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INTAKE PROCEDURES
Serving Limited English Proficient People who walk-in for services
When serving walk-ins, the goal is to provide the same services, information and referrals as we would provide
to the English-speaking public. This is true whether the walk-in ultimately turns out to be eligible for our
services or not. When in doubt, ask yourself what services, information or referrals you would provide to an
English speaking person in the same situation. Then make sure the Limited English Proficient person gets
that same service, information or referrals.

PROCEDURE FOR SERVING LIMITED ENGLISH PROFICIENT WALK-INS:
1. Determine whether the person is limited English proficient. If a person speaks English less than very
well, consider him or her limited English proficient. Even if the person knows some English, this does
not mean he or she can understand enough to receive the full benefit of our services, information or
referrals without help from an interpreter. If the person is limited English proficient, go to Step 2.
2. Identify the person's language. The limited English proficient person may be able to tell you the name
of his or her language. If not, take the limited English proficient person over to the "Language
Identification" center that is posted in the office's reception area. Have the person look through the
language charts posted, and see if he or she is able to point to his or her language. If the person
cannot find his or her language on the list, or cannot read, contact the Office Manager (see Appendix
G). The Office manager will ask a member of the secretarial staff to call our telephone interpreting
service; the Language Line at 1-877-245-0386. Provide the representative with the 6-digit Client ID#
702844, the company name (NLS), and the Buffalo Office Code #1. If you are calling from the
Niagara Falls office, use Code #2 and if you are calling from the Batavia office, use Code #3. Then
enter your personal code, which is your 3 digit telephone extension number. (See “Appendix C” for
more detailed instructions for use of the Language Line).
Provide the representative with the language needed, or the operator will help you determine what the
person's language is. Brief the Interpreter and then add the limited English speaker to the line.
Although no prior authorization is needed, each time you utilize the language line, provide
Administration with the “Language Line Form” for billing purposes (See “Appendix D”).
In addition, there are several “apps” that can help with translation for initial screening only. For
instance, Google Translate can provide both oral and written translation in many languages for which
we may or may not have in-house expertise. If you do not have a smart phone, contact the LEP
liaisons for assistance (See “Appendix G”).
If the walk-in is deaf, you may write a note explaining that we do not have sign interpreters in the office
and ask why they are at our office. Remember that the Deaf do not speak English, but rather use
American Sign Language. If you need assistance you can contact the Disability Liaison. (See
“Appendix G”)
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3. Provide in-house or telephone interpreting services immediately to determine why the person has
visited the office. If there is an in-house receptionist who is a language speaker for the person's
language, make use of that speaker in-person or by telephone. If the bilingual receptionist is
unavailable, the front desk receptionist will contact bilingual staff for availability for walk-ins (See
“Appendix B”). If bilingual staff is unavailable, contact the Office Manager will access secretarial staff
to call the Language Line. When one uses the telephone, make sure that the client's privacy is
adequately protected by going into an office and closing the door if necessary. Use the Language
Line at 1-877-245-0386. Provide the representative with the 6-digit Client ID# 702844, the company
name (NLS), and the Office Code number. Then enter your personal code, which is your 3 digit
telephone extension number. You will be connected with an interpreter within a few minutes. Put the
interpreter on speakerphone.
4. Using the interpreter, determine what level of services, information or referrals we can provide. If we
cannot accept the client's case because of LSC restrictions, office priorities or any other reason,
explain this to the client using the interpreter. Use the interpreter to provide the client with the same
information or referrals that you would provide to an English-speaking walk-in.
5. If the person is accepted for services, use the interpreter to help the client fill out the intake information
form and schedule a follow-up appointment with a unit screener or an advocate. If the client will
receive an in-person appointment with an advocate, schedule an appointment with the appropriate inhouse staff, or if unavailable, an approved local interpreting service to schedule an interpreter to be
present at the appointment (See list of in-house availability and community interpreters in “Appendix
B”). If the client needs emergency services, use the telephone interpreter to help you provide the
services.
6. Some clients may speak a rare language for which no approved interpreters are available in the
community. If this is the case, the advocate should use the telephone interpreting service at the
appointment, putting the interpreter on speakerphone.

