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…
PROCEDURES
This section outlines the procedures for Part C, Chapter 17: Auxiliary Aids and Services.
F.     Translator Services
All VR Managers or their designee must:
· Keep on file a list of translators that includes each translator's name, address, phone number, and language spoken; and
· Update the list at least annually.
The VR Manager must contact TWC Procurement and Contract Services about updates to ensure that the provider list, which is available to all TWC-VR staff, stays current.
The VR Managers or their designee must also include the list in the Regional VR Workforce Area Communications Plan that TWC submits to the HHS Office for Civil Rights.
When using a translator, TWC-VR staff inform the translator and customer that information provided is kept in confidence.
Guidelines for Translator Services: When the customer has limited English proficiency, TWC-VR staff makes every effort to locate a translator who:
· Can effectively communicate in the customer's native language;
· Is impartial;
· Maintains the confidentiality of the customer's information; and
· Is acceptable to the customer.
To find appropriate translators, TWC-VR staff must ask for help from entities such as high schools, colleges, universities, the local chamber of commerce, churches, or private translation businesses that are located in areas where representatives of the customer's ethnic group can be found.
When it is not practical for the translator to meet in person with the TWC-VR staff and the customer, TWC-VR staff uses a speakerphone to communicate with the translator.
When TWC-VR purchases a service, the TWC-VR staff must ensure that the customer who has limited English proficiency is provided adequate help from:
· The service provider;
· An individual volunteer;
· A community organization; or
· Other resources.
Language Line: When a translator is not available, TWC-VR may use the Language Line telephone interpreter service.
To access the Language Line, refer to Language Services for TWC-VR Offices.
…
REVIEW
The Policy  Team, or designee, is responsible for reviewing this policy and these procedures and will update the Document History log if necessary.
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