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How to Access Translation Services



Policy Statement

• It is the policy of the Department of Human Services (DHS) and the Department of Healthcare 

and Family Services (HFS) to prohibit national origin discrimination as it affects Limited 

English Proficient (LEP) persons. DHS and HFS are committed to improving the 

accessibility of programs, services and activities provided to eligible LEP persons. (Title VI of 

the Civil Rights Act of 1964 [42 U.S.C. 2000])

• This Directive applies to the DHS and HFS central and field offices, and to each of its 

facilities. DHS or HFS-sponsored programs, services and activities.

• DHS/HFS must provide language services at no cost to the individual to ensure the most 

effective communication possible. The available services will depend on the specific 

circumstances and may include but are not limited to: bilingual staff; adult interpreters; 

translation of written materials; and notification to LEP persons that interpretive and 

translation services are available if needed.



Provision of Services

• LEP individuals are provided meaningful access to DHS and HFS programs, services and 

activities. Under no circumstances will services to an LEP person be denied or unnecessarily 

delayed because of his or her limited English proficiency. There are two main ways the State 

provides language services

• oral interpretation

• written translation

• In some cases, language services  can be made available on an expedited basis.

• In some cases, LEP individual will be referred to another source for language assistance, when 

possible.



Statewide Task Force on Limited English Proficient 
Patient Access to Quality Interpreter Services 

• To provide recommendations regarding access to quality interpreting 
services for Limited English Proficiency (LEP) patients.

• May 19, 2023 adopted by both houses

• The Agency Lead for this Task Force is IDPH.  

• Legal Authority: HJR13 (103).



State Agencies: 
HFS & DHS



DHS and HFS Notices 

DHS and HFS provides a 

language translation notice 

with communications that 

are sent to customers. 15 

languages are represented 

on the notice and a phone 

number for translation 

services is provided. 



Websites Available in Multiple Languages 



DHS Website Available in Multiple Languages
Select from Bottom of Page



Persons who are Deaf, Hard-of-Hearing, or Deaf-Blind

• Customer Help Line (applications, redeterminations, etc)

 8:30 – 5 pm M-F, TTY:  …………………………………..................1-866-324-5553

• All Kids Hotline (Medical Only)

 8:00a.m. – 5:00p.m., Monday –Friday)TTY …….………………….1-877-204-1012

• Health Benefits Hotline 

       (Fee-for-Service – find a provider) Next Talk/TTY …………….…..1 877-204-1012

• The State will secure or purchase sign language interpreter or computer-aided real time 
(CART) services

• Staff cannot require the individual to provide his or her own sign language interpreter.



Policy for Caseworkers

• The intake staff person in the office identifies the LEP person and determine the language 
services the LEP person requires. If the language needs of the LEP person are not readily 
apparent, they should be determined through use of either the language identification poster 
or language identification flash cards which identify the LEP person's language needs.

• At each facility or work site where individuals are served, DHS posts, in a conspicuous 
location, advisory notices (translated in the various languages used by the individuals DHS 
serves) and a language identification poster indicating that free interpreter services are 
available to the individual and his or her family, and the procedure for obtaining an 
interpreter. 

• The telephone numbers to call to file a complaint if the individual believes he or she has been 
discriminated against are also posted. DHS also posts, in a conspicuous location, advisory 
notices that interpreters shall comply with all state and federal statutes and other 
confidentiality provisions. 



Additional Information

• Within one hour of determining that a person needs interpreter services, the State needs 

to determine if services can be provided within a reasonable time that day.

• Reasonable time means that a person will not have to wait longer than other persons 

applying for or currently receiving benefits.

• If bilingual services cannot be provided within a reasonable time that day, the State will 

provide the person with an appointment when the services will be available. All 

timeframes are established starting with the first day of contact. LEP are not penalized 

because the appointment needs to be rescheduled.

• Only DHS employees or a person from a qualified interpreter service can translate. 

Minors (persons under 18 years of age) cannot be used to interpret. Staff cannot ask 

persons waiting in the reception area to interpret.



Immigrant Family Resource Program

IFRP is a Partnership between The Illinois Department of Human Services (DHS), The Illinois Coalition 

for Immigrant and Refugee Rights (ICIRR) and Community-Based Organizations (CBOs) to provide 

assistance to low-income immigrants to access public benefits and link to appropriate human services. 

(ICIRR) administers this program through a network of community-based partner agencies.

IFRP partners provide:

1. Interpretation/translation services - Provide translation and interpretation services for LEP 

immigrants/refugees seeking to apply for, or in meeting requirements of public benefits such as 

TANF, SNAP, Medicaid, or childcare.

2. Outreach and community education to educate the respective immigrant communities on public 

benefits and other human services.

3. Case management services including: needs assessment, benefits screening, assistance with 

benefits application and linkages with appropriate IDHS offices.

4. List of Agencies Serving Immigrants

https://www.dhs.state.il.us/page.aspx?item=117419


IL Medicaid Managed Care 
Organizations (MCOs)



MCO Contract Requirements: 
Interpretive Services

• MCO shall make oral interpretation services available free of charge in all languages to all 
Potential Enrollees, Prospective Enrollees, or Enrollees who need assistance understanding Key 
Oral Contacts or Written Materials.

