e Island County Language Access Plan

Policy Statement

It is the policy of Island County to ensure meaningful and universal access to Island County services, programs,
and activities on the part of persons who self-identify as having limited English proficiency in compliance with
Title VI of the Civil Rights Act of 1964; 45 C.F.R. § 80 et seq.; 28 C.F.R. § 42 et seq.; and RCW Chapters 2.42
and 2.43. All personnel shall provide free language assistance services to LEP individuals whom they encounter
or whenever an LEP person requests language assistance services. All offices of Island County government will
post information for members of the public that indicate that language assistance services are available free of
charge to LEP persons and that the office will provide these services to them.

Island County defines a Limited English Proficient (LEP) person as someone who is not able to speak, read,
write, or understand the English language at a level that allows them to interact effectively with County staff. A
client maintains the right to self-identify as an LEP person, as well as the right to indicate their language of

preference.

The primary goal of the Island County’s LLanguage Access Plan around Interpretation Services is to ensure
meaningful and accurate language interpretation and translation to members of the population who are Limited
English Proficient and/or Deaf or hard of hearing, via use of trained and competent interpretets.

Purpose and Authority

In accordance with Title VI of the Civil Rights Act of 1964 and the Americans with Disabilities Act, this policy
establishes guidelines for providing language accessible setvices to individuals that are LEP and/or Deaf or
Hard of Hearing,.

Island County has prepared this Language Access Plan (LAP) for the purposes of defining the protocol and
procedures taken by the county to ensure meaningful and universal access to Island County services, programs,
and activities on the part of persons who self-identify as having limited English proficiency or preference for
materials and services in a language other than English.

Island County will review and update this LAP, on a biennial (2-year) basis, in order to ensure continued
responsiveness to community needs.



Language Assistance Procedures

1. How to determine the need for language assistance

a. Staff at the initial point of contact will conduct an assessment for the need for language assistance
using the “I speak” chart and notify the individual of the right to an interpreter at no cost. The
current U.S. Census' shows the population of non-English language proficient people, in Island
County.

* Tagalog 0.4%
* Spanish 0.3%

The most current language needs identified through current services show the following foreign or
sign languages that are most frequently used in our county:®

* Spanish ¢ Tagalog * Japanese
b. Staff members who have subsequent contact will continue to assess the need for language assistance.

e To assess the need for language assessment, staff should ask open-ended questions, and
avold asking questions that would allow for yes or no responses. For example, asking:
“how may I be of assistance?” instead of “do you need help?”

e The LEP individual may speak more than one language or may have limited proficiency
in a secondary language. Staff shall identify the primary language of the LEP individual
(using the language access chart), and work to provide language assistance in the primary
language of the individual. (See Appendix A.)

e A Deaf individual may also be LEP and not be proficient in American Sign Language.
Staff shall work to identify the primary language of the Deaf individual and provide
language assistance in the primary language of the individual. (See Appendix D)

c. The LEP individual or companion requests language access assistance.
2. Identifying Language

a. Staff shall request the individual or companion identify the language of the LEP or Deaf individual.
See the “I speak card” in Appendix A

1 Source: 2018 American Community Survey 5-vear Estimates

2 Island County Courts Language Access Plan and anecdotal information from customer setvice counter staff


https://data.census.gov/table?q=c16001&g=050XX00US53029_1400000US53029970500&tid=ACSDT5Y2018.C16001

b. Use an “I speak card” or poster to identify the primary language. The staff person should present
the “I speak card” to the customer/client.

c.  Staff may request bilingual/multilingual staff or volunteers to identify the primary language. Once the
language of proficiency has been determined, the staff person shall begin the process to initiate interpretation
services. Use in-person, video remote interpreters, or telephonic interpreters to identify the language. (See
Section 4, below.)

d. Staff should determine of the preferred mode of communication for a Deaf or Hard of Hearing individuals is
interpretation or Communication Access Realtime Translation (CART). (See Section 5, below.)

Process and Outline

Island County offers several language access services, including:

Written Translation

Definition: Translation is the written or text-based rendering of one language into a second language.
Island County’s primary goal for translation is to ensure written materials are accessible to a minimum of
90% of the target audience, including residents who have Limited English Proficiency (LEP), and to comply
with state and federal language-access regulations. Read in detail in Appendix B.

