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Effective Date: Immediately

ACTION BULLETIN

TO: All Workforce Innovation and Opportunity Act (WIOA) Program Operators
DATE: June 16, 2023
SUBJECT: LANGUAGE ACCESS REQUIREMENTS FOR CONTRACTORS

PURPOSE OF BULLETIN:

This Action Bulletin provides an UPDATE to the Language Access programs offered through
Alameda County. These additional services are available for Alameda County Workforce
Development Board (ACWDB) contractors. Updated information will be referenced in bold
text.

CITATION(S):

e Exhibit E - Alameda County Social Services Agency (SSA) Language Access Requirements
for Contractors

e Alameda County Social Services Agency Limited English Proficiency (LEP) Plan, 2015

e Dymally Alatorre Bilingual Services Act of 1973

POLICY/PROCEDURE/DEFINITION(S):

ACWDB is required to ensure that all of its program operators are providing language accessible
services to limited-English proficient (LEP) clients. Exhibit E of the Alameda County contract
package requires all community-based organizations (CBOs) and/or service providers whose
services are contracted by SSA or ACWDB to have a Language Access Plan for referring clients
who are limited-English proficient. The contents of this plan shall include a list and copies of all
printed, contract-related, marketing/promotional/education-related materials and provisions for
staff to access the County’s Language Line Services.

This Language Access Plan shall be available for review by ACWDB staff during programmatic
monitoring Visits.

ACTION:

e This bulletin is effective immediately upon release.

e All WIOA program operators will comply with this requirement.

e The ACWDB program monitor will review all Language Access Plans during the annual
monitoring visit.
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e All program operators must have a Language Access Plan in place that extends through
the duration of any contract or procurement cycle wherein the operator is under contract
with the ACWDB.

Beginning May 1, 2023, the Alameda County Social Services Agency (SSA) Language Access
provider will be GLOBO Language Services. GLOBO is contracted, County-wide, to provide
24/7, over the phone language interpretation for job seekers and employers.

The ACWDB’s sub-contractors are eligible to utilize the telephone interpreting services, as
needed, to serve job seekers and employers. It is an easy process to access an interpreter.

Step #1: Call the GLOBO telephone number (510) 529-2798

Step #2: When prompted, select the number representing the language you need assistance
with or select “0” to reach an operator:
e Press 1 for Spanish
Press 2 for Mandarin
Press 3 for Cantonese
Press 4 for Viethamese
Press 5 for Farsi
Press 6 for Russian
Press 7 for Kmer (Cambodian)
Press 8 for Korean
Press 9 for Arabic
Press 0 for all other languages and/or to connect with an operator

Step #3: Enter your location PIN number: Location PINs will be provided directly to each
individual service provider from Alameda County. These PINs should NOT be shared with
any individual outside of your organizations or with clients or participants. Please reach
out to the WDB Department regarding questions about how to access your organization’s
PIN.

Step #4: Connect with an interpreter and provide them with a short introduction at the beginning
of the call, and a brief background on the nature of the call.

Important Information:

e Avoid unauthorized use of your account:
Do NOT provide the number or the PIN code to any customer or other unauthorized user.
ONLY direct-service staff are authorized to contact GLOBO.

Prior to utilizing the GLOBO Language service, all staff should read and comply with all rules

for usage as outlined in the documents attached to this bulletin. Alameda County Social Services
Agency provides this service at no cost to customers.
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ADDITIONAL SERVICES AVAILABLE FOR LANGUAGE OR TRANSLATION
ASSISTANCE:

1. Bilingual County Employees
Alameda County has over 900 employees qualified to provide language
interpretation.

2. Website Translation through Google Translate

INFORMATION AND INQUIRIES:

For information and inquiries please contact:

Michele G. Garcia

Workforce Board System Administrator
Alameda County Workforce Development Board
24100 Amador Street, 6™ Floor

Hayward, CA 94544-1203
MGGarcia@acgov.org

510.259.3802

ATTACHMENTS:

Attachment 1: Language/Translation Information Sheet (Alameda County)
Attachment 2: GLOBO Instructional Flyer (2 pages)

Attachment 3: GLOBO Quick Guide User Instructions

Attachment 4: GLOBO Language Table Tent

Attachment 5: Alameda County Language Preference Form (2 pages)
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Attachment 1

b Alameda County

Language Access Solutions

o 24/7, 365 Over-the-phone
Language Interpretation

Employees have around-the-clock phone language interpretation
access by calling (510) 529-2798. Please click here to request pin

code access.

