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1. Introduction

Most individuals in Alternatives Federal Credit Union’s (AFCU) 8-county service area read, write,
speak and understand English. However, there is a portion of the population whose primary
language is not English. Individuals who do not speak English as their primary language and who
have a limited ability to read, write, speak or understand English can be limited English
proficient, or “LEP.” This language barrier may prevent individuals from accessing AFCU’s
services and benefits.

AFCU takes reasonable actions to provide timely and meaningful access to its services for LEP
persons, as detailed in this plan. AFCU staff provide free language assistance services to LEP
individuals whom they encounter or when an LEP person requests language assistance services.
AFCU informs members of the public that language assistance services are available free of
charge to LEP persons.

2. 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 services to individuals that
are limited English Proficient and/or Deaf or Hard of Hearing.

3. Four Factor Analysis

AFCU will consider four factors when assessing language needs and determining what steps it
should take to ensure consistent and meaningful access for LEP persons:
a. The number or proportion of LEP persons eligible to be served or likely to be
encountered by AFCU’s programs, activities or services
b. The frequency with which LEP individuals come in contact with AFCU programs,
activities, or services;
c. The nature and importance of AFCU’s programs, activities, or services; and
Level of resources available to AFCU for LAP-related costs.

4. Definitions

e Limited English Proficient (LEP) individual means any individual whose primary language
is not English, and has limited or no ability to speak, understand, read, or write English.
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e Interpretation is the process of orally rendering a spoken or signed communication from
one language into another language.

e Primary language means the language that an individual communicates most effectively
in.

e Translation is converting written text from one language into written text in another
language.

e A qualified interpreter or translator is a trained professional who is a neutral third party
with the requisite language skills, experienced in interpretation or translation
techniques, and knowledgeable in specialized content areas and technical terminology
to effectively facilitate communication between two or more parties who do not share a
common language.

e Sight Translation is the rendering of material written in one language, completely and
accurately into spoken speech in another language.

LEP Plan Components

1. Identifying LEP Individuals who Need Language Assistance
a. Staff at the initial point of contact will assess the need for language assistance and notify
the individual of the right to an interpreter at no cost. Staff members who have
subsequent contact will continue to assess the need for language assistance.

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

o 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, and work to provide language assistance in
the primary language of the individual.

e A Deaf individual may also be limited English proficient 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.

b. The need for language assistance may also be determined if the LEP individual or
companion requests such assistance.

2. Identifying Primary Language
Some options for identifying an individual’s primary language include:

a. Staff may request the individual or companion to identify the language of the LEP or
Deaf individual.
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b. Staff may request bilingual staff or volunteers to identify the primary language (see
section 3a of this document).

c. Staff may use in-person, video remote interpreters, or telephonic interpreters to
identify the language.

d. Staff may use “Interpretation Services Available” or New York State’s “Language

IM

Identification Tool” posters to identify the primary language (see poster images in

Appendix A and B of this document).

3. Language Assistance Measures
a. Bilingual Staff

e Bilingual staff are under no obligation to provide language assistance services unless
it is specifically included in job duties. Bilingual staff may volunteer to provide
language assistance to the extent that they are comfortable doing so and may also
use the contracted language assistance services (Languageline) if they do not wish
to volunteer language assistance services.

e For those bilingual staff whose job descriptions do not specify provision of language
assistance services, performing language services will be a collateral and volunteer
service and is subject to supervisory approval and workload constraints.

e Staff may contact the following Internal Language Access Contact for a current list of
bi-lingual staff. The Internal Language Access Contact will determine if staff are
available to assist in each circumstance:

o Reiley Schoen: Chief Operating Officer, rschoen@alternatives.org; 607-
216-3414
e If available and applicable, bilingual staff may provide the following services:

Identification of the primary language of the individual

o Interpretation in the primary language of the individual
o Sight translation of written material
o ldentification of the need for additional language assistance services (i.e.

Languageline)

b. Account Opening in Spanish

e AFCU offers account assistance appointments in Spanish:
https://live.vcita.com/site/ykOedaphgm9dgvf5/online-scheduling
o If applicable, staff may assist Spanish-speaking clients in choosing this

option for scheduling an appointment: “Abre tu nueva cuenta con

|II

asistencia en espano

c. Telephonic/Video Remote Interpreters


mailto:rschoen@alternatives.org
https://live.vcita.com/site/yk0edaphqm9dgvf5/online-scheduling
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Staff may access qualified interpreter assistance through the Languageline to
provide interpreter services

Staff may contact the LanguageLine at (888) 808-9008 (PIN: 58553615) for audio-
only calls (240 languages available)

For video calls, staff may open the Languageline Application
(https://insight.languageline.com/) and request assistance for the appropriate
language within the app.

o 36 languages available, including American Sign Language

o Note: staff may need set up assistance for first time installation and use of
the Languageline video calls application; this will be incorporated into
periodic staff training.

d. Volunteer Interpreters

Staff or individuals may contact Cornell University's Translator-Interpreter Program
(TIP) at translator@cornell.edu or 607-255-8851 to request language assistance
services. These services are offered by Cornell’s TIP on a volunteer basis, providing

translators/interpreters for community agencies in emergency and non-emergency
situations.