1.1. Vital Document Translation:

For the purposes of ensuring language access, “vital documents” are written documents that are essential to
effectively access programs, or for limited English proficient populations to understand programs, or both.
Examples include notices about the availability of interpreter services, legal documents (consent forms,
client rights and responsibilities, privacy notices, complaint forms, grievance policies) and client intake
forms, building directional signs, not including road signs. Vital documents will be routinely translated into
Spanish and Tagalog upon production or updating of the document.

For documents not routinely available in the requested language, a person may request to have a translated
document made available to them. Document translation shall occur during the following maximum time

limits under usual circumstances:

The turnaround time for document text translation, will be a maximum of two (2) weeks, but most
documents should be turned around within a few (3-4) business days.

Website content should be translated using online capacity of the website. When that is inadequate for
effective and accurate translation, manual translation should be completed according to a similar timeframe,
as indicated above.



2 Interpretation Access:

Definition: Interpretation is the rendering of one spoken or signed language into that of another language.
Interpreting requires fully understanding, analyzing, and processing a spoken message and then faithfully
rendering it into another spoken or signed language. Interpreters must be able to accurately convey the
meaning from one language to another in a culturally appropriate manner, mindful of the setting in which
they are rendering their services.

Plan: Island County has a defined protocol/process to ensure that people requiring interpretation can
communicate with our staff and benefit from our programs.

2.1 Telephonic Interpretation:

Definition: Telephonic interpretation means providing oral, real time spoken word translation over the
telephone.

If/when anyone who does not speak English calls an Island County office, or program, a qualified
interpreter must be contacted to provide real-time interpretation during the call. The goal of Island County
telephonic interpretation is to ensure all departmental telephonic communication with the public is
accessible to all populations and to comply with federal language access regulations. Read in detail in

Appendix C.

2.2 TTY-Based Telecommunications:

Definition: TTY-based Telecommunications Relay Services are oral-to-text, or text-to-audible translations
of language. They permit persons with a hearing or speech disability to use the telephone system via a text
telephone (TTY) or other devices to call persons with or without such disabilities.

To make using the Telecommunication Relay Service as simple as possible, you can dial 9711 to be
automatically connected to a TRS communications assistant. It's fast, functional, and free. Dialing 9711,
both voice and TTY-based TRS users can initiate a call from any telephone, anywhere in the United States,

without having to remember and dial a ten-digit access number. See appendix D for more information.
Definitions:

a.  Limited English Proficient individual means any individual whose primary language is not English, and bas limited
or no ability to speak, understand, read, or write English.

b.  Interpretation is the process of orally rendering a spoken or signed communication from one language into another
langnage.

¢.  Primary language means the langnage that an individnal communicates most effectively in.



Translation is converting written text from one language into written text in another language. ‘I'ranslation’ is often

misused to mean interpretation, but it is a written medinm.

A qualified interpreter or translator is a trained professional who is a neutral third party with the requisite langnage
skills, excperienced in interpretation or translation techniques, and knowledgeable in specialized content areas and
technical terminology in order to effectively facilitate commmunication between two or more parties who do not share a

common langnage.

Simultaneons interpretation is the process of orally rendering one langnage into another langnage virtually at the same
time that the speaker is speaking with only a very short lag time.

g Consecutive interpretation is the process of orally rendering one langnage into another langnage after the speaker has
completed a statement or question and pauses. The interpreter then renders that statement into the other language.
h. Viital Documents are any materials that are essential to an individual’s ability to access services provided by the
organization or are required by law.
Staff Compliance

3.1

Training

Staff will receive training on the content of the language access policy; how to identify the need for language

access services; working with an LEP and Deaf and hearing-impaired individuals; providing language-

accessible service in a culturally sensitive manner; working with an interpreter; and interpretation best

practices.

Training efforts will include initial staff training on the requirements of the current Language Access Plan

provided by the county. Annual training for existing county personnel that provides a refresher, as well as

addresses any revisions made to the Plan, will be provided through Human Resources.

3.2

1.

Monitoring and Assessment

Supervisors shall be responsible for monitoring compliance with the County's language access

policy.

The Communication Manager shall collect information on language use and need, including: primary
language of clients; use and language of interpretation services; distribution of translated documents;
frequency of contact with LEP or Deaf individuals seeking services; and referrals of LEP or Deaf
individuals and the language of the referred LEP or Deaf individual.