O - o Bilingual County Employees
I

= Alameda County has over 900 employees qualified to provide
[y language interpretation.

o Live interpretation of BOS and
° Committee Meetings
é Request for live interpretation of BOS and committee meetings can

be made by calling (510) 208-4949 or (510) 834-6754 (TDD) or by
emailing CBS@acqgov.org.

o Self-Service Agenda
Translation

Click here to download any Board of Supervisors' (BOS) agenda and
upload to Google Translate for instant language translation.

<

o Website Translation

Look for the Google Translate icon on County webpages to
translate webpage content into your preferred language.

G
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Attachment 2, Page 1

County of Alameda

Access Audio Interpreting
from any Telephone @

7"\ Toaccess Telephone Interpreting,

L simply dial your dedicated number lmportantlnformatlon

on any telephone. Avoid Unauthorized Use of Your Account.

Please do not give out the toll free number
Your dedicated GLOBO number or your PIN code to your clients.
for Telephone Interpreting:

510.529.2798 Tips for Use & Faster Connect Time.

Listen to all of the prompts carefully and
enter your PIN accurately. Failure to enter
\ the appropriate information at the time of

{ 2 Select the Language Needed ; -
\ K the prompt will delay call routing. You can
e Press1for Spanish enter the number for the language
e Press 2 for Mandarin needed once the menu begins. You do not
» Press3 for Cantonese need to listen to all 10 options.
e Press 4 for Vietnamese
e Press 5 for Farsi
e Press 6 for Russian Working with an Interpreter. At the
e Press7 for Kmer (Cambodian) beginning of the call, allow for a short
e Press 8 for Korean introduction and briefly tell the interpreter
e Press 9 for Arabic the nature of the call. Speak directly to the
e Press 0 for all other languages to limited-English proficient individual, not to
connect with an Operator the interpreter, and pause at the end of a

complete thought. Please note that to
ensure accuracy, your interpreter may
i 3 | Enteryourlocation PIN number sometimes ask for clarification or
repetition. For more information on how to
work effectively with an interpreter, please

Y Connect with the interpreter and provide refer to the reverse side of this page.
L 4 /' them with a short introduction at the
Yeo- beginning of the call, and a brief

background on the nature of the call. 3-Way Call. Use the Conference feature on

your phone and follow the instructions
above to connect to an interpreter. If you
are initiating the call, get the interpreter on
the line first, then call the limited-English
proficient individual. If you are receiving a

Contact your _Language i call, ask the caller to “Please hold,” and
Access Coordinator for i then conference in the interpreter.
your Location PIN Code |

e when it matters most. hellogloba.cormn
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Attachment 2, Page 2

Understanding an interpreter’s role can LY
help your clients have the best experience iy '_
when utilizing GLOBO's Services. - ~

The interpreter works only with what they are

given. They will not gdd or omit any part of a T|p5 for Worklng with
spoken message. an Interpreter

This means: if the question/initial statement does ]

not make sense or is confusing, chances are that Speak directly to the other party, not
the response will be the same. the interpreter.

asking the interpreter to speak to the Speak in short phrases.

Limited English Proficient (LEP) person (i.e., “Ask

S k audibl d clearly.
him if.." or “Tell him | am going to..") peak audibly ahd clearly

Speak in “living room" language. The
simpler the concept is, the easier itis to
interpret.

speak directly to the LEP through the
interpreter. Behave as if addressing a speaker of
your same language. The interpreter will deliver
the message to your intended recipient, just as if Acronyms/jargon that you use every
you were speaking directly to the person: (i.e, day may not be familiar to the
‘Do you..?") interpreter, let alone the LEP. Health
literacy in the US is not that high, and it

is lower in many other countries.
Pause often.

