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POLICY:  It is the policy of Berrien Mental Health Authority (BMHA) that no otherwise qualified person shall be excluded from participation in, be denied the benefits of, or be subject to discrimination in any mental health programs or related activities on the basis of language spoken, visual impairment or ability to read or write.

It is the policy of BMHA to ensure individuals who require mental health services have easy access to culturally competent, professional care and that all types of care are well coordinated, confidential, and are designed to meet the individual’s expressed or assessed needs. The ethnic and cultural diversity and religious/spirituality of the individual and family will be respected and considered integral to the entire continuum of care. All services and supports will be provided in a manner that respects the dignity and worth of the individual being served.  Recipients of mental health services shall be provided with care, treatment and/or support that are appropriate to their condition and to help them make progress on goals.

It is the policy of Berrien Mental Health Authority Center to ensure that persons with co-occurring mental illness and substance abuse disorders encounter a welcoming environment and are afforded the same considerations as above; that all types of care are coordinated to meet an individual’s expressed and/or assessed needs. The principles of recovery and/or self-determination will be present throughout the provision of care.
	
PURPOSE:  To assure timely access to services for individuals with limited English proficiency or those needing special accommodations.

STANDARD

1. The time between the first contact requesting services and the Intake assessment appointment shall not exceed 14 days.
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2. BMHA must take reasonable steps to provide meaningful access to each individual with LEP eligible to be served or likely to be encountered in its health programs and activities. Reasonable steps may include the provision of language assistance services, such as oral language assistance or written.
3. BMHA must publish taglines in non-English languages, in significant publications and post in prominent locations and on our website, to notify the individual about the availability of language assistance services. 
4. BMHA must offer a qualified interpreter when oral interpretation is a reasonable step to provide an individual with meaningful access.
5. BMHA must provide language assistance services to an individual free of charge and in a timely manner.
6. BMHA must adhere to certain quality standards in delivering language assistance service. For instance, BMHA may not:
a. Require an individual to provide his/her own interpreter
b. Rely on a minor child to interpret, except in a life threatening emergency where there is no qualified interpreter immediately available
c. Rely on interpreters that the individual prefers when there are competency, confidentiality or other concerns
d.  Rely on unqualified bilingual or multilingual staff
e. Use low-quality video remote interpreting services


DEFINITIONS

Discrimination: Illegal treatment either intentional or unintentional of a person or group based on race, color, national origin, language spoken, religion, certain age limitations, sex, marital status, physical or mental handicap or inability to pay for services.  This includes the failure to remedy the effects of past discrimination.

Language List:  List of staff, languages they speak and level of interpretation they have been certified to provide for the agency.

Limited English Proficiency:  Individuals who do not speak English as their primary language and who have a limited ability to read, write, speak, or understand English.  

On-site Interpretation Service:  Interpreters contracted to provide interpretation services for BMHA.
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Qualified Translator/Interpreter:  A person who has been tested and certified by a recognized body to provide an accurate interpretation from English to the oral or written language of the recipient.  The interpreter must be familiar with the terminology to be used and be committed to confidentiality.

Telephone Interpretation Service:  Interpreters contracted to provide interpretation services over the telephone.

Video Interpretation Service: Interpreters contracted to provide interpretation services via a secured website. 

Vital Documents:  Consent forms; Person-centered treatment plan, guides to accessing services; restriction or denial of service; grievance and appeals process, anything requiring a response.

PROCEDURE for on-site Interpreter

1. When an individual approaches the agency in person or is referred and the staff member is unable to understand that person, the “I speak” cards are used to identify the consumer’s language.

2. The staff member uses the “I speak” cards to communicate that an interpreter will be called at no cost to the consumer.

3. The staff member will call the Customer Service Representative to request an interpreter.

4. The Customer Service Representative will contact the provider with whom BMHA has a contract for translation services to set an appointment and will fill out an LEP Appointment card for consumer including how the name is spelled in our records.

5. The Customer Service Representative will contact the provider with whom BMHA has a contract for translation services to complete arrangements for the clinical appointment.

