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Approved   
 

 
 

POLICY STATEMENT: 

It is the policy of the Drug Abuse Foundation (DAF) to provide services utilizing a client centered service strategy. In 

order to improve services to clients facing language, hearing impairment and literacy challenges, DAF shall make 

reasonable accommodation to provide all emergency services to clients requiring special assistance with these issues. It 

is the policy DAF to establish a set of minimum standards for providing communication assistance, and to recognize 

this policy as the official vehicle for responding to clients with special communication needs. Further, it is the policy of 

DAF to comply with all legal and regulatory requirements regarding client communication issues. This plan provides for 

the implementation of DAF policy and procedures for the provision of auxiliary aids ensuring accessibility to all 

programs, benefits, and services to persons with disabilities.  

 

 

APPLICABILITY: 

This policy shall apply to all staff of the Drug Abuse Foundation. 

 

PURPOSE: 

To ensure compliance with all regulatory standards regarding the provision of auxiliary aids services. 

 

DEFINITIONS: 

• Deaf: an individual lacking the ability to hear. 

• Hard of hearing: Having difficulty hearing, needing some assistance. 

• Limited English Proficiency: Lacking the ability to fully understand, read, or write the English language. 

POLICY INTENT, VALUE OR OBJECTIVE STATEMENT: 

The goal of this policy is to allow clients to access appropriate emergency services regardless of any communication 

barriers they may have. 

 

POLICY OVERSIGHT STATEMENT: 

The Single Point of Contact (SPOC) will be responsible to ensure all clients, staff, and visitors have access to DAF 

emergency services and that the provisions of this policy are carried out in a fair and ethical manner. 

 

The offices of treatment and prevention/intervention services shall be accountable to the Executive Director for general 

oversight of this policy.  Excepted where noted elsewhere, they shall develop those necessary procedures to implement 

and monitor the provisions of this policy.  Such procedures shall be consistent with relevant provisions outlined in the 

unified program standards. 

 

Auxiliary aids services policies and procedures shall be reviewed on an annual basis. 

 

PLAN: 

 

Translation Services  

The offices Of Compliance, Treatment and Prevention/intervention Services shall develop a list of sources offering 

translation services for languages reflecting the needs of Palm Beach County catchment area residents, including sign 
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language. These sources shall include, but are not limited to staff, cultural centers, professional translators, and private 

citizens.  This list shall be updated at least annually, based upon needs identified through the annual client profile 

report.  The intent of this provision is to ensure availability of services to clients, on an as-needed basis, by maintaining 

a resource pool, which reflects the needs of DAF clients.   

 

 Any time a client is found to need assistance in this area; the single point of contact will be notified to assist in 

providing services to the client. 

 

Translation Service Providers: 

DAF shall enter into affiliate agreements with appropriate translation service providers as needed, in accordance with 

the relevant provisions of Policy No. 600-012, Information and Referral. 

 

DAF Single Point of Contact (SPOC): 

The Single Point of Contact (SPOC) for DAF is the Compliance Director. The back-up SPOC will be the Clinical Director 

for Residential Services. 

 

It is the responsibility of the SPOC to ensure that all clients have access to effective communication, including deaf or 

hard of hearing clients and clients with limited English proficiency (LEP). 

 

The SPOC will ensure that DAF auxiliary aids and services plan and auxiliary aids monitoring plan is updated on an 

annual basis.  This plan can be made in alternative formats upon request. 

 

The plan is also available on our website:  DAFPBCI.Org 

 

DAF staff at any time during the process of assessing and providing for auxiliary aids/services can request the 

assistance of the DAF SPOC or backup SPOC at (561) 278-000.   

 
Assessing for Communication Needs 

At the initial point of contact, the DAF SPOC or SPOC backup will be notified immediately 24/7 of the request for 

Auxiliary Aids. An assessment of communication needs will be conducted for all individuals who are deaf or 

hard‐of‐hearing, using the required Florida Department of Children and Families documents. The required documents 

will be completed at each interaction/service to the client or companion. The purpose of these tools is to facilitate the 

collection and coordination of auxiliary aids and services to meet the needs of clients who are deaf or hard‐of‐hearing.   