Let the interpreter finish their rendition
before you begin speaking again.

Be aware of your surroundings -
remember that all of the background
noise that you can filter out affects the
ability of the interpreter to hear you
clearly through the phone.

Remember not every culture is as
direct as ours. A simple yes or no
question that you ask will likely get a
long answer with all of the surrounding
details and background context. The
reverse could also be true.

There are rare times when an interpreter acts as a Use a teach-back. If you are not getting
cultural broker and in even rarer occurrences, they the answer you want from the LEP, ask
may advocate. But the majority of the time, an them directly to tell you what they
interpreter’s job is limited to being a conduit from have understood from your

language to language. question/statement.

hen it matters most. helloglobo.col

Page 6 of 10



Attachment 3

Telephone Interpreting User Instructions

County of Alameda

Dial your dedicated GLOBO number: 510.529.2798

When prompted, select the number representing the
language you need assistance with (ex: “1" for Spanish) or
select “0" to reach an Operator

Enter your location PIN number

Connect with the interpreter and provide a brief introduction
at the beginning of the call
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Attachment 4

The County of Alameda complies with applicable
State and Federal laws and does not discriminate
on the basis of race, color, national origin, age,
disability, or sex.

Francais French

ATTENTION : Si vous parlez francais, des services d'aide
linguistique vous sont proposés gratuitement.

Portugués Portuguese

ATENCAO: Oferecemos servicos linguisticos gratuitos
para quem fala portugués.

Kreydl Ayisyen Haitian Creole
ATANSYON: Si ou pale Kreyol Ayisyen, gen sévis éd pou
lang ki disponib gratis pou ou.

et Punjabi

=g afers =8 7 g Vet 989 4, 7 o = mofte fee e wEt ES
fUEETTE |

nmMay Hebrew

arm Uu_v._u.ﬁu 07T Maw o MW 08w 110 M7 0330 OX ..u_u gy

Romana

ATENTIE: Daca vorbiti limba romana, va stau la dispozitie
servicii gratuite de asistenta lingvistica.

Romanian

do =l Arabic
“Soge: 3 UG e g ot Slo Faal g a8 1R 58 polpb Jd
pelof

gf Hindi
HAH & Tel A Efel dierd &l HITe et o A WTET Herral dar
TG

PyccKMiA Russian
BHWMAHMWE! ECnK Bbl FOBOPMTE Ha PYCCKOM A3bIKe,

TO BaM OOCTYNHbI GecnnaTHele YCNYr AZbIKOBOKW

NOO0E QKA.

Portugués brasileiro Brazilian Portuguese

ATENCAQ: Oferecemos servigos linguisticos gratuitos
para quem fala portugués brasileiro.

BAE Japanese

AEFEBFEECRYOAR. EEREY-EX (EE) ETRBV:
TEVTET,

Srpsko-hrvatski Serbo-Croatian

OBAVIESTENIE: Ako govorite srpsko-hrvatski,
usluge jezicke pomoci dostupne su vam besplatno.

mMSuSuB Burmese
o8

uw cfmﬁ-uuaucw& QEED00E m._c.um._au INIANOIITRO

mﬂmmeamnﬁumj ,,ncuémmw__

3o Korean
2o]: W0l AEHAIE 22, do] AU B AE TEZ 0| SaH4

+ elgurt.

Espaniol Spanish

ATENCION: Si habla espafiol, tiene a su disposicién
servicios gratuitos de asistencia linglistica.

guli Cambodian (Khmer)

uiting: Gaisthiendunu manguli, ndguigsin
man ganigeAnARenmwanAngul

MEIEIH] Laotian

sssuduaiinndugiu: fumnswiud wmaa, muidnugsoiis
dwunmdsulvimuloadld@aoa.

Tagalog Tagalog
PAUNAWA: Kung nagsasalita ka ng Tagalog, may
inilaang para sa iyong mga pantulong na serbisyo sa
wika na walang bayad.

