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Nondiscrimination Statement

In accordance with Federal civil rights law and U.S. Department of Agriculture (USDA) civil rights
regulations and policies, the USDA, its Agencies, offices, and employees, and institutions
participating in or administering USDA programs are prohibited from discriminating based on
race, color, national origin, religion, sex, gender identity (including gender expression), sexual
orientation, disability, age, marital status, family/parental status, income derived from a public
assistance program, political beliefs, or reprisal or retaliation for prior civil rights activity, in any
program or activity conducted or funded by USDA (not all bases apply to all programs).
Remedies and complaint filing deadlines vary by program or incident.

Persons with disabilities who require alternative means of communication for program
information (e.g., Braille, large print, audiotape, American Sign Language) should contact the
responsible Agency or USDA's TARGET Center at (202) 720-2600 (voice and TTY) or contact
USDA through the Federal Relay Service at (800) 877-8339. Additionally, program information
may be made available in languages other than English.

To file a program discrimination complaint, complete the USDA Program Discrimination
Complaint Form, AD3027, found online at How to File a Program Discrimination Complaint and
at any USDA office or write a letter addressed to USDA and provide in the letter all of the
information requested in the form. To request a copy of the complaint form, call (866) 632-
9992. Submit your completed form or letter to USDA by: (1) mail: U.S. Department of
Agriculture, Office of the Assistant Secretary for Civil Rights, 1400 Independence Avenue, SW,
Washington, D.C. 20250-9410; (2) fax: (202) 690-7442; or (3) email: program.intake@usda.gov.

USDA is an equal opportunity provider, employer, and lender.


mailto:program.intake@usda.gov

Language Access in the Nutrition Assistance Programs of
American Samoa, the Commonwealth of the Northern

Mariana Islands, and Puerto Rico
Final Report

October 2024

Francesca Venezia, Valentina Loaiza, and Maria Boyle

Submitted to: Submitted by:

United States Department of Agriculture Mathematica

Food and Nutrition Service 1100 First Street, NE, 12th Floor
Office of Policy Support Washington, DC 20002-4221
1320 Braddock Place Phone: (202) 484-9220
Alexandria, VA 22314 Fax: (202) 863-1763

Project Officer: Eric Williams Project Director: Maria Boyle

Contract Number: 47QRAA18D00BQ/12319821F0093

Suggested citation

Venezia, F., Loaiza, V., and Boyle, M. (2024). Language Access in the Nutrition Assistance Programs of
Puerto Rico, American Samoa, and the Commonwealth of the Northern Mariana Islands. Prepared by
Mathematica, Contract No. 47QRAA18D00BQ, Order No. 12319821F0093, Princeton, NJ: U.S.
Department of Agriculture, Food and Nutrition Service, Office of Policy Support, Project Officer: Eric
Sean Williams. Available online at: www.fns.usda.gov/research-and-analysis

Disclaimer

This research was supported by the U.S. Department of Agriculture, Food and Nutrition Service. The
findings and conclusions in this publication are those of the author(s) and should not be construed as to
represent any official USDA or U.S. Government determination or policy.


http://www.fns.usda.gov/research-and-analysis

Acknowledgements

This study was conducted by Mathematica under contract with the U.S. Department of
Agriculture (USDA) Food and Nutrition Service (FNS). Many people assisted the authors in their
efforts to design, collect, analyze, and report on the findings from this study. We thank all of
these individuals who provided important contributions to the study and to this report. A
special thanks to Julie Hartnack for drafting the interview protocol, Raquel af Ursin, Hannah
Fox, and Marcos Torres for translating materials into Spanish, Bridget Gutierrez for editing the
report, Brigitte Tran for developing the graphics for the report, Dorothy Bellow and Allison
Pinckney for producing the report.

The authors wish to thank our FNS project officer, Dr. Eric Williams, for his thoughtful guidance
and oversight over the course of the study. We are also grateful for the time and feedback
provided by several other FNS staff members, including Gail Hoffman, Mary Lee, Anita Singh,
and Alexander Soto Roman.

Additionally, this study and report would not have been possible without the cooperation and
support from the three Territories who participated in interviews and shared documents for
this study. Their time and contributions made this research possible.



Revised Report: Language Access in Nutrition Assistance Programs

Contents
Y o1 4 - ot APPSO P OSSPSR PROP 1
STUAY BACKEIOUNG ... ittt ettt ettt e b e e et e s bt e e ab e e sa bt e s ase e s st e e sae e e bt e ebeesabeesabeesaseesabeesaseesaseennnennne 1
Overview of Language ACCESS iN NAP AENCIES......coiuiiiieiiieeitteeieestte et e st e ste ettt e saee s beeesseesbeesbeesaseesabeesaseesasessneesnne 2
RESEAICN OBDJECHIVES......coomceerciicriceieeeieeii ittt bbbttt 2
1Y/ 1=3 g oY Fo] [ =4V AN USRSt 3
INtErVIEWS With NAP AGENCY STATT ... ettt ettt ess s ess s ss s b sttt 3
DOCUMENT REGUEST ..ottt eeseetsecass et es et ettt e 3
EXIStING LANGUAGE Data......ouceereeieeceieceieciiee et ssssse stttk 4
[T Te [Ta =3l o)A =14 g1 (o] o O SRS PRSPPI 4
Language Landscape Of NAP TerTitOrIES........ooeureeeieeeeiseeeeseseseessssesessssesssssssesesssssessssssssseess .5
Addressing Language Access Regulations and POLICIES .........covureerieeneceeeeese e esssesesssesssssesssssssssssesssssesssaeees 6
Language AcCCESS RESOUICES LANUSCAPE. .......cruureeerereeseseesesesssesassesssssesssssesssssesssssesssssasssssesssssssssssesssssesssssssssssssssesssssesssssesssen 8
Language Access Operations LaNdSCaPE.......oureeeeeeeeeseeeeseeeisseeessseesssssesssssesssssssssssssssssssssnes 11
LANGUAGE ACCESS TIAINING....cuuueeuereeiereeiiseeeaseeessseesssseessseesssessssessss st sttt ss s be bbb bbbttt 12
Addressing Civil RIGhtS COMPIAINTS ....ceuucuemeiiieciieieieeeeieeeiieeesieseieses et sesssesesssseesssesesssessssseessssesssssesssssessssses s sssessessessens 13
Perceptions About Language Access Policies and Federal Statutes and Regulations..........cconeoneceoneceoneces 13
Synthesis of FINAINGS ACIOSS TEITITOTIES ....eeiiiiiiiieiieeecieeeeeite e eette e e st e e e etae e esbeeeesteeesetbeeessaeeestseesasaesessaneesnssessases 15
Conclusions and RECOMMENTALIONS . .......iitiriieriieiieteet ettt ettt st sb ettt e sbeesbe e bt e bt ebeesbe e beentesaaesbeebeenrens 16
RETEIEINCES ...ttt ettt s b ettt s ae e s bt e a e e ae e s h e bt e Rt et e e R e e b e e Rt e Rt s e e e s R e e bt e ne s e nheenneenesneenae 19
APPENTIX A, MELNOTOIOGY w.cvoreiireeiireiiieeiieeeie ittt e b b b 0 Al
APPENTIX B, TEITILONY PrOTIES w..cooeeeeeeeecie ettt ess bbb bs bbb e B.1



Revised Report: Language Access in Nutrition Assistance Programs

Exhibits
1 Documents shared by €aCh TEITITOIY ......ciiciiii e e e e e s e e e rare e e e sntee e senaaeeesnseeeans 4
2 Languages spoken at home for LEP population 65 years and older in American Samoa.........cccocceeeeecvverennen. 5
3 Languages spoken at home for LEP population 5 years and older in CNMI..........ccocvveviierivcieeesiiee e 5
4 Languages spoken at home for LEP population 5 years and older in Puerto RiCO .......ccccceeeevuieeecveeeecieee e, 6
5 Overview of interpretation and translation services in €ach Territory......coocceeeveiiicieeeeciie e e 10
6 Additional resources NAP agencies would like from FNS to ensure full access to NAP for

PArtICIPANTS WITN LEP c...eiiiieee ettt ettt st sa e sat e et e s beesabee s beesaneesateesaneennes 14



Revised Report: Language Access in Nutrition Assistance Programs

Executive Summary

The Supplemental Nutrition Assistance Program (SNAP) and Nutrition Assistance Program (NAP)
Language Study is providing the Food and Nutrition Service (FNS) with a comprehensive
understanding of the language landscapes that SNAP and NAP agencies operate in as well as
the policy and operations landscapes for limited English proficiency (LEP) language access. This
report provides findings on language access policies, plans, and procedures at NAP agencies in
American Samoa, the Commonwealth of the Northern Mariana Islands (CNMI), and Puerto Rico.
The study team interviewed staff working in and with these NAP agencies, collected documents
related to language access and civil rights, and examined census data to better understand the
context for language access in NAP. The study’s main findings include the following:

e The three Territories have different language contexts that affect how and when the NAP
agencies deliver language assistance services.

e Bilingual staff are the main providers of language assistance services in the Territories.

e Territories varied on whether their NAP agencies provided translated documents and
materials online.

e NAP agencies in the Territories lacked written plans, policies, and procedures for language
access.

e None of the NAP agencies had received civil rights complaints regarding language access for
LEP clients in the 12 months prior to data collection.

e None of the NAP agencies had formal training on language access policies, procedures, or
regulations.

e Overall, the NAP agencies believed they had a good understanding of the Federal
regulations.

Based on these findings, the study team recommends that NAP agencies in the Territories
formalize their language access policies and practices and provide related training on the
Federal regulations and policies. Adopting these recommendations could ensure consistent and
meaningful access to NAP through qualified and competent language assistance services for LEP
clients. To support the use of qualified interpreters, FNS might consider facilitating access to
telephonic interpreter services. FNS might also consider providing additional resources
requested by some NAP agencies, including more detailed information on implementing
language access regulations and guidance, more funding, and more translated materials.

Study Background

The Supplemental Nutrition Assistance Program (SNAP) is an essential component of the
domestic safety net. SNAP provides a monthly benefit for households to spend on food, which
helps ensure that those with low incomes can access enough nutritious food to lead healthy,
active lives. The U.S. Department of Agriculture’s (USDA) Food and Nutrition Service (FNS)
administers SNAP in partnership with 53 State agencies (the 50 States, the District of Columbia,
Guam, and the U.S. Virgin Islands). In three U.S. Territories—American Samoa, the
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Commonwealth of the Northern Mariana Islands (CNMI), and Puerto Rico—nutrition assistance
to individuals and households with low incomes is provided through the Nutrition Assistance
Program (NAP).

Each Territory operates NAP in a way that meets the cultural, social, and economic
circumstances of the populations it serves. As Federally assisted programs, both SNAP and NAP
are required to comply with Title VI of the Civil Rights Act of 1964 (Title VI) and its
implementing regulations for the USDA at 7 CFR 15 (U.S. Department of Justice Civil Rights
Division, n.d.). SNAP and NAP agencies must have policies and procedures to ensure that vital
information and materials, such as applications, recipient notices, and information on digital
platforms, are available in languages that individuals with limited English proficiency (LEP) can
understand (USDA, 2014). These agencies must also ensure that program staff are trained on
procedures to provide meaningful access to program information for individuals with LEP,
including the use of qualified interpreters and translators.

The purpose of the SNAP and NAP Language Study is to provide FNS with a comprehensive
understanding of the language landscapes in which SNAP and NAP agencies operate, as well as
the LEP-language access policy and operations landscapes. The study team gathered detailed
data from all 53 State SNAP agencies via a survey, the three Territories that operate NAP via in-
depth interviews, and case studies in four States. This report focuses on the language access
policies, plans, and procedures at NAP agencies in American Samoa, CNMI, and Puerto Rico.
The goals of this examination were to (1) determine whether the NAP agencies understand
existing requirements and guidance related to language access and to learn how the agencies
implement policies to ensure that LEP individuals have meaningful access to services; (2) collect
information about LEP individuals and individuals who do not speak the predominant language
in the Territory; and (3) collect feedback on the types of technical assistance and guidance NAP
agencies need to design and implement policies, plans, and procedures that satisfy Federal
language access requirements. The findings for SNAP will be presented in separate reports.

Overview of Language Access in NAP Agencies

Research Objectives

There were seven research objectives for the language access in NAP agencies component of
the study. Each research objective included multiple research questions (see appendix A). These
research objectives included the following:

1. Describe how each NAP agency makes decisions about (1) addressing language access
regulations and policies and (2) civil rights regulations and policies related to LEP.

2. Describe the language access policy landscape in each Territory.
Describe the language access operations landscape in each Territory.

4. Describe how NAP agencies (frontline staff and other service providers) are trained to work
with LEP participants.

5. Describe how civil rights complaints involving language access are addressed.
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6. Collect NAP agency perceptions about Federal language access policies, Federal regulations,
and statutes.

7. Describe the language landscape in each Territory.

Methodology

Interviews With NAP Agency Staff

The study team conducted virtual interviews with NAP agency staff in American Samoa, CNMI,
and Puerto Rico in September 2023 to learn about language access policies and practices in
each Territory. FNS sent an initial outreach email to the NAP contacts in each Territory. The
study team then sent a follow-up email inviting the contacts to participate in an optional
planning call. The team held one planning call with CNMI.

The respondents who participated in each interview were selected by the study’s main
Territory contact, who identified participants based on their knowledge of the focal topics. The
main Territory contact also completed a pre-interview questionnaire, which informed the
interviews. Each interview covered two or more of the following topics: (1) language access
policy, (2) language access operations, (3) civil rights policy, and (4) language access training.
The study team used the term bilingual in the interview protocols (and throughout this report)
to refer to individuals who speak two or more languages.

The study team completed two interviews per Territory for a total of six, one-hour interviews.
Overall, the team spoke with three respondents from American Samoa, three respondents from
CNMI, and two respondents from Puerto Rico. All respondents across the Territories were NAP
agency staff. The interviews with American Samoa and CNMI were conducted in English, while
the interviews with Puerto Rico were conducted in Spanish. The team recorded all interviews
and took notes. A template organized by research objectives and their corresponding research
guestions was used to synthesize the findings for each Territory.

Document Request

The study team asked NAP agency staff to share any documents related to language access
policy, operations, civil rights, or trainings on language access obligations. However, the
Territories had limited documents on these topics to share. Puerto Rico shared four civil rights—
related documents: (1) USDA and Justice for All poster in English, (2) discrimination complaint
and contact information in Spanish from an NAP brochure, (3) discrimination complaint form in
Spanish, and (4) form for rough treatment in Spanish. American Samoa shared the American
Samoa Nutrition Assistance Program (ASNAP) Nationality Data Summary from September 2023,
which provided information on the country of origin for ASNAP recipients. CNMI did not share
any documents. Although there were few documents available and a small sample size for
interviews, the team triangulated the data to describe the context as best as possible.
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Exhibit 1. Documents Shared by Each NAP Agency

Document Type American Samoa CNMI Puerto Rico

T

Language access plan

Y
111

Territory-specific guidance or policy guidance related to
language access

Q
B

)

Training materials for frontline staff on language access
obligations

O
O

Territory-specific guidance or policy documents related to
submitting or addressing civil rights complaints

Informational materials provided to NAP participants on V
submitting civil complaints or program complaints

Informational materials on how the NAP agency
operationalizes language access policies and procedures

/
Other documents V

Existing Language Data

© R

To better understand the context for language access in NAP, the study team gathered and
synthesized existing data on the number and proportion of LEP individuals and their top
languages spoken at home. For Puerto Rico, the team used the American Community Survey, 5-
Year Estimates/Puerto Rico Community Survey Vintage 2020 to collect these data. For American
Samoa and CNMI, the team drew on the Decennial Census of Island Areas, 2020 findings.
Because the number of LEP individuals in each Territory was not part of the available data
sources, we created the universe of LEP individuals in each State or Territory. From the data
sources mentioned, we included as LEP those individuals five or older who spoke English well,
not well, or not at all. Those who spoke English “very well” were excluded from being in the LEP
category.!

Findings by Territory
This section summarizes the main findings for each objective for each Territory. The next
section provides a synthesis of findings across Territories. Research objective 7 is addressed

first because the language landscape of each Territory is important for understanding the
findings for research objectives 1 to 6.

1 This approach is the standard way of defining “LEP” using the ACS data, as per the LEP.gov website hosted by the US
Department of Justice - https://www.lep.gov/source-and-methodology
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Language Landscape of NAP Territories

American Samoa

In American Samoa, only individuals with low incomes who are older than age 60, blind, or
disabled are eligible to participate in NAP (USDA FNS, 2021). The study team relied on the
Decennial Census of Island Areas for those age 65 and older because this was the census group
that most closely aligned with those served by NAP in the Territory. According to U.S. Census
Bureau (2020a), 95.8 percent (2,981 individuals) of the population age 65 and older in American
Samoa spoke a language other than English at home. About half (52.9 percent or 1,648) of
these individuals were considered LEP. The most-spoken language at home in American Samoa
among LEP individuals age 65 and older was Samoan (1,518 individuals).

