Request for City Council Committee Action
from the Office of Neighborhood and Community
Relations Department

Date: May 3, 2013

To: Council Member Robert Lilligren, Chair, Committee of the Whole

Referral to: City Council

Subject: City Enterprise Telephonic Language Interpretation Services
Recommendation: Approval from Council to negotiate and enter into a contract with
Certified Languages International in providing enterprise wide telephonic language

interpretation services.

Department Information

Prepared by: Gao Nhia Vang, NCR- Access and Outreach Specialist

Approved by:
David Rubedor, Neighborhood and Community Relations Director

Paul Aasen, City Coordinator

Presenters in Committee: Gao Nhia Vang, NCR and Dawn Misencik, 311

Reviews
s Permanent Review Committee (PRC): Approval _X__ Date _April 1, 2013____
e Civil Rights Approval Approval ____ Date _pending

Financial Impact

No financial impact. Each city department will be responsible for covering the cost of
services within their budget.

Community Impact

City Goal: Many People, One Minneapolis. The City of Minneapolis is strongly committed to
making City services and information available to everyone, regardless of language barriers.
This commitment stems from overall city goals of responsive government, community
engagement, and customer service. As residents, workers or visitors who contribute to city
life, people with limited English proficiency (LEP) are entitled to fair and equal access to

service.




Supporting Information

Currently, city departments maintain separate contracts for telephonic based interpretation
services. Approval of this contract will consolidate all city department contracts into one,
streamlining the process and will reduce the City's direct cost by 11%.

The City of Minneapolis and its departments are required by federal law to plan and provide
meaningful access to services for those with limited English proficiency. Title VI of the Civil
Rights Act of 1964 and related federal regulations, state law and municipal ordinances apply
to all city departments and contracted vendors.

One in five Minneapolis residents speaks a language other than English in their homes. The
primary language groups in Minneapolis are (in size order):

1. Spanish

2. Hmong

3. Somali

4. Laotian

5. Oromo

6. Vietnamese

In an effort to provide services for residents, workers, and visitors, the City of Minneapolis
solicited proposals from qualified companies for telephonic language interpretation services.
In general, this includes interpreting non-English languages into English. These services are
needed for 311 Call Center agents (the customer’s front door to the city) and all other city
departments to process calls made by non-English speaking constituents.

The specific tasks detailed in the RFP request involved 24 hour availability, 7 days a week,
365 days per year on demand telephonic interpretation services, along with detailed billing
and detailed reporting statements. Interpreters would need to be available, on an as needed
basis, for interpretation of at least 200 languages nationwide by phone. Vendors were
asked to provide two to three references that were similar in size and scope as well as the
identification of Small & Utilized Business participation and/or minority and women-owned
businesses. Vendors were also asked to provide their financial responsibility and capacity of
the company including whether or not the company, any affiliates, subsidiaries, officers or
directors have filed for federal bankruptcy protection within seven years of the date of the
RFP. Additionally, the ability to provide one line answered in Spanish by a live operator by
the vendor and then routed to a 311 call center agent to handle the call was a specific
requirement. Lastly, interpreters must comply with the Payment Card Industry-Data
Security Standards for the Utility Billing department.

Given the specific requirements outlined above, the proposals received were not from local
vendors. See attachment for a list of local vendors that were invited to participate in the

RFP process.

The Neighborhood and Community Relations Department manages other contracts with
local vendors who provide in-person and telephonic-based interpretation as well as
translation services for City departments and residents, workers and visitors.



Invitees for the April 2013 RFP for Mpls Telephonic Language Interpreting

Dustin Graham — Language Services Associates;

D. McMath {DMcMath@certifiedlanguages.com);

Bill Reed (Blllr@Certifiedlanguages.com);

X ¢ >t

Costello, Thomas (TCostello@languageline.com);

‘amlaintl@msn.com’;
'best@betmar.com' (best@betmar.com);
'rfonts@dialog-one.com’ (rfonts@dialog-one.com);
‘Atranslation@comcast.net’ (Atranslation@comcast.net);
'azfl@friendlylanguages.net' (azfl@friendlylanguages.net); '
service@ITBtranslation.com' (service@ITBtranslation.com); '
cpemberton@lle-inc.com’;
'ezzatnessim@comcast.net' (ezzatnessim@comcast.net);
‘april@bridgelanguage.com' (april@bridgelanguage.com);
pm@tembua.com;

* Jen Nimon-Toki (jen@telelanguage.net);
Lisa Stokesbury (Lisa@vocalink.net);
'BeckyB@allin1translation.com’;
Amanda Burton (amanda@betmar.com);

tim.ormond@insync-is.com;

'‘andre@Telelanguage.com’

Highlighted lines are all local vendors

Starred are respondents
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Permanent Review Committee Letter of Qonformance

DATE: April 1, 2013
TO: Don Stickney, David Rubedor '
-
FROM: Gary Warnberg
Permanent Review Committee J/ :

[

Department: Minneapolis 311
PRC Item Number: 2013-20
~ Date Reviewed: March 18, 2013

The Permanent Review Committee has reviewed the following request to
release an RFP and ascertained that it is in conformance with the City's

“procurement process, related City ordinances and state laws. Any
contract resulting from this RFP must be authorized by City Council
before it is executed.

Request approved by PRC:

Issuing an RFP for telephonic language interpretation services
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