If an appropriate interpreter or translator (speaking the primary language of the
individual in need of language assistance) is available to assist in a timely way based
on the service requested, staff or individual clients may coordinate a phone, video,
or in-person appointment with the required parties.

4. Translation of Documents and Educational Materials

AFCU’s website and mobile site is equipped with Google Translate, which translates
all content into 133 different languages. Staff may share this as an additional
resource once an individual's primary language is identified.

For account or loan applications or other forms determined to be “vital forms”:

o AFCU staff may utilize Languageline for document translation services

o Staff may also use Languageline, bilingual staff (as appropriate), or Cornell’s
TIP services to sight translate the document into the individual’s primary
language.

o By using the four-factor analysis as listed above and monitoring the
implementation and efficacy of this plan over time, AFCU expects to
develop a consistent method for determining what documents are vital to
the meaningful access of LEP populations served.

AFCU’s Free Financial Education Resources are available in multiple languages:


https://www.languageline.com/
https://insight.languageline.com/
mailto:translator@cornell.edu
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o BALANCE services are available in Spanish:
https://alternatives.balancepro.org/resources/articles/nuestros-servicios

o BALANCE offers services in additional languages by request. Staff or
individuals (AFCU members and potential members) may call 1-888-456-
2227 to request an interpreter in the individual’s primary language.

o BANZAIl is available and translated into 10 languages by selecting the
appropriate language: https://alternatives.banzai.org/wellness (click on

globe icon next to search function to choose from 10 available languages).
o Staff should assist individuals in accessing these financial education services
once the primary language is identified.

5. Notice of Language Services to LEP Persons
AFCU will provide reasonable notification to eligible LEP individuals so that they understand that

language services are available. For effective outreach, AFCU will:

Consider and apply the appropriate mix of outreach and advertising across a variety
of print and digital media

Partner with community organizations who serve LEP populations to create wider
access to AFCU’s programs and services (including language assistance services).

At branch and satellite locations, AFCU will also ensure that:

Signage is placed in visible locations notifying individuals of the right to request an
interpreter at no cost to the individual. Signage will be translated into the
languages most frequently encountered by the organization.

At the initial point of contact, staff will notify individuals of their right to an
interpreter at no cost.

Staff will use “I Speak” cards as well as Language Identification posters to encourage
individuals to identify their primary language.

6. Unacceptable Practices

Staff are prohibited from using minor children to interpret, absent emergency
circumstances. Clients shall be advised their right to an interpreter at no cost.

Staff Training

Staff members must know their obligation to provide meaningful access to information and services for

LEP persons, and to effectively implement this LAP. For this purpose, AFCU will disseminate instructional

materials to supervisors, managers, and employees expected to implement the language assistance

services set out in this plan.

Staff will receive annual training on:

the content of the language access policy.


https://alternatives.balancepro.org/resources/articles/nuestros-servicios
https://alternatives.banzai.org/wellness
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e how to identify the need for language access services.

e accessing and navigating AFCU’s language assistance options, including Bilingual
Staff, Cornell’s Translator-Interpreter Program, and LanguagelLine audio and video
services.

e providing language accessible services in a culturally sensitive manner.

e Internal reporting and tracking use of language assistance services

Internal Language Access Contacts

The Internal Language Access Contact will support training, compliance, tracking/documentation, and
analysis of this Language Assistance Plan. The Internal Language Access Contact will work with all
managers and supervisors to implement this policy.

Current Contact: Reiley Schoen: rschoen@alternatives.org, 607-216-3414

Monitoring, Assessment and Updating the LEP Plan

AFCU will evaluate and monitor implementation of this plan on a biennial basis to ensure that the scope
and nature of the language services provided under the plan reflect updated information on relevant
LEP populations and their language assistance needs.

This includes examining external data sources such as the US Census and American Community Survey,
and internal data sources such as phone inquiries, requests for interpretation and/or translation
services, tracking forms, staff and LEP client feedback.

Tracking forms: Staff will track use of assistance services and provide required information to AFCU’s
Internal Language Access Contact within thirty (30) days of use of the assistance service. AFCU shall
collect information such as type of language assistance needed (interpretation, translation, other),
primary language of clients, method of language assistance service used (phone, in-person, video relay).

