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I. Introduction 

 

The Board of Supervisors has adopted a Board policy that seeks to 

ensure that all residents and visitors have meaningful access to 

County services, programs, benefits, and information, regardless of 

their English language proficiency. 

 

Santa Clara County is a linguistically diverse community, with its 

residents speaking more than 100 languages.  According to the 2010 

U.S. Census, more than half of Santa Clara County residents speak a 

language other than English at home, and the county has the highest 

percentage of foreign-born residents of any in the state. 

 

Other than English, the seven most widely spoken languages in Santa 

Clara County are Spanish, Vietnamese, Mandarin, Tagalog, Korean, 

Hindi, and Japanese.  Together, these languages are spoken by more 

than 90 percent of residents who speak a foreign language at home. 

 

II. Purpose and Intent 

 

The purpose of these guidelines and procedures is to ensure that 

County departments and agencies provide language interpretation 

services to members of the public with limited English proficiency to 

ensure that all residents have meaningful access to County programs, 

services, benefits, and information.  To achieve this, departments 

must be responsive to the diverse means by which residents 

communicate with the County, and be prepared to offer these 

services when requested. 
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III. Providing Language Interpretation Services In Person, Over the 

Phone, or Through Written Communication 

 

Departments generally will be contacted by members of the public in 

three primary ways – in person, over the phone, or through written 

communication. 

 

 

When providing oral interpretation services or written translations, 

departments shall not use online translation tools, such as, Google 

Translate, BabelFish, FreeTranslation, or similar services. 

 

A. Providing Language Interpretation Services on Contact 

 

Departments must ensure that language interpretation services 

are available to members of the public, regardless of the 

manner in which they are contacted.  Departments may 

accomplish this using any of the following means: 

 

1. Utilize a departmental contract for interpretation 

services, if such a contract is available.  

 

The department may conduct its own request for 

proposals (RFP) to establish a contract with a 

language interpretation service provider.   

 

2. Utilize County-certified bilingual staff members. 

 

Each department shall create a list or obtain a list 

from the Employee Services Agency of its staff 

members who are certified by the County as 

bilingual each year through the Employee Services 
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Agency’s certification process.  Departments are 

encouraged to utilize their own certified bilingual 

staff members, pursuant to all applicable labor 

agreements, to provide interpretation services when 

a bilingual staff member is available and doing so 

will not disrupt County operations.  However, 

departments may not utilize staff members who are 

not certified by the County.  Additionally, employees 

may not perform interpretation services for which 

they are not certified. 

 

3. Utilize the Countywide contract. 

 

The County currently has a Countywide contract 

with Voiance, a CryaCom International Company, to 

provide oral interpretation services over the phone, 

which all departments and agencies may use.  

Departments may review this contract at 

https://connect.sccgov.org/sites/policies/Formsrelat

edtoPolicies/Voiance-Contract-5500002479.pdf. 

 

If the Countywide contract does not meet the 

department’s requirements, or if the department 

requires specialized interpretation services beyond 

the scope of this contract, the department should 

contact the Procurement Department.  The 

department may also procure interpretation services 

using the department’s Procurement Card (P-Card), 

a Field Purchase Order, or a Service Agreement, as 

necessary.  

 

https://connect.sccgov.org/sites/policies/FormsrelatedtoPolicies/Voiance-Contract-5500002479.pdf
https://connect.sccgov.org/sites/policies/FormsrelatedtoPolicies/Voiance-Contract-5500002479.pdf
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Departments with public service areas where members of the 

public regularly come to conduct business shall post a sign at 

the service area informing individuals in English, Spanish, 

Vietnamese, Mandarin, Tagalog, Korean, Japanese, and Hindi 

that, upon request, they may receive language interpretation 

services free of charge.  Public service areas include lobbies, 

reception areas, and front counters.  Additionally, when 

contacted in person or over the phone by a member of the 

public whose English proficiency appears to be limited, County 

employees shall inform the individual that, upon request, 

language interpretation services are available at no cost to him 

or her. 

 

Departments may not require advance notice for an individual 

interacting with the County in person or over the phone to 

receive language interpretation services. 

 

 B. Additional Guidelines for Written Communications 

 

Departments distribute a wide variety of documents to the 

public. 

 

Departments distributing or creating documents for the public 

should endeavor to make available those documents, at a 

minimum, in Spanish and Vietnamese language.  Departments 

are also encouraged to translate documents into additional 

languages, such as, traditional Chinese or Tagalog, as 

appropriate. 
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IV. Providing Language Interpretation Services at Board and 

Committee Meetings 

 

The Clerk of the Board shall be responsible for ensuring language 

interpretation services are available at all Board and Board Policy 

Committee meetings.  Language interpretation at Board and 

Committee meetings must be simultaneous with the event.  The Clerk 

of the Board shall not require members of the public to provide any 

equipment or to cover any of the cost associated with the 

interpretation services. 

 

Because language interpretation services at Board and Committee 

meetings often require additional setup, the Clerk of the Board may 

require advance notice in order to provide language interpretation 

services for individuals at meetings and events.  Any such advance 

notice requirement cannot be longer than three business days prior 

to the meeting or event.  The Clerk of the Board shall make 

reasonable efforts to obtain language interpretation services even in 

the event that a member of the public makes a request after the 

deadline for advance notice. 

 

Departments are encouraged to offer similar simultaneous 

interpretation services at any meetings, events, or other public 

outreach events. 

 

V. Notifications and Signage 

 

Language interpretation services will only help the County accomplish 

its goal of ensuring meaningful access for all residents if residents are 

properly informed of these services.  Departments should provide 

notices wherever feasible to inform members of the public of the 
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option to obtain language interpretation services.  For example, 

notices can be included: 

 

 On the department’s website; 

 

 On departmental handouts, forms, brochures, pamphlets, 

meeting agendas, flyers, or other informational handouts; 

and/or 

 

 On a sign posted at the department’s reception area. 

 


