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What is interpretation? Interpretation is the oral transmittal of a message from one language into another language, not to be confused with translation, which is the written language. Language Line Services provides accurate and complete interpretation regardless of country of origin or level of education of the speaker. Our interpreters analyze the original message and select words that most accurately convey the true meaning of what is said.

How large is the interpretation industry? Language Line Services estimates the market for over-the-phone interpretation to be worth one billion dollars.  Current penetration level is estimated at 25 percent. Every 23 seconds, someone who speaks little if any English enters the U.S. and immigration trends indicate there will continue to be a great need to serve limited English speakers.

What types of organizations use Language Line Services?  Language Line Services customers come from both public and private sectors as well as from individuals. Heaviest usage comes from government (Police, 911 operators, health and human services agencies, in addition to local, state and federal courts), health care, telecommunications, financial services, retail, airlines, resorts and insurance organizations who need help speaking to their Limited English Proficient (LEP) customers. 

Who is a Limited English Proficient (LEP) individual? Individuals who do not speak English as their primary language and who have a limited ability to read, speak and write English. These individuals may be entitled to language assistance in certain situations that occur in courts, hospitals or government-funded educational institutions.

What are the relevant laws concerning language access for LEP individuals? Federal laws particularly applicable to language access include Title VI of the Civil Rights Act of 1964, the Title VI regulations prohibiting discrimination based on national origin, and Executive Order 13166 issued in 2000. Many federal programs, states, and localities also have provisions requiring language services for LEP individuals. 
How is a call connected to an interpreter? Our clients dial a toll-free number and request any of 150 languages available.  Calls to Language Line Services result from:  1.) Incoming calls to our clients from LEP customers; 2.) Outgoing calls from our client’s to their LEP customers; or 3.) Calls made while our clients are face-to-face with their customers.  In each case, the call is a      3-way conversation between our client, their customer, and the Language Line Services interpreter.  

How long does it take to reach an interpreter? On average, we connect clients to an interpreter within seconds. We are able to consistently achieve these results because of the advanced technology we have developed over the past 20+ years. Occasionally the connection time for a less commonly requested language may be a bit longer.

Can I reach an interpreter at night or on weekends? Yes. Language Line Services operates 24 hours a day, 7 days a week, 365 days a year. 

Do clients transfer calls to your interpreter? No, the interpreter serves as a communications conduit between our client and their limited English-speaking customer. Our client takes the lead on the call, providing the subject matter expertise, while the interpreter relays the information back and forth.

How do you identify the language that a caller is speaking? If a client does not know which language to request, the call will be automatically transferred to a representative trained to help in language identification. In a case where our client is face-to-face with an individual (retail for instance), we provide a Language ID Card to help our client identify the language the person speaks.
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Where are your interpreters located?

Interpreters work from home or in one of our global interpreter centers. Virtually all Language Line Services Interpreters are employees who are scheduled to take calls.  This model gives clients the shortest wait time to reach an interpreter.  

Are your interpreters trained in specific industry terminology? Language Line Services works with industry experts to provide our interpreters with specialized training on medical, insurance and finance terminology, among others. In addition, our interpreters are required to be familiar with police and 9-1-1 procedures. We also provide training on customer service skills. Our interpreters have hundreds of hours of experience interpreting and tailoring interpretations to the varied requirements of our customers. 

What confidentiality guarantees do you offer? Each interpreter signs a confidentiality agreement and is bound by a strict Code of Ethics, ensuring that all information pertaining to the work we do for clients remains strictly confidential.  Language Line Services also provides three significant areas of insurance protection against disclosure of confidential information, bodily injury and property damage, and true worldwide coverage.  In 20+ years of service, Language Line Services has never needed to use this insurance coverage. 

Do you monitor calls for quality? Yes, we have a team of 40 Quality Specialists who monitor calls daily to ensure interpreter quality. 

What is Language Line® University?  Language Line Services set the standards for interpreter testing, training and certification. Because the risk management and legal ramifications of poor interpretation can be significant, many organizations have asked us to test and train their own in-house interpreters. Among other more advanced testing and training, Language Line® University provides our clients with language proficiency tests in 150+ languages, as well as English proficiency testing for their bilingual employees.

How do you bill for this service? The call to our 800 number is free. Usage is billed in one-minute increments and charges begin when the interpreter comes on the line. The invoice lists the date, time and duration of the call, language, interpreter number, the personal code of the person placing the call (if our client wishes) and our internal reference number.

What are the most common languages spoken in the United States today?

According to the latest U.S. Census figures (2000 Supplementary Survey), the top ten languages (and language families) other than English are: 

1. Spanish (including Spanish Creole) 

2. Chinese (all dialects) 

3. French (including Patois and Cajun) 

4. German 

5. Tagalog (Philippines)

6. Vietnamese

7. Korean

8. Italian

9. Polish

10. Russian 

What other services and products does Language Line Services offer?   

Language Line Services’ suite of services and products includes:

· Personal Interpreter Service – On-demand interpreting services for individuals and small businesses that need an interpreter now.  Accounts set up in minutes; interpreters accessed within seconds.

· Language Line® Over-the-Phone Interpretation – Helps clients communicate with their customers in 3-way conversations from English to more than 150 languages. 

· Language Line® Video Interpreting Service – On-demand, 24-hour, over-video service featuring Registry of Interpreters for the Deaf (RID) certified American Sign Language interpreters.  Interpreters also available in several foreign languages. This service is gaining tremendous use in the medical and legal industries where visuals are key to the interpretation process. 

· Document Translation – Translate English forms, signage, agreements, applications and any other document into the languages customers understand. 

· Language Line® Direct  – Language Line Services takes clients’ in coming calls from limited English speaking customers, quickly collects key information, and then connects the customer with the client’s English-speaking customer service agent. 

· Language Line® Phone  – Unique, speed-dial, dual-handset telephones that make the face-to-face interpretation process fast and secure.  

· Language Line® University – For customers with their own bilingual employees, Language Line Services offers testing and training to ensure their skills are maximized. 

- ### -

PAGE  
1