The Board of County Commissioners shall conduct a review every two years on the effectiveness of

the language access policy and make changes as needed.



Grievance Process

A grievance regarding the denial of language-accessible services, or regarding the quality of language-
accessible services, including interpreters or translated materials, may be made in person, or in writing.

See Appendix E for grievance instructions and form.

The grievance should specify the date, individuals involved, and the nature of the client (i.e., the interpreter
was summarizing, or an LEP individual or Deaf individual was denied services because they did not bring
their own interpreter).

All grievances will be directed to the County Administrator.

The County Administrator will coordinate with the Department Head and HR/GSA Ditector. Customers

will be notified of the outcome within 30 days upon receipt of the grievance form.
Staff will notify LEP individuals of the grievance process upon request.

The grievance process will be included in the posted notification of the right to an interpreter.

Interpreter and Translator Code of Ethics

It is crucial for interpreters to follow the code of conduct, if you at any time feel these codes are not being
adhered to please address your concerns to the Department Director, responsible elected Official, or
County Administrator.

Access to an interpreter will be provided through the selected service provider. After the service provider is
selected, there will be training, and instructional information provided.

Accuracy

Source-langnage speech should be faithfully rendered into the target langnage by conserving all the elements of the original
message while accommodating the syntactic and semantic patterns of the target langnage. The rendition should sound natural in
the target langnage, and there should be no distortion of the original message throngh addition or omission, explanation or
paraphrasing. Al hedges, false starts and repetitions should be conveyed; also, English words mixed into the other language
should be retained, as should culturally-bound terms which have no direct equivalent in English, or which may have more than
one meaning. The register, style and tone of the source langnage should be conserved. Guessing should be avoided. Interpreters
who do not hear or understand what a speaker has said should seek clarification. Interpreter errors should be corrected as soon
as possible.

Impartiality and Conflicts of Interest

Interpreters and translators are to remain impartial and neutral in proceedings where they serve, and must maintain the
appearance of impartiality and nentrality, avoiding unnecessary contact with the parties. Interpreters and translators shall
abstain from comment on matters in which they serve. Any real or potential conflict of interest shall be immediately disclosed to

all parties as soon as the interpreter or translator becomes aware of such conflict of interest.



3. Confidentiality

Privileged or confidential information acquired in the conrse of interpreting or preparing a translation shall not be disclosed by
the interpreter without authorization.

4. Limitations of Practice

Interpreters and translators shall limit their participation in those matters in which they serve to interpreting and translating

and shall not give adpice to the parties or otherwise engage in activities that can be construed as the practice of law.
5. Protocol and Demeanor

Interpreters shall conduct themselves in a manner consistent with the standards and protocol of the National Association of
Judiciary Interpreters and Translators and shall perform their duties as unobtrusively as possible. Interpreters are to use the
same grammatical person as the speaker. When it becomes necessary to assume a primary role in the communication, they must

make it clear that they are speaking for themselves.
6. Maintenance and Improvement of Skills and Knowledge

Interpreters and translators shall strive to maintain and improve their interpreting and translation skills and knowledge.
7. Accurate Representation of Credentials

Interpreters and translators shall accurately represent their certifications, accreditations, training, and pertinent experience.
8. Impediments to Compliance

Interpreters and translators shall bring to the county’s attention any circumstance or condition that impedes full compliance with
any Canon of this Code, including interpreter fatigne, inability to hear, or inadequate knowledge of specialized terminology, and

miust decline assignments under conditions that matke such compliance patently impossible.

National Association of Judiciary Interpreters & Translators, Code of Ethics and Professional Responsibilities.
Available at www.najit.org/about/NAJITCodeofEthicsFINAL.pdf.



www.najit.org/about/NAJITCodeofEthicsFINAL.pdf.

Appendix A

Your Right to an Interpreter

called. Please wait.

You have the right to an interpreter at no cost to you.
Please point to your language. An interpreter will be

Albanian

Shqip

Keni té drejtén pér pérkthyes falas gjaté vizités
mijeksore. Ju lutem tregoni me gisht gjuhén qé flisni.
Ju lutem prisni, do t’ju gjejmé njé pérkthyes pér
viziten mjekésore.
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Cape Verdean Creole

Criolu di Cabu Verdi

Nhos tem direito a um intérprete
gratufto di nhos lingua. Mostra qual qui
nhos lingua pa n6é podi tchoma
intérprete. Nhos aguarda um momento,
por favor.
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French
Francais

Vous avez droit gratuitement aux services d’un
interprete. Veuillez indiquer votre langue. Nous allons
contacter un interprete. Veuillez patienter si’il vous
plait!