 
DAF will at all times recognize that the client’s preference is the primary consideration in determining what auxiliary 

aids or services to provide. If communication through a specific aid or service is deemed to be ineffective, the SPOC will 

assist the client in determining a more effective aid or service for communication. Documentation shall be made in the 

client’s file regarding the attempt to improve the effectiveness of auxiliary aids and services. Once the assessment is 

completed, the SPOC or assigned DAF staff shall obtain auxiliary aids according to the communication and request for 

services assessment.                                                            

 

Staff Training: 

• All new employees shall receive auxiliary aid training within 60 days of hire, and that the training certificate  

shall be kept with the HR files. 
• All staff shall complete required training and signed the Support to the Deaf and Hard-of-Hearing Attestation 

Form. 

• All staff shall receive annual refresher training on the provision of auxiliary aids 

 
 

Provision of Interpreters/Services  
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At no time is it acceptable for staff to deny services to a client without notifying the SPOC.  

 
If staff, based on the communication assessment results find that auxiliary aids or services are not essential, staff are to 

contact the SPOC.  Additionally, if staff is unsure of how to proceed staff is to immediately contact the SPOC.  

 
Bilingual staff can assist in meeting the Title VI requirements when they are able to conduct the business of the 

workplace in any language they speak.  It does not involve interpretation or translation between languages.  It does 

require fluency in the non-English language, including fluency in agency terminology.   

 
DAF staff shall provide certified interpreters for clients who are deaf or hard-of-hearing at the time of the scheduled 

appointment.  If the interpreter fails to appear, staff shall take whatever additional actions are necessary to make a 

certified interpreter available to the customer or companion as soon as possible, but in no case later than two (2) hours 

from the time the scheduled appointment, or as convenient to the customer or companion.  The SPOC shall be notified 

immediately, in the event a scheduled interpreter fails to appear. 

 
If it is a non-scheduled appointment or non-emergency situation, DAF will provide a certified interpreter within two (2) 

hours of the request, or at least by the next business day.  In emergency situations an interpreter will be made available 

as soon as possible, but no later than two (2) hours from the time the customer or companion requests an interpreter, 

whichever is earlier.  All interpreters will be certified and the certification will be verified each time services are provided 

 

DAF is a private, non-profit service provider.  As such, DAF has limited resources, and shall seek to acquire translation 

services at no cost whenever possible. Reference lists of translation services shall be made available to program 

supervisors. Services, for which fees will be assessed to DAF, require advance approval vial purchase requisition, or 

specific authorization from the office of the Executive Director, except in the event of an emergency service. 

Services will not be denied eligible clients and request for payment will be expedited to ensure services are available in 

a timely manner. 

Auxiliary Aids Documentation: 

 

DAF staff shall document the client’s preferred method of communication and any requested services provided in the 

client’s record.  Documents and forms evidencing when and how the staff provided aids and services to clients shall be 

retained in the Client’s record for seven years. 

 
All requests for translation services should be referred to the SPOC and will require completing the following 

documents: 

 

A.  Communication Assessment 

B.  Customer Request or Waiver of Services 

C.  Customer Feed Back Form 

D.  Client Communication Plan (for providing auxiliary aids or services on an ongoing/continuous basis) 

Documentation will be kept for record keeping with the SPOC, and in the Consumer’s record. 

 

These forms are available on the G drive, from Program Supervisors, or from the Compliance Department. Once 

completed, these forms need to be submitted to the SPOC within 24 business hours. All retained documents used in 

the provision of auxiliary aids shall be reviewed annually. 

 

The initial assessment with a client will include an assessment of the client’s communication needs including the need 

for any translation services.  When communication services are required client preference will be taken into account 

when obtaining services.   
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Referrals 

If a client is referred outside for additional care, the SPOC and the Care Coordination Team will ensure the agency 

referred to has the ability to meet the client’s communication needs.   

 

Internal Monitoring 

The Chief Compliance Officer will conduct Internal Monitoring on annual basis or as needed and will include the 

following elements: 

• Review of the SPOC’s job description 

• Review of Client Assessment and Assessment Aid and Service Record 

• Client Request for Fee Communication Assistance or Waiver 

• Client Feedback Form – documentation that form was provided 

• Client Plan – providing auxiliary aids or services on an ongoing/continuous basis 

• Verification of the Interpreters Certification 

• Review of Policies and Procedures that address auxiliary aids services 

• Review complaints/grievances 

• Review of record retention of all documents used in the provision of auxiliary aids 

• Review of notifications, or materials available to the public to ensure accommodations for individuals with 

disabilities are made 

• Review DAF’s notifications, handbooks, and brochures to ensure the provide information for individuals with 

disabilities regarding auxiliary aids, and how to request special accommodations 

• Inspection of auxiliary aids equipment 

• Review of email receipts of submission of Monthly Auxiliary Aids Reports sent to HHS 

• Verify that staff have completed required training and signed the Support to the Deaf and Hard-of-Hearing 

Attestation Form 

Signage 
The SPOC will ensure that conspicuous notices which provide information about the availability of appropriate auxiliary 

aids and services at no-cost to the deaf or hard-of-hearing clients are posted near client entrances and locations where 

clients receive services.   

