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MEMO
To: AFC Panel Members
From: Betsy R. Ruslander
Re: Language Line Services, Inc.
Date: January 14, 2016

In an effort to address the rare but difficult situation that some panel members have faced
regarding interpreter services, our office has opened an account with Language Line Services,
Inc., a New York State vendor under contract with the Office of Court Administration.  Language
Line provides telephonic interpretation services that are now available to Attorneys for Children
in the Third Judicial Department, the cost of which will be paid for by the State of New York. 
Please note that this service should be used for out-of-court communications only.  Interpreter
services for court proceedings should be supplied by the court. 

Prior to engaging the services of Language Line, panel members must get an order
from the court, authorizing such services.  A sample order is attached and also may be found
on our webpage at nycourts.gov/ad3/oac/administrative forms.  Panel members must provide this
office with a copy of the signed order by either email (ad3oac@nycourts.gov), fax (518-471-
4757) or regular mail to the address listed above. 

Below are instructions to access an interpreter, also set forth in the attached
Quick Reference Guide:

< Dial 1-866-874-3972.  This will take you to an automated line.
< When prompted, provide this Client ID Number on the phone key pad: 502790 

(this is a universal ID# for all Third Department AFC panel members).
< When prompted, press 1 for Spanish or press 2 for all other languages 

(at prompt, state the name of the language that you need).  Attached is a Language 
Identification Card that may assist you in determining what language to request.

< When prompted enter the Family Court Case Number associated with the case.
< This will take your call out of automation and you will be connected to an operator 

to whom you should provide your first and last name; then you will be connected to an 
interpreter.
Also attached is a handout entitled "11 Helpful Tips for Working with an Over-the-

Phone Interpreter".  If you have any questions, please feel free to contact me.  We hope this
service will be helpful to you in your practice.

cc: Family Court Judges
Family Court Clerks
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At a Term of the Family Court of the
SAMPLE ORDER State of New York, held in and for the

County of <Albany>, <Albany>, NY,
on the ____ day of __________, 2016

PRESENT:

Hon. _____________________________
JUDGE OF THE FAMILY COURT

--------------------------------------------------------------x

File No.______________
Docket No. ___________

Petitioner,

-against-
ORDER AUTHORIZING 
USE OF 
LANGUAGE LINE SERVICES

Respondent.
----------------------------------------------------------------x

IT IS ORDERED that Language Line Services, Inc. is hereby authorized to provide out-
of-court telephonic interpreting services to _________________, Esq., the attorney for the
child(ren), for the purpose of communicating with his/her client or on behalf of his/her client
during the pendency of the above referenced matter; and it is further

ORDERED that Language Line Services, Inc. shall be compensated pursuant to contract
with the New York State Unified Court System Office of Court Administration.

Dated: _____________________

ENTER

______________________________
Hon.
JUDGE OF THE FAMILY COURT



     

IMPORTANT INFORMATION:  

WORKING WITH AN INTERPRETER – At the beginning of the call, briefly tell the interpreter the nature of the call. Speak directly 

to the limited English proficient individual, not to the interpreter, and pause at the end of a complete thought. Please note, to 

ensure accuracy, your interpreter may sometimes ask for clarification or repetition. 

 

3-WAY CALL – Use the conference feature on your phone, and follow the instructions above to connect to an interpreter. If you 

are initiating the call, get the interpreter on the line first, then call the limited English proficient individual. If you are receiving a 

call, ask the caller to “Please Hold,” and then conference in the interpreter. 

 

LANGUAGELINE DUAL HANDSET PHONE – If you have a LanguageLine Dual handset phone, lift the handset and press the pre-

programmed button to dial, then follow the prompts. Once connected to an interpreter, give the second handset to the limited 

English proficient individual. 

 

CUSTOMER SERVICE – To provide feedback, commend an interpreter, or report any service concerns, call 1-800-752-6096 or go 

to www.LanguageLine.com and click on the “Customer Service” tab, scroll to “Provide Feedback” and complete a “Voice of the 

Customer” form.  
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ATTORNEYS FOR CHILDREN, 3RD DEPARTMENT 
 
 

TO ACCESS AN INTERPRETER  
 

1. DIAL: 1-866-874-3972 
 

2. PROVIDE: Client ID 5 0 2 7 9 0 
 

3. INDICATE: Language 
 

4. PLEASE ENTER YOUR CASE NUMBER; ATTORNEY’S FIRST AND 
LAST NAME 
 

Document the interpreter name and ID number for reference.  

http://www.languageline.com/


     

IMPORTANT INFORMATION:  

WORKING WITH AN INTERPRETER – At the beginning of the call, briefly tell the interpreter the nature of the call. Speak directly 

to the limited English proficient individual, not to the interpreter, and pause at the end of a complete thought. Please note, to 

ensure accuracy, your interpreter may sometimes ask for clarification or repetition. 

 

3-WAY CALL – Use the conference feature on your phone, and follow the instructions above to connect to an interpreter. If you 

are initiating the call, get the interpreter on the line first, then call the limited English proficient individual. If you are receiving a 

call, ask the caller to “Please Hold,” and then conference in the interpreter. 

 

LANGUAGELINE DUAL HANDSET PHONE – If you have a LanguageLine Dual handset phone, lift the handset and press the pre-

programmed button to dial, then follow the prompts. Once connected to an interpreter, give the second handset to the limited 

English proficient individual. 

 

CUSTOMER SERVICE – To provide feedback, commend an interpreter, or report any service concerns, call 1-800-752-6096 or go 

to www.LanguageLine.com and click on the “Customer Service” tab, scroll to “Provide Feedback” and complete a “Voice of the 

Customer” form.  
 

