi sau vorbigd rominesie.

INMoMeTETe 2TOT KBRANPATHE, ECITH BRI YWHTASTE HIH TOBOPHTE TI0-PYCCKH.

OfemesaTe oRaj KRATPaTHR YEOAHED MHTATE WIH TOBOPHTE CPIICKH JE3HE,

Ornaéte tfento &tvoréek, ak victe &tat’ alebo hovont' po slovensky,

Margue esta casilla i lee o habla espafiol.

Markahan itong kowadrado kung kayo ay mamnong maghasa o magsalita ng Tagalog.

Tinwatoauuisaludoaf i udwuioganin 1 in.

Maaka 1 he puba ni kapau ‘oku ke lau pe lea fakaionga.

Bipairere o ENITHHEY, SEKINO0 B 9ETACTE 260 FOBOPHTE VEPATHCEEON MOBOHY,
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Xin dinh diu vio 6 niay néu quy vi biét doc va néi dude Viét Ngir.
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DB-3209

LS. DEPARTMENT OF COMMERCE

o

LLE CEMSUS BLIREALY

28. Portuguese

27 Romanian

28. Russian

29, Serbian

30. Slovak

31. Spanish

32. Tagalog

33.Thai

34. Tongan

35. Ukranian

36. Urdu

37 Vietnamese

38.Yiddish
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ATTACHMENT 3 - Language ldentification Flashcard for TDI employees

A similar document and desk card is used by Unemployment Insurance and Workforce Development.

l—.- STANDARDIFED WORK  |Process Name: |Limited English Proficiency Interpreter Line
INSTRUCTION SHEET swWis 2| B | REV % |1

ELEMENTS OF OPERATION JOE LAYOL

Plzase use the following steps when speaking
a person that speaks limited English.

Identify the customer's primary language.

If customer's primary language is not
English {and you are not a qualified
Interpreter for the lanugage), offer an
Interpreter. *

"I customer speaks Spanish or Portuguese, and
you are not a Spanish or Porfuguese Interpreter
please see a manager for immediate
assistance. (Manager will assign call to the
appropriate on site Interpreter)

Steps to take according to customer response
|interpreter semrvice offering:

1. Customer states they do not need an
interpreter, continue w' conversation and remark
|nntheclaim that you offered interprater
SEMICES.

2 If Customer has their own interpreter, proceed
w conversation while using customer's
interpreter.

3

"*Be sure to remark on the claim that
conversation was conducted w use of the
interpreted the customer provided on their own
behalf.

3. Customer advised they need interpreter
senices provided by The Department. Continue
onto step 4.

[f the: customer speaks another language other
than Spanish or Portuguese follow the language
line instrections (see picture to the right) on how
to obtain assistance from an interpreter.

Required Skills E&T Intsrvigwsr [Effective Date:

SWIS Team Approval 852019 |Author: Corinne Wood
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