IMPORTANT NOTE: Untrained interpreters, such as family members, friends and caseworkers, should not be used. If the
client insists on using the untrained interpreter, note this in the client’s file. Under no circumstances may a person under
age 18 serve as an interpreter, even if the client insists (unless it is for something as routine as scheduling an appointment).
Inform the client that for liability purposes, it is our agency policy not to use child interpreters. Interpreters not on the
approved list must submit credentials and training background to the Executive Director and receive approval before being
used.
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INTAKE PROCEDURES
Serving limited English proficient people who call-in for services (Screening)
When serving call-ins, the goal is to provide the same services, information and referrals as we would provide
to the English-speaking public, in the same amount of time if at all possible. This is true whether the call-in
ultimately turns out to be eligible for our services or not. When in doubt, ask yourself what services,
information or referrals you would provide to an English-speaking person in the same situation. Then make
sure the Limited English Proficient person gets that same service, information or referrals.

PROCEDURE FOR SERVING LIMITED ENGLISH PROFICIENT CALL-INS:
1. Determine whether the person is limited English proficient. If a person speaks English less than very
well, consider him or her limited English proficient. Even if the person knows some English, this does
not mean he or she can understand enough to receive the full benefit of our services, information or
referrals without help from an interpreter. Do not tell the limited English Proficient person to call back
at a later time. If the person is Limited English Proficient, go to Step 2.
2. Identify the person's language. The limited English proficient person may be able to tell you the name
of his or her language. If not, ask the caller to hold for an interpreter. Try to get a callback number first
in case you lose the call. Put the caller on hold and access the Office Manager. The Office Manager
will access the secretarial staff who will call our telephone interpreting service; the Language Line at
1-877-245-0386, enter our access code, 702844, your office code, and your three digit telephone
extension. If you are away from your desk when you use the Language Line, enter your own
extension, not the extension of the telephone you are using.
If your client is deaf, you can use our TTY number or utilize a Relay call. The TTY number is (716)
847-1322
3. Conference the client back in using the conference feature on your phone. The operator will help you
determine what the person's language is.
Provide telephone interpreting services immediately to determine why the person has called the office.
If there is an in-house receptionist who is a language speaker for the person's language, make use of
that speaker by telephone. If the bilingual receptionist is currently unavailable, and the caller speaks
Spanish, leave a message in the bilingual receptionist’s voice mail at extension 211. If the bilingual
receptionist is not going to be available that same day, then the front desk receptionist will contact the
Office Manager who will access a member of the secretarial staff to use the Language Line. If the
Office Manager is not available, contact a member of the Back-Up support staff. (See “Appendix G”)
4. Using the interpreter, determine what level of services, information or referrals we can provide. If we
cannot accept the client's case because of LSC restrictions, office priorities, or any other reason,
explain this to the client using the interpreter. Use the interpreter to provide the client with the same
information or referrals that you would provide to an English-speaking walk-in. If you mail out
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brochures, make sure they are in the person’s language (if available). If not, English brochures should
be accompanied by a multilingual insert explaining the right to have the brochure read to the person in
his or her native language (See “Appendix F”).
5. If the person is accepted for services, use the interpreter to help the client fill out the intake information
form and schedule a follow-up appointment with a screener or an advocate. If the client is screened
and is to be called back, the secretarial staff will send the referral to the unit screener or advocate. If
the client will receive an in-person appointment with an advocate, the advocate will schedule an
appointment with the appropriate in-house interpreter or approved local interpreting service to
schedule an interpreter to be present at the appointment (See list of in-house and community
interpreters and their availability in “Appendix B”). If the client needs emergency services, use the
telephone interpreter to help you provide the services.
6. Some clients may speak a rare language for which no approved interpreters are available in the
community. If this is the case, the advocate should use the telephone interpreting service at the
appointment.
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GUIDELINES FOR ADVOCATES
Verbal Communications with Clients
Limited English proficient clients need approved interpreters at initial appointments, follow-up appointments,
hearing preps, and any other point at which they communicate verbally with an advocate. The goal is to
ensure that a limited English proficient client can understand every aspect of the representation, just as an
English-speaking client would.

VERBAL COMMUNICATION PROCEDURES:
1. Face-to-face appointments are best, if at all possible. Make sure an approved interpreter is available
to the client at all appointments. Always try to use the bilingual speaker in your unit before accessing
other in-house bilingual staff or approved outside interpreters. If no one in your unit is available,
access the list of bilingual staff in “Appendix B”. If no bilingual staff is available, or there is no in-house
expertise, contact an outside vendor for interpretation services. All interpreters other than in-house
staff must sign a confidentiality agreement and clients must sign a waiver form (See “Appendix E”).
Keep both the signed copies in the client’s file. No prior approval is necessary. Make sure you use
the language line/interpreter form found in “Appendix D” for billing purposes.
2. Some clients may speak a rare language for which no approved interpreters are available in the
community. If this is the case, the advocate should use the telephone interpreting service (Language
Line) at the appointment, putting the interpreter on speakerphone.
It may be less expensive for advocates in offices with fewer local interpreting resources (e.g., Niagara
Falls and Batavia) to meet face-to-face with the client. If possible, have one of the approved local
interpreters in the Buffalo office interpret over speakerphone or translate a letter if your in-house
translator is unavailable.
3. For short telephone contacts with a client, such as to schedule an appointment or to give advice and
counsel only, call one of our in-house interpreters or if one is not available, call our telephone
interpreting service.