R Chinese (Cantonese)
AR MPEEERE Eo L B ES T IERRES-

Qyol Mam
TQAMNEL: Qa nyoline tuj tz "ib "anku alkye tyole, Ja'ku
txi gmo jin tuj teya tyol, nti "x te tu "n tchojen ti 'j.

AN Tamil
sauemns: GrEiser Sy LGslarned, wGlomp 2 gals FGumsaT
2 mearEs~ Soasorss &I maEs 0.

B Chinese (Mandarin)
AR MR EES ER L R BB ESEB R

Mienh Mien
MBUOX DUQV HIUV OC: Beiv hnangv meih gorngv benx
mienh waac, ninh mbuo liepc mbenc dugv maaih tengx

wangv-henh nzie faan benx mienh waac bun muangx oc.

TeCE Tigrigna

Afrtarod: HICE THAN KrPRYh: 098 197 40 R1eTaet
ATH T2 RIR K=

au Dari
g 05 gl s fSas Slart e e Cum g g0 g s Lad 81 e
Wl ELeruLh »

MoHron Mongelian
AHXAAPYYITA: X3p3B Ta MoHron apbaar 6on xanHuMn
TYCNAaMMKWIAH YRNYKMNrasr yH3 Tenbepryin asax
GONOMMTON.

YKpaiHCcbKa Ukrainian

YBAIA! AKLIO BX PO3MOBNAETE YKPaIHChKOIO MOBOIO, BM
MOMETE 3BEPHYTUCA 00 Be3KOLTOBHOI CNYXEK MOBHOI
NigTPUMKM.

Aaredt Nepali

R SHE e TURE AT SIeTETE HA aUNES! AiHat HIaT SETar Haneg AT ew
TIT IO B |

P Urdu

o olitd Cade Diless (5 Ciglme il 55 OF 5 pap s 5351 QT 51 g e

e Farsi

23lys pald Lok sl Sl Cogeoy il Ciloged .S e gR2S (sl 3 4 S0 2t

3 Pashto
sl g edigians e 50 oo S g i 4] gl pudias 1oLy

REFUSTRE R

Tiéng Viét Vietnamese
CHU ¥: N&u ban néi tiéng Tiéng Viét, s& cé dich vu hd
trg ngén ngil mién phi danh cho ban.
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Client/Applicant Name:

Attachment 5, Page 1
Case #:

LANGUAGE PREFERENCE FORM

This form is an identifier of your preferred spoken and written language needs.

SPOKEN LANGUAGE PREFERENCE

Please check the language you prefer to speak, and want to be spoken to:

O

ODoooooggd

| speak and understand English. | do not need special language services.

[

Spanish: Hablo y comprendo espafiol
Cantonese: & 35 F i 55 ]
Mandarin: F{& 1% ff tE S O]
Cambodian: 81G:SunwS JWRIMaNig! O
Vietnamese: Tai néi va hiéu duoc Tiéng Viét O

Pashto: o 5 3 o) o5 5 0 O
Tagalog: "Ako ay nakakapagsalita at nakakaintindi ng Tagalog [:I

0

American Sign Language: | speak and understand ASL

Dari: Sas puis 5 G (533 0L 4 (e

Farsi: padis argio b (o0)d Ob) 5 05 s Cummio (ou)ld OL) 4 0
- I3 x

Lao: 298609 (C2¥ C291AWIFI1D70

Arabic: o)l dalll egdly oI55 Ll

Mien: Yie gorngv caux biegc hnyouv Mien waac

Russian: S roeopio 1 NoHHMalo Mo-pyCccKH

Bosnian: Ja govorim i razumijem bosanski

Other:

WRITTEN LANGUAGE NEEDS (CHECK AS APPLIES)

Please check the language you prefer to write, and want to receive written information in:

D | write, read, and understand English, and do not need special language services.

