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I.
POLICY

The Douglas County Health & Social Services Department is committed to ensuring that all information presented to clients is in a user friendly format.  This includes a commitment to present information in a format other than written or spoken English when the needs of the client require such.

DCH&SS has developed an array of methods to ensure that clients are able to both access information about mental health services and to receive services in a format that they find understandable.  DCCHD is committed to the continued expansion of these alternate resources as the populations within the county borders continue to diversify.  Current resources include the following:

A.
ATT Language Line

B.
TTY phone line

C.
Sign language interpreter on contract

D.
Spanish language interpreter on contract

E.
“Language other than English” Directory

II.
SCOPE

This policy and procedure applies to all staff of Douglas County Health and Social Services Department and its provider panel as well as all persons served by the Douglas County Health and Social Services.

III.
PROCEDURES

A.
ATT Language Line:  The ATT Language Line is a resource designed to be used on a routine or emergency basis.  It offers interpreters for a wide range of languages.  It is especially useful for reception staff who may encounter individuals walking into the office who do not speak English or who may receive a phone call from a non-English speaking individual.  It is also a useful tool for clinicians who receive unplanned phone calls or walk-in visits from a non-English speaking client.



When receiving a call:

1. Use Conference Hold to place the non-English speaker on hold.

2. Dial Emergency: 1-800-523-1786

3. Give Information:

Language needed:

Client ID number:  942017

Organization name:  Douglas County Health & Social Services
Personal Code:  DC -- MHD,CHD, SDSD, EHD, or GASD
An interpreter will be connected to the call.

4. Brief the Interpreter.  Summarize what you wish to accomplish and give any special instructions.

5. Add the non-English speaker to the line.

When placing a call:

1. Dial Routine:  1-800-874-9426

2. Proceed with steps 3-5 listed above

Helpful hints for using the ATT Language Line

1 Interpreters identify themselves by number only.  For reasons of confidentiality, they do not divulge either their names or phone numbers.

2 If you experience problems with the sound quality and Answer Point (initial connection) is still on the line, ask him or her to re-dial the Interpreter.  If the Answer Point has left the line, call employee back, explain the problem and ask the Answer Point to stay on the line to check for sound quality.

3 The interpreter will look to you to direct the conversation.  Start by telling him or her about the call and what you want to accomplish.  Try to avoid technical terms, acronyms, or slang.  They often cannot be interpreted easily or precisely across language or culture.

4 Expect interpreted comments to run a bit longer than English phrases.  Interpreters convey meaning for meaning, not word-for-word.  Concepts familiar to us often require explanation or elaboration in other languages and cultures.

5 Want to hear a demonstration of over-the-phone interpretation?  Call demonstration line at 1-800-821-0301.

B. TTY phone line:  A TTY machine is available in the DCH&SS reception area.  All reception staff are trained on how to use the machine and can successfully respond to unplanned incoming phone calls.  They also are able to assist clinicians who may need to make and outgoing phone call to a hearing impaired client.

C. Sign Language Interpreter:  Interpreters for sign language are available through the Alturasa Foreign Language and Sign Interpreter Directory.  These services are available for planned activities with a client.
D. Spanish Language Interpreter:  DCH&SS maintains staff who are available to act as an Spanish interpreter.  These services are available for planned activities with a client.
E. “Languages Other than English” Directory:  A directory of all staff working at Douglas County Health and Social Services who speak languages other than English is maintained (please see attached).  These individuals may be contacted to assist with the unexpected face-to-face visits from community members or clients who speak one of the languages listed.

F. Other:

1. DCH&SS will take all reasonable actions to secure a certified interpreter for any language required by a client.  Use of family members, friends, or the ATT Language Line for interpretation purposes will be used for unplanned events or on a temporary basis until arrangements for a certified interpreter to be present during clinical sessions can be made.

2. DCH&SS will continue the process of translating forms into Spanish.  This will be an on-going process with the goal of maintaining current Spanish copies of all “core” forms and informational handouts.  This will include, but not be limited to, Consent for Treatment, Rights and Responsibilities, Notice of Privacy Practice, and Authorization for Release of Information.
3. DCH&SS will assess annually if translations in languages other than English and Spanish are needed in order to facilitate the provision of services to non-English speaking residents of Douglas County.  The ATT Language Line and contracted interpreters will be used to read forms to clients speaking a language not prevalent in Douglas County.

4. DCH&SS staff are available to read necessary forms to clients who are visually impaired or whose reading level prevents understanding.  A private interview room is available for this activity.

	



Douglas County Health & Social Services
Page     1  of   3

Roseburg, Oregon