 

The SPOC shall ensure submission of the monthly HHS Report, no later than: The 5th of each month, for the previous 

month. Submission will up loaded to the DCF Monthly Summary Report Website. 

 

Limited English Proficiency Consumers and Auxiliary Aid Services for Deaf and Hard of Hearing 

Consumers: 
 

DAF  will provide, at no cost to the client/customer or companion, appropriate auxiliary aids, including qualified or 

certified language interpreters, where necessary, to afford such persons an equal opportunity to participate in or 

benefit from DAF programs and services.  

 a. All clients and potential clients are entitled to an equal opportunity to use and benefit from the programs 

and services of DAF. This includes language access to ensure that programs and services are equally accessible 

to and equally effective for otherwise qualified persons with Limited English Proficiency.  

b. DAF shall take reasonable steps to provide services and information in the appropriate language, other than 

English, to ensure that persons who are Limited English Proficient are effectively informed and can effectively 

participate in and benefit from its programs, services and activities.  
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c. Language interpreters will be available for use by clients and potential clients in each phase of the service 

delivery process (e.g., telephone inquiries, requests, intake interviews, service delivery, counseling, complaints, 

testing, treatment, and training, etc.) This service will be at no cost to the client 

 

Language Access for the Provision of Services Provided: 

It is important to understand how individuals who are Limited English Proficient (LEP) interact with DAF. Examples may 

include, but not limited to:  

a. Program applicants and participants  

b. Hotline or information calls  

c. Outreach programs  

d. Public meetings and hearings  

e. Public access to the DAF’s website  

f. Written materials or complaints sent  

g. Brochures intended for public distribution  

h. Testing  

I. Provide notices to LEP persons letting them know that language access services are available and that they 

are free of charge.  

 

This notice should be provided in a language that the LEP person will understand. This will include:  

• Posting signs in intake areas and other entry points. When language assistance is needed to ensure 

meaningful access to information and services. It is important to provide notice in the appropriate language in 

intake areas or initial points of contact so that LEP person can learn how to access those language services. The 

signs should be translated in the most common language encountered.  

• Stating in outreach documents that language services are available from the agency. Announcements 

could be in brochures, booklets, and in outreach and recruitment information.  

• Utilize a telephone voice mail menu. The menu could be in the most common languages 

encountered. It should provide information about available language assistance services and how to get them. 

 

Competency of Interpreters and Translators. 

a. When providing oral assistance DAF shall ensure competency of the language service provider. Competency 

requires more than self-identification as bilingual. Some bilingual staff and community volunteers, for instance, may be 

able to communicate effectively in a different language when communicating information directly in that language, but 

may not be competent to interpret in and out of English. Likewise, they may not be able to do written translations. 

Competency to interpret, however, does not necessarily mean formal certification as an interpreter, although 

certification is helpful. When using interpreters, staff should ensure that the interpreter:  

I. Demonstrate proficiency in and ability to communicate information accurately in both English and in the 

other language and identify and employ the appropriate mode of interpreting (e.g., consecutive, simultaneous, 

summarization, or sight translation);  

II. Have knowledge in both languages of any specialized terms or concepts peculiar to the program or activity 

and or any particular vocabulary and phraseology used by the LEP person;  

III. Understand and follow confidentiality and impartiality rules to the same extent DAF’s employee for whom 

they are interpreting and/or to the extent their position requires;  

IV. Understand and adhere to their role as interpreters without deviating into role as counselor, legal advisor, 

or other roles (particularly in court, administrative hearings, or law enforcement contexts),  

V. Be able to show sensitivity to the person’s culture. 

b. If bilingual staff is used to interpret between English speakers and LEP persons, or to orally interpret written 

documents from English into another language, staff shall be competent in the skill of interpreting. DAF recognizes 

there may be times when the role of the bilingual employee may conflict with the roles of an interpreter.  
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c. DAF shall make any appropriate adjustments in assignments and protocols for using bilingual staff, can 

ensure that bilingual staff is fully and appropriately utilized. When bilingual staff cannot meet all of the language 

service obligations, then other options shall be used.  

d. DAF program managers and supervisors shall ensure the competency of foreign language interpreters.  

e. DAF managers, supervisors, and staff shall become familiar with and follow the standards of etiquette when 

communicating with clients who are Limited English Proficient. (Appendix H). 

