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Introduction

Purpose

The increasing linguistic diversity in Prince William County highlights the need for effective
language services and strong oversight to ensure consistent access across the County.
Prince William County is deeply committed to improving access to programs and services
for individuals with limited English proficiency (LEP). This dedication is backed by the
County's Equity and Inclusion Policy and Title VI of the Civil Rights Act of 1964, which
prohibits discrimination based on race, color, or national origin by recipients of federal
funds.

For departments, offices, and agencies not receiving federal funds, the priority is ensuring
individuals with LEP have access to services, programs, and resources, enabling full
participation in all benefits offered by Prince William County.

The Language Access Plan (LAP) serves as a comprehensive guide for creating
procedures that reduce barriers and ensure equitable access to services, programs, and
activities for Limited English Proficient (LEP) individuals in Prince William County.
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Definitions
Back translation: The process of translating a text back to its original language
after it has already been translated. Back translation serves as a quality
assurance method used to check the accuracy and quality of a translation by
comparing the back translation to the original text.

Culturally relevant translation: The process of translating content in a way
that is sensitive to and reflective of the cultural context, values, and norms of
the target audience, ensuring that the message is accurately and appropriately
conveyed. 

Equity Impact Screening Assessment (EISA) Tool: A Prince William County
monitoring tool used to measure the impact of policies, standard order of
procedures, and program services on demographic populations.

Interpretation: The conversion of spoken communication from one language
to another.

Limited English Proficiency (LEP) individuals: Individuals who do not speak
English as their primary language and have limited ability to read, speak, write,
or understand English. For more information, visit: https://www.lep.gov/ 

Preferred or dominant language: The language a client or customer primarily
uses, which is essential for meaningful communication and full participation in
services, resources, and programs.

Qualified interpreter: An individual who has been assessed for professional
skills, exhibits high proficiency in at least two languages, and possesses the
training and experience necessary to interpret accurately and skillfully while
adhering to established Interpreter Standards of Practice. (See HR Personnel
Policy 5.2.12 Language Skills Stipend for the bilingual staff interpreter policy).

Translation: The conversion of written communication from one language to
another. 

It's essential to clarify the difference between interpretation and translation for
the purposes of this document.
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Section 1: Needs Assessment

Primary Goal
The primary goal of the Language Access Plan (LAP) is to assist each department,
agency, and office in developing and implementing processes that ensure LEP
individuals can access government services and programs. Each departmental
plan should be tailored to the specific needs of the department, agency, or office,
and should promote organizational coherence aligned with the key procedures
outlined below. Each procedure will be explained in the following sections of this
guide.

Key Procedures for County Assessment 
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NEEDS
ASSESSMENTS

The initial section of a LAP should delineate how the organization will evaluate the
language assistance requirements of the communities it serves. The Four Factor
Analysis, LEP Touch Points, and Level of Interactions are essential to assessing
language assistance needs.

A. Four Factor Analysis: Prince William County uses the Four Factor Analysis (see
Figure 1) to ensure compliance with Title VI regulations and to guide language
access planning. Departments can conduct a program-specific assessment using
this analysis to determine the appropriate level of language assistance services
needed. This tool helps organizations understand the frequency with which LEP
individuals interact with their programs and identify the most effective methods
for providing meaningful language assistance.

1
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Factor Measure Data Source

1

The number or proportion of
limited English proficient (LEP)
individuals who are eligible for
or likely to engage with the
program or department.

 There are 169 languages
representing 144+
ethnicities in PWC.
The number of LEP
individuals in Virginia is
about 435,851 residents
The number of LEP
residents in Prince William
County is 46,820.

The State of Virginia
(ACS2017-21) American
Community Survey (ACS) 
 2017-2021 U. S. Census
Bureau (www.census.gov) 

[Note: The US Census data
categories of “foreign-born” or
“language spoken” do not
capture language proficiency
or literacy.]

2

The frequency with which LEP
individuals from different
language groups seek
assistance. (The more frequent
the contact with a particular
language group, the more
likely that enhanced language
services in that language are
needed.)  

The frequency with which LEP
individuals interact with
County services and
programs.

Ex: Number of Spanish-
speaking calls received by
County staff every month or
week 

An internal Language  Access
Survey was conducted in
July/August 2023,
representing 25 departments
and 6 partner liaisons. 

3

The nature and importance of
the program, activity, or
service provided by the
department. A department
needs to determine whether
denial or delay of access to
services or information could
have serious or even life-
threatening implications for
the LEP individual. 