© 2014 LanguageLine Solutions Confidential Information / 12.23.14 

  

 

Brief the interpreter and give any special instructions. 
 

http://www.languageline.com/


Europe Pacific Islands

North America, South America,  
and Caribbean

Language Identification Card

•  Refer to your Quick Reference Guide (QRG) to 
access an interpreter through LanguageLine 
Solutions. In most cases, an interpreter is available 
within seconds.

•  If you are unable to identify the language, our 
representative will help you.

Please note: LanguageLine Solutions interprets from 
English into more than 200 languages. Only the most 
requested languages are listed here. This list is subject  
to change based upon client demand.

From North America call 1800 752-6096 for  
more information about our service.

© 2013 LanguageLine Solutions / 1-800-752-6096 / www.LanguageLine.com

As a LanguageLine Solutions client you have access 
to over-the-phone interpretation 24 hours a day, 
7 days a week. Use this Language Identification 
Card in a face-to-face situation to determine which 
language a person speaks. The Language ID Card 
lists the languages most frequently encountered in 
North America, grouped by the geographical region 
where they are commonly spoken.

•  To use the Language ID Card efficiently, locate the 
geographical region where you believe the speaker 
may be from. (Pacific Islands, Europe, etc.)

•  Show the person the languages listed for that 
region. The message underneath each language 
says: “Point to your language. An interpreter will 
be called. The interpreter is provided at no cost 
to you.”

Europe - continued

  Interpreting      Translation       Testing and Training



Africa
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Africa - continued

LanguageLine Solutions also  
offers Document Translation

For more information contact us:
Phone: 1 888 763-3364 •  Fax: 1 800 648-0170  
E-mail: translation@languageline.com  
Web: www.LanguageLine.com

India, Pakistan, and Southwest Asia Middle East Asia- continued

Asia
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FOR MORE INFORMATION: 
www.LanguageLine.com / 1-800-752-6096

LanguageLine SolutionsSM

1. BRIEF THE INTERPRETER - Identify the name 

of your organization to the interpreter, provide specific 

instructions of what needs to be done or obtained and let 

him/her know whether you need help with placing a call. 

If you need the interpreter to help you place a call to the 

limited English Proficient (LEP) customer, you may ask the 

interpreter for a dial-out. There is a limited amount of time 

allotted for placing a dial-out once the interpreter is on the 

phone. Therefore, it is important that you provide a brief 

introduction and specific instructions to the interpreter in a 

timely manner.

2. SPEAK DIRECTLY TO THE CUSTOMER - You 

and your customer can communicate directly with each 

other as if the interpreter were not there. The interpreter 

will relay the information and then communicate the 

customer’s response directly back to you.  

3. SPEAK NATURALLY, NOT LOUDER - Speak at 

your normal pace, not slower. 

 � SEGMENTS - Speak in one sentence or two short 

ones at a time. Try to avoid breaking up a thought. 

Your interpreter is trying to understand the meaning 

of what you’re saying, so express the whole thought 

if possible. Interpreters will ask you to slow down or 

repeat if necessary. You should pause to make sure 

you give the interpreter time to deliver your message.  

 � CLARIFICATIONS - If something is unclear, or if the 

interpreter is given a long statement, the interpreter 

will ask you for a complete or partial repetition of 

what was said, or to clarify what the statement 

meant.  

4. ASK IF THE LEP UNDERSTANDS - Don’t assume 

that a limited English-speaking customer understands 

you. In some cultures a person may say ‘yes’ as you 

explain something, not meaning they understand, but 

rather they want you to keep talking because they are 

trying to follow the conversation. Keep in mind that a 

lack of English does not necessarily indicate a lack of 

education.  

5. DO NOT ASK THE INTERPRETER FOR 
THEIR OPINION - The interpreter’s job is to convey 

the meaning of the source language and under no 

circumstances may he or she allow personal opinion to 

color the interpretation. Also, do not hold the interpreter 

responsible for what the customer does or does not say. 

For example, when the customer does not answer your 

question.

6. EVERYTHING YOU SAY WILL BE INTERPRETED 
- Avoid private conversations. Whatever the interpreter 

hears will be interpreted. If you feel that the interpreter 

has not interpreted everything, ask the interpreter to 

do so. Avoid interrupting the interpreter while he/she is 

interpreting.

7. AVOID JARGON OR TECHNICAL TERMS - Don’t 

use jargon, slang, idioms, acronyms or technical medical 

terms. Clarify unique vocabulary and provide examples if 

they are needed to explain a term. 

8. LENGTH OF INTERPRETATION SESSION - When 

you’re working with an interpreter the conversation can 

often take twice as long compared with one in English. 

Many concepts you express have no equivalent in other 

languages, so the interpreter may have to describe or 

paraphrase many terms you use. Interpreters will often 

use more words to interpret what the original speaker says 

simply because of the grammar and syntax of the target 

language.  

9. READING SCRIPTS - People often talk more quickly 

when reading a script. When you are reading a script, 

prepared text or a disclosure, slow down to give the 

interpreter a chance to stay up with you. 

10. CULTURE - Professional interpreters are familiar with 

the culture and customs of the limited English proficient 

(LEP) customer. During the conversation the interpreter 

may identify and clarify a cultural issue they may not think 

you are aware of. If the interpreter feels that a particular 

question is culturally inappropriate, he or she might ask 

you to either rephrase the question. You may or ask the 

interpreter to help you to get the information in a more 

appropriate way.

11. CLOSING OF THE CALL - The interpreter will wait for 

you to initiate the closing of the call. When appropriate, 

the interpreter will offer further assistance and will be the 

last to disconnect from the call.  Remember to thank the 

interpreter for his or her efforts at the end of the session.

11 Helpful Tips for Working with 
an Over-the-Phone Interpreter

FOR MORE INFORMATION: 
www.LanguageLine.com / 1-800-752-6096