 

Translation of Written Materials.  
Written material (vital documents) routinely provided in English to applicants, clients and the public shall be 

available in regularly encountered languages other than English. The documents shall be identified and translated into 

the non-English language of each regularly encountered Limited English Proficient group eligible to be served or to be 

directly affected. DAF will ensure that non-English written materials, such as program forms, brochures, etc., are 

available to operational staff. 

 

Provision of Interpreters in a Timely Manner.  
When interpretation is reasonable and is needed, staff shall provide interpreters in a timely manner. To be 

meaningfully effective, language assistance should be timely. While there is no single definition for “timely” applicable 

to all types of interactions at all times by all types of recipients, one clear guide is that the language assistance shall be 

provided at a time and place that avoids the effective denial of the service, benefit, or right at issue or the imposition of 

an undue burden on or delay in important rights, benefits, or services to the LEP person. 

The client’s file shall be documented identifying the auxiliary aid or services provided, as well as any future 

services needed to ensure effective communication. 

 

Other Means of Communication. 
Staff shall continue to try to communicate with the client insofar as the client seeks to communicate, between 

the time an interpreter is requested and the time an interpreter arrives. Refer to Appendix F (In-Person Communication 

Etiquette), Appendix G (Interpreter and Translation Services Poster) and Appendix H (I Speak Flash Cards) as a guide.  

a. Language services include, as a first preference, the availability of qualified bilingual staff that can 

communicate directly with clients in their preferred language.  

b. When bilingual staff is not available, the next preference is face-to-face interpretation provided by a 

qualified contracted or volunteer language interpreter.  

c. Telephone interpreter services shall be used as a supplemental system when an interpreter is not available, 

or when services are needed for unusual or infrequently encountered language.  

d. Minor children should never be used as an interpreter.  

e. Avoid using family members, children, friends and untrained volunteers as interpreters because it is difficult 

to ensure that they interpret accurately and lack ethical conflicts. 

 

Identifying Language Trends.  
To ensure meaningful access to all DAF programs and services, DAF will identify language trends by:  

a. Identifying the non-English languages that are likely to be encountered in its programs and estimating the 

numbers of Limited English Proficient persons eligible for services that are likely to be affected by DAF program. This 

can be done by reviewing census data, client utilization data, and community’s organizations. The estimate should be 

used as a guide for employee recruitment.  

(1) Informing customers of the purpose for collecting data on race, ethnicity and language 

(2) Emphasizing that such data is confidential and will not be used for discriminatory purposes,  

(3) A client does not have to provide the information if he or she chooses not to provide such 

information, unless required by law,  

b. Identifying the points of contact in the program or activity where language assistance is likely to be needed,  

c. Identifying resources needed, location and availability of these resources, and  
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d. Reporting the identified language needs to the Office of Civil Rights or the Regional Civil Rights Officer.  

NOTE: Staff who are unfamiliar with the auxiliary aid or service requested shall contact the Chief Compliance 

Officer for assistance in locating appropriate resources to ensure effective communication with clients, customers and 

companions. 

 

Grievance: 
Clients have a right to file a grievance or express their opinion and invoke applicability of state and federal protections 

regarding the provision of auxiliary aids. DAF shall provide clients with the grievance form which includes the contact 

information for DCF Office of Civil Rights, U.S. Department of Health and Human Services (HHS), and the United Stated 

Department of Justice (USDOJ). The contact information for these reporting agencies will also be placed in conspicuous 

areas throughout the facility. 

 
ATTACHMENTS: 

APPENDIX F: In-Person Communication Etiquette 

APPENDIX G: Interpreter and Translation Services Poster 

APPENDIX H: I Speak Cards Flashcards 

APPENDIX K: Directory of Agencies and Organizations 

APPENDIX L: Language Line Services 
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APPENDIX F 
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APPENDIX G 
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APPENDIX H
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APPENDIX K 
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