The importance of local
government services to public
safety, health, and cultures
and the ability for LEP to
participate in Prince William
County services if language
resources did not exist. 

American Community
Survey
Language Access
Interpretation &
Translation Services
Survey (OEM-EI) (Appendix
A)
Bilingual Staff Survey
(OEM-EI) (Appendix B)
Community Questionnaire
(OEM-EI)

 

4

The resources available to the
recipient for LEP outreach, as
well as the costs associated
with that outreach.

An overview of existing
resources for LEP individuals
and a detailed explanation of
how Prince William County
ensures that LEP residents are
informed about the availability
of free language services.  

Reports from departments on
their LEP initiatives, along with
a list of interpretation and
translation vendors provided
by the Finance and
Procurement Department and
Vendor Assessment. 

NEEDS
ASSESSMENTS

Figure 1: Four Factor Analysis

1
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NEEDS
ASSESSMENTS

C. Level of Interactions: Figure 2 outlines how language access services should be
planned, from the initial call or reception desk check-in to filling out paperwork,
navigating the department, paying bills, providing feedback, or filing a grievance.
At each stage, services should be linguistically accessible and appropriate.

Departments should design services tailored to their specific interactions with
LEP communities, considering the types of encounters, environment,
responsiveness, and available resources. Prioritize language assistance where LEP
individuals engage most frequently.

Interaction examples:  
Hotlines or information
line calls
Outreach programs
Public meetings and
hearings 
Websites 
Written materials or
complaints
Brochures intended to
inform the public of
services or special
events 

Figure 2: Cycle of Language Access Services

1
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B. LEP Touch Points:                                                          
Departments should leverage existing internal data sources. The Equity and
Inclusion Census Tract Demographics Dashboards provide valuable insights into
the demographics of LEP individuals.

Each department should evaluate where LEP individuals engage with their
services to determine the most appropriate language support needed at each
point of contact.

https://www.pwcva.gov/department/office-equity-and-inclusion/equity-and-inclusion-data-dashboards
https://www.pwcva.gov/department/office-equity-and-inclusion/equity-and-inclusion-data-dashboards


DELIVERY OF 
LANGUAGE SERVICES

This LAP outlines a protocol for using interpreters to ensure that Prince William
County's departments, agencies, and offices effectively meet the communication
needs of a linguistically diverse community. It addresses six key aspects of
language service delivery: LEP rights, the use of bilingual family and friends as
interpreters, modalities of interpretation services, the role of staff interpreters,
translation services, and vital documents. Each key aspect will be explained
below.

A. LEP Rights: 

The Right to Language Identification: LEP individuals have the right to have
their primary language and LEP status identified during services, using tools
like "I Speak" language identification cards or posters.
The Right to Transparency in Data Collection: LEP individuals have the right to
be clearly informed about the purpose and intended use of their primary
language information. Providing this data is voluntary, will remain confidential,
and will not affect their eligibility for any programs.
The Right to Privacy Protection: LEP individuals have the right to have their
data protected, ensuring it is not publicly disclosed in a way that identifies
individual households. Data will only be shared in aggregate form.
The Right to Feedback and Evaluation: LEP individuals have the right to
provide feedback on the quality of services received through follow-up
surveys. This feedback will be used to monitor and improve the equitable and
inclusive delivery of language services.

B. Bilingual Family and Friends: Linguistic fluency doesn't ensure competency,
particularly with organizational terminology and acronyms. Adult family members
or friends may only serve as interpreters if specifically requested by the resident
or constituent, with refusal of interpreter services documented on the Waiver of
Interpreter Services (Appendix C). To maintain confidentiality and accuracy,
children under 18 and unrelated individuals will not be used as interpreters.

2
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DELIVERY OF 
LANGUAGE SERVICES

C. Modalities of Interpretation Services: Prince William County offers several
approved modalities of interpretation services. The following options should be
chosen based on the specific needs, time constraints, complexity, environment, or
safety concerns:

Telephone Interpreter Services: Available 24/7 through county-approved
contracted services. This option is ideal for immediate and flexible language
support.

Video Remote Interpreter (VRI) Services: Accessible 24/7 via video conference
technology on any laptop or iPad, using a county-approved contract service.
VRI is suitable for situations where visual communication is important but an
in-person interpreter isn't feasible.

