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6 0 - 1 2 0  s E c o n D s

Time saved by decreasing the number of times a caller is transferred:

Third-parties play by different rules
U.S. laws that protect customer information—such as  
The Gramm Leach Bliley Act—aren’t enforceable  
overseas. If a privacy issue arises, your company  
has little recourse.
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P r  n i G H t M a r E s

One False Move can Blindside your Brand

An organization can do unexpected harm to its business simply by associating with an LSP that 
misclassifies its interpreters. The IRS considers the misclassification of workers  

as tax evasion. In some states, the courts view it as criminal conduct.  
And the public sees it as profit-driven exploitation. 

Misclassified workers and government agencies frequently take their grievances to court, filing lawsuits 
against service providers and the businesses that benefit from their services.  

And such lawsuits almost always generate damaging headlines.

When an accused service provider’s partners are exposed, those companies’ customers, shareholders, 
and the community at large often judge them guilty by association. Such companies  

are also likely to draw greater scrutiny from the IRS.
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How long did Walmart remain under public scrutiny by the Department of Justice?

FedEx Ground gets grounded
After reaching a settlement with drivers, being sued by the IRS, and having the suit 
overturned, FedEx is now being pursued by 8 state attorney generals,  
all of which has been widely reported in print and online. 

Grocery giants grab headlines
Albertson’s, Von’s, and Ralph’s hired a janitorial services provider that misclassified  
its workforce, were publicly accused of worker exploitation,  
and settled for $22.4 million. 

Department of Justice stalks Walmart
Walmart settled with the Department of Justice for $11 million  
after hiring a janitorial service that employed  
misclassified workers.
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Be Wary of Low-Cost LSPs

Don’t make the mistake of thinking all LSPs are alike. They’re not.  
If a price seems too good to be true, it should quickly raise a  

red flag because, for almost every low-ball price,  
there’s a revealing reason behind it.

Some LSPs retain contract interpreters to sidestep paying taxes. Others hire unqualified interpreters so 
they can pay low wages. And a great number of them rely on third-party organizations 

 to deliver the service they can’t. Lowering operational costs in such dubious ways 
 allows them to undercut reputable competitors while maintaining 

 their own opportunistic margins. 

But cutting corners has nearly bankrupted a few major LSPs, landed others in dire financial 
circumstances, and cost the companies who hire them dearly, 

 in back taxes, penalties, and bad PR.
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Why We’re Telling You This
Language Line Services created the over-the-phone interpretation industry.  
We are truly passionate about language interpretation and its profound  
influence in our progressively multicultural society.

From our humble beginning as a community service, and through our 28 years of 
dedicated service, we’ve watched the industry flourish. We’ve seen firsthand the  
many benefits it provides to limited-English speaking customers, patients, and  
citizens. And we’ve witnessed the tremendous impact it has had on  
businesses and organizations everywhere. 

But now we see an alarming trend—the willingness among a growing number of 
language service providers to compromise their quality and to risk your company’s 
welfare in pursuit of a quick buck. And many of these same providers aren’t  
being very forthright with you about the way they do business. 

We feel it is our obligation to warn you. Our hope is to prevent your business from 
finding itself in some undue predicament, and to help restore our own  
industry’s integrity in the process. In that spirit, we are including a  
brief list of questions with this booklet that you should pose to  
any LSP with whom you’re considering doing business.

We believe you deserve excellent service for a fair cost.  
We also believe you’re entitled to the truth. 

To help you make an informed educated decision  
we’ve included a quick reference guide entitled -  
The 10 Questions You Should Ask Any Language Service Provider.
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