• MCO must include in all Key Oral Contacts and Written Materials notification that such oral 
interpretation services are available and how to obtain such services. Contractor shall conduct 
Key Oral Contacts with a Potential Enrollee, Prospective Enrollee, or Enrollee in a language the 
Potential Enrollee, Prospective Enrollee, or Enrollee understands.

• If a Participant requests interpretive services by a family member or acquaintance, Contractor shall 
not allow such services by anyone who is under the age of eighteen (18). Contractor shall accept 
such Participant’s verification of the age of the individual providing interpretive services unless 
Contractor has a valid reason for requesting further verification. [ Note this is a minimum; MCOs may 
require use of MCO translators]



MCO Contract Requirements:
Alternative Methods of Communication

• Contractor shall make Key Oral Contacts and Written Materials available in such alternative formats as 
large print, Braille, sign language provided by interpreters in accordance with the Interpreters for 
the Deaf Act (225 ILCS 442), CART reporters, audio CDs, TDD/TTY, video relay interpretation, or video 
relay services, and in a manner that takes into consideration the special needs of those who are visually 
impaired, hearing impaired, or with limited reading proficiency.

• Contractor shall inform Potential Enrollees, Prospective Enrollees, and Enrollees, as appropriate, that 
information is available in alternative formats and how to access those formats.

• Contractor must provide TDD/TTY service upon request for communicating with Potential Enrollees, 
Prospective Enrollees, and Enrollees who are deaf or hearing impaired.

• Contractor shall arrange interpreter services through Contractor’s Enrollee services department when 
necessary (such as for Provider visits or consultations). These services will be made available at no cost 
to the Enrollee.



MCO Contract Requirements: 
Translated Materials

• Translated Written Materials and scripts for translated Key Oral Contacts require Prior Approval and must be 

accompanied by MCO’s certification that its certified translator confirms the translation is accurate and complete, 

and that the translation is easily understood by individuals with a sixth (6th)–grade reading level and is culturally 

appropriate.

• MCO’s first submittal of the translated materials to the Department for Prior Approval must be accompanied by a 

copy of the Department’s approval of the English version and the required translation certification.

• MCO shall make all Written Materials distributed to English–speaking Potential Enrollees, Prospective Enrollees 

and Enrollees, as appropriate, available in Spanish and other prevalent languages, as determined by the 

Department in accordance with Section 1557 of the Affordable Care Act.

• Where there is a prevalent single-language minority within the low-income households in the relevant DHS local 

office area, which for purposes of this Contract shall exist when five percent (5%) or more of such households 

speak a language other than English, as determined by the Department according to published Census Bureau 

data, MCO’s Written Materials provided to Potential Enrollees, Prospective Enrollees, or Enrollees must be 

available in that language as well as in English.



MCO 

enrollment 

information

Language 

options





All MCOs Websites and Call Centers
• Have Websites and Call Centers with options for English and 

Spanish and TTY.  Websites include Member Handbooks with 
information required by contract.

• The information provided here is for other spoken and written 
languages.

• Members may request written materials in a specific language 
by calling their MCO; writing or emailing the MCO.



HFS.Illinois.gov
>medical 
clients
> managed care

links to

MCO member 
services and 
websites

http://HFS.Illinois.gov
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Member’s Step-By-Step Journey by phone

1. Member calls Member Services Line  (# is on back of MCO membership card).

2. Asks to talk to someone who speaks requested language.

3. Member service's rep will confirm language request with member and tell member service is free.

4. Member should stay on-line while member services representative connects to translation 
service. This may take a few minutes.

5. Interpreter will come on the line and repeat that service is free. Member must provide 
information so MCO can confirm identity (generally SSN and date of birth) and address.  At this 
time, member can also request that all written materials be sent in requested language.  Member 
can also send written request to MCO that materials be translated.

6. If member needs to speak to Care Coordination Staff, they can ask to be transferred – translator 
will stay on the line.



Once Primary Language is documented in MCO 
Case information

•The member services or care coordination staff will document in 

the case – that an interpreter was requested and which language is 

required.  This will assist future calls.

•Future outbound calls to the member should  include a translator.

•Once the MCO documents in the case, that a primary language is 

other than English, all text messages, emails, and written 

communication should be in that language.



All MCOs have a 24-hour Nurse Hotline

• Members calling their MCO's 24-hour nurse hotline will have 
access to interpreter services on the call.

• Members should follow the same process as if calling 
customer services.

• Member will ask for requested language.

• Nurse will access interpreter services as quickly as 
possible.  Member should stay on the line.



Medical Appointments: In-Person or Virtual

• A member may request interpretation or TRS onsite service by calling 
the Customer Service line or their Care Coordinator.

• Once the appointment is made, the MCO staff will receive an email 
confirmation with the name of the interpreter who will provide the onsite 
service.

• MCO staff confirm with the member and provider (via call or email) that an 
interpreter or TRS provider will be participating in the provider visit on a 
specific date and time.

• Interpreters are also available for Tele-health visits.



Thank You for 
Attending
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