German

Deutsch

Sie haben kostenlosen Anspruch auf eine/n
Dolmetscher/in. Bitte deuten Sie auf Thre
Sprache. Ein/e Dolmetscher/in witd getufen.
Bitte warten Sie.

Greek

EAAnvina

Eivou Suaiwpd oug vo yonotponotoete
Steppnven ywolg napior YONUKTIH
entBdovvon. Tag nouEaxaAoLUE,
vrodetéte ] yAwooo mov pkate. Ao
eLOTOLY|COVIE EVaL SLEQUNVEX.
TTapanoke nepipévete.

Haitian Creole
Kreyol Ayisyen
Ou gen dwa a yon entepret gratis. Tanpri montre nou

lang pa w la. N ap rélé yon entépret pou ou. Tanpri ret
tann.

Hebrew
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Hmong

Hmoob

Koj muaj cai txais kev pab txhais lus dawb tsis them
nyiaj. Thov taw tes rau koj hom lus nov. Mam hu tus
txhais lus. Thov nyob tos.

Ltalian

Italiano

Avete diritto ad un interprete. 1l servizio ¢
gratuito. Indicate la vostra lingua e attendete;
un interprete sara chiamato al piu presto.

Japanese
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Polish

Jezyk Polski

Macie prawo do korzystania z ustug polskiego
tlumacza. Usluga ta jest na nasz koszt. Prosze
wskazaé swoj jezyk. Prosze czekad. Laczymy z
tlumaczem.

Portuguese

Portugués

Vocé tem o direito a um intérprete de
graca. Por favor aponte para a lingua
que vocé fala. Um intérprete sera
chamado. Por favor espere.

Russian
Pycckuit

Ber mmeerte mpaBo Ha yeayru HGecriaaTHOTO
IIEPEBOAUHKA. YKAKHUTE, ITOKAAYHCTA, Ha Bant A3bIk.
ITepeBoaunk Oyaer BoIsBan. [loxaayiicra,
ITOAOKAHUTE.

Serbo-Croatian

Stpsko-Hrvatski jezik

Vi imate pravo na besplatnog prevodioca.
Molimo vas da pokazete na vas govorni jezik.
Prevodilac ce biti pozvan. Hvala i molimo vas
da sacekate.

Somali

Soomaali

Waxaad xaq u leedahay in tarjumaan
lacag 1a’aan ah laguugu yeero. Fadlan
farta ku fiiq luqaddaada. Tarjumaan
ayaa laguugu wacayaa. Ee fadlan sug]

Spanish
Espafiol
Usted tiene derecho a un intérprete gratis. Por favor,

sefiale su idioma y llamaremos a un intérprete. Por
favor, espere.

Swahili
Swahili

Ni haki yako kuwa na mtafsiri bila malipo

yoyote. Tafadhali chagua lugha yako kati ya hizi.

Mtafsiri ataitwa. Tafadhali ngoja.

Tagalog

Tagalog

Ikaw ay may karapatan na magkaroon
ng tagapagsalin na walang bayad. Ituro
ang iyong wika. Ang tagapagsalin ay
tatawagin. Maghintay.

Thai
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Ukrainian

YkpaiHbcka

V Bac € mpaBo Ha GE3IIAATHOTO IIEPEKAAAATA.
Byap Aacka, Bkakite Ha Bary Moy, i Bam
IIOKAHMYYTh IIepeKAasada. [Todekaiite, OyAb
AACKA.

Urdu
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Vietnamese

Tiéng Viét

Quy vi ¢6 quyen duwgc mot thong dich vién mién phi.
Xin chi vao ngon ngit clia quy vi. Ching t6i sé& goi
moOt thong dich vién. Vui 16 ng cho trong gidy lat.




Island County
@ Language Identification Guide

Your Right to an Interpreter Point to your language. An interpreter will be called. The int inimaren 7
is provided at no cost to vou.