IMPORTANT NOTE: Untrained interpreters, such as family members, friends and caseworkers, may not be used. If the client
insists on using the untrained interpreter, note this in the client’s file. Under no circumstances may a person under age 18 serve
as an interpreter, even if the client insists (unless it is for a routine matter such as scheduling an appointment). Inform the client
that for liability purposes, it is our agency policy not to use child interpreters.
Interpreters not on the approved list must submit credentials and training background to the Executive Director and receive
approval before being used.
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GUIDELINES FOR ADVOCATES
WRITTEN COMMUNICATION WITH CLIENTS
As with verbal communications with clients, it is important to ensure that limited English proficient clients
understand all information contained in our written correspondence. We cannot send limited English proficient
clients’ letters in English and expect them to get help translating them on their own.

PROCEDURES FOR CORRESPONDING WITH LIMITED ENGLISH PROFICIENT CLIENTS IN
WRITING:
1. Contact your unit secretary to have correspondence translated into your client’s language. If there is
bilingual staff available in your unit to translate the document, the unit secretary should email the
document to be translated in "Word" to available unit bilingual staff (See “Appendix B”). After the
bilingual staff member translates the document, s/he should email a copy of both the English and the
translated document in "Word" to the list of approved proofreaders (See “Appendix B”).
2. If there is no bilingual unit staff member available, refer to “Appendix B” for a comprehensive list of
bilingual staff and their availability. If no in-house bilingual staff is available or there is no expertise inhouse to translate a document, the unit secretary should email a copy of the correspondence to an
approved outside translation service (See “Appendix B”). In addition, forward the request to the Office
Manager in the Buffalo office for payment (See “Appendix D”). No prior approval is necessary.
Remember to retain and include a copy of the English and translated version of the document in the
client’s file.
3. If the language in question has no written form, or if the letter will be very detailed and/or case
specific, you may want to meet with the client face-to-face or over the phone rather than sending a
letter. Make sure to document the content of the meeting in the client’s file. If you have any doubts
about how to proceed, contact your Supervising Attorney and/or the LEP Contact Person (See
“Appendix G” for list of NLS/LEP liaisons).

IMPORTANT NOTE: Do not send limited English proficient clients questionnaires (e.g., DAP Questionnaires, Divorce
Questionnaires) to complete on their own. Instead, help the client complete the questionnaire at a face-to-face appointment
with an approved interpreter, or over the phone using the telephone interpreting service.
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APPENDICES
Appendix “A”:

Bilingual staff and approved outside vendors for oral interpretation purposes (callins/screenings)

In-house Bilingual Staff

Name

Phone #

Extension

Buffalo Office

Eva Perez

847-0650

210 or 211

Niagara Falls Office

Rosemary Estronza

884-0135

2208

Outside Vendors for Screenings

Name

Phone #

Email

Language Line
International Institute
264 Delaware Avenue
Buffalo, New York 14209

1-877-245-0386
Rima Abdellatif

883-1900 Ext. 309

rabdellatif@iibuff.org
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Appendix “B”:

Bilingual staff and approved outside vendors for walk-ins, written translations, and
proofreading. Always make it a priority to utilize bilingual speakers from your unit for

translation purposes. If your unit bilingual speaker is not available, utilize other in-house
bilingual staff identified in the chart below. If there is no one available or no in-house
expertise, use an outside vendor.
Outside Vendors for Written Translation

Name

Phone #

Email

Verbatim Solutions

Rossanne Lundberg

1-800-573-5702

rossanne@verbatimsolutions.com

International Institute
264 Delaware Avenue
Buffalo, New York 14209

Rima Abdellatif

883-1900
Ext. 309

rabdellatif@iibuff.org

*All letters drafted in-house must first be proofread by another bilingual staff member and then returned to the
unit secretary. Bilingual drafters will be responsible to send a copy of their translated document to the
proofreaders below via email. The English and translated document should be attached to the email. Once the
proofreading is completed, the proofreader should email the document to the unit secretary to be mailed to the
client.