The biennial review process will include the following inquiries:

e How many LEP people were encountered?

e Is the existing language assistance meeting the needs of LEP persons?

e  What is the current LEP population in AFCU’s service area?

e Has there been a change in the types of languages where services are needed?
e Have available resources, such as technology, staff and finances changed?

e  Were any Title VI complaints received?

e Do new staff members understand the LEP plan policies and procedures?


mailto:rschoen@alternatives.org
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Additionally, AFCU will monitor and report on whether bilingual staff or contractors performing
language services possess the required levels of bilingual proficiency and interpretation and translation
skills. AFCU will take reasonable steps to ensure that it provides high-quality interpretation and
translation services through individuals who are competent to provide those services at a level of
fluency, comprehension, and confidentiality appropriate to the specific nature, type, and purpose of the
information at issue.

Changes will be made to this plan as needed and based on the monitoring and assessment process.

Dissemination of Language Assistance Plan Policy

AFCU will post its Language Assistance Plan on its website at www.alternatives.org. Copies of the plan
will be provided to any person or agency requesting a copy. LEP persons may obtain copies and/or
translations of the plan upon request.

Any complaints, questions or comments regarding this plan should be directed to:

Alternatives Federal Credit Union

ATTN: Reiley Schoen, Language Access Contact
125 North Fulton Street

Ithaca, NY 14850

Phone: 607-216-3414

Compliant Process:

1. A complaint 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.

2. The complaint 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).

3. All complaints will be directed to the Language Access Contact

4. The Language Access Contacts will notify the parties within 30 days upon receipt of the
complaint of the outcome.

5. Staff will notify individuals of the complaint process.
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Appendix A: “Languages Spoken/Interpretation Services Available,” posted in lobby and in member-
facing offices

LanguagelLine
Saolutions

Interpretation Services Available

02019 Larguesgeline Saktions

English Translation: Foint to your language. An interpreter will be called. The interpreter is provided at no cost to you.

American Sign Language
Paint to your language. An interpratar will be called.
The interpreter is provided at no cost to you.

Korean et
HEMM AHESHE YE A EHAH B Y
Y MU|AE RE= HZd =TT

Arabic Az pall Mandarin EIiEiE
i) an) g LSy ey a1 Sy il ) WIS, HES

Nlaa 534l CRURBEHOFES.
Bengali aNAT ali #qTeT

TR SR G BT FEe S=ee (seEhE
TR WA CRTETT S AR |

Ne|
Em:?’lmmﬁaﬂﬂﬁ?:ﬁﬁﬁlﬁmmihEI
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Burmese 94> | Polish Polski
ssbomamomnipgliadh eondgledovdiuob Prosze wekazad swij jezyk i wezwiemy ttumacza. Usluga
Mﬁmﬂ«ﬁ- ta zapewniana jest bezplatnie.

Cantonese EHEEE Portuguese Portugués
MIEEMEEEE  LUEFES Indique o seu idioma. Lm intérprete serd chamado. A
gt e OZRE - interpretacao @ fornecida sam qualquer custo para voce.
Farsi i | Punjabi Ut

el g 3 La 5] 0 a e B S peadiele | agh D 1ae (0
AR pa AL Rl g B S ey e e 22

wE T 25 fowar 59w voee o gawr gaier
T ITE BE S HW T WS B St A Al

French Frangais
Indiguez votre langue et nous appelerons Un
intenprate. Le sanvice est gratuit.

Haitian Creole Kreydl
Lonje dwét ou sou lang ou pale a epi n ap rele yon
entépréat pou ou. Mou ba ou sévis entéprét la gratis.

Romanian Romana
Indicati limba pe care o vorbiti. Vi se va face legitura cu
un interpret care va este asigurat gratuit.

Russian Pyccrui
YHAMMWTE A3kE, HA KOTOPOM Bl roBopwTe. Bam BxEceyT
NEpEEOIHUED. YOy N4 NEpe B0 IuKKE MPEROCTAENAKTCA eonnaTHo.

Hindi ooy Somali Af-Soomaali

s fer Farta ku figlugadaada.. . Waxa laguugu yeer doonaa
ﬂgmggmﬂ ;T;:T? ! turjubaan. Turjubaanka wax lacagi kazga bixi mayso.
Hmong Hmoob | Spanish Espariol

Taw rau ko homn lus. Yuaw hu rau b ug neesq tkhais lus.
ey muaj neag txhals |us yam uas ko 1sis tau tham dab tsi.

Senale su idioma y lamaremos a un intérprata.
El senicio es gratuito.

Italian taliano
Indicare la propia lingua. Un interprete sard chiamato.
Il servizio & gratuito.

Tagalog Tagalog
Itura po ang inyong wika. lsang tagasalin ang
ipagkakaloob nang libra sa inyo.

Japanese HEE
ELROETEEEELT T L. EETERY —

EAEHRHELET.

Vietnamese Tiéng Viét
Hay chi vao ngdn ngil¥ cha quy vi. M4t théng dich vién s8 duigc
goi d&n, guy vi 58 khong phai tra tién cho thang dich vién.