According to the American Samoa Government Department of Health and Human Services,
2,886 and 1,547 of the 4,856 qualifying individuals (age 65 and older) receiving NAP benefits
were born in the Independent State of Samoa or American Samoa, respectively, as of
September 1, 2023. As a respondent explained, this means that 91 percent of recipients speak
Samoan. The respondent also shared that because of the NAP eligibility age requirements and
the Territory’s immigration law, most immigrants speak Samoan by the time they qualify for
NAP.

Exhibit 2 shows the languages spoken at home for the LEP population that is 65 and older.
Samoan and English are the primary languages used in the NAP office. All staff are bilingual. In
this context, language assistance services are needed for individuals who speak languages other
than Samoan or English.

Exhibit 2. Languages Other Than English Spoken at Home for LEP Population 65 years and older in
American Samoa

Language Number of Individuals % of Population 65+
Samoan 1,518 48.8%

Other 130 4.2%

CNMI

There are no age restrictions on NAP eligibility in CNMI. Therefore, the language landscape data
represent the population that is age 5 and older. According to U.S. Census Bureau (2020b), 74
percent (32,645 individuals) of the population spoke a language other than English at home.
About one-third (35.2 percent or 15,512 individuals) of CNMI’s population was considered LEP.

Exhibit 3 shows the languages spoken at home for the LEP population that is age 5 and older.
English is the primary language used in the NAP office. Language assistance services are needed
for speakers of languages other than English.

Exhibit 3. Languages Other Than English Spoken at Home for LEP Population 5 Years and Older in CNMI

Language Number of Individuals % of Population 5+

Philippine languages 6,879 15.6%

Other Pacific Island languages 1,065 2.41%
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Language Number of Individuals % of Population 5+
Chamorro 2,613 5.9%
Carolinian 533 1.2%

Puerto Rico

There are no age restrictions on NAP eligibility in Puerto Rico. Therefore, the language
landscape data represent the population that is age 5 and older. According to the U.S. Census
Bureau (2020), 2,976,210 people or 95.3 percent of the population spoke a language other than
English at home. The majority of Puerto Rico’s population was considered LEP: 75 percent of
the population (2,344,306 individuals) spoke English less than very well.

Exhibit 4 shows the languages spoken at home for the LEP population that is age 5 and older in
Puerto Rico. Spanish is the primary language used in NAP offices. Language assistance services
are needed for individuals who speak languages other than Spanish.

Exhibit 4. Languages Other Than English Spoken at Home for LEP Population 5 years and older in Puerto

Rico

Language Number of Individuals % of Population 5+
Spanish 1,376,414 44%
Chinese (Mandarin and Cantonese) 410 .01%

Addressing Language Access Regulations and Policies

To describe how the NAP agencies make decisions about (1) addressing language access
regulations and policies and (2) civil rights regulations and policies related to language access,
the study team asked about their understanding of Title VI? and its implementing regulations as
well as about Territory-specific language access regulations and guidance. The team also asked
about their language access program and provisions.

American Samoa

The NAP agency in American Samoa does not have a written language access policy, Territory-
specific language access regulations, nor policies in addition to Federal language access
regulations and guidance. The NAP agency also does not have a language access coordinator or
language access working group and does not conduct a self-assessment using the USDA-
recommended, four-factor analysis. A respondent explained they do not use the four-factor
analysis® because they know the composition of their participants and population.

2 This Federal law prohibits discrimination based on race, color, and national origin in programs and activities receiving Federal
financial assistance and USDA implementing regulations (Title VI of the Civil Rights Act of 1964, 42 USC § 2000d at 7 CFR 15).

3 The four-factor analysis is a Federal standard used to determine the appropriate language assistance services to ensure LEP
individuals have meaningful access to an agency's program and activities. USDA instructs State agencies to assess the LEP needs
of the population they serve and determine the language access services required by balancing four factors. The four factors
are 1) The number or proportion of LEP individuals eligible to be served or likely to be encountered within the area serviced by
the recipient, 2) The frequency with which LEP individuals come in contact with the program or activity, 3) The nature and
importance of the program, activity, or service to people's lives, and 4) Resources available to the SNAP State agency and the
costs of language services (USDA Guidance to Federal Financial Assistance Recipients Regarding the Title VI Prohibition Against
National Origin Discrimination Affecting Persons With Limited English Proficiency, p. 70777.).
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The NAP agency considers certain factors when deciding which languages to translate program
information into, including the number of households needing language assistance services in
the service area. Most documents are in English, while a limited number of documents are in
Samoan (for example, a list of required documents for applicants, a disability verification form,
consent forms, and a newsletter). The agency does not translate documents into any other
languages.

LEP individuals who do not speak Samoan will come with a family member or friend, who
serves as their interpreter, and communicate in English or Samoan with frontline staff, who are
all bilingual. This is rare, however. When needed, ASNAP also calls upon known community
members who can provide interpretation. They do not assess whether the community
members are qualified to interpret for NAP. Staff at the NAP agency in American Samoa believe
they have a clear understanding of Title VI and Federal language access regulations and
guidance.

CNMI

The NAP agency in CNMI does not have a written language access policy, Territory-specific
language access regulations, nor policies in addition to Federal language access regulations and
guidance. The NAP agency does not have a language access coordinator or language access
working group and does not conduct a self-assessment using the USDA-recommended, four-
factor analysis. NAP documents are only offered in English. The Territory’s NAP agency does not
have translated program information beyond three posters in Chamorro and Carolinian.
However, the team’s outreach about the study motivated a respondent to get the application
and the recertification packet translated into Chamorro and Carolinian (the two most
commonly spoken Indigenous languages), which is now underway by the Territory’s language
commission.

The NAP agency’s frontline staff draw on personal and community connections to provide
language assistance if someone only has proficiency in a language not commonly spoken by any
staff member. They do not assess whether the community members are qualified to interpret
for NAP. The agency shared that additional information about Title VI and the Federal language
access regulations and guidance, including tools for implementing regulations and guidance,
examples of best practices, and more detailed guidance on implementing regulations, would

be helpful.

Puerto Rico

The NAP agency in Puerto Rico does not have a written language access plan but reported
having Territory-specific language access regulations and guidance. One respondent shared that
the guidance on language access is administrative and considered part of the agency’s public
policy strategy, which includes having translation services available when a client arrives. The
NAP agency does not have a language access coordinator or language access working group and
does not conduct a self-assessment using the USDA-recommended, four-factor analysis. The
NAP agency has all documents available in English and Spanish. The NAP agency receives
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documents in English from FNS and translates them into Spanish. FNS has also recently started
to translate documents into Spanish, which the agency reviews.

The NAP agency has bilingual frontline staff. LEP individuals can go to an NAP office with a
family member or friend to serve as an interpreter and communicate in English or Spanish with
frontline staff. One respondent said there is a contracted interpretation service available;
however, this was unknown to the other respondent. The study team was unable to obtain
information on which or how many languages are available through the service or how the
service determines whether the interpreters are qualified and competent.

The agency reported working with FNS to align its NAP program with SNAP regulations. Staff
shared that additional information about Title VI and the Federal language access regulations
and guidance, including tools for implementing regulations and guidance, examples of best
practices, and more detailed guidance on implementing regulations, would be helpful for this
alignment.

Language Access Resources Landscape

To describe the language access resources landscape in the NAP agencies, the study team asked
about the available language options for services, applications, and other paper and electronic
program materials. The team also asked about the services provided by bilingual frontline staff
and qualified interpreters and translators, if any. Exhibit 5 provides an overview of
interpretation and translation services in each Territory.

American Samoa

Language assistance services are rarely needed in American Samoa because most people on the
island speak Samoan and English. As one respondent shared, “In the past 5 years, | would say
less than 10 people showed up not speaking English.” American Samoa did not report any
situations where they were unable to provide services to a LEP client.

The agency largely relies on bilingual staff
to communicate with clients. All office staff
are bilingual in Samoan and English. They
also have staff who speak Tongan and
Tagalog. Staff interviews are conducted in
English and Samoan, so English and Samoan
proficiency are assessed at the time of the
interview . There are no formal evaluation
processes in place for the interpretation services provided by frontline staff. The agency does
not use qualified translators or interpreters and does not have telephonic interpreter services.
At community events, community members interpret when needed.

“I started the program in 1994 and do not know of a
situation with having a language barrier or someone
we couldn’t serve because we couldn’t provide

language translation.”

—American Samoa respondent

Although it is uncommon to have an applicant who cannot speak English or Samoan, in rare
cases an applicant will arrive at the office with friends or family, including children, who can
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interpret. The study team does not have information on whether the client is required to sign a
waiver of their right to free interpretation services when using a family or friend to interpret.

ASNAP’s decision to translate some documents into Samoan is based on management staff’s
knowledge of the Territory’s demographics, which is supported by census data. The documents
available in Samoan are consent forms, a newsletter, a list of required documents for
applicants, and a form to verify disability with a health care provider. No other documents are
translated. The agency’s website and voicemail are only available in English. One respondent
shared that when the agency administered Pandemic Electronic Benefit Transfer (P-EBT), staff
translated applications into English and Samoan but found that most applicants preferred the
English application. Although P-EBT served a different population than NAP, this example
demonstrates the island’s comfort and at times preference for English for ASNAP
communications.

Staff also conduct outreach to other ethnic communities. For example, they may hold sessions
to explain NAP at Tongan churches, where community members provide interpretation
services. They also work with community members to record radio announcements in different
languages, including Tongan, Tagalog, and Chinese. The agency also has contracts with four
radio stations that translate their announcements into Tagalog, Tongan, and Fijian.

CNMI

The NAP agency reports that within the past

year’ there have not been any cases Where ”Within the past year, we haVenlt had any pr0b|ems
Ianguage barrlers hlndered an appllcant's Wlth the |anguage barriers Wlth our C“ents. We haVe
access to benefits, if eligible. Staff generally found successful ways to assist them.”

find a way to make communication work, such —CNMI respondent

as speaking basic English with gestures or

calling personal connections to interpret. The NAP agency has bilingual staff who provide
interpretation services. However, their qualifications are not evaluated, and the agency does
not determine whether frontline staff provide the appropriate language services at the point of
contact. According to a respondent, about 85 percent of staff speak Chamorro and 60 percent
speak Carolinian (the two Indigenous languages in the commonwealth). There are also a small
number of staff who speak Tagalog, Korean, or Mandarin. The agency does not contract with
gualified translators and interpreters or use a telephonic interpreter service.

The NAP agency allows family, friends, and children to interpret. In these cases, the client is not
required to sign a waiver of their right to free interpretation services. Community members
from ethnic organizations will sometimes accompany clients to the agency to interpret. During
natural disasters in particular, organizations such as the Korean Association, Chinese
Association, and the Bangladeshi community will send interpreters to volunteer at the NAP
program. The agency does not conduct outreach to LEP communities regarding NAP services.

Digital, voicemail, and paper program materials and information are only offered in English,
except for information about the right to apply, which is available online in Chamorro and
Carolinian. The application and recertification packets (including notices to households) are
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currently translated into Chamorro and Carolinian. The NAP agency plans to look at agency-
level data to determine which languages to offer translations in. The NAP agency shared that it
included translation services in its fiscal year 2024 budget.

Puerto Rico

Language access services are rarely needed in Puerto Rico because most people on the island
speak Spanish. The agency strives to have at least one English-Spanish bilingual frontline staff
member at each office. Puerto Rico’s government has a law that does not require staff to be
bilingual, so frontline workers are not required to speak English in addition to Spanish. The
language qualifications of bilingual staff are not evaluated. The one respondent who was
familiar with the use of contracted interpreters shared that the agency relies on participants’
and applicants’ feedback on the service. The agency also tries to have a supervisor monitoring
at the time the interpretation service is provided.

As described previously, an interpretation service was mentioned by one respondent but did
not seem to be known to the other respondent interviewed. Although there are no restrictions
on the use of family, friends, or children for interpretation, the agency did not describe this
option as being a common practice. The client is not required to sign a waiver of their right to
free interpretation services if using family or a friend to interpret.

Program documents are available in Spanish and English, including consent forms, complaint
forms, notices of rights, applications to participate in programs or activities, NAP application
form and notices to households. Documents are received from FNS in English and are translated
into Spanish by the agency. Recently, FNS has begun translating documents into Spanish. The
agency reviews these translations internally. Recorded voice services and online services are
available in English and Spanish only. The web services are translated into Spanish only by using
machine translation software.

Community outreach takes place in various forms, including working with community-based
organizations—though this is not specifically about language access. Puerto Rico conducts
outreach to LEP communities regarding NAP services by posting signs in intake areas and other
entry points, distributing outreach materials about NAP services, using local Spanish media, and
working with community-based organizations and other stakeholders to inform the public.

Exhibit 5. Overview of Interpretation and Translation Services in each Territory

American Puerto
Policy Resources Samoa CNMI Rico
@) . .
f\L‘@ Uses bilingual frontline staff
o~
Uses contracted, qualified interpreters or translators?

)

O
O

Uses family and friends to interpret V V V
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American Puerto
Policy Resources Samoa CNMI Rico

g Offers online program websites and portals in languages other than

Q English

/oM
Offers program documents in languages other than English V V V

2In Puerto Rico, there was a lack of agreement between respondents as to whether these services were available.

Language Access Operations Landscape

To describe the language access operations landscape in the NAP agencies, the study team
asked about their practices and procedures at the point of contact with LEP clients.

American Samoa

The NAP agency in American Samoa does not have written procedures regarding how frontline
staff determine whether someone is LEP or how staff should be recording and tracking the
language assistance services provided. All applicants must apply in person, so language
assistance needs are identified by front desk staff. All applications are completed by an
eligibility worker. Although the applications are in English, the conversations and interactions to
complete them are often in Samoan.

The agency requires applicants to attend an orientation before they can apply. Orientations are
delivered verbally in Samoan and English, but with an English-only PowerPoint presentation.
Having bilingual conversations in this way is the norm in the Territory. Participants who do not
speak Samoan and are unable to follow along with the presentation are given the chance to
speak with a staff member if needed. Respondents shared that there are many chances to ask
qguestions and that they have not found themselves in a situation where they could not provide
language assistance.

The NAP agency did not provide information on whether rural and urban areas receive the
same level of language assistance services. The agency also did not provide information on the
mechanisms available for clients to provide feedback regarding NAP language access processes.

CNMI

The NAP agency in CNMI does not have written procedures regarding how frontline staff
determine whether someone is LEP or how staff should be tracking the language assistance
services provided. There are no formal processes in place to evaluate the interpretation
services provided by frontline staff. Respondents felt that they had been able to serve rural and
urban areas equally.

When an LEP individual arrives at the office, the worker at the front desk will receive the client,
notify frontline staff, and try to identify personnel who can provide the language assistance
needed. If there are no bilingual staff who speak the LEP individual’s language, the agency uses
multiple approaches to provide language assistance, including picture aides; speaking basic
English with hand gestures; using tools such as machine translation services; or using a

11
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community member, friend, or family to interpret. Respondents said they find a way and are
resourceful. They also refer LEP individuals to local social services, who have interpreters within
their program and can help with applications and documents.

Puerto Rico

The NAP agency in Puerto Rico does not have written procedures regarding how frontline staff
determine whether someone is LEP. A respondent shared that clients self-identify as needing
language assistance. The agency tracks language services provided via client records. The
records alert frontline workers when language assistance is needed. The NAP agency has local
offices that provide services and conducts service fairs to remote communities with difficulties
accessing offices. However, the NAP agency does not have information regarding language
assistance services in more rural regions.

The agency largely relies on English-Spanish bilingual staff to communicate with speakers of
languages other than Spanish. If a client reports speaking a bit of Spanish or English, staff try to
communicate with them in those languages. If staff run into a situation where they are unable
to provide language assistance to an LEP client, they notify a supervisor, who makes a request
for language assistance services through the local offices. Clients sometimes come in with a
friend or family who can interpret. As mentioned, one respondent stated that Puerto Rico has
an interpretation service available; however, the other respondent did not know about this
service.

Clients are sent a feedback survey where they can describe any concerns about language access
or other matters. If the agency gets a complaint regarding the language assistance services
provided, they personally evaluate the staff.

Language Access Training

To describe how NAP agencies are trained to work with participants with LEP, the study team
asked agencies about whether and how frontline staff and other staff are trained.

American Samoa

American Samoa does not have specific language access training for staff. A respondent shared
that this is due to the minimal need to provide language access services. If language
interpretation is needed, staff know to reach out to senior staff. However, this kind of situation
is very rare.

CNMI

CNMI does not have specific language access trainings. However, there is an annual training
that touches on some of the language barriers staff might encounter when serving clients.
Puerto Rico

Puerto Rico does not have formal trainings in place for staff working with LEP individuals.

12
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Addressing Civil Rights Complaints

To describe how NAP agencies address civil rights complaints, the study team asked about past
civil complaints and how clients are informed that they can file complaints related to language
access.

American Samoa

American Samoa has not received any civil rights complaints regarding language access for LEP
clients in the last 12 months. American Samoa does not have a specific language access
complaint process. However, the civil rights complaints processing procedure is part of its
memorandum of understanding with FNS, which is signed by the regional FNS administrator
and the governor. Complainants are informed they have the right to a fair hearing for program
complaints if they disagree with any decision via a notice of dispositions in English, a civil rights
poster in English in the lobby, radio announcements, and through eligibility workers. The
agency does not offer any types of language assistance services for a past relevant court
decision, civil rights complaint investigation, or compliance review.