Language Translation

If you have difficulty understanding English or have a disability, free language

English assistance or other aids and services are available upon request. Please call:
. Nése nuk e kuptoni gjuhén angleze ose keni aftési té kufizuara, sipas kérkesés shérbimi gjuhésor ose ndihma
Albanian dhe shérbime té tjera do t’ju ofrohen pa pagesé. Ju lutemi telefononi:
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Gt nnip ndjupnipjuip tip hwujuinid wbgitiptip jud niitip hwydwinudni pynch, winGup
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wwhwbgh: fulinpnid Gip quiiquhwpty httmbiyuw htinwhimuwhwdiwnpny

M N RLTAG JRATO IR T WM (M A JATO SEFN R0 ACPA, OI=(A
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. Ako imate poteskoca s razumijevanjem engleskog jezika ili ako imate invalidnost, besplatna jezicka pomo¢ ili
Bosnian druge vrste pomodi i usluge vam stoje na raspolaganju na zahtjev. Molimo vas nazovite:
Q)é G @é (S)C\o)(C) ®00’.)°(To.) Sl{aV) 508 S(TS 5 o(;]OO OS@()’.)O’S BODCQ')ES"Q UJOSS § ’]0'.)
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Chinese § MRGERIEAEENARE  dJNBREHRRFREBSEENEMFEBARSS - B2

Chinese TR MRGERAFZERAUIERAR INBKEHRERS EINEMENRS - FHE

Ako imate poteskoca s razumijevanjem engleskog ili imate invaliditet, besplatna jezi¢na pomoc¢ ili druga

Croatian pomagala i usluge dostupni su na zahtjev. Molimo vas da nazovete:
Dai g leiSinds 9 SS9 u&b AL Gr~CSeS cutilim 2 olan b 9 duyls S (ol Odnagd 53 lads 43
52 0 S Jloygs b Bl 013 Lok (Sl ol 33
Farsi »obas sl S ol b lome Oyguar (L5 S S el j2le OT )3 31 b duglgo JSine b a1 0L S)a 31 S
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French Sivous avez des difficultés a comprendre I'anglais ou si vous souffrez d’un handicap, une assistance

linguistique gratuite ou d’autres aides et services sont disponibles sur demande. Veuillez appeler :

Si ou gen difikilte pou konprann anglé oswa ou gen yon andikap, asistans lengwistik gratis oswa lot ¢d ak sevis

French Creole disponib sou demann. Tanpri rele:

Edwv éyete Svonohio 6Ty xatovdNon Twy ayyAtmey 7] eyete avamyela, Statifeton Swpedv yAwootny) cuvdpoun 1

Greek o BonOnpata o vIyEeoieg xatOTY aTNUatos. Tniegwviote:




Gujarathi

oS dHa WA UHAAIH Y256 uSdl Slu Heudl dil M €y, dl (deidl sAIHi Alddi Hsd HINL
USIY HAd| M Hee Wl Adlx) Gudod 8. sul s31a slel 52U

Haitian-Creole

Si ou gen difikilte pou konprann anglé oswa ou gen yon andikap, asistans lengwistik gratis oswa lot ¢d ak sevis
disponib sou demann. Tanprti rele:

N77 DIMT I 0NNR DMN'YIEDNTY IR N9WA VYID ;NI%231IN DY DTN |2 NNN OX IN NNV N1 'WIp 17 W DX

Hebrew
AWPNN? K. NWpa A %y NIvY
indi mwmwﬁmm%mmaw% dl 3R DA TR G HINT YT AT 3=
Heg 3R AT JUAH § | FUIT Hid BY:
Yog tias koj tsis nkag siab Lus Askiv los sis muaj kev xiam oob ghab, muaj kev pab txhais lus dawb los sis Iwm
Hmong yam kev pab thiab cov kev pab cuam thaum thov txog. Thov hu rau:
1oh O buru na i nwee nsogbu n’ighota asusu Bekee maobu nwee 0rusi, e nwere ohere enyemaka asusu, oru
gho enyemaka ndi 020 dikwa ma i ch0o. Biko kpoo:
No dimo unay maawatan ti Ingles wenno adda disabilidadmo, masindadaan no rekuestaen ti libre a tulong iti
Ilokano dadd Qi 5 1e
pagsasao wenno dadduma pay a tulong ken serbisio. Maidawat a tawagan ti:
. Se avete difficolta con la lingua inglese o una disabilita, potete richiedere gratuitamente assistenza linguistica o
Ttalian ulteriori supporti e servizi. Contattare:
Beiv taux meih buangh taux hoc dauh mv haih gorngv ang gitv waac a'fai wuaaic fangx mienh, se maaih leiz
Tu Mien wang-henh nzie faan waac bub muangx a'fai da'nyeic diuc tengx nzie aengx caux nzie weih jauv-louc bun gan

dungh tov daaih nyei waac. Daaix luic douc waac lorx taux:

Jamaican Creole

If yuh a have problem fi undastan english ar if yuh disable, wi have free langwidge assistance and adda ways an
service deh yah just requess it. just call mi

AN LAY, BEELFHLOBEICEK. CEEICKIYENOSEIIETREZOMD
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QO1HO1HI31A VST 0PII132BI$DCOL. GVALM:-
(U SIOLAEN SAIUCHASEMIWLA HEIS U UESOmIsn
Khmer SSWINAMNIENWSNSSSIY USSWSHIUNAYINHIS)SHGIFNCSINUESMIE oY
ggIiunisiuue:
. FOE Ol3liStAl = O] 012 = 0| UL FOH7 A= 8%, RESHAIE 7= 20| X[/ £= 7|&
ore¢an
X @ S MB[AE 0|80t &= UG LICE Tetol FHA|L
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Appendix: B

Written Translation

Definition: Translation is the written or text-based rendering of one language into a second language.
Island County’s primary goal for translation is to ensure written materials are accessible to a minimum of
90% of the target audience, including residents who have Limited English Proficiency (LEP), and to comply

with state and federal language-access regulations.

Plan: Departments will identify, translate and make accessible in vatious formats, including print and
electronic media, vital documents in languages other than English. Determination of vital documents for
translation is done within the Commissioner’s Office. In most cases, vital documents are at 2 minimum
translated into Tagalog and Spanish the second most common language in the County.

When determining translation languages there are four factors that are in play for
prioritizing languages:
(1) The number or proportion of LEP persons eligible to be served or likely to be encountered by
the program or issue;
(2) The frequency or likelihood that LEP individuals will come in contact with or be impacted
by the program or issue;
(3) The nature and importance of the program or issue to people’s lives; and
(4) The resources available.

All translation projects are executed under the direction of the Communications Manager. Translation
guidelines are followed by all Island County public-facing Departments such as the Department of Health,
Human Services, Planning, Public Works, and applied to all County-sponsored print materials, including but
not limited to:

*  Brochutres * Consent forms * Fact sheets
* Flyers * Posters * Data Briefs

* DPress releases * Surveys *  Other forms
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Appendix C

Telephonic Interpretation

Definition: If/when anyone who does not speak English calls an Island County office, or program, a

qualified interpreter must be contacted to provide real-time interpretation during the call. The goal of Island

County telephonic interpretation is to ensure all departmental telephonic communication with the public is

accessible to all populations and to comply with federal language access regulations.

Plan: To ensure that telephonic interaction with the public is accessible to all residents, regardless of their

ability to speak English.

To establish an account with the recommended TIS services provider follow the

steps below:

Include costs for telephonic interpreter services in their budget plans to the best of your knowledge

and anticipation of usage.

Open a TIS account with the selected service provider.
Train staff on TIS procedures

Include TIS availability on print materials

Attend periodic refresher training

Any Island County staff person who answers the telephone will be trained and

expected to access instant telephonic interpreter services (TIS), as needed, by

following this simple protocol:

Hand one of the double handsets to the customer or place the caller on hold.

Call the TIS provider and state your departments account name and access number

Ask for the language you need (if you know it) and they will connect you to an interpreter
When you have the interpreter, conference with the caller or start the conversation

If you don’t know which language is needed, refer to the I Speak chart

These services will be made readily available to non-English speaking residents of Island County.

NOTE: Department programs that receive a high call volume from the public are required to set up a TIS account or

contract with the county-approved provider. Contact information for the service provider chosen by the BOCC will

be in the approved LAP with further instructions.



Appendix D

711 for Telecommunications Relay Service

TTY-based Telecommunications Relay Services permit persons with a hearing or speech disability to use the
telephone system via a text telephone (TTY) or other device to call persons with or without such disabilities.

To make using TRS as simple as possible, you can dial 9711 to be automatically connected to a TRS
communications assistant. It's fast, functional and free. Dialing 9711, both voice and TTY-based TRS users can
initiate a call from any telephone, anywhere in the United States, without having to remember and dial a ten-digit
access number.