Language Solutions: Over-the-Phone, Video Aemate, and Onsite Intenpreting ¢ Bilingual and Interpreter Staff Testing and Training / Translation and Localization

wiww. Languageline.com




Language Assistance for LEP Persons: LEP Plan

Alternatives Federal Credit Union

Appendix B: New York State’s Language Identification Tool, posted online, in lobby and in member-

facing offices.

" NEW
YORK
STATE

This chart is

Language Identification Tool

ad English to ide eir languages.

[:F Paint to your language. An interpreter will be called. The interpreter is provided at no cost to youw.

Albanian Tregani me gisha gjuhén toaj, Do 12 thimsim o

Shgip perktinyes. Ferkehyesi do & merret falas pér ju.

Arabic RUUPPJY PN PP PPN =1 g

e Lt g ol e A s e

Bengali ety e feow Sy | e oowtlive e

A= orrarl e Frepm oo

Bosnian Pokakite svoq jezik. Prevodilac e il porvan.

Bosanski Provodila je obezbijeden bez trodkove 28 vas.

Burmese obrryarerny kil mmﬁ? eéluaiiob

Chinese PR LU IR S - LIy
FRERMTOMEN - SENERN R -

Cantonese W IR

Chaochow WIS i

Fuloenese BHERTT HEE

Mandarin L] BRIE

Shanghai LA LEE

Talwanese =l ] i

Tolshanese =11 - HiliE

Farsi s s e L 8 e i L i e iy

il oAl 551 A 0

French Pointex vers vobre langue ot on appallers s mberprite

Francals qui vous sers foumi gratailemenl,

Geman Feeifpen Sie aul Thee Sprache, Fin Dolmetacher wind peraten,

Deutsche Drieser Service wird Thnen kosienlos war Verfilgung gesoelil.

Grook fzlEre tr pubeoa sag. Ba khnbel bvas Seppumvdag.

Edhmod O Sipprpviag mapdgeral yupls ypdwom ya erdc,

Haitian Creole  Loge dwéd ou sou lang ou pale & epl  ap rele yom

Hreryhl enliprid pow ou. Mow ba ou sbvis enlbprid la gralis,

Hebrow (DINNI OF WG TED K o Ty yaxn

v Smen A K [ oamen

Hindi v W e T A T e s =

i gl w v o o R Rl e o e o §

Halian Puntare sulla propria Hngos,

Haliano Uk interprete sani chizmato. 1) servizio & gratuito,

Langaags kienafiction Tl (1

Japanese  BHEEEESL T (EELLARRESFRENE Y AR
BEA HFEE TRECNEY.
Karen pibfagyrihonl. clmnlginpanidoged.
i I i e
Karean At Algate 9ol E A Ad A
W= Ho] B Mo Ag LRI AT Sy,
Hepali STET T AT e
Ei TR T | T S T T
Pashita Bl p e S s e B S e
E et oy s ot S S S
Palish Prosze weknzad swd] Jezyk | werwiemy thinaces,
Polskd Thamaces eapeanimy besplumnie.
Portuguese  Indique o seu idicsa, Um intémprete sord chamado.
Portugués  Ainlerprebagio € foreecide sem qualqoer custo pan vocd,
Russian YERNTE SIK, 1 KTOPOM B poacpTe. Hest munowyT
Pyccumit A T T
Somali Farta ka fiig lugsdaada,.. Waxa laguugs veeri doomaa
Afspomasll  turjubasn. Tarjubasnics wax bosgi knsga bixi maysa.
Epanish Sefale su idioma y llamaremos 2 un imtérprete.
Espafind El servicsn ¢8 grangiin,
Swwahill Omxyesha lugha yako, Amitishwa enkalimani,
Heswahili Urapews mkslimani bils va gharama yoyoie owako.
Tagalog Ivara po ang inyong wika,
Tagalog Isang tngnsalin ang ipagkakaloob nang libre s nyo.
Thai thufifam e winnasfawdwlidm
1w nvilils Az Bostddw
Tiksetan LR e e e e T R o ]
Cakac W DR T R T T e i |
Woraimian BrusctTe Banry Moy, Bas BHETHTYTE NCPCETAITE
Yupaincena  [TOCTYTH Mepeaninitin BARUOTRCE feaRomToama,
Urcd ke 7 8 Loy e K0 gl s bl g G !
L ot e LT 8 g el iy g o] plinil I
Vietnamese Hiy b vio ngho ngT ole qui v b3 thieg dich vign 58 Sujc
Eng Vbt o den, qui v o8 Khiing phii i 680 cho Bing dich viea
Yiddish G TEWTEET K 10T BT T OO 0 R AW R T
TR HHD BT T BT 3 BOTR BYREETTE B Y
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