0J oooooog

O O

Spanish: Escribo, leo y comprendo espafriol
Cantonese: F &%, 7, fof&EEE

Mandarin: #e=%, %, fof&dmis

Cambodian: 1S53NS I SBWMAMANTSI
Vietnamese: Téi doc, viét va hidu duoc Tiéng Viét
Pashto: ey & ol o8l (S #iie

Tagalog: Ako ay nakakasulat, nakakabasa, at nakakaintindi ng Tagalog

godoooooaad

I would like an alternative format of communication:
|:] Large Print D Recording

D Other:

Dari: piSus ot 3 w53 (2 condsl (2 (53 0L 4 00

Farsi: pydi s drgia b 0L ool 9 pewgiis @ilods B O & e
Lao: E28)2JD, 89D, (AT (21LAWIFIDNO

Arabic: &g ya)) 23l ogdly 1,315 ST ul

Mien: Yie fiev nzangc, dogc nzange, caux biegc hnyouv Mien waac
Russian: S muury, YHTal0 H MOHHMAI0 [0-PYCCKH

Bosnian: Ja pifem, ¢itam i razumijem bosanski

Other:

I, the client, accept responsibility for the use of my own interpreter.
needed)

* (Authorization to Release Information form may be

I, the client, was offered interpretive services at no cost but declined.

I, the client, have read or had read to me in my preferred language, my rights on page 2 of this form.

Applicant/Recipient Signature

Revi

sed 10/2018

Destroy Old Stock

Alameda County Social Services Agency-Language Preference Form

Date

Form 50-85 1
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Attachment 5, Page 2

WORKER VERIFICATION OF CLIENT LANGUAGE NEEDS

The person identified above could not complete this form on his/her own. | determined this person’s language using:

(o
O

Bilingual staff:

‘Worker Name ‘Worker #

Community interpreter®:
*Authorization to Release Name Community Crggnization
Information form may be needed

I:I | Speak Chart I:I QOver the Phone Interpretation Services I:I Other*:

ET/EC/ESC/SW MName ET/EC/ESC/SW Signature Worker # Date

LANGUAGE SERVICES RIGHTS
English:

When applying for or receiving public assistance, you have the right to bilingual services—an

interpretation service at no cost to you. In addition, you may request that forms and letters in

your preferred language be used. The County must give you the forms in your preferred language

if they have been translated into that language. Otherwise, the County must interpret these

forms/letters (tell you what they say). These language services must be provided without an

unreasonable delay. If you feel you have been denied these services, you may contact the County

Civil Rights Officer at 510-907-0642, or the State Office of Civil Rights toll-free, at 1-866-741-6241.

Spanish/Espafiol:

Cuando usted presenta una solicitud para recibir asistencia publica, tiene el derecho a tener
acceso a servicios bilinglies: servicios de interpretacion gratuitos. Asimismo, también puede pedir
el uso de formularios y cartas en su idioma de preferencia. El Condado debe proporcionarle los
formularios en idioma de preferencia si éstos existe una versién traducida en ese idioma. De lo
contrario, el Condado debe interpretar estos formularios/cartas (un intérprete lee para usted lo
que dice el formulario). Estos servicios bilinglies se deben proporcionar sin demoras por motivos
gue no sean razonables. Si a usted le parece que se le han negado estos servicios, puede
comunicarlo al Funcionario de Derechos Civiles del Condado (County Civil Rights Officer) llamando
al teléfono 510-907-0642, o a la linea telefénica gratuita 1-866-741-6241 de la Oficina Estatal de
Derechos Civiles (State Office of Civil Rights).

Cantonese/ & ZE:
TERFEGEZ AR, ERRESEERS - fB M=, o ERLER
M EE RS S IRBINES. MR CRMENGES, RVELUEIE SRS eM
FiE, HH], BVEEREESA/ SN (FREERENEMRE) . WERAEEESR
BLETERrSHLE, MREESEWHEERASERT, S LTSS | 510-
907-0642HE R EMEE S, BEHTREEN, MBNEMRFAE, SE55E1-866-741-
6241,

Revised 10/2018 Alameda County Social Services :
Destroy Old Stock

\gency-Langupage Preference Form Form 50-85

Page 10 of 10