6. Only in the case of an emergency can family members or non-certified Riverwood employees translate.

7. All subsequent appointments will be made through the Customer Service Representative by the clinician submitting an Interpreter Request form to Customer Services, at least 4 days in advance of a scheduled appointment. 
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8. If the future appointment is made at the time of the current appointment, Interpreter helps to set next appointment before leaving. The clinician will ensure that the Customer Service Representative is notified for tracking purposes, utilizing the Interpreter Request Form.

9. Customer Service Representative should be contacted to determine if vital documents are available in translated form for the on-site Intake appointment.

10. Customer service forwards documents to Intake and Business Office or arranges to have documents translated and forwards materials when available.  If translated documents are not available, Customer Service contacts the Office of Recipient Rights to provide officer to be available for appointment to sign with consumer and interpreter that translation of the document occurred. 

11. When the consumer comes for the appointment the receptionist checks the consumer’s record for the name of the interpreter and checks that the contracted interpreter has arrived.  

12. If interpreter has not arrived the receptionist contacts Customer Service Representative, who then calls the provider with whom BMHA has a contract for translation services and gets status on the interpreter.  

13. The clinician notes the starting and ending times for interpretation in consumer record.

14. The Interpreter meets the consumer, accompanies the consumer and provides translation for the appointment.

15. The interpreter and consumer, as an acknowledgment of verbal translation, must sign any document translated orally.

16. The interpreter is required to utilize a log/invoice with sign in and out times to verify billing and submits it to the Customer Services Representative. The Customer Services Representative reviews and sends a copy to the Claims Specialist. 

17. Clinical staff should report concerns regarding the interpreter to Customer Service Representative.
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18. Any staff that identifies a consumer is in need of accommodations to assure that written material is made available in alternative formats and in an appropriate manner that takes 
into consideration the special needs of those who are visually limited or have limited reading proficiency will contact Customer Service Representative.


PROCEDURE for Phone Interpreter or Video Interpreter 

1. When an individual approaches the agency in person or is referred and the staff member is unable to understand that person, the “I speak” cards are used to identify the consumer’s language

2. The staff member uses the “I speak” cards to communicate that an interpreter will be called at no cost to the consumer.

3. The staff member will utilize the Telephone Interpreter form to access an Interpreter to identify the needs for the individual with limited English proficiency.  

4. Only in the case of an emergency can family members or non-certified Riverwood employees translate.

5. All subsequent appointments will be made either utilizing the telephone Interpreter Form or by requesting the Video Interpreter equipment by email. 

6. If the future appointment is made at the time of the current appointment, Interpreter helps to set next appointment before leaving. The clinician will ensure that the Customer Service Representative is notified for tracking purposes, utilizing the Interpreter Request Form.

7. Customer Service Representative should be contacted to determine if vital documents are available in translated form for the on-site Intake appointment.

8. Customer service forwards documents to Intake and Business Office or arranges to have documents translated and forwards materials when available.  If translated documents are not available, Customer Service contacts the Office of Recipient Rights to provide officer to be available for appointment to sign with consumer and interpreter that translation of the document occurred.
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9. When the consumer comes for the appointment the receptionist checks to make sure that the clinician has either a copy of the Phone Interpreter Form or the Video Interpreter equipment ready to use.   

10. The clinician notes the starting and ending times for interpretation in consumer record.

11. The Interpreter meets the consumer, accompanies the consumer and provides translation for the appointment.

12. BMHA staff is required to utilize a log/invoice with sign in and out times to verify billing and submits it to the Customer Services Representative. The Customer Services Representative reviews and sends a copy to the Claims Specialist. 

13. Clinical staff should report concerns regarding the interpreter to Customer Service Representative.


14. Any staff that identifies a consumer is in need of accommodations to assure that written material is made available in alternative formats and in an appropriate manner that takes into consideration the special needs of those who are visually limited or have limited reading proficiency will contact Customer Service Representative.

FORMS

Interpreter Request Forms
LEP “I speak” cards
LEP Posters
LEP nondiscriminatory taglines posters
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