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H04-035 – Policy/Procedure
May 24, 2004

	TO: 
	Home and Community Services (HCS) Regional Administrators

Residential Care Services (RCS) Regional Administrators

Division of Developmental Disabilities (DDD) Regional Administrators

All HCS, DDD, RCS field staff who use the Spoken Language Interpreter Brokerage

	FROM:
	Penny Black, Director, Home and Community Services Division

Pat Lashway, Director, Residential Care Services Division

Linda Rolfe, Director, Division of Developmental Disabilities

	SUBJECT: 
	Interpreter Brokerage Complaint Form and Language Line DemonstArtion number – Addition to Long Term Care Manual Chapter 15 Limited English Proficient (LEP)

	Purpose:
	To announce new complaint form for Aging and Disability Services Administration (ADSA) use and Language Line Services Demonstration Line for ADSA staff to practice using telephonic interpretation services. 



	Background:
	ADSA staff from all three divisions felt there needed to be a concise manner to forward all unresolved complaints to Medical Assistance Administration (MAA) regarding the Spoken Language Interpreter Brokerage.  Residential Care Services Division, Region 4 staff developed a new complaint form which allows the field to document unresolved complaints at the local level.  This form will save staff time and give the ADSA Limited English Proficient (LEP) Coordinator the ability to track and inform MAA of unresolved complaints in writing. 

Unresolved complaint means the broker has not met the contract requirements as described by the Interpreter Broker Services Fact Sheet. (See attachment B)



	What’s new, changed, or

Clarified

 What’s new, changed, or

Clarified


	Policy: 

· Local field staff from all three divisions must use the new form to document unresolved complaints at the local level with the DSHS Spoken Language Interpreter Brokerage. 

· Before using telephonic interpretation for the first time, staff may use the Language Line Demonstration number to practice before calling a client. 

· The Demonstration Line number is 1-800-996-8808 and it is located in the Long-Term Care Manual Chapter 15 on page 7, 6bv
Procedure:

1. The new form can be found in Chapter 15 of the Long Term Care Manual or by contacting your Division’s LEP Coordinator.
The form is in a Word document and must be completed electronically and emailed or faxed to Patty McDonald, ADSA LEP Coordinator, to track and forward to MAA as complaints come in.
2. ADSA LEP Coordinator will provide all three divisions information gathered in the new form yearly.  The information provided to the Divisions will help us determine whether the Interpreter Brokerage Service is working effectively for ADSA clients.


	ACTION:
	Effective immediately, use this new complaint form found in the latest version of Chapter 15 of the Long Term Care Manual located at http://adsaweb/.

HCS, DDD and RCS Regional Administrators:

· Review management bulletin and attachments

· Share with all staff who use interpreter brokerage services

· Share Language Line Services Demonstration Line telephone number for staff to practice using telephonic interpretation.  



	Related 

REFERENCES:
	49.60 RCW
RCW 74.04.025
DSHS ADMINISTRATIVE POLICY 7.21


Long-Term Care Manual Chapter 15 LEP
	ATTACHMENT (S): 
	H04-035A1- Interpreter Brokerage Complaint Form
H04-035A2 – Fact Sheet

	CONTACT (S):
	Patty McDonald, LEP Coordinator/ADSA

Email: mcdonpm@dshs.wa.gov
Telephone: 360-725-2559 

FAX 360-438-8633

Jeanne Johnson, DDD LEP Coordinator 

Email: gorskjt@dshs.wa.gov
Telephone: 360-902-7562

Clare Buckingham, RCS LEP Coordinator

Email: BuckiCL@dshs.wa.gov
Telephone: 360-725-2407




Slc 5/7/04
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