CNMI

CNMI has not received any civil rights complaints regarding language access for LEP clients in
the last 12 months. Applicants receive a notice letting them know their eligibility status, which
includes language that they have the right to file any grievance regarding their application or
any other matter. Staff also let clients know verbally and through notices and signs in the office
that they can file complaints. They do not offer any types of language assistance services for a
past relevant court decision, civil rights complaint investigation, or compliance review.

Puerto Rico

Puerto Rico has not received any civil rights complaints regarding language access for LEP
clients in the last 12 months. The agency has a procedures manual that provides guidance for
investigating language access complaints. LEP individuals are informed that they can submit
complaints through online forms or paper forms sent to the local offices or to FNS directly. Staff
verbally share this information, and the agency makes it available through signs in the office
and on its NAP website. They do not offer any types of language assistance services for a past
relevant court decision, civil rights complaint investigation, or compliance review.

Perceptions About Language Access Policies and Federal Statutes and Regulations

To collect NAP agency perceptions about Federal language access policies and Federal statutes
and regulations, the study team asked about their understanding of the policies and regulations
as well as communications, resources, and information from FNS.

American Samoa

Staff at the NAP agency in American Samoa believe they have a clear understanding of Title VI
and its implementing regulations as well as other Federal regulations and guidance that cover
language access. Agency staff indicated that they receive enough communications from FNS
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about language access requirements. They did not need additional resources at this time and
believe they have the funding and resources needed for language assistance services.

CNMI

Upper management level within the NAP agency in the CNMI believe they understand Title VI
and its implementing regulations as well as other Federal regulations and guidance that cover
language access. However, frontline staff need more training. Overall, agency staff believe they
receive enough communications from FNS; however, respondents also said they do not
regularly communicate with FNS regarding language access requirements. One respondent said,
“This is the first time I've learned about this.” Respondents also shared that they would benefit
from additional resources and information dissemination. Exhibit 6 shows the resources the
respondents identified. A respondent was curious to know whether FNS had posters or other
translated materials they could use.

Puerto Rico

One respondent in Puerto Rico believes they understand Title VI and its implementing
regulations as well as the other Federal regulations and guidance that cover language access.
However, the study team did not gather this information from the NAP agency respondent. The
agency shared that more guidance would be useful to ensure full access to NAP for clients with
LEP and to better align with SNAP requirements. Exhibit 6 presents the resources and
information the respondents identified.

Exhibit 6. Additional Resources NAP Agencies Would Like From FNS to Ensure Full Access to NAP for
Participants With LEP

American Puerto
Resources Identified by NAP Agencies Samoa CNMI Rico

Tools for implementing language access regulations and
guidance

| Cy

Examples of best practices of how other NAP agencies or State
SNAP agencies implement language access regulations and
guidance

\O|'
4 Ay
]

More detailed information on implementing language access
regulations and guidance

Increased funding

More staff

CAKKKKX
CAKKKK

Translated materials

W @f@ HX\ o] «
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American Puerto
Resources Identified by NAP Agencies Samoa CNMI Rico

® . :
—— Support for oversight and quality assurance
®@e®

fgf Support for training V

Synthesis of Findings Across Territories

The three Territories have different language contexts that affect how and when their NAP
agencies deliver language assistance services. In American Samoa, it is very common for
individuals to be bilingual in English and Samoan. The majority of LEP individuals speak Samoan.
Because all LEP clients speak Samoan or go to the office with a family member or friend who
can interpret and because NAP staff speak Samoan and English, they are able to provide the
language assistance services needed. NAP staff did not seem to consider Samoan a language for
which language assistance services were provided because it is a commonly spoken language
on the Territory and does not pose challenges for the staff.

Of the CNMI population, 35.2 percent are LEP individuals. Although closer to three-quarters of
the population speaks a language other than English at home, many also speak English. The
NAP agency uses English as its primary language and provides language assistance services for
individuals who speak a language other than English.

Most Puerto Rican participants speak Spanish and 76 percent are LEP individuals. However,
language assistance services are not needed for Spanish-speaking individuals because the
primary language used in the Territory, including in NAP offices, is Spanish. In Puerto Rico,
language assistance services are needed for individuals that do not speak Spanish.

Bilingual staff are the main providers of language assistance services. The three NAP agencies
reported having bilingual staff who interpret for clients when possible. Only Puerto Rico
reported access to a telephonic interpreter service, although only one respondent seemed to
be aware of it. All Territories reported allowing friends and family, including children, to
interpret for clients. American Samoa and Puerto Rico reported that this happened rarely.
CNMI was unsure of the overall frequency. CNMI also referenced using additional methods to
communicate with LEP clients, including using picture aides, Google Translate, local social
services with interpreters, or calling a personal contact or community member to interpret. In
American Samoa and CNMI, respondents talked about the close-knit communities of
immigrants who help one another apply and interpret as needed. None of the Territories
determine whether bilingual staff or community members are qualified to interpret.

NAP agencies varied on whether they had translated documents and materials online. CNMI
currently only has three posters in Chamorro and Carolinian. However, the agency was actively
working on having its application and recertification packets translated into Chamorro and
Carolinian. All online materials are in English only except the right to apply, which is in
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Chamorro and Carolinian. American Samoa has several printed documents in Samoan, but its
online materials are in English only. In Puerto Rico, all documents are translated into Spanish.
NAP staff typically complete the translations themselves, but recently FNS started to send
translations, which the agency reviews. Puerto Rico’s online materials are translated by
machine translation software and are available in Spanish.

Across all NAP agencies, there was a lack of written language access plans, policies, and
procedures. The three NAP agencies do not have written language access plans, language
access coordinators, or language access working groups. None of the agencies reported
conducting a four-factor analysis or having a written procedure for determining whether a
participant or applicant has LEP. In all NAP agencies, front desk staff are responsible for
determining whether a client needs language assistance services at the first point of contact.
Only Puerto Rico reported tracking the language services provided in client records. This study
motivated a respondent from CNMI to talk with staff about language access, translating
materials, conducting a small survey, meeting with ethnic associations on the island, and
gathering data to improve the agency’s language assistance services.

None of the agencies had received civil rights complaints regarding language access for clients
with LEP in the last 12 months. In American Samoa, the NAP agency informs clients of their
right to a fair hearing for program complaints via a notice of dispositions, radio
announcements, and eligibility workers. In Puerto Rico, the NAP agencies have signs that let
clients know they can submit paper or online complaint forms, and staff verbally share this
information as well. The study team did not get more information on this topic from CNMI.

None of the agencies reported having formal training on language access policies, procedures,
or regulations. The NAP agency in CNMI mentioned an annual training that touches on some of
the language access barriers that staff might encounter when serving clients. The three NAP
agencies mostly determine how to address language access needs as they arise.

Overall, NAP agencies believed they had a clear understanding of the Federal regulations. The
CNMI NAP agency believes that senior staff have a clear understanding of Federal regulations at
the upper management level, but frontline staff need more training on the regulations. The
Puerto Rico and CNMI NAP agencies shared that they would benefit from more resources and
information on language access (see Exhibit 6). American Samoa reported having a clear
understanding of the Federal regulations.

Conclusions and Recommendations

Below are some conclusions and suggested recommendations based on the findings in this
report.
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The NAP agencies in the Territories would benefit from formalizing their language access
policies and practices to ensure consistent and meaningful access to NAP for LEP clients who
need qualified and competent language
assistance services. All NAP agencies in the
Territories prioritize serving all clients,
including LEP individuals. They draw on
bilingual staff, allow family and friends to —CNMl respondent
interpret, and use other resources to

communicate. Because there are currently

no standardized language access policies and practices in any of the Territories, each staff
member may take a different approach to providing language assistance services. This lack of
standardization can lead to substantial differences in the quality and nature of language
assistance services. Having a written language access plan with policies and procedures will
ensure that NAP agencies are meeting minimal language access requirements.

“We have no guidance. They [frontline staff] just know

to help. It’s not a policy. Maybe we need a structure.”

The NAP agencies could benefit from language access training on Federal regulations and
policies. Currently, none of the NAP agencies provide staff training on language access. This lack
of training could result in staff not being familiar with Federal regulations and policies that they
are expected to follow. A standard training can contribute to staff providing more consistent
and informed language assistance services.

FNS might consider facilitating access to telephonic interpreter services. None of the NAP
agencies currently use a telephonic interpreter service. Because language assistance services
are not regularly needed in the Territories, in-house interpreters might not be needed.
However, because language access situations do arise, having an option available that covers
multiple language options could expand the services currently provided. A telephonic
interpreter service can reduce the burden on staff to identify someone who can interpret or use
ad-hoc approaches such as machine translation software. Furthermore, if the telephonic
interpreter service employs qualified interpreters, the interpretation is likely to be of higher
quality and can reduce bias that could be introduced by having family, friends, or community
members interpret.

The NAP agencies requested additional resources and information from FNS. Exhibit 6 shows
the resources and information that NAP agencies in CNMI and Puerto Rico are interested in
receiving from FNS. FNS could consider identifying which resources and information are already
available and feasible to provide. For example, if FNS has translated materials available in
languages that some Territories reported serving speakers of, such as Chinese, they could share
them with the NAP offices. FNS can also work with Territories to better understand their needs.
For example, both the Puerto Rico and CNMI agencies reported wanting more detailed guidance
on implementing regulations. However, what they need guidance on might vary across the
Territories based on their context. American Samoa did not request additional resources from
FNS.
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Future research could include the experience of frontline staff at the NAP agencies. The study
team interviewed senior-level staff, many whom had limited daily interaction with staff.
Speaking with frontline staff from each agency would provide a better understanding of their
experiences with providing language assistance services and the challenges they face working
with LEP individuals. Frontline staff could also share more detail about needed resources or
information from their agency or FNS. Future studies could also include speaking with FNS staff
assigned to support NAP agencies, which would be helpful for triangulating the results and
providing robust recommendations.
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Research questions

Objectives

Objective 1. Describe how each NAP agency makes decisions about addressing LEP regulations and policies and
civil rights regulations and policies as related to LEP

1. How well do the agencies understand Title VI and its implementing regulations at 7 CFR 15, and the USDA
SNAP bilingual regulations and USDA LEP Guidance?

N

. Do the agencies have a Language Access Coordinator and language access program?

w

. How do the agencies decide into which languages to translate program information?

4. What are the provisions for someone whose only proficiency is in a language not commonly used in the
Territory?

5. What provisions are made for languages that are mostly spoken instead of written?

[+)]

. Is the agency operating a language access program as a result of a court decision, complaint investigation or
compliance review?

Objective 2. Describe the LEP policy landscape in each Territory

1. In which languages are applications and other program documents translated (e.g., EBT training materials,
antifraud messaging, hearing notification, etc.)? What documents are translated and into which languages are
they translated?

. How do the agencies determine what language services to provide?

. How do the agencies determine which written material (paper or electronic) will be translated?

. What process do the agencies use to determine what language services will be provided?

vi | AW |N

. How does the agency determine whether its contracted language assistance services are qualified and
competent?!

[+

. What are the language options for websites, online applications, and account management platforms?

7. Are these online services translated using a machine translation software or qualified human translators?

8. What LEP resources are available to help applicants/participants access online websites, portals, or
applications?

9. How does the NAP agency ensure LEP persons have full access to telephone voicemail menus on customer
service lines used for their NAPs?

10. Does the NAP provider utilize qualified translators to translate program information on digital services such
as websites, online automated applications, EBT platforms, etc.??

11. How does the NAP provider determine whether the interpreters and translators used for NAP services are
qualified and competent to interpret or translate?

12. If bilingual staff are used to interpret or to communicate in-person with LEP applicants and participants, how
does the NAP provider determine if they are qualified to do so??

13. How does the NAP agency ensure translation accuracy, integrity, and cultural accuracy?

14. How are language services provided in unexpected situations (e.g., benefit issuance system outage, running
out of translated materials, applicants that enter the office and cannot communicate due to LEP)?

15. What restrictions or limitations do NAP providers have on the use of family, friends, and children as
interpreters and how frequently do NAP providers use family, friends, and children as interpreters?

16. Does the NAP agency require LEP persons to sign a waiver of right to free interpreter services if the LEP
person chooses to use their family or friend as an interpreter?

17. Does the NAP agency provide the same level of language access services to in rural and urban areas?

18. How does the NAP agency conduct a self-assessment of language assistance needs in each NAP service area??

19. How does the community provide feedback on the language access policies, plans, and procedures?
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Objectives

20. How does the NAP agency and local agency record and track the primary language spoken and the language
assistance provided at the point of contact with individuals with LEP??

Objective 3. Describe the LEP operations landscape in each Territory

1. How does the NAP agency provide interpretation services for interviews or other verbal communications?

2. How does the NAP agency or local agency conduct outreach to LEP communities regarding NAP services??

3. How long does it take to get translated documents to an applicant/participant if their language is commonly
spoken in the Territory?

4. How long does it take to get interpreters for applicants/participants if their language is commonly spoken in
the Territory?

5. How long does it take to get translated documents to an applicant/participant in a rarely spoken language??

6. How long does it take to get interpreters for applicants/participants for a language that is rarely
encountered??

7. How does the NAP agency determine whether frontline staff are providing the appropriate language
assistance services at the point of contact with applicants and participants with LEP??

8. Is there a system notification in place to notify frontline staff/case workers which language assistance services
the client will need for purposes of communications (both written and verbal)?*

9. Is there a NAP agency procedure regarding how, on an individual basis, front line workers determine whether
someone is LEP?

10. Is there a NAP agency procedure regarding how frontline staff are supposed to record and track the language
assistance services provided to LEP applicants and participants at the point of service?

11. How often does a NAP agency respond to requests for documents or interviews in languages they do not
currently serve?

12. What does the NAP agency do when there is no provider able to serve the participant in their language?

13. What other problems and challenges have developed working with LEP applicants/participants?

14. Are there advocacy organizations that help provide translation or interpretation services? If so, how does the
NAP agency or local agency determine whether these interpreters and translators are qualified and
competent to provide language assistance services??

15. What is the NAP agency’s procedure when the NAP provider is unable to provide language services to a LEP
applicant/participant?!

16. Is there a difference in sanctioning procedures for LEP participants if their language abilities may be a factor?

17.1s there a mechanism for applicants/participants to provide feedback or concerns to NAP agencies regarding
the LEP process?!

18. How does the NAP agency record and track the primary language spoken and the language assistance
provided at the point of contact with individuals with LEP?

Objective 4. Describe how NAP agencies (front line staff and other service providers) are trained to work with
LEP participants

1. Do new frontline staff and other frontline staff receive training on their language access obligations? How is
this training completed?

2. How are front line staff and other staff informed of changes in language access policies, plans and
procedures?

3. How do front line and other staff give feedback on challenges in implementing the language access policies,
plans and procedures?

4. Are bilingual staff that are used as interpreters required to take a professional interpreter training course? Are
their language skills tested by a third-party evaluator?
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Objectives

5.

Are staff trained on how to use telephonic language line interpreters and in-person interpreters?

Objective 5. Describe how are civil rights complaints addressed

1.

How does the NAP agency inform complainants that they can file a complaint regarding language access
directly with the USDA??

. How many civil rights complaints regarding language access for individuals with LEP has the NAP agency

received in the past 12 months?

. Does the NAP agency have a FNS-CRD complaints processing procedure to investigate language access

complaints?

. Did the NAP agency inform FNS Civil Rights Division when they received these complaints prior to initiating an

investigation of the allegations??

. What types of allegations are raised in these complaints (i.e., failed to provide a qualified interpreter of

translated materials, online application system is not available in frequently encountered languages, etc.)?

. How many of the complaint investigations resulted in a determination of noncompliance or unlawful

discrimination?

. How has the NAP agency responded to findings about civil rights complaints regarding language access for

individuals with LEP?

Objective 6. Collect NAP agency perceptions about Federal LEP policies and Federal regulations and statutes

1.

Do NAP agencies believe they understand Title VI and the federal language access regulations and guidance?

2.

What kind of information do NAP agencies want from FNS about Title VI language access regulations and
guidance?

. Do NAP agencies believe they have the resources to properly implement language access plans, policies, and

procedures to meet federal regulations and guidance?

. What new resources do NAP agencies need to ensure full access to NAP for individuals with LEP?

5. Do the NAP agencies believe that they have the necessary resources to ensure full access to NAP services in

accordance with federal regulations and guidance?

6. Does communication occur between NAP agencies and FNS regarding language access requirements?

7. Do NAP agencies believe that they receive enough technical assistance and communications from FNS

regarding language access requirements?

8.

What other feedback do the NAP agencies have?

9.

What kind of information do NAP agencies want from FNS about LEP policies, regulations, and statutes?

Objective 7. Describe the language landscape in each Territory

1.

What is the number and proportion of LEP individuals that are served by each Territory?

2.

How does the concentration of LEP individuals vary within each Territory?

3.

What are the commonly spoken languages among LEP individuals in each Territory?

1 We added more information to this revised report to better address this research question.

2 This question is not applicable to any Territories so is not included in this report.

3 These questions were not asked during the interviews, so we do not have information to include in this report.
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Interview protocol - English

Respondent background

A

1. What is your official job title or position?
2. How long have you held this position?

3

What are your primary responsibilities?