*Spanish translation should be done in-house and can be drafted by bilingual staff and should not be sent to an
outside vendor.
In-house Bilingual Staff & Availability
Unit

Language

Email/Availability

Ext.

aparna@nls.org
Check for Availability

Ext. 215

Aparna Balakrishnan

Family

Hindi
Malayalam

Amy Bushberg

Family

Spanish

Simone Hicks

Public Benefits

French

Diana Martinez

Public Benefits
Housing

Spanish
French

Elizabeth Padgett

Public Benefits
Housing

Spanish

Eva Perez

Reception

Spanish

Marta Santiago

WIPA, Bond and
Promise

Spanish

Wallace Wiens

Family

German

abushberg@nls.org
Available for Family and DAP. Check availability
for walk-ins, and proofreading for other units
shicks@nls.org
Check for Availability
dmartinez@nls.org
Available on Fridays for appointments. Check
availability for translations, walk-ins, and
proofreading for other units
epadgett@nls.org
Availability on Tuesday mornings for
appointments. Check availability for translation,
walk-ins and proofreading for other units.
eperez@nls.org
Check availability for all units
msantiago@nls.org
Availability for WIPA, Bond, Promise Clients.
Check availability for walk-ins and proofreading
wwiens@nls.org
Check availability for all units

Ext. 230
Ext. 245
Ext. 251

Ext. 267
Ext. 210
Ext. 240
Ext. 252
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APPENDICES
Appendix “C”: Instructions for use of the Language Line
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APPENDICES
Appendix “D”:

Administrative Language Line Form/Interpreter Request Form

Please submit Language Line Form to Sherry Sczepczenski at ssczepczenski@nls.org. Copies of these
forms are available on the NLS website. If no bilingual staff is available, the unit secretary will email a
copy of the correspondence to an outside vendor listed in “Appendix B” and copy to Sandy Fudala at
sfudala@nls.org for billing purposes. Make sure to tell her the client’s first and last name, the reference
number (provided by the outside vendor), and the appropriate funder (e.g., LSC, IOLA, VAWA etc.).
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Appendix “E”:

Interpreter Confidentiality Agreement and Client Waiver Forms
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Appendix “F”:

Multilingual insert explaining the right to have the informational materials read in
your client’s language
For Spanish Speaking call-ins, if there is no bilingual receptionist available, please
say the following sentences to the client and then ask secretarial staff to access the
language line.

English
One moment please.
What is your phone number?
Please do not hang up the phone.
Thank you

Spanish
Un momento por favor.
¿Cual es su numero de telefono?
Por favor, no colgue el telefono.
Gracias

For common languages other than Spanish, please see the inserts below:
English
You have the right to have this document read to you in your native language free of charge. Please let us know if you
would like this assistance.
Arabic
. رجاء إخبارنا إذا رغبت في هذه المساعدة.من حقك أن ُتقرأ عليك هذه الوثيقة بلغتك األم مجانا

Burmese

Karen

Somali
Waxaad xaq u leedahay in dukumentigan laguugu akhriyo afkaaga hooyo iyada oo lacag la'aan ah. Fadlan noo sheeg
haddii aad rabto caawimadan.
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APPENDICES
Appendix “G”:

NLS Liaisons

LEP Liaison In-house Bilingual Staff

Name

Phone #

Extension

Buffalo Office

Sandra Fudala

847-0650

212

Penny Selmonsky

847-0650

247

Niagara Falls Office

Rosemary Estronza

284-8831

2208

Batavia Office

John Zonitch

585-343-5450

Disability Liaison

Name

Phone #

Extension

Buffalo Office

Karen Welch

847-0650

265

Office Manager Liaison

Name

Phone #

Extension

Buffalo Office

Sandra Fudala

847-0650

212

Support Staff Back-up

Name

Phone #

Extension

Buffalo Office

Janice Jackson

847-0650

238

Pearline Martin

847-0650

266

Niagara Falls and Batavia Offices Language Line Extensions
Niagara Falls Office

Extension

Batavia Office

Mary Ann Oliver

212

John Zonitch

101

Nicole Parshall

102

Mary Hanson

201

Debbie Olszowka

300

Sue Lane-Kreutz

301

Elizabeth White

200

Darlene Westphal

401

Danielle Dunlap

301

Cheryl Wilmet

501

Kathy Kephart

309

Linya Lewis

601

Rosemary Estronza

302

Nancy McIntyre

105

Kristin Frye-Gallaher

103

Receptionist

104

Vacant Paralegal

101
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Appendix “H”: NY Language Identification Tool
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