Dial 711 Using Private Branch Exchanges and VoIP

FCC rules require all telephone companies that operate private branch exchanges (PBXs) - a private telephone
system within an organization - to implement three-digit 9711 dialing for access to TRS. This includes wireline,
wireless and payphone providers. PBX operators are required to modify their equipment to enable 9711 dialing to
ensure everyone has easy access to TRS.

Callers from locations served by PBXs may be required to dial 9 or another prefix before entering the 9711 code or
placing an outside call.

Providers of interconnected Voice over Internet Protocol (VoIP) service also must offer 9711 dialing service.

911 Calls

The Americans with Disabilities Act requires that people with disabilities who use TTYs or other devices have

direct, equal access to emergency response services. In the event of an emergency, TTY users should call 911
directly and not make a TTY-based TRS call via 711.

Other Forms of TRS

9711 dialing access does not work for Video Relay Service (VRS), Internet Protocol Relay (IP Relay), or IP
Captioned Telephone Service (IP CTS) calls, because such calls are initiated through the Internet. Individuals calling
a VRS, IP Relay, or IP CTS user should call their party directly, and a communications assistant will be
automatically connected to the call.

9711 dialing access also does not work for Captioned Telephone Service (CTS). Individuals calling a two-line CTS
user should call their party directly. Individuals calling a one-line CTS user will need to dial a toll-free CTS number
before connecting to the user.

More information on TRS
For more information about the various types of TRS, see the FCC's consumer guide
www.fcc.cov/guides/telecommunications-relay-service-trs

or visit the website of our Disability Rights Office www.fcc.gov/accessibility
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Filing a Complaint

You have multiple options for filing a complaint with the FCC:

* File a complaint online at https://consumercomplaints.fcc.gov

* By phone: 1-888-CALL-FCC (1-888-225-5322); TTY: 1-888-TELL-FCC (1-888-835-5322); ASL: 1-844-432-2275
* By mail (please include your name, address, contact information and as much detail about your complaint as

possible):

Federal Communications Commission
Consumer and Governmental Affairs Bureau
Consumer Inquiries and Complaints Division
45 L Street NE

Washington, DC 20554

Alternate formats
To request this article in an alternate format - braille, large print, Word or text document or audio - write or call us
at the address or phone number at the bottom of the page or send an email to fcc504@fcc.gov.

Last Reviewed: 10/05/21

Federal Communications Commission * Consumer and Governmental Affairs Bureau
45 L Street NE, Washington, DC 20554

1-888-CALL-FCC (1-888-225-5322) - TTY: 1-888-TELL-FCC (1-888-835-5322)

www.fcc.cov/consumer-covernmental-affairs-bureau
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Appendix E

Island County
et Language Access Plan
LAP Grievance Form

LAP Grievance Form Instructions

If you feel you did not receive appropriate interpreter services at an Island County office, you may submit a

y y - Approp pret ~O1 > Y y
grievance to the County Administrator’s office. Grievances must be filed within 60 days of the alleged occurrence,
must be in writing, and must be signed.

Within 30 days of receiving the grievance, the County Administrator’s office will investigate the grievance and
inform the petitioner of the outcome of the investigation. The grievance must include the following information:

1. Name and contact information of the petitioner or their designee. If a designee is named, please indicate if
the response should go to the petitioner, the designee, or both.

2. A clear and brief description of the grievance, including date(s) and time(s) of the occurrence(s). The
description should include relevant facts that support the grievance that the county did not provide language
access services;

3. If possible, the grievance should identify the section(s) of the County’s Language Access Plan, alleged to
have been violated.

The grievance may be submitted by mail or email.

By Mail: By Email: countyadministration@islandcountywa.gov
County Administrator

1 NE 7" St

Coupeville, WA 98239



Island County
Language Access Plan

LAP Grievance Form

Petitioner Name

Designee Name (if applicable):

Designee Relationship to Petitioner (if applicable):
Please contact (mark one): Petitioner Designee

Contact Address:

Phone: Email:

Detailed description of specific grievance: (Include all known details such as date(s), location(s), circumstance(s),
person(s) involved, witness(es), etc. Use additional paper, if necessary. Attach any other information you believe is
pertinent.)

Remedy requested: (Use additional paper, if necessary.)

Signature Date