B. LEP Policy

To begin, I'd like to ask you some questions about how your NAP agency makes decisions
related to language access regulations, policies, and guidance.

The following questions ask about how your NAP agency determines the language assistance
services it provides, including whether your agency conducts the Federal four-factor analysis of
language needs. The four-factor analysis is a Federal standard used to determine the
appropriate language assistance services to ensure individuals needing language assistance
have meaningful access to an agency's program and activities.

1. Does your NAP agency conduct the four-factor analysis on a regular schedule? How often?

2. Does your NAP agency have a Language Access Plan? When was the Language Access Plan
created, or last updated? An estimate of the date is fine.

a. Ifyes: What is included?

i Needs and capacity assessment

ii. Oral language assistance services

iii.  Written translations

iv.  Policies and procedures related to each of the Language Access Plan elements
V. Notification of the availability of free language services

vi.  Staff training

vii.  Assessing accessibility and quality

The following questions ask about what your NAP agency does in response to .” Title VI of the
Civil Rights Act of 1964 (Or 7 CFR 15), USDA Guidance Regarding Title VI (or 79 F.R. No. 299) and
USDA SNAP bilingual regulations (or 7 CFR 272.4 (b)).

3. Does your NAP agency have a Language Access Working Group? If yes, who is included?
When was the Language Access Working Group created? Have any changes been made to
how the Language Access Working Group operates over time? Why?

The following questions ask about [Territory’s] specific regulations and guidance related to
language access policies.

4. Does American Samoa have language access regulations or policies that go beyond Federal
language access regulations and guidance (that is, Title VI, USDA Guidance on Title VI, and
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USDA SNAP bilingual regulations) If yes, how do those regulations or policies go beyond
Federal regulations? What did American Samoa hope to achieve with those additions?

a. What topics are included in your NAP agency’s language access regulations or policies?

i.
ii.
iii.
iv.
V.
vi.

Vii.

Needs and capacity assessment

Oral language assistance services

Written translations

Policies and procedures related to each of the Language Access Plan elements
Notification of the availability of free language services

Staff training

Assessing accessibility and quality

The next series of questions asks about how your NAP agency sets policies.

5. How does your NAP agency determine the mix of language services to provide (for example,
telephone interpreter lines, contracted interpreters, written materials etc.)?

a. For example, do you use:

iii.
iv.

V.

Vi.

Outcome of four-factor analysis

Guidance from other American Samoa agency

Guidance from USDA

Guidance from other Federal agencies (e.g., Department of Justice)
American Samoa policy

Community feedback

6. How, if at all, does the NAP agency conduct a self-assessment of language assistance needs
in each NAP service area?

7. How, if at all, does your NAP agency assess whether it has resources available to provide
language access services?

a. For example, do you assess:

iii.
iv.

V.

Availability of bilingual staff

Availability of technology (e.g., telephonic, internet, or video interpreter services)
Availability of outside resources

Availability of operating funds

Availability of community resources

8. How, if at all, does your NAP agency gather community feedback when updating current
language access procedures?

a. For example, do you:

iii.
iv.

Meet with community leaders

Meet with community organizations

Collect digital/electronic feedback from the community
Analyze data collected by community organizations
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9.

10.

11.

How, if at all, does your NAP agency record and track the primary language spoken and the
language assistance provided at the point of contact with individuals needing language
assistance services?

What sources of information does your NAP agency use to track how often you encounter
individuals needing language assistance services? Do you always use the same sources? In
what cases might it vary?

a. For example, do you use:
i Application data
ii. Eligibility data
iii. Case management data
iv.  Customer service survey

V. Call center data
vi.  Data from other access points
vii. Data from applicants requesting language access services

How does your NAP agency approach sanctioning procedures for individuals needing
language assistance services? For example, are there different sanctioning procedures for
these individuals if language abilities could be a factor in the cause of their sanction?

The next series of questions refers to use of bilingual staff, interpreters, or interpretation
services for spoken language access.

12.

13.

14.

15.

16.

When hiring, does your NAP agency assess proficiency in specific languages such as [English,
Samoan, Chamorro, or Spanish] as being necessary for particular positions? Are there any
other languages that you assess proficiency for when hiring?

What methods does your NAP agency use to determine whether to provide bilingual staff or
interpreters to participants needing language assistance services? Do you assess language
assistance needs across all of American Samoa or do you assess it at a more local level?
Please describe.

What does your NAP agency do when it encounters people who are only proficient in a
language other than English or Samoan?

Are there any languages that are mostly spoken rather than written in your Territory? If yes,
what services does your NAP agency provide for those spoken languages?

a. For example, do you:

i Use a telephone interpreter service
ii. Use bilingual staff who speak these languages
iii.  Contract interpreters who speak these languages
iv.  Use these clients' family members or friends as interpreters

How does your NAP agency provide language services in unexpected situations? An
example of an unexpected situation may be running out of translated materials.
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a. For example, do you:

V.
Vi.
Vii.

Use a telephone interpreter service

Use the clients' family members or friends to help provide language services
Identify the language service needed and reschedule with individual when service
is available

Attempt to provide language services in a language other than the language of
the individual needing language assistance services (for example, try
communicating in English or a dialect or language similar to the person's primary
language)

Use picture aides

Use a tool such as Google, Siri, Alexa, etc. to translate

Use bilingual staff who speak these languages

The following questions are about translating documents.

17. What factors does your NAP agency consider when determining the translated program
information or materials it will provide?

18.

19.

a. For example, do you consider:

Vi.

The number of households needing language assistance services in the service
area

The importance of the activity, information, encounter, or service involved

The consequence to the individual needing language assistance if the information
in question is not provided accurately or in a timely manner

If the document contains information that is required by law

Information other SNAP agencies have shared with your agency

Community feedback

Does your NAP agency use multiple translations for languages that have regional variation?
For example, Puerto Rican Spanish and Mexican Spanish.

Which of the following vital documents does your State SNAP agency translate?

a. For example, do you translate:

i.
ii.
iii.
iv.
V.
vi.
vii.

viii.

Consent forms

Complaint forms

Notices of rights

Applications to participate in programs or activities

NAP application form

Change report form

Notices to households (e.g., notices of rights, notices of denial, loss or decrease in
benefits or services)

Others

b. Why did your SNAP agency decide to translate the following documents: [a.i-a.viii]?
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20. Does the NAP provider utilize qualified translators to translate program information on
digital services such as websites, online automated applications, EBT platforms, etc.?

The next set of questions asks about whether your NAP agency has the information and
resources needed to implement language access regulations and policies.

21. What additional information about Title VI and the Federal language access regulations and
guidance would be helpful for FNS to provide NAP agencies?

a. For example, would you want:

i Tools for implementing regulations and guidance

ii. Examples of best practices of how other NAP agencies or State SNAP implement
regulations and guidance (this may include examples of documents, tools,
training, etc.)

iii.  More detailed guidance on implementing regulations

22. Do you agree that your NAP agency has the resources to fully implement Language Access
Plans, policies, and procedures to meet Federal regulations and guidance? Why or why not?

23. What additional resources does your NAP agency need to ensure individuals needing
language assistance services have full access to NAP?

a. For example, do you need:

i Increased funding

ii. More staffing

iii.  Translated materials

iv.  Support for training

V. External resources

vi.  Translator and interpreter services

vii.  Support for oversight and quality assurance

24. Do you agree that your NAP agency has the necessary resources to ensure that individuals
needing language assistance services have access to NAP services in accordance with the
federal regulations and guidance? Why or why not?

25. Do you agree that your NAP agency provides the same level of language access services to
individuals needing language assistance in rural and urban areas? Why or why not?

26. Does your NAP agency regularly communicate with FNS regarding language access
requirements? If no, do you communicate with FNS on an as-needed basis? Is there another
reason you don't communicate regularly with FNS?

27. Do you agree that your NAP agency receives enough technical assistance from FNS
regarding language access requirements? Why or why not?

28. Do you agree that your NAP agency receives enough communications from FNS regarding
language access requirements? Why or why not?
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29. Do you agree that your NAP agency has a complete understanding of Title VI and the

C.

Federal language access regulations and guidance? Why or why not?

LEP Operations

In this next series of questions, | will ask about how your NAP agency implements policies and
procedures that comply with Title VI and federal regulations and guidance that deal with
language access. for individuals needing language assistance.

1.

Does your NAP agency have a designated Language Access Coordinator? If yes, how long
have they been in that position? Is the Language Access Coordinator responsible for
developing a Language Access Plan or did they just contribute to the plan?

How, if at all, does your NAP agency or the local agency conduct outreach to communities
needing language assistance services regarding NAP services?

a. If needed: For example, do you:

i. Post signs in intake areas and other entry points

ii. Distribute outreach documents about NAP services

iii.  Work with community-based organizations and other stakeholders to inform
individuals needing language assistance services of NAP services

iv.  Use a telephone voice mail menu

V. Include notices in local newspapers in languages other than English.

vi.  Provide notices on non-English language radio and television stations about the
available SNAP services and how to get them

vii.  Deliver presentations or notices to organizations in their community (e.g.,

schools, religious institutions, senior centers, community centers)

How does the NAP agency evaluate the language assistance services that frontline staff are
providing to individuals needing language access services?

a. If needed: For example, do you use:

i Regular evaluations of frontline staff conducted by agency leadership

ii. Reviews of records kept by frontline staff

iii. Feedback from applicants and participants needing language assistance
iv.  Frontline staff self evaluations

V. Frontline staff peer evaluations

How, if at all, are frontline staff notified of an individual’s needs for written or verbal
language assistance services? Is this information provided by phone or email? Is it recorded
in the eligibility or case management systems? Is there no notification for staff about
language service needs?

Does your NAP agency have a written procedure regarding how frontline workers
determine whether an applicant or participant needs language assistance services? If yes, is
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this guidance provided by the NAP agency or by local agencies? Can you talk me through a
situation where the frontline staff would use this guidance?

6. Does your NAP agency have a written procedure for how frontline staff are supposed to
record the language assistance services provided to applicants and participants needing
language assistance services? If yes, please describe how frontline staff implement this
procedure and record the services provided to such individuals.

7. Does your NAP agency track requests for materials or interviews in languages not currently
served? If yes, where do frontline staff record these requests? How often does your NAP
agency respond to these requests? An estimate of the frequency of responses is fine.

8. What are some challenges your NAP agency faces when working with individuals needing
language assistance services?

a. If needed: For example, do you deal with:

i Lack of funding

ii. Not enough bilingual staff

iii.  Not have enough translated materials
iv.  There is not enough support for training

V. Not enough interpreters onsite to provide services
vi. Do not have access to interpreter services
vii.  Not enough support for oversight and quality assurance

9. What do frontline staff do when they are unable to communicate with an individual needing
language assistance?

a. Ifneeded: Do you:

i Use an interpreter service (e.g., telephone, internet/video, in-person)

ii. Use the clients' family members or friends to help provide language services

iii. ldentify the language service needed and reschedule with the person when the
service is available

iv.  Attempt to provide language services in a language other than the language of
the individual needing language assistance (for example, try communicating in
English or a dialect or language similar to the person's primary language)

V. Use picture aides

vi.  Use a tool such as Google, Siri, Alexa, etc. to translate

vii.  Use bilingual staff who speak these languages

10. Please describe the ways in which participants or applicants needing language assistance
services provide their feedback or concerns about the agency’s language assistance services
or lack thereof with NAP agencies. Are there any other ways individuals can provide
feedback? If so, please describe.

a. Ifneeded: Do you have:
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i A feedback section on the NAP website

ii. A feedback form, available at local NAP offices

iii.  Frontline staff submit feedback received from people

iv.  Afeedback section at the end of the application

V. Use surveys

vi.  Atoll-free number or email
Next | have some questions related to the resources and services your NAP agency uses to
provide services to individuals needing language assistance.

11. What language assistance resources are available to help LEP individuals access SNAP websites,
web portals, or online applications?

a. If needed: For example,

i Automated translation software
ii. Written translations of vital documents

iii.  Bilingual written translated notices of the right to receive competent oral
interpretation, free of cost

12. In general, how does your NAP agency translate content, materials, or services provided
online? Do you use automated translation software? FNS-provided translations of essential
documents? Qualified human translators? Are there any other methods your NAP agency
uses to translate online services?

13. What resources are available to help individuals needing language assistance services access
online websites, web portals, or applications? Are there any other resources?

a. Ifneeded: Do you use:

i Automated translation software for all online services

ii. Automated translation software for some online services

iii.  Written translations of vital documents

iv.  Bilingual written translated notices of the right to receive competent oral
interpretation, free of cost

14. How, if at all, does your NAP agency ensure individuals needing language assistance services
have full access to telephone voicemail menus or customer service lines?

Let’s talk more specifically about the types of staff your NAP agency uses for interpretation and
translation.

15. How, if at all, does your NAP agency and frontline staff provide interviews and verbal
communication with individuals needing language assistance services?
a. If needed: Does your NAP agency use:

i Bilingual staff available in person and by phone at all times
ii. On-staff interpreters
iii.  Contracted interpreters
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16.

17.

18.

19.

20.

21.

iv.  Interpreters from an advocacy organization
V. A telephonic interpreter service
vi.  Family members or friends

How, if at all, does your NAP agency evaluate the qualifications of interpreters and
translators during the hiring or contracting process? For example, do you look at degrees or
certificates? Work experience? Interviews? An assessment? Training?

How, if at all, does your NAP agency evaluate the qualifications of bilingual staff during the
hiring process and during employment? For example, do you look at degrees or certificates?
Work experience? Interviews? An assessment? Training?

How, if at all, does your NAP agency evaluate the qualifications of an advocacy
organization’s translators and interpreters? For example, do you look at degrees or
certificates? Work experience? Interviews? An assessment? Training?

How long does it take to get translated documents to individuals needing language
assistance services if their language is commonly spoken in American Samoa? How long
does it take to get interpreters for individuals needing language assistance services if their
language is commonly spoken in American Samoa?

a. If needed: Would you say it’s:

i 1 day or less

ii. 2 to 3 days

iii. 4to6days

iv. 1to2weeks

V. 3 to 4 weeks

vi. 5 weeks or more

How long does it take to get translated documents to individuals needing language
assistance services if their language is rarely encountered in American Samoa? How long
does it take to get interpreters for individuals needing language assistance services if their
language is rarely encountered in American Samoa?

a. If needed: Would you say it’s:

i 1 day or less

ii. 2 to 3 days

iii. 4to6days

iv. 1to 2 weeks

V. 3 to 4 weeks

vi. 5 weeks or more

If an individual needing language assistance services chooses to use a family member or
friend as an interpreter, does your NAP agency require the individual to sign a waiver of
their right to free interpretation services?
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22. When does your NAP agency permit the use of family and friends as interpreters?

a. If needed: For example, is it permitted:

iv.

V.

Vi.

For routine matters (such as the location of an office or hours of an agency)
During an emergency when no other interpretation is available

Once an individual needing language assistance services has filled out a consent
form wavier to use an interpreter of their choosing

When filling out an application

During an interview

During all interactions with the individual needing language assistance service

23. When does your NAP agency permit the use of children as interpreters?

a. If needed: For example, is it permitted:

iv.

V.

Vi.

For routine matters (such as the location of an office or hours of an agency)
During an emergency when no other interpretation is available

Once an individual needing language assistance services has filled out a consent
form wavier to use an interpreter of their choosing

When filling out an application

During an interview

During all interactions with the individual needing language assistance service

24. How frequently do frontline staff use family and friends as interpreters? Would you say
never, rarely, sometimes, usually, or always?

25. How frequently do frontline staff use children as interpreters? Would you say never, rarely,
sometimes, usually, or always?

26. How does your NAP agency ensure translation accuracy, integrity, and cultural competency?
Are translations reviewed for translation accuracy or cultural competency by staff? Are
there other ways?

D. Civil Rights

In this section, | have some questions related to how your NAP agency addresses civil rights
complaints regarding language access.

1. Does your NAP agency offer any types of language assistance services as a result of a past
relevant court decision, civil rights complaint investigation, or compliance review? What
types of language assistance services?

2. How, if at all, does your NAP agency inform people they are able to file complaints
regarding language access?

a. Do you have:

Application forms that include an FNS-approved nondiscrimination statement
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ii. Complaint forms (paper or online) that include an FNS-approved
nondiscrimination statement

iii.  Staff share this information verbally with people

iv.  Notices or signs posted in the office

V. USDA’s “And Justice For All or an FNS-approved substitute displayed in office

vi.  The [Territory’s] NAP website display this information

vii.  This information included in a telephone voice mail menu

Does your NAP agency have a process for handling civil rights complaints related to

language access and national origin discrimination that is approved by the FNS Civils Rights

Division?

a. If no: Is the process of process of handling civil rights complaints related to language
access documented in some other way?

b. If yes: Is the process documented in a NAP State Plan of Operations?

Can you describe how your Territory processes civil rights complaints filed in NAP?

Is this process of handling civil rights complaints related to language access approved by the
FNS Regional Office of Civil Rights?

This next set of questions asks about civil rights complaints and findings of noncompliance from
the last 12 months.

6.