In-Person Interpretation: For scheduled encounters, an in-person interpreter
can be arranged with advance notice. For unscheduled encounters, alternative
interpretation modalities are available to ensure immediate communication
needs are met.

D. Staff interpreters may be available in some county departments, offices, and
agencies. Only bilingual staff who have completed the Interpreter Testing and
Training provided by the county and have demonstrated their competency and
adherence to the Interpreters' Standards of Practice may provide these services.
(See HR Personnel Policy 5.2.12 Language Skills Stipend for more information.)

Agencies must ensure that all bilingual or contracted interpreters:

Demonstrate proficiency in both languages and accurately convey information
using the appropriate interpreting mode (e.g., consecutive, simultaneous,
summarization, or sight translation).

Know specialized terms, concepts, and cultural phrases relevant to the
agency’s programs and the LEP person's language.

Follow confidentiality, impartiality, and ethical rules equivalent to those of the
agency staff they support, and adhere strictly to their role as interpreters
without assuming roles such as counselor or legal advisor.

2
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DELIVERY OF 
LANGUAGE SERVICES

E. Translation Services: Ensure accurate and effective translation of documents.
“Vital” documents, including applications, intake forms, legal documents, and
policies, must be translated (see section F below). Departments should also
consider translating informational outreach materials if necessary to prevent
limiting residents' access to services.

Federal regulations mandate translation for any LEP language group constituting
at least 5% or 1,000 individuals of the population served. Major LEP groups
include Spanish, Urdu, Dari, Arabic, and Pashto, with Spanish being the most
requested. Current and forecast statistics are provided by the Census Bureau.

2
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 F. Vital Documents: Six types of “vital” documents must be translated into the
languages common in Prince William County and relevant to the residents served
by departments, offices, and agencies: 

notices of “free” language
services

intake forms and
applications

informed consent forms

notices of eligibility criteria
for services

any instructions complaint forms

Documents can be outsourced for translation to a contract service or trained
professional and should be back-translated to ensure accuracy. If a document is
not translated, it will be sight-translated or interpreted by a qualified interpreter.

Note: The Equity Impact Screening Assessment (EISA) Liaison will report these
cases for further assessment of emerging language groups. Ensuring that
translations are conceptually, linguistically, and culturally accurate is crucial, and
collaborating with the communities served helps ensure cultural relevance.



 Language Assistance Signage:

Notices about language assistance services should be prominently displayed
where all potential LEP individuals may come for services. Below are some
examples.

"I Speak" Cards: These cards identify the individual’s language and the
language needed for interpretation (Appendix D). For samples and to create
tailored versions, visit LEP.gov. 

Tag Lines/Statements: Words matter, Short plain words and messages like
“Speak Spanish?” and “Language assistance is free” should be displayed to
inform those with limited English skills about available help. The Federal Plain
Language Guidelines from The Plain Language Action and Information Network
(PLAIN) offers excellent examples of plain language to consider when creating
tag lines or statements.

Notice of Availability: Language access services are free to LEP individuals.
Departments must display multilingual signs or posters at all points of
interaction and on department webpages, informing about language
assistance services. LEP groups such as Spanish, Urdu, Dari,  Arabic, and
Pashto are prioritized based on interpreter requests and annual reporting.

IDENTIFYING
PRIMARY LANGUAGE 3
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First Point of Contact

Identify the frontline team, whether multilingual or
monolingual English-speaking.

All outreach staff should greet customers in English,
including on the phone, to avoid assumptions about the
need for an interpreter

LEP individuals should have a way to identify their primary language upon first
contact in order to receive necessary services from your department. Here are
some best practices for the initial approach. Keep in mind that Prince William
County provides two main types of language services: spoken (interpretation) and
written (translation). 

Top Languages
in PWC 

Urdu
Dari
Arabic
Pashto

Spanish

https://www.lep.gov/translation#toc-language-identification-and-i-speak-cards
https://www.plainlanguage.gov/media/FederalPLGuidelines.pdf
https://www.plainlanguage.gov/media/FederalPLGuidelines.pdf


The Equity Impact Screening Assessment (EISA) liaison will track and evaluate
customer service and LAP impact. Responsibilities include:

Maintaining a database of qualified interpreters and translators.
Monitoring budget costs for language assistance services.
Reporting results from the Annual Language Access Interpretation &
Translation Services Survey (Appendix A) and the Bilingual Staff Questionnaire
(Appendix B) to assess program needs.