Did your NAP agency receive any civil rights complaints in the past 12 months specific to
language access? If yes, how many civil rights complaints did your NAP agency receive in the
past 12 months because it did not provide language assistance services? An estimate of the
number of complaints is fine.

Now, let’s talk about the types of complaints that your agency received.

7.

Please tell us about the types of allegations that were raised in the civil rights complaints
received over the past 12 months. Were there any additional allegations?

a. If needed: Were there any allegations about:

i Failure to provide a qualified interpreter or translated materials
ii. Online application system not being available in frequently encountered

languages
iii.  Recipient not being notified of rights
iv.  Discrimination against a member of a State-specific protected class

V. Reasonable steps not being taken to provide meaningful access to SNAP
vi. Incident with staff members

vii.  Denial of needed benefits and services

viii. Delay in service delivery

ix.  Wrong services were provided
X. Ineffective services were provided
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8. How many of the language access civil rights complaints in the last 12 months did your NAP

10.

E.

Xi.

Voicemail menus on customer service lines are not accessible to persons who
speak less commonly spoken languages

agency inform the FNS Civil Rights Division about before initiating an investigation of the
allegations? An estimate of the number of complaints is fine.

How many of the civil rights complaints related to language access services in the last 12
months resulted in a determination of noncompliance or unlawful discrimination? An
estimate of the number of complaints is fine.

What corrective actions has your NAP agency taken in response to the complaints related to

language access services that were determined noncompliant? Were there any other
corrective actions? Did you take any corrective actions?

a. If needed: Did your NAP agency:

Training

Provide written notice to local agencies or subrecipients of areas of
noncompliance and required actions to correct the situation

Negotiate with local agencies or subrecipients to achieve compliance

Submit a Report of Findings of Noncompliance to the FNS Regional Civil Rights
Officer in instances where corrective action has not been completed within 60
days of finding

This final set of questions will be about how your NAP agency trains staff to work with
individuals needing language assistance.

1.
2.

How often do frontline staff receive training on language access procedures?

How, if at all, are frontline staff informed of changes in language access policies, plans, and
procedures by your NAP agency?

a. For example, do you inform them through:

i.
ii.
iii.
iv.
V.
Vi.
Vii.

Virtual meetings

In-person meetings

SNAP internal website

SNAP external website

Email updates

Updates sent by mail (that is, brochures, memos)
Phone call to frontline staff

How, if at all, do frontline staff give feedback on challenges in implementing the language
access policies, plans, and procedures? Are there any formal feedback structures? What
happens in practice?

a. For example, do staff give feedback through:
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i Responding to surveys on their experience

ii. Supervisors observe staff interactions with individuals needing language
assistance

iii.  Group discussions or meetings

iv.  One-on-one conversations with supervisor

V. Staff provide ad hoc feedback

4. How, if at all, does the NAP agency train frontline staff on its language access policies, plans
and procedures?

a. For example, do you use:

i Online trainings

ii. Conferences

iii.  Group in-person trainings

iv.  Group virtual trainings

V. One-on-one virtual trainings

vi.  On-the-job training

5. What types of training does your NAP agency provide for staff who are bilingual or staff

who provide interpretation services or complete translations? Are these trainings provided
internally? Do you provide any other forms of training?

a. For example, do you use:

i. Professional interpreter training courses

ii. Professional translation training courses

iii.  Language access policy and procedure trainings

iv.  Testing of language skills by a third-party evaluator

6. Are NAP agency staff trained on how to use telephonic interpreters? What about internet or
video interpreters? Are staff trained on how to use in-person interpreters? If yes to some
but not all, why are staff trained on certain types of interpreter services but not others?

F. Wrap-up

1. After all this discussion, what would be the main thing we should take away from this
conversation?

2. What would you say is the single biggest challenge about how your NAP agency provides
language assistance? What have you learned about addressing that challenge?

3. Do you have any other feedback about implementing language access policies? Are there
any other resources or information you want from FNS related to language access? Is there
anything else you would like to share?

Thank you for your time today.
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G. Document requests

Documents can be shared via email or through a secure site according to the respondent’s
discretion.

1. Canyou share your most recent Language Access Plan with us?

2. Do you have American Samoa-specific guidance or policy documents related to language
access that you could share with us?

3. Do you have training materials for frontline staff on language access obligations that you
could share with us?

4. Do you have American Samoa-specific guidance or policy documents related to submitting
or addressing civil rights complaints that you could share with us?

5. Do you have any informational materials you provide to NAP participants on submitting civil
rights complaints that you could share with us?

6. Do you have informational materials on how the NAP agency operates language access
policies and procedures you could share with us?

Interview protocol- Spanish

Respondent background

A
1. ¢Cudl es su cargo o el titulo oficial de su trabajo?
2. ¢Cuanto tiempo ha ocupado este cargo?

3

¢Cuales son sus responsabilidades primarias?

B. LEP Policy

Para comenzar, me gustaria hacerle algunas preguntas sobre cémo su agencia NAP toma
decisiones relacionadas a regulaciones, politicas y orientacién de acceso lingtistico.

Las siguientes preguntas son acerca de cdmo su agencia NAP determina los servicios de
asistencia linguistica que brinda, incluso si su agencia lleva a cabo el andlisis Federal de cuatro
factores de necesidades lingliisticas. El analisis de cuatro factores es un estandar Federal que se
utiliza para determinar los servicios de asistencia linglistica apropiados para garantizar que las
personas que necesitan asistencia linglistica tienen acceso significativo a los programas y las
actividades de una agencia.

1. ¢Realiza su agencia NAP el analisis de cuatro factores de forma regular? ¢Con qué
frecuencia?

2. ¢Tiene su agencia NAP un Plan de acceso lingiistico? ¢ Cuando se cred o actualizo por ultima
vez el Plan de acceso lingliistico? Un estimativo de la fecha estd bien.

a. Ifyes: iQué incluye?

i Evaluacién de necesidades y capacidad
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Vi.

Vii.

Servicios de asistencia linguistica orales

Traducciones escritas

Politicas y procedimientos relacionados con cada elemento del Plan de acceso
linglistico

Notificacion de la disponibilidad de servicios lingtliisticos gratis

Capacitacion de personal

Evaluacién de accesibilidad y calidad

Las siguientes preguntas son acerca de lo que hace su agencia NAP en respuesta a, “Titulo VI de
la Ley de Derechos Civiles de 1964 (o 7 CFR 15), Guia del USDA sobre el Titulo VI (o 79 F.R. No.
299) y regulaciones bilinglies de SNAP del USDA (o 7 CFR 272.4 (b)).

3. (Tiene su agencia NAP un Grupo de trabajo de acceso lingtistico? En caso afirmativo,
équién esta incluido? ¢ Cuando se cred el Grupo de trabajo de acceso lingliistico? ¢Se han
realizado cambios en la forma en que opera el Grupo de trabajo de acceso linglistico a lo
largo del tiempo? ¢Por qué?

Las siguientes preguntas son acerca de regulaciones y orientacion especifica de Puerto Rico
relacionadas a politicas de acceso lingtistico.

4. ¢Tiene Puerto Rico regulaciones o politicas de acceso linglistico que van mas alla de las
regulaciones y orientaciones federales de acceso lingtistico (es decir, el Titulo VI, Guia del
USDA sobre el Titulo VI y las regulaciones bilinglies de SNAP del USDA)? En caso afirmativo,
écomo exceden esas regulaciones o politicas las regulaciones federales? ¢Qué esperaba
lograr Puerto Rico con esas afiadiduras?

a. ¢Qué temas estan incluidos en las regulaciones o politicas de acceso lingtistico de su
agencia NAP?

i
ii.
iii.
iv.

V.
Vi.

Vii.

Evaluacion de necesidades y capacidad

Servicios de asistencia linguistica oral

Traducciones escritas

Politicas y procedimientos relacionados con cada elemento del Plan de acceso
linguistico

Notificacion de disponibilidad de servicios linglisticos gratis

Capacitacion de personal

Evaluaciéon de accesibilidad y calidad

El siguiente grupo de preguntas es acerca de como fija politicas su agencia NAP.

5. éCémo determina su agencia NAP la combinacién de servicios linglisticos que debe

proporcionar (por ejemplo, lineas telefénicas de interpretacidn, intérpretes contratados,

materiales escritos, etc.)?

a. Porejemplo, éusa...?

Resultado del andlisis de cuatro factores
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10.

ii. Orientacion de otras agencias de Puerto Rico

iii.  Orientacidon del USDA

iv.  Orientacidn de otras agencias Federales (por ejemplo, Departamento de Justicia)
V. Politica de Puerto Rico

vi.  Comentarios de la comunidad

¢Cémo, si lo hacen, realiza la agencia NAP una autoevaluacién de las necesidades de
asistencia linguistica en cada area de servicio de NAP?

¢Como, si lo hacen, evalta su agencia NAP si tiene recursos disponibles para proporcionar
servicios de acceso lingliistico?

a. Porejemplo, éevalta la...?

i Disponibilidad de personal bilinglie

ii. Disponibilidad de tecnologia (p. €j., servicios telefdnicos, de Internet o de
interpretacion por video)

iii.  Disponibilidad de recursos externos

iv.  Disponibilidad de fondos operativos

V. Disponibilidad de recursos comunitarios

¢Cémo, si lo hacen, retne su agencia NAP comentarios de la comunidad al actualizar los
procedimientos actuales de acceso linglistico?

a. Porejemplo, ¢...?

i. Se reune con lideres comunitarios

ii. Se relne con organizaciones comunitarias

iii.  Recopila comentarios digitales/electrénicos de la comunidad

iv.  Analiza los datos recopilados por las organizaciones comunitarias

¢Como, si lo hacen, registra y rastrea su agencia NAP el idioma principal que se hablay la
asistencia linglistica proporcionada en el punto de contacto con las personas que necesitan
servicios de asistencia linglistica?

¢Qué fuentes de informacién utiliza su agencia NAP para rastrear la frecuencia con la que
encuentra personas que necesitan servicios de asistencia linglistica? ¢ Utiliza siempre las
mismas fuentes? ¢En qué casos puede variar?

a. Porejemplo, éusa...?

i Datos de la solicitud

ii. Datos de elegibilidad

iii.  Datos de gestion de casos

iv.  Encuesta de servicio al cliente

V. Datos del centro de llamadas

vi. Datos de otros puntos de acceso
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vii. Datos de solicitantes pidiendo servicios de acceso lingtistico

11. ¢Como aborda su agencia NAP los procedimientos de sancidén para personas que necesitan
servicios de asistencia lingliistica? Por ejemplo, ¢existen diferentes procedimientos de
sancion para estas personas si las habilidades linglisticas pueden ser un factor en la causa
de sancién?

La siguiente serie de preguntas se refiere al uso de personal bilingie, intérpretes, o servicios de
interpretacidn para el acceso al idioma hablado.

12. Cuando contrata, éevalia su agencia NAP el dominio de idiomas especificos como inglés o
espafiol como necesario para ciertos puestos? ¢ Hay otros idiomas en los que evalue el
dominio al momento de contratar?

13. éQué métodos utiliza su agencia NAP para determinar si debe proporcionar personal
bilinglie o intérpretes a los participantes que necesitan servicios de asistencia linglistica?
¢Evalua las necesidades de asistencia linglistica en todo Puerto Rico las evalla a un nivel
mas local? Por favor describa.

14. ¢{Qué hace su agencia NAP cuando se encuentra con personas que solo dominan un idioma
gue no sea inglés o espafiol?

15. ¢Hay algun idioma que sea mayormente hablado en lugar de escrito en su Territorio? En
caso afirmativo, ¢qué servicios brinda su agencia NAP para esos idiomas hablados?

a. Porejemplo, éusa...?

i Un servicio de interpretacién telefénica

ii. Personal bilinglie que hable estos idiomas

iii.  Intérpretes contratados que hablan estos idiomas

iv.  Familiares o amigos de estos clientes como intérpretes

16. ¢Cémo brinda su agencia NAP servicios linglisticos en situaciones inesperadas? Un ejemplo
de una situacion inesperada puede ser quedarse sin materiales traducidos.

b. Por ejemplo, éusa ...?

i Un servicio de interpretacion telefdnica

ii. Familiares o amigos de los clientes para ayudar a brindar servicios linguisticos

iii.  Algo para identificar el servicio lingliistico necesario y reprograma con la persona
cuando el servicio esté disponible

iv.  Unintento de brindar servicios lingliisticos en un idioma que no sea el idioma de
la persona que necesita los servicios de asistencia linguistica (por ejemplo, intenta
comunicarse en inglés o en un dialecto o idioma similar al idioma principal de la

persona)
V. Ayudas graficas
vi.  Una herramienta como Google, Siri, Alexa, etc. para traducir
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Vii.

Personal bilinglie que hable estos idiomas

Las siguientes preguntas son acerca de traducir documentos.

17. ¢Qué factores considera su agencia NAP para determinar la informacidon del programa o los
materiales traducidos que proporcionara?

a. Porejemplo, éconsidera...?

Vi.

El nimero de hogares que necesitan servicios de asistencia linguistica en el drea
de servicio

La importancia de la actividad, informacidn, encuentro, o servicio involucrado

La consecuencia para la persona que necesita asistencia lingtistica si la
informacidn en cuestidn no se proporciona de manera precisa u oportuna
Si el documento contiene informacién requerida por ley

Informacién que otras agencias SNAP han compartido con su agencia
Comentarios de la comunidad

18. ¢Usa su agencia NAP multiples traducciones para idiomas que tienen variaciones
regionales? Por ejemplo, espafiol de Puerto Rico y espainol de México.

19. ¢ Cuadl de los siguientes documentos traduce su agencia NAP?

a. Porejemplo, étraduce...?

iii.
iv.

V.

Vi.

Formularios de consentimiento

Formularios de reclamacién

Avisos de derechos

Solicitudes para participar en programas o actividades

Formularios de solicitud NAP

Aviso a hogares (e.g., avisos de derechos, avisos de denegacion, perdida o
disminucién de beneficios o servicios)

b. Por que su agencia NAP decidié traducir los siguientes documentos [a.i-a.viii]?

20. ¢ Utiliza interpretes calificados para traducir informacion sobre el programa NAP en servicios
digitales como sitios web, aplicaciones automatizadas en linea, plataformas EBT, etc.?

El siguiente conjunto de preguntas se refiere a si su agencia NAP tiene la informacion y
recursos necesarios para implementar regulaciones y politicas de acceso lingtistico.

21. ¢Qué informacidn adicional sobre el Titulo VI y las regulaciones y orientacion Federales de
acceso linglistico seria util que FNS proporcionara a las agencias NAP?

a. Porejemplo, équerria...?

Herramientas para implementar regulaciones y orientacién

Ejemplos de mejores practicas de como otras agencias NAP o SNAP estatales
implementan regulaciones y guias (esto puede incluir ejemplos de documentos,
herramientas, capacitacion, etc.)
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22.

23.

24,

25.

26.

27.

28.

29.

C.

iii.  Orientacion mas detallada sobre la implementacion de regulaciones

¢Esta de acuerdo en que su agencia NAP tiene los recursos para implementar
completamente los planes, politicas, y procedimientos de acceso lingtistico para cumplir
con regulaciones y orientacién federales? ¢ Por qué o por qué no?

¢Qué recursos adicionales necesita su agencia NAP para garantizar que las personas que
necesitan servicios de asistencia linglistica tienen pleno acceso a NAP?

a. Porejemplo, énecesita...?

i Aumento de financiacién

ii. Mas personal

iii.  Materiales traducidos

iv.  Apoyo para capacitacion

V. Recursos externos

vi.  Servicios de traduccidn e interpretacién

vii.  Apoyo para supervision y garantia de calidad

¢Esta de acuerdo en que su agencia NAP tiene los recursos necesarios para garantizar que
las personas que necesitan servicios de asistencia linglistica tienen acceso a servicios de
NAP de acuerdo con las regulaciones y orientacién federales? ¢ Por qué o por qué no?

¢Esta de acuerdo en que su agencia NAP brinda el mismo nivel de servicios de acceso
linglistico a personas que necesitan asistencia linglistica en areas rurales y urbanas? ¢ Por
qué o por qué no?

¢Se comunica su agencia NAP regularmente con FNS referente a los requisitos de acceso
linguistico? De no ser asi, ¢se comunica con FNS cuando es necesario? ¢ Hay alguna otra
razon por la que no se comunica regularmente con FNS?

¢Esta de acuerdo en que su agencia NAP recibe suficiente asistencia técnica de FNS con
respecto a los requisitos de acceso lingliistico? ¢ Por qué o por qué no?

¢Esta de acuerdo en que su agencia NAP recibe suficientes comunicaciones de FNS con
respecto a los requisitos de acceso lingliistico? ¢ Por qué o por qué no?

¢Esta de acuerdo en que su agencia NAP tiene una comprension completa del Titulo VI y las
regulaciones y orientacion federales de acceso lingiiistico? ¢ Por qué o por qué no?

LEP Operations

En la proxima serie de preguntas, le preguntaré cémo su agencia NAP implementa politicas y
procedimientos que cumplen con el Titulo VI y regulaciones y orientacién federales
relacionadas al acceso lingliistico para personas que necesitan asistencia con idioma.

1.

¢Tiene su agencia NAP un Coordinador de acceso lingiiistico designado? En caso afirmativo,
écuanto tiempo ha estado en esa posicion? ¢Es el Coordinador de acceso linglistico
responsable de desarrollar un Plan de acceso lingiiistico o simplemente contribuyé al plan?
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2. ¢Cémo lleva a cabo su agencia NAP o la agencia local la divulgacion a las comunidades que
necesitan servicios de asistencia linglistica relacionados a los servicios de NAP?

a. If needed: Por ejemplo, ¢...?

i Coloca letreros en areas de recepcidn y otros puntos de entrada

ii. Distribuye documentos de divulgacion sobre servicios de NAP

iii.  Trabaja con organizaciones comunitarias y otras partes interesadas para informar
a las personas que necesitan servicios de asistencia linguistica sobre los servicios
de NAP

iv.  Usa un menu de correo de voz telefénico

V. Incluye avisos en periddicos locales en idiomas distintos al inglés

vi. P Proporciona avisos en estaciones de radio y televisidon en idiomas distintos al
inglés sobre los servicios de SNAP disponibles y cdmo obtenerlos

vii.  Realiza presentaciones o anuncios a organizaciones en su comunidad (por

ejemplo, escuelas, instituciones religiosas, centros para personas mayores,
centros comunitarios)

3. ¢Como evalua la agencia NAP los servicios de asistencia linglistica que el personal de
primera linea brinda a las personas que necesitan servicios de acceso linglistico?

a. If needed: Por ejemplo, éusa...?

i Evaluaciones periddicas del personal de primera linea realizadas por el liderazgo
de la agencia

ii. Revisiones de registros mantenidos por el personal de primera linea

iii.  Comentarios de los solicitantes y participantes que necesitan asistencia linglistica

iv.  Autoevaluaciones del personal de primera linea

V. Evaluaciones de pares del personal de primera linea

4, ¢Como se notifica al personal de primera linea de las necesidades de una persona de

servicios de asistencia linglistica escritos o verbales? ¢Se proporciona esta informacién por
teléfono o correo electrénico? ¢Esta registrada en los sistemas de elegibilidad o de gestién
de casos? ¢Hay alguna notificacidon para el personal sobre las necesidades de servicios
linguisticos?

5. ¢Tiene su agencia NAP un procedimiento escrito sobre cdmo los trabajadores de primera
linea determinan si un solicitante o participante necesita servicios de asistencia lingtistica?
En caso afirmativo, éies proporcionada esta orientacion por la agencia NAP o por agencias
locales? ¢ Puede explicarme una situacion en la que el personal de primera linea usaria esta
orientacién?

6. ¢Tiene su agencia NAP un procedimiento escrito sobre cdmo se supone que el personal de
primera linea debe registrar los servicios de asistencia linglistica proporcionados a
solicitantes y participantes que necesitan servicios de asistencia linglistica? En caso
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afirmativo, describa como el personal de primera linea implementa este procedimiento y
registra los servicios prestados a dichas personas.

7. ¢Hace seguimiento su agencia NAP de solicitudes de materiales o entrevistas en idiomas no
servidos actualmente? En caso afirmativo, ¢donde registra el personal de primera linea
estas solicitudes? ¢ Con qué frecuencia responde su agencia NAP a estas solicitudes? Una
estimacion de la frecuencia de las respuestas estd bien.

8. ¢Cuales son algunos de los desafios que enfrenta su agencia NAP cuando trabaja con
personas que necesitan servicios de asistencia linglistica?

a. If needed: Por ejemplo, ése trata de...?

i Falta de fondos

ii. No tener suficiente personal bilinglie

iii.  No tener suficientes materiales traducidos
iv.  No tener uficiente apoyo para capacitacion

V. No tener suficientes intérpretes en el sitio para dar servicios
vi.  Notener acceso a servicios de interpretaciéon
vii.  No tener suficiente apoyo para la supervisién y garantia de calidad

9. ¢Qué hace el personal de primera linea cuando no puede comunicarse con una persona que
necesita asistencia linglistica?

a. If needed: iUsa...?

i. Un servicio de interpretacion telefénica (por ejemplo, teléfono, Internet/video, en
persona)

ii. Familiares o amigos de los clientes como intérpretes para ayudar a brindar
servicios linglisticos

iii.  Algo para identificar el servicio lingliistico necesario y reprograma con la persona
cuando el servicio esté disponible

iv.  Una tentativa de brindar servicios linglisticos en un idioma que no sea el idioma
de la persona que necesita la asistencia lingliistica (por ejemplo, intenta
comunicarse en inglés o en un dialecto o idioma similar al idioma principal de la

persona)
V. Ayudas graficas
vi.  Herramientas como Google, Siri, Alexa, etc. para traducir
vii.  Personal bilinglie que hable estos idiomas

10. Describa las formas en que los participantes o solicitantes que necesitan servicios de
asistencia linguistica comparten sus comentarios o inquietudes sobre los servicios de
asistencia linglistica de la agencia o la falta de los mismos con las agencias NAP. ¢ Hay
alguna otra forma en que las personas puedan proporcionar comentarios? Si es asi, por
favor describala.
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a. Ifneeded: ¢Usa...?

i. Una seccion de comentarios en el sitio web de NAP

ii. Un formulario de comentarios, disponible en las oficinas locales de NAP
iii. Comentarios de las personas recibidos por personal de primera linea

iv.  Una seccion de comentarios al final de la solicitud

V. Encuestas

vi.  Un numero gratuito o correo electrénico

A continuacidén, tengo algunas preguntas relacionadas a los recursos y servicios que utiliza su
agencia NAP para brindar servicios a las personas que necesitan asistencia linglistica.

11. ¢Qué recursos estan disponibles para ayudar a las personas que necesitan servicios de

12.

13.

14.

asistencia linguistica acceder a sitios web, portales web, o aplicaciones en linea de NAP?
¢Hay otros recursos?

a. Ifneeded: ¢Por ejemplo...?
i Software de traduccién automatica para todos los servicios en linea
ii. Software de traduccidén automatica para algunos servicios en linea
iii.  Traducciones escritas de documentos vitales

iv.  Notificaciones multilinglies escritas y traducidas acerca del derecho a recibir
interpretacion oral competente, sin costo

En general, écdmo traduce su agencia NAP contenido, materiales, o servicios
proporcionados en linea? ¢ Utiliza software de traduccién automatica? ¢ Traducciones
proporcionadas por el FNS de documentos esenciales? ¢ Traductores humanos calificados?
¢Hay algun otro método que utilice su agencia NAP para traducir los servicios en linea?

¢Qué recursos estan disponibles para ayudar a las personas que necesitan servicios de
asistencia linglistica a acceder a sitios web, portales web, o aplicaciones en linea? ¢{Hay
otros recursos?

a. If needed: iUsa...?

i. Software de traduccién automatica para todos los servicios en linea

ii. Software de traduccién automatica para algunos servicios en linea

iii.  Traducciones escritas de documentos vitales

iv.  Notificaciones escritas multilinglies traducidas acerca del derecho a recibir
interpretacién oral competente, sin costo

¢Cémo garantiza su agencia NAP que las personas que necesitan servicios de asistencia
linguistica tengan acceso completo a los menus del correo de voz telefénico o a las lineas de
servicio al cliente?

Hablemos mas especificamente sobre los tipos de personal que utiliza su agencia NAP para
interpretacion y traduccion.
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15.

16.

17.

18.

19.

20.

¢Cémo proporciona su agencia NAP y el personal de primera linea entrevistas y
comunicacion verbal con las personas que necesitan servicios de asistencia linguistica?

a. If needed: ¢Utiliza su agencia NAP ...?

i Personal bilinglie disponible en persona y por teléfono en todo momento
ii. Intérpretes parte del personal
iii.  Intérpretes contratados

iv.  Intérpretes de una organizacién de apoyo
V. Un servicio de interpretacion telefdnica
vi.  Familiares o amigos

¢Como evalla su agencia NAP las calificaciones de los intérpretes y traductores durante el
proceso de empleo o contratacidon? Por ejemplo, ¢busca titulos o certificados? ¢ Experiencia
laboral? éEntrevistas? éUna evaluacion? ¢ Capacitaciéon?

¢Como evalua su agencia NAP las calificaciones del personal bilinglie durante el proceso de
contratacién y durante el empleo? Por ejemplo, ébusca titulos o certificados? ¢ Experiencia
laboral? ¢Entrevistas? ¢ Una evaluacién? ¢ Capacitacion?

¢Como evalla su agencia NAP las calificaciones de los traductores e intérpretes de una
organizacién de apoyo? Por ejemplo, ébusca titulos o certificados? ¢ Experiencia laboral?
¢Entrevistas? ¢Una evaluacion? ¢ Capacitacidon?

¢Cuanto tiempo se tarda en entregar los documentos traducidos a las personas que
necesitan servicios de asistencia lingistica si su idioma se habla comunmente en Puerto
Rico ¢ Cuanto tiempo se tarda en conseguir intérpretes para las personas que necesitan
servicios de asistencia linglistica si su idioma se habla comunmente en Puerto Rico?

a. Ifneeded: ¢Diria que ...?

i 1 dia o menos

ii. 2 a3 dias

iii. 4a6dias

iv. 1a2semanas

V. 3 a4 semanas

vi.  5semanas o mas

¢Cudnto tiempo lleva entregar los documentos traducidos a las personas que necesitan
servicios de asistencia linglistica si su idioma rara vez se encuentra en Puerto Rico ¢Cuanto
tiempo se tarda en conseguir intérpretes para las personas que necesitan servicios de
asistencia linguistica si su idioma rara vez se encuentra en Puerto Rico?

a. Ifneeded: ¢Diria que ...?

i 1 dia o menos
ii. 2 a 3dias
iii. 4a6dias
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iv.

V.

Vi.

1 a2 semanas
3 a4 semanas
5 semanas o mas

21. Si una persona que necesita servicios de asistencia linglistica elige usar a un familiar o

amigo como intérprete, érequiere su agencia NAP que la persona firme una renuncia a su

derecho a servicios de interpretacion gratuitos?

22. ¢Cudndo permite su agencia NAP el uso de familiares y amigos como intérpretes?

a. If needed: Por ejemplo, ése permite...?

Vi.

Para asuntos de rutina (como la ubicacién de una oficina o el horario de una
agencia)

Durante una emergencia cuando no hay otra interpretacién disponible

Una vez que una persona que necesita servicios de asistencia linglistica ha
llenado un formulario de consentimiento renunciando a usar un intérprete de su
eleccion

Al llenar una solicitud

Durante una entrevista

Durante todas las interacciones con la persona que necesita el servicio de
asistencia linglistica

23. ¢Cuando permite su agencia NAP el uso de nifios como intérpretes?

a. If needed: Por ejemplo, ése permite...?

Vi.

Para asuntos de rutina (como la ubicacion de una oficina o el horario de una
agencia)

Durante una emergencia cuando no hay otra interpretacion disponible

Una vez que una persona que necesita servicios de asistencia lingtliistica ha
llenado un formulario de consentimiento renunciando a usar un intérprete de su
eleccion

Al llenar una solicitud

Durante una entrevista

Durante todas las interacciones con la persona que necesita el servicio de
asistencia lingliistica

24. ¢Con qué frecuencia utiliza el personal de primera linea a familiares y amigos como

intérpretes? ¢Diria que nunca, rara vez, a veces, generalmente o siempre?

25. ¢Con qué frecuencia utiliza el personal de primera linea a nifios como intérpretes? ¢ Diria
gue nunca, rara vez, a veces, generalmente, o siempre?

26. ¢Cémo garantiza su agencia NAP la precision, integridad, y competencia cultural de la
traduccidn? ¢Revisa el personal las traducciones para verificar su precision o competencia

cultural? ¢Hay otras formas?
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D. Civil Rights

En esta seccidn, tengo algunas preguntas relacionadas con la forma en que su agencia NAP
responde a quejas de derechos civiles relacionadas con el acceso lingtiistico.

1.

4.

5.

¢Ofrece su agencia NAP algun tipo de servicios de asistencia linglistica como resultado de
una decisién judicial anterior relevante, investigacién de queja de derechos civiles o revisién
de cumplimiento? ¢ Qué tipos de servicios de asistencia linglistica?

¢Cémo informa su agencia NAP a las personas que pueden presentar quejas sobre el acceso
linguistico?

a. ¢Tiene...?

i Formularios de solicitud que incluyen una declaracién de no discriminacion
aprobada por el FNS

ii. Formularios de quejas (impresos o en linea) que incluyen una declaracién de no
discriminacién aprobada por el FNS

iii.  Personal que comparte esta informacidn verbalmente con las personas

iv.  Avisos o letreros en la oficina

V. “Y justicia para todos” del USDA o un sustituto aprobado por el FNS exhibido en
la oficina

vi.  Elsitio web de NAP de Puerto Rico esta informacién

vii.  Esta informacion incluida en un menu de correo de voz telefénico

¢Tiene su agencia NAP un proceso para manejar quejas de derechos civiles relacionadas con
el acceso linglistico y la discriminacion por origen nacional que esté aprobado por la
Divisién de Derechos Civiles del FNS?

a. If no: iEstd documentado de alguna otra manera la forma de procesarlas quejas de
derechos civiles relacionadas con el acceso lingtliistico?

b. Ifyes: iEstd documentado el proceso en un Plan de operaciones estatal de NAP?

¢Puede describir cdmo su territorio procesa las quejas de derechos civiles presentadas a
NAP?

¢Estd este proceso de manejar las quejas de derechos civiles relacionado al acceso
linglistico aprobado por la Oficina Regional de Derechos Civiles de FNS?

El siguiente conjunto de preguntas es sobre quejas de derechos civiles y hallazgos de
incumplimiento en los ultimos 12 meses.

6.

¢Recibid su agencia NAP alguna queja especifica de derechos civiles en los ultimos 12 meses
sobre el acceso lingliistico? En caso afirmativo, écuantas quejas de derechos civiles recibid
su agencia NAP en los ultimos 12 meses porque no brindd servicios de asistencia linglistica?
Una estimacion del numero de quejas estad bien.

Ahora hablemos acerca de los tipos de quejas que recibié su agencia.
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7. Diganos sobre los tipos de acusaciones planteadas en las quejas de derechos civiles
recibidas durante los ultimos 12 meses. ¢ Hubo alguna acusacion adicional?

a. If needed: ¢{Hubo alguna acusacion por...?

i.

ii.
iii.
iv.
V.
Vi.
Vii.
viii.

Xi.

No proporcionar un intérprete calificado o materiales traducidos
No estar disponible el sistema de solicitud en linea en los idiomas mas frecuentes

No notificar los derechos al destinatario

Discriminacién contra un miembro de una clase protegida especifica del Estado
No tomar medidas razonables para proporcionar un acceso significativo a SNAP
Incidente con miembros del personal

Negacidn de beneficios y servicios necesarios

Retraso en entrega de servicios

Prestar servicios incorrectos

Proporcionar servicios ineficaces

Servicio al cliente no accesible en menus de correo de voz en las lineas para
personas que hablan idiomas menos comunes

8. ¢Cuantas de las quejas de derechos civiles de acceso linglistico en los Ultimos 12 meses
informé su agencia NAP a la Division de Derechos Civiles del FNS antes de iniciar una
investigacion de las acusaciones? Una estimacion del numero de quejas esta bien.

9. ¢(Cuantas de las quejas de derechos civiles relacionadas con los servicios de acceso
linguistico en los ultimos 12 meses resultaron en una determinacién de incumplimiento o
discriminacion ilegal? Una estimacion del numero de quejas estd bien.

10. ¢ Qué acciones correctivas ha tomado su agencia NAP en respuesta a las quejas relacionadas
con servicios de acceso lingtliistico que se determinaron como casos de incumplimiento?
¢Hubo otras acciones correctivas? ¢ Tomd alguna accidn correctiva?

a. If needed: {Pudo su agencia NAP...?

E. Training

Proporcionar un aviso por escrito a las agencias locales o subreceptores de las
areas de incumplimiento y acciones requeridas para corregir la situacion
Negociar con agencias locales o subreceptores para lograr cumplimiento
Presentar un Informe de hallazgos de incumplimiento al Oficial regional de
derechos civiles del FNS en los casos en que la accidn correctiva no se haya
completado dentro de los 60 dias posteriores al hallazgo

El grupo final de preguntas serd acerca de como su agencia NAP capacita al personal para
trabajar con personas que necesitan asistencia linguistica.