The effectiveness of these processes will be informed through the following
monitoring tools:

A. Staff Training: Essential for effective language assistance, training should cover:
The importance of language assistance services.
Effective and respectful communication with LEP individuals.
No charges for interpretation and translation services.
Data collection and monitoring of LEP language needs and preferences.
Protocols for requesting and working with interpreters, including service
types and access information.

4 TRAINING AND
MONITORING 
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Consult Stakeholders: Seek feedback from community-based organizations
and other stakeholders before finalizing the plan to assess effectiveness and
performance in providing meaningful access for LEP individuals.

Conduct Customer Surveys: Administer surveys in multiple languages at the
point of service to improve customer experience and support continuous
improvement.

Include Demographic Information: Incorporate home language data into the
Prince William County Community Survey and provide access to the survey in
the County’s top languages.

B. Community Engagement: The LAP should incorporate a human-centered design
with strategies to engage the communities served by departments, agencies, and
offices. Understanding and collaborating with community members ensures that
efforts are culturally and linguistically appropriate. To achieve this, departments,
agencies, and offices should:

TRAINING AND
MONITORING 4

C. Monitoring Feedback and Complaints:

All departments must complete
the Cycle of Language Access
Services by conducting a
customer language access survey
in the county's top languages at
the point of service. This survey
aims to enhance customer
experience and support
continuous improvement.

Complaints or grievances from
LEP individuals or their
representatives should be
referred to the Office of Human
Rights.

Figure 2: Cycle of Language Access Services
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Conclusion
Effective communication with individuals who have limited English
proficiency is essential for overcoming barriers, enhancing community
engagement, and ensuring compliance with anti-discrimination laws.
Offering language access services at all touchpoints guarantees
equitable participation in Prince William County services. A well-
structured language access plan helps meet legal requirements and
addresses the communication needs of LEP individuals.

Interpreting bridges communication
gaps, fosters understanding, builds

trust, and enhances customer
service
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APPENDIX A
 Language Access Interpretation & Translation Services Survey 

All departments will use this survey to update the EISA tool and inform the
annual Language Access Plan Review by the Office of Equity and Inclusion.

Individual responsible for Language Access for your Department1.

How do staff determine the client/customers/consumer's preferred language?2.

How often do you offer interpreter services utilizing bi-lingual staff interpreters? 3.

 How often do you offer interpreter services utilizing telephonic interpreter services? 4.

How often do you offer interpreter services utilizing video remote interpreter

services? 

5.

How often do you offer interpreter services utilizing professional in-person

interpreter services? 

6.

If you have not used a professional interpreter service (telephonic/video/in-person or

bilingual staff interpreter indicate why (mark all that apply)

7.

Does your department provide written translated materials to your

clients/customers/consumers and their families?

8.

 Where does translated material come from?9.

Are you satisfied with your department's current Interpretation/translation services?10.

How many clients needed an interpreter, and what languages do they speak?11.

What is the biggest challenge regarding communicating or providing interpreter

services with limited English proficient clients/customers/consumers?

12.
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Number of years have you been with the county?1.

What language(s) do you speak other than English?2.

Do you serve as an interpreter (speaking) when interacting with a Limited English-

proficient individual who speaks a language you speak?

3.

If yes, was it part of your assigned responsibilities?4.

How often do you provide translation (written) services for the county? 5.

If yes, was it part of your assigned responsibilities?6.

How often do you participate in interpreter professional development training?7.

How often do you interpret?8.

Do you receive the Prince William County Bilingual Employee stipend?9.

Is there anything else you would like to share about interpreter and translation

services at PWC?

10.

APPENDIX B
Sample of Bilingual Staff Questionnaire 

Below are the sample questions included in the annual Bilingual Staff
questionnaire, which will contribute to the data gathering for the Office of Equity

and Inclusion's annual Language Access Plan Report.
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APPENDIX C
Sample of Waiver of Interpreter Services 

Departments may document interpreter service refusals on the Waiver
of Interpretive Services form. Children under 18 or unrelated individuals

will not be used as interpreters to ensure confidentiality and accurate
communication.
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APPENDIX D
 Sample of “I Speak” Card

'I Speak” cards help request interpreter services and identify a person's
primary language. All government departments should use them.

Below is a sample from Homeland Security.
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Translation is that which

transforms everything so that

nothing changes.

— Günter Grass

Thank you to the translators and

interpreters in Prince William

County Government who ensure

excellent customer service.
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