1. ¢Con qué frecuencia recibe el personal de primera linea capacitacion sobre los
procedimientos de acceso lingliistico?
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2. éComo se informa al personal de primera linea sobre los cambios en politicas, planes, y
procedimientos de acceso linglistico por parte de su agencia NAP?

a. Porejemplo, éles informa a través ...?
i De reuniones virtuales
ii. De reuniones en persona
iii.  Delsitio web interno de SNAP
iv.  Del sitio web externo de SNAP

V. De actualizaciones por correo electrénico
vi.  De actualizaciones enviadas por correo postal (es decir, folletos, memorandos)
vii. De una llamada telefénica al personal de primera linea

3. ¢Cémo brinda retroalimentacién el personal de primera linea sobre los desafios en la
implementacidn de politicas, planes, y procedimientos de acceso lingliistico? ¢ Existen
estructuras formales de retroalimentacién? ¢ Qué sucede en la practica?

a. Porejemplo, é{da retroalimentacion el personal a través de ...?

i Respuestas a encuestas sobre su experiencia

ii. Observaciones por los supervisores de las interacciones del personal con las
personas que necesitan asistencia linglistica

iii.  Discusiones o reuniones de grupo

iv.  Conversaciones personales con el supervisor

V. Retroalimantacion ad hoc proporcionada por el personal

4. ¢Como capacita la agencia NAP al personal de primera linea sobre sus politicas, planes y
procedimientos de acceso linglistico?

a. Porejemplo, éusa...?

i Capacitaciones en linea

ii. Conferencias

iii.  Capacitaciones grupales en persona
iv.  Capacitaciones grupales virtuales

V. Capacitaciones virtuales individuales
vi.  Capacitacién en el lugar de trabajo

5. ¢Qué tipos de capacitacion da su agencia NAP al personal bilinglie o al personal que brinda
servicios de interpretacién o completa traducciones? éSe dan estas capacitaciones
internamente? ¢ Ofrece otras formas de capacitacion?

a. Porejemplo, éusa...?

i Cursos profesionales de capacitacion de intérpretes

ii. Cursos profesionales de capacitacidon de traductores

iii.  Capacitaciones sobre politicas y procedimientos de acceso linglistico
iv.  Pruebas de habilidades linguisticas por un evaluador externo
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¢Estd capacitado el personal de la agencia NAP sobre como utilizar intérpretes telefénicos?
¢Qué pasa con los intérpretes de Internet o video? ¢ Esta capacitado el personal sobre como
usar intérpretes en persona? Si respondid si a algunas pero no a todas, épor qué esta
capacitado el personal en ciertos tipos de servicios de interpretacién pero no en otros?

Wrap-up
Después de toda esta discusion, équé seria lo mas importante que deberiamos recordar de
esta conversacion?

¢Cual diria que es el mayor desafio sobre cdmo su agencia NAP brinda asistencia lingliistica?
¢Qué ha aprendido acerca de abordar ese desafio?

¢Tiene algun otro comentario sobre la implementacién de politicas de acceso linglistico?
¢Hay algun otro recurso o informacidn que quiere de FNS relacionada al acceso lingliistico?
¢Hay algo mas que le gustaria compartir?

Gracias por su tiempo hoy.

G. Document requests

Documents can be shared via email or through a secure site according to the respondent’s

discretion.

1. ¢Puede compartir con nosotros su Plan de acceso lingliistico mas reciente?

2. ¢Tiene documentos de orientacidn o politicas especificos de Puerto Rico relacionados con el
acceso linglistico que podria compartir con nosotros?

3. (Tiene materiales de capacitacion para el personal de primera linea sobre las obligaciones
de acceso lingtistico que podria compartir con nosotros?

4. ¢Cuenta con documentos de orientacion o politicas especificos de Puerto Rico relacionados
con la presentacion o el tratamiento de quejas de derechos civiles que pueda compartir con
nosotros?

5. ¢Tiene algun material informativo que proporcione a los participantes del NAP sobre la
presentacion de quejas de derechos civiles que pueda compartir con nosotros?

6. ¢Tiene materiales informativos sobre como la agencia NAP opera las politicas y

procedimientos de acceso linglistico que podria compartir con nosotros?
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Territory Profile: American Samoa

95.8%

of the population
age 65and older
speak a language
other than English
at home

52.9%

of the population

age 65andolder
is limited English
proficient (LEP)

In American Samoa, only individuals with low incomes who are older than age 60, blind, or disabled are eligible to
participate in NAP (USDA FNS, 2021). The study team used the 2020 Decennial Census of Island Areas for the
population that is age 65 and older because this was the census group that most closely aligned with those served by
NAP in the Territory.

Description of American Samoa Language Access Policies and Operations

All Nutrition Assistance Program (NAP) office staff are bilingual in Samoan and English. There
are also staff who speak Tongan and Tagalog. Clients with limited English proficiency (LEP)
regularly come with a family member or friend who serves as their interpreter to
communicate in English or Samoan with frontline staff, who are all bilingual. The NAP
agency is also familiar with community members they can call upon for interpretation needs.
Most documents are in English, while a limited number of documents are in Samoan (for
example, a list of required documents for applicants, a disability verification form, consent
forms, and a newsletter). The Territory considers certain factors when deciding which
languages to translate program information into, including the number of households
needing language assistance services in the service area.

B.3



Appendix B: Territory Profiles

Key Findings From the Study Across Territories

1. The three Territories have different language contexts that affect how and when their

NAP agencies deliver language assistance services. In American Samoa, it is common

for individuals to be bilingual in English and Samoan. The majority of LEP individuals

speak Samoan. Because NAP staff speak Samoan and English, they can provide the

language assistance needed.

2. Bilingual staff
are the main
providers of
language
assistance
services. All
Territories
reported
allowing
friends and
family,
including
children, to
interpret for
clients. Only

Policy Landscape American CNMI Puerto

Uses bilingual frontline staff

(?o

Samoa Rico
' Uses contracted interpreters or

v v
translators? ?

2]

O
@)

[ )
Uses family and friends to interpret @ @ @

Offers online program websites and
portalsin languages other than English

v

bl

Offers program documentsin
languages other than English

[y

v v

2 In Puerto Rico, there was a lack of agreement between respondents as to whether
these services were available.

Puerto Rico reported access to a telephonic interpreter service.

3.NAP agencies varied on whether they had translated documents available. In Puerto Rico,

all documents were translated into Spanish. NAP agency staff typically perform

translations themselves, but recently the Food and Nutrition Service (FNS) started to send

translations, which the agency reviews. American Samoa had a subset of documents in

Samoan, and the Commonwealth of the Northern Mariana Islands (CNMI) was having its

application and recertification packets translated into Chamorro and Carolinian.

4.Across all NAP agencies, there was a lack of written language access plans, policies, and

procedures.

The three NAP agencies do not have written language access plans and do not have a

language access coordinator or a language access working group. None of the agencies

reported using four-factor analysis or having a written procedure for determining whether

someone is an LEP individual.
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5. None of the agencies had received civil rights complaints regarding
language access for LEP clients in the last 12 months.

6.None of the agencies reported having formal training on language access policies,
procedures, or regulations.

Territories mostly determine how to address language access needs as they arise.

7.Overall, NAP agencies believed they had a good understanding of Federal regulations.
Puerto Rico and CNMI shared that they would benefit from more resources and
information, such as tools for implementing Federal language access regulations and
guidance, examples of best practices of how other NAP or Supplemental Nutrition
Assistance Program (SNAP) agencies implement Federal language access guidance, and
more detailed guidance on implementation of Federal language access regulations.

References

U.S. Census Bureau. (2020). 2020: DECIA American Samoa demographic profile.
https://data.census.gov/table/ DECENNIALDPAS2020.DP2?y=2020&d=DECIA%20Americ
an%20Samoa%20Demographic%20Profile

U.S. Department of Agriculture Food and Nutrition Service. (2021). Summary of Nutrition
Assistance Program—American Samoa (NAP). https://www.fns.usda.gov/nap/american-
samoa-nutrition-assistance-program-summary
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Territory Profile: CNMI

74%

of the population
speak a language
other than English
at home

35.2%

of the population is
limited English
proficient (LEP)

In CNMI, the most-spoken
languages among LEP
individuals are Philippine
languages (6,879 individuals)
followed by other Asian
languages

(3,775 individuals), Chamorro
(2,613 individuals), other
Pacific Island languages
(1,065 individuals), and
Carolinian (533 individuals)

Description of Language Access Policies and Operations

The NAP agency has bilingual staff who provide interpretation services. According to a

respondent, about 85 percent of staff speak Chamorro and 60 percent speak Carolinian. A

small number of staff also speak Tagalog, Korean, or Mandarin. The agency allows

community members, family, friends, and children to interpret as well. Staff draw on

personal and community connections to provide language assistance if a client only has

proficiency in a language not commonly spoken by any staff member. The agency currently
has three posters in Chamorro and Carolinian. The Territory's language commission is

currently translating the application and the recertification packet into Chamorro and

Carolinian. The NAP agency included translation services in its fiscal year 2024 budget.

Key Findings From the Study Across Territories

1. The three Territories have different language contexts that affect how and when their

NAP agencies deliver language assistance services. In American Samoa, it is common

for individuals to be bilingual in English and Samoan. The majority of LEP individuals

speak Samoan. Because NAP staff speak Samoan and English, they can provide language

assistance needed.
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2.Bilingual staff are American Puerto

the main providers Policy Landscape samoa M Rico

oflanguage O
assistance services. [\L‘@ Uses bilingual frontline staff

All Territories = ,
7~ Uses contracted interpreters or ?

reported allowing =y translators®

friends and family,

O
including children, % Uses family and friends to interpret

<«
<
<

to interpret for .. Offers online program websites and
clients. Only Puerto g portalsin languages other than
. English
Rico reported
Offers program documentsin
accesstoa languages other than English
telephonic

2 In Puerto Rico, there was a lack of agreement between respondents as to

Interpreter service. whether these services were available.

3.NAP agencies
varied on whether they had translated documents available. In Puerto Rico, all documents
were translated into Spanish. NAP agency staff typically perform translations themselves,
but recently FNS started to send translations, which the agency reviews. American Samoa
had a subset of documents in Samoan, and CNMI was having its application and
recertification packets translated into Chamorro and Carolinian.

4.Across all NAP agencies, there was a lack of written language access plans, policies, and
procedures.

The three NAP agencies do not have written language access plans and do not have a
language access coordinator or a language access working group. None of the agencies
reported using four-factor analysis or having a written procedure for determining whether
someone is an LEP individual.

s. None of the agencies had received civil rights complaints regarding language
access for LEP clients in the last 12 months.

6.None of the agencies reported having formal training on language access policies,
procedures, or regulations.

Territories mostly determine how to address language access needs as they arise.

7.Overall, NAP agencies believed they had a good understanding of Federal regulations.
Puerto Rico and CNMI shared that they would benefit from more resources and
information, such as tools for implementing Federal language access regulations and
guidance, examples of best practices of how other NAP or SNAP agencies implement Federal
language access guidance, and more detailed guidance on implementation of Federal
language access regulations.
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Reference

U.S. Census Bureau. (2020). 2020: DECIA Commonwealth of the Northern Mariana Islands
demographic profile.
https://data.census.gov/table/DECENNIALDPMP2020.DP2?y=2020&d=DECIA%20Commonwealth%200f%20the%20Nort
hern%20Mariana%20lslands%20Demographic%20Profile
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Territory Profile: Puerto Rico

95.3%

of the population
speak a language
other than English
at home

75%

of the population is
limited English
proficient (LEP)

Description of Language Access Policies and Operations

The NAP offices have bilingual frontline staff. One respondent shared that a contracted
interpretation service is available to NAP offices for interpretation in other languages, but
this was unknown to the other respondent. Program documents are available in Spanish and
English, including consent forms, complaint forms, notices of rights, applications to
participate in programs or activities, the NAP application form, and notices to households.
The agency receives documents in English from FNS and translates them into Spanish. FNS
has also recently started to translate documents into Spanish, which staff review.

Key Findings From the Study Across Territories

1. The three Territories have different language contexts that affect how and when their
NAP agencies deliver language assistance services. In American Samoa, it is common
for individuals to be bilingual in English and Samoan. The majority of LEP individuals
speak Samoan. Because NAP staff speak Samoan and English, they can provide the

language assistance needed.
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2.Bilingual staff .

g . Poli Land American CNMI Puerto
are the main olicy Landscape Samoa Rico
providers of
language & Uses bilingual frontline staff @ @ @
assistance
services. All A~ Uses contracted interpreters or ’)

] ] (o translators? s
Territories

O
reported &9 Uses family and friends to interpret @ @ @
allowing friends
and family, El  offers online program websites and
including g portalsin languages other than English
children, to .
Offers program documentsin
interpret for = languages other than English

clients. Onl )
Y 2 In Puerto Rico, there was a lack of agreement between respondents as to whether

Puerto Rico these services were available.

reported access

to a telephonic interpreter service.

3. NAP agencies varied on whether they had translated documents available. In Puerto Rico,
all documents were translated into Spanish. NAP agency staff typically performed the
translation themselves, but recently FNS started to send translations, which the agency
reviews. American Samoa had a subset of documents in Samoan, and CNMI was having its
application and recertification packets translated into Chamorro and Carolinian.

4.Across all agencies, there was a lack of written language access plans, policies, and
procedures.

The three NAP agencies do not have a written language access plan, a language access
coordinator, or a language access working group. None of the agencies reported using four-
factor analysis or having a written procedure for determining whether someone is an LEP
individual.

s. None of the agencies had received civil rights complaints regarding language
access for LEP clients in the last 12 months.

6.None of the agencies reported having formal training on language access policies,
procedures, or regulations.

Territories mostly determine how to address language access needs as they arise.

7. Overall, NAP agencies believed they had a good understanding of Federal regulations.
Puerto Rico and CNMI shared that they would benefit from more resources and
information, such as tools for implementing Federal language access regulations and
guidance, examples of best practices of how other NAP or SNAP agencies implement Federal
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language access guidance, and more detailed guidance on implementation of Federal
language access regulations.
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		21						Section D: PDFs containing Images		D1. Images in Figures		Passed		Paths, XObjects, Form XObjects and Shadings are included in Figures, Formula or Artifacted.		

		22		1,10,16,17,20,21,62,65,68		Tags->0->0->0,Tags->0->0->56->5->3->0,Tags->0->0->56->7->1->0,Tags->0->0->114->1->1->0,Tags->0->0->114->1->2->0,Tags->0->0->114->1->3->0,Tags->0->0->114->2->3->0,Tags->0->0->114->3->1->0,Tags->0->0->114->3->2->0,Tags->0->0->114->3->3->0,Tags->0->0->114->4->3->0,Tags->0->0->114->5->1->0,Tags->0->0->114->5->2->0,Tags->0->0->114->5->3->0,Tags->0->0->156->1->2->0,Tags->0->0->156->1->3->0,Tags->0->0->156->2->2->0,Tags->0->0->156->2->3->0,Tags->0->0->156->3->2->0,Tags->0->0->156->3->3->0,Tags->0->0->156->4->2->0,Tags->0->0->156->4->3->0,Tags->0->0->156->5->2->0,Tags->0->0->156->5->3->0,Tags->0->0->156->6->2->0,Tags->0->0->156->6->3->0,Tags->0->0->156->7->3->0,Tags->0->0->156->8->3->0,Tags->0->0->303->1->2->0,Tags->0->0->303->1->3->0,Tags->0->0->303->1->4->0,Tags->0->0->303->2->4->0,Tags->0->0->303->3->2->0,Tags->0->0->303->3->3->0,Tags->0->0->303->3->4->0,Tags->0->0->303->4->4->0,Tags->0->0->303->5->2->0,Tags->0->0->303->5->3->0,Tags->0->0->303->5->4->0,Tags->0->0->321->1->1->0,Tags->0->0->321->1->2->0,Tags->0->0->321->1->3->0,Tags->0->0->321->2->3->0,Tags->0->0->321->3->1->0,Tags->0->0->321->3->2->0,Tags->0->0->321->3->3->0,Tags->0->0->321->4->3->0,Tags->0->0->321->5->1->0,Tags->0->0->321->5->2->0,Tags->0->0->321->5->3->0,Tags->0->0->336->1->1->0,Tags->0->0->336->1->2->0,Tags->0->0->336->1->3->0,Tags->0->0->336->2->3->0,Tags->0->0->336->3->1->0,Tags->0->0->336->3->2->0,Tags->0->0->336->3->3->0,Tags->0->0->336->4->3->0,Tags->0->0->336->5->1->0,Tags->0->0->336->5->2->0,Tags->0->0->336->5->3->0		Section D: PDFs containing Images		D2. Figures Alternative text		Passed				Verification result set by user.

		23						Section D: PDFs containing Images		D3. Decorative Images		Passed		Paths, XObjects, Form XObjects and Shadings are included in Figures, Formula or Artifacted.		

		24		1,10,16,17,20,21,62,65,68		Tags->0->0->0,Tags->0->0->56->5->3->0,Tags->0->0->56->7->1->0,Tags->0->0->114->1->1->0,Tags->0->0->114->1->2->0,Tags->0->0->114->1->3->0,Tags->0->0->114->2->3->0,Tags->0->0->114->3->1->0,Tags->0->0->114->3->2->0,Tags->0->0->114->3->3->0,Tags->0->0->114->4->3->0,Tags->0->0->114->5->1->0,Tags->0->0->114->5->2->0,Tags->0->0->114->5->3->0,Tags->0->0->156->1->2->0,Tags->0->0->156->1->3->0,Tags->0->0->156->2->2->0,Tags->0->0->156->2->3->0,Tags->0->0->156->3->2->0,Tags->0->0->156->3->3->0,Tags->0->0->156->4->2->0,Tags->0->0->156->4->3->0,Tags->0->0->156->5->2->0,Tags->0->0->156->5->3->0,Tags->0->0->156->6->2->0,Tags->0->0->156->6->3->0,Tags->0->0->156->7->3->0,Tags->0->0->156->8->3->0,Tags->0->0->303->1->2->0,Tags->0->0->303->1->3->0,Tags->0->0->303->1->4->0,Tags->0->0->303->2->4->0,Tags->0->0->303->3->2->0,Tags->0->0->303->3->3->0,Tags->0->0->303->3->4->0,Tags->0->0->303->4->4->0,Tags->0->0->303->5->2->0,Tags->0->0->303->5->3->0,Tags->0->0->303->5->4->0,Tags->0->0->321->1->1->0,Tags->0->0->321->1->2->0,Tags->0->0->321->1->3->0,Tags->0->0->321->2->3->0,Tags->0->0->321->3->1->0,Tags->0->0->321->3->2->0,Tags->0->0->321->3->3->0,Tags->0->0->321->4->3->0,Tags->0->0->321->5->1->0,Tags->0->0->321->5->2->0,Tags->0->0->321->5->3->0,Tags->0->0->336->1->1->0,Tags->0->0->336->1->2->0,Tags->0->0->336->1->3->0,Tags->0->0->336->2->3->0,Tags->0->0->336->3->1->0,Tags->0->0->336->3->2->0,Tags->0->0->336->3->3->0,Tags->0->0->336->4->3->0,Tags->0->0->336->5->1->0,Tags->0->0->336->5->2->0,Tags->0->0->336->5->3->0		Section D: PDFs containing Images		D4. Complex Images		Passed				Verification result set by user.

		25		1,10,16,17,20,62,65,67,68		Artifacts->1->0,Artifacts->93->0,Artifacts->96->0,Artifacts->39->0,Artifacts->33->0,Artifacts->80->0,Artifacts->58->0,Artifacts->59->0,Artifacts->60->0,Artifacts->61->0,Artifacts->62->0,Artifacts->63->0,Artifacts->64->0,Artifacts->65->0,Artifacts->66->0,Artifacts->67->0,Artifacts->5->0,Artifacts->6->0,Artifacts->7->0,Artifacts->64->0,Artifacts->65->0,Artifacts->66->0,Artifacts->67->0,Artifacts->68->0		Section D: PDFs containing Images		D5. Images of text		Passed				Verification result set by user.

		26						Section D: PDFs containing Images		D6. Grouped Images		Passed		No Figures with semantic value only if grouped were detected in this document.		

		27						Section E: PDFs containing Tables		E1. Table tags		Passed		All tables in this document are data tables.		

		28		10,11,12,16,17,20,21,62,65,68		Tags->0->0->56,Tags->0->0->67,Tags->0->0->72,Tags->0->0->77,Tags->0->0->114,Tags->0->0->156,Tags->0->0->303,Tags->0->0->321,Tags->0->0->336		Section E: PDFs containing Tables		E2. Table structure vs. visual layout		Passed				Verification result set by user.

		29		10,11,12,16,17,20,21,62,65,68		Tags->0->0->56,Tags->0->0->67,Tags->0->0->72,Tags->0->0->77,Tags->0->0->114,Tags->0->0->156,Tags->0->0->303,Tags->0->0->321,Tags->0->0->336		Section E: PDFs containing Tables		E3. Table cells types		Passed				Verification result set by user.

		30						Section E: PDFs containing Tables		E4. Empty header cells		Passed		All table header cells contain content or property set to passed.		

		31		10,11,12,16,17,20,21,62,65,68		Tags->0->0->56,Tags->0->0->67,Tags->0->0->72,Tags->0->0->77,Tags->0->0->114,Tags->0->0->156,Tags->0->0->303,Tags->0->0->321,Tags->0->0->336		Section E: PDFs containing Tables		E5. Merged Cells		Passed				Verification result set by user.

		32						Section E: PDFs containing Tables		E6. Header scope		Passed		All simple tables define scope for THs		

		33						Section E: PDFs containing Tables		E7. Headers/IDs		Passed		All complex tables define header ids for their data cells.		

		34						Section F: PDFs containing Lists		F1. List tags		Passed		All List elements passed.		

		35		7,8,9,28,29,30,31,32,33,34,35,36,37,38,39,40,41,42,43,44,45,46,47,48,49,50,51,52,53,54,55,56,57,58,62,63,64,65,67,68,69		Tags->0->0->37,Tags->0->0->47,Tags->0->0->188,Tags->0->0->190,Tags->0->0->192,Tags->0->0->194,Tags->0->0->196,Tags->0->0->198,Tags->0->0->200,Tags->0->0->202,Tags->0->0->208,Tags->0->0->212,Tags->0->0->214,Tags->0->0->216,Tags->0->0->218,Tags->0->0->220,Tags->0->0->222,Tags->0->0->224,Tags->0->0->227,Tags->0->0->229,Tags->0->0->231,Tags->0->0->234,Tags->0->0->236,Tags->0->0->238,Tags->0->0->241,Tags->0->0->243,Tags->0->0->247,Tags->0->0->250,Tags->0->0->254,Tags->0->0->256,Tags->0->0->258,Tags->0->0->260,Tags->0->0->262,Tags->0->0->264,Tags->0->0->266,Tags->0->0->269,Tags->0->0->271,Tags->0->0->273,Tags->0->0->276,Tags->0->0->278,Tags->0->0->280,Tags->0->0->283,Tags->0->0->285,Tags->0->0->289,Tags->0->0->302,Tags->0->0->305,Tags->0->0->320,Tags->0->0->323,Tags->0->0->335,Tags->0->0->338,Tags->0->0->190->8->1->1,Tags->0->0->194->8->1->1,Tags->0->0->212->1->1->1,Tags->0->0->212->1->1->1->0->1->1,Tags->0->0->216->0->1->1,Tags->0->0->216->0->1->1->0->1->1,Tags->0->0->218->0->1->1,Tags->0->0->218->0->1->1->0->1->1,Tags->0->0->218->2->1->1,Tags->0->0->218->2->1->1->0->1->1,Tags->0->0->218->3->1->1,Tags->0->0->218->3->1->1->0->1->1,Tags->0->0->218->4->1->1,Tags->0->0->218->4->1->1->0->1->1,Tags->0->0->218->4->1->1->0->1->1->0->1->1,Tags->0->0->220->3->1->1,Tags->0->0->220->3->1->1->0->1->1,Tags->0->0->220->3->1->1->0->1->1->2->1->1,Tags->0->0->220->3->1->1->0->1->1->3->1->1,Tags->0->0->220->3->1->1->0->1->1->3->1->1->0->1->1,Tags->0->0->222->0->1->1,Tags->0->0->222->0->1->1->0->1->1,Tags->0->0->222->2->1->1,Tags->0->0->222->2->1->1->0->1->1,Tags->0->0->224->0->1->1,Tags->0->0->224->0->1->1->0->1->1,Tags->0->0->224->2->1->1,Tags->0->0->224->2->1->1->0->1->1,Tags->0->0->227->1->1->1,Tags->0->0->227->1->1->1->0->1->1,Tags->0->0->227->2->1->1,Tags->0->0->227->2->1->1->0->1->1,Tags->0->0->227->7->1->1,Tags->0->0->227->7->1->1->0->1->1,Tags->0->0->227->8->1->1,Tags->0->0->227->8->1->1->0->1->1,Tags->0->0->227->9->1->1,Tags->0->0->227->9->1->1->0->1->1,Tags->0->0->229->0->1->1,Tags->0->0->229->0->1->1->0->1->1,Tags->0->0->229->2->1->1,Tags->0->0->229->2->1->1->0->1->1,Tags->0->0->231->0->1->1,Tags->0->0->231->0->1->1->0->1->1,Tags->0->0->231->4->1->1,Tags->0->0->231->4->1->1->0->1->1,Tags->0->0->231->5->1->1,Tags->0->0->231->5->1->1->0->1->1,Tags->0->0->231->7->1->1,Tags->0->0->231->7->1->1->0->1->1,Tags->0->0->231->8->1->1,Tags->0->0->231->8->1->1->0->1->1,Tags->0->0->234->1->1->1,Tags->0->0->234->1->1->1->0->1->1,Tags->0->0->234->2->1->1,Tags->0->0->238->0->1->1,Tags->0->0->238->0->1->1->0->1->1,Tags->0->0->238->2->1->1,Tags->0->0->238->2->1->1->0->1->1,Tags->0->0->238->2->1->1->0->1->1->0->1->1,Tags->0->0->241->1->1->1,Tags->0->0->241->1->1->1->0->1->1,Tags->0->0->241->2->1->1,Tags->0->0->241->2->1->1->0->1->1,Tags->0->0->241->3->1->1,Tags->0->0->241->3->1->1->0->1->1,Tags->0->0->241->4->1->1,Tags->0->0->241->4->1->1->0->1->1,Tags->0->0->254->1->1->1,Tags->0->0->254->1->1->1->0->1->1,Tags->0->0->258->0->1->1,Tags->0->0->258->0->1->1->0->1->1,Tags->0->0->260->0->1->1,Tags->0->0->260->0->1->1->0->1->1,Tags->0->0->260->2->1->1,Tags->0->0->260->2->1->1->0->1->1,Tags->0->0->260->3->1->1,Tags->0->0->260->3->1->1->0->1->1,Tags->0->0->260->4->1->1,Tags->0->0->260->4->1->1->0->1->1,Tags->0->0->260->4->1->1->0->1->1->0->1->1,Tags->0->0->262->3->1->1,Tags->0->0->262->3->1->1->0->1->1,Tags->0->0->262->4->1->1,Tags->0->0->262->4->1->1->0->1->1,Tags->0->0->264->0->1->1,Tags->0->0->264->0->1->1->0->1->1,Tags->0->0->264->0->1->1->0->1->1->2->1->1,Tags->0->0->264->2->1->1,Tags->0->0->264->2->1->1->0->1->1,Tags->0->0->266->0->1->1,Tags->0->0->266->0->1->1->0->1->1,Tags->0->0->266->2->1->1,Tags->0->0->266->2->1->1->0->1->1,Tags->0->0->269->1->1->1,Tags->0->0->269->1->1->1->0->1->1,Tags->0->0->269->2->1->1,Tags->0->0->269->2->1->1->0->1->1,Tags->0->0->269->7->1->1,Tags->0->0->269->7->1->1->0->1->1,Tags->0->0->269->8->1->1,Tags->0->0->269->8->1->1->0->1->1,Tags->0->0->269->9->1->1,Tags->0->0->269->9->1->1->0->1->1,Tags->0->0->271->0->1->1,Tags->0->0->271->0->1->1->0->1->1,Tags->0->0->271->2->1->1,Tags->0->0->271->2->1->1->0->1->1,Tags->0->0->273->0->1->1,Tags->0->0->273->0->1->1->0->1->1,Tags->0->0->273->4->1->1,Tags->0->0->273->4->1->1->0->1->1,Tags->0->0->273->5->1->1,Tags->0->0->273->5->1->1->0->1->1,Tags->0->0->273->7->1->1,Tags->0->0->273->7->1->1->0->1->1,Tags->0->0->273->8->1->1,Tags->0->0->273->8->1->1->0->1->1,Tags->0->0->276->1->1->1,Tags->0->0->276->1->1->1->0->1->1,Tags->0->0->276->1->1->1->0->1->1->4->1->1,Tags->0->0->276->2->1->1,Tags->0->0->280->0->1->1,Tags->0->0->280->0->1->1->0->1->1,Tags->0->0->280->2->1->1,Tags->0->0->280->3->1->1,Tags->0->0->280->3->1->1->0->1->1,Tags->0->0->283->1->1->1,Tags->0->0->283->1->1->1->0->1->1,Tags->0->0->283->1->1->1->0->1->1->5->1->1,Tags->0->0->283->2->1->1,Tags->0->0->283->2->1->1->0->1->1,Tags->0->0->283->3->1->1,Tags->0->0->283->3->1->1->0->1->1,Tags->0->0->283->4->1->1,Tags->0->0->283->4->1->1->0->1->1		Section F: PDFs containing Lists		F2. List items vs. visual layout		Passed				Verification result set by user.

		36		7,8,9,28,29,30,31,41,43,44,45,55,58,62,63,64,65,67,68,69,32,33,34,35,36,37,38,39,40,42,46,47,48,49,50,51,52,53,54,56,57		Tags->0->0->37,Tags->0->0->47,Tags->0->0->188,Tags->0->0->192,Tags->0->0->196,Tags->0->0->198,Tags->0->0->200,Tags->0->0->202,Tags->0->0->208,Tags->0->0->214,Tags->0->0->236,Tags->0->0->243,Tags->0->0->247,Tags->0->0->250,Tags->0->0->256,Tags->0->0->278,Tags->0->0->285,Tags->0->0->289,Tags->0->0->302,Tags->0->0->305,Tags->0->0->320,Tags->0->0->323,Tags->0->0->335,Tags->0->0->338,Tags->0->0->190->8->1->1,Tags->0->0->194->8->1->1,Tags->0->0->212->1->1->1->0->1->1,Tags->0->0->216->0->1->1->0->1->1,Tags->0->0->218->0->1->1->0->1->1,Tags->0->0->218->2->1->1->0->1->1,Tags->0->0->218->3->1->1->0->1->1,Tags->0->0->218->4->1->1->0->1->1->0->1->1,Tags->0->0->220->3->1->1->0->1->1->2->1->1,Tags->0->0->220->3->1->1->0->1->1->3->1->1->0->1->1,Tags->0->0->222->0->1->1->0->1->1,Tags->0->0->222->2->1->1->0->1->1,Tags->0->0->224->0->1->1->0->1->1,Tags->0->0->224->2->1->1->0->1->1,Tags->0->0->227->1->1->1->0->1->1,Tags->0->0->227->2->1->1->0->1->1,Tags->0->0->227->7->1->1->0->1->1,Tags->0->0->227->8->1->1->0->1->1,Tags->0->0->227->9->1->1->0->1->1,Tags->0->0->229->0->1->1->0->1->1,Tags->0->0->229->2->1->1->0->1->1,Tags->0->0->231->0->1->1->0->1->1,Tags->0->0->231->4->1->1->0->1->1,Tags->0->0->231->5->1->1->0->1->1,Tags->0->0->231->7->1->1->0->1->1,Tags->0->0->231->8->1->1->0->1->1,Tags->0->0->234->1->1->1->0->1->1,Tags->0->0->234->2->1->1,Tags->0->0->238->0->1->1->0->1->1,Tags->0->0->238->2->1->1->0->1->1->0->1->1,Tags->0->0->241->1->1->1->0->1->1,Tags->0->0->241->2->1->1->0->1->1,Tags->0->0->241->3->1->1->0->1->1,Tags->0->0->241->4->1->1->0->1->1,Tags->0->0->254->1->1->1->0->1->1,Tags->0->0->258->0->1->1->0->1->1,Tags->0->0->260->0->1->1->0->1->1,Tags->0->0->260->2->1->1->0->1->1,Tags->0->0->260->3->1->1->0->1->1,Tags->0->0->260->4->1->1->0->1->1->0->1->1,Tags->0->0->262->3->1->1->0->1->1,Tags->0->0->262->4->1->1->0->1->1,Tags->0->0->264->0->1->1->0->1->1->2->1->1,Tags->0->0->264->2->1->1->0->1->1,Tags->0->0->266->0->1->1->0->1->1,Tags->0->0->266->2->1->1->0->1->1,Tags->0->0->269->1->1->1->0->1->1,Tags->0->0->269->2->1->1->0->1->1,Tags->0->0->269->7->1->1->0->1->1,Tags->0->0->269->8->1->1->0->1->1,Tags->0->0->269->9->1->1->0->1->1,Tags->0->0->271->0->1->1->0->1->1,Tags->0->0->271->2->1->1->0->1->1,Tags->0->0->273->0->1->1->0->1->1,Tags->0->0->273->4->1->1->0->1->1,Tags->0->0->273->5->1->1->0->1->1,Tags->0->0->273->7->1->1->0->1->1,Tags->0->0->273->8->1->1->0->1->1,Tags->0->0->276->1->1->1->0->1->1->4->1->1,Tags->0->0->276->2->1->1,Tags->0->0->280->0->1->1->0->1->1,Tags->0->0->280->2->1->1,Tags->0->0->280->3->1->1->0->1->1,Tags->0->0->283->1->1->1->0->1->1->5->1->1,Tags->0->0->283->2->1->1->0->1->1,Tags->0->0->283->3->1->1->0->1->1,Tags->0->0->283->4->1->1->0->1->1		Section F: PDFs containing Lists		F3. Nested lists		Passed				Verification result set by user.

		37						Section G: PDFs containing Headings		G1. Visual Headings in Heading tags		Passed				Verification result set by user.

		38						Section G: PDFs containing Headings		G1. Visual Headings in Heading tags		Passed		All Visual Headings are tagged as Headings.		

		39						Section G: PDFs containing Headings		G2. Heading levels skipping		Passed		All Headings are nested correctly		

		40						Section G: PDFs containing Headings		G3 & G4. Headings mark section of contents		Passed				Verification result set by user.

		41						Section H: PDFs containing Forms		H5. Tab order		Passed		All pages that contain annotations have tabbing order set to follow the logical structure.		

		42						Section I: PDFs containing other common elements		I1. Nonstandard glyphs		Passed		All nonstandard text (glyphs) are tagged in an accessible manner.		
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