
Limited English Proficiency (LEP)

VBCMH Training – FY25



Objective

▪ This training is designed to make you familiar 
with accommodating persons with Limited 
English Proficiency.  

▪ Limited English Proficiency (LEP) is defined 
as the inability to speak, read, write, or 
understand English at a level that permits 
effective interaction with healthcare providers.  
This includes those with hearing and visual 
impairments.  



Remember:

▪ Treat all customers equally, regardless of 
his/her ability to speak English or their 
limitations.

▪ We cannot require that customers conduct 
business in English.

▪ We must respond appropriately to all 
language assistance needs.

▪ Discrimination need not be intentional.  
Agencies have a clear legal obligation to avoid 
any type of discrimination.



Our Intent

▪ Our intent is to be both willing and 

prepared to help those for whom 

language may be a barrier to obtaining 

necessary treatment and support.



Legal Basis

▪ There is NO LEP law.  It is the combination of several existing 

laws.

▪ The Civil Rights Act of 1964 provides that no person shall be 

subjected to discrimination on the basis of race, color or national 

origin.

▪ The courts have determined that discriminating against a 

person based on language is the same as discriminating against 

them based on nationality.

▪ Section 1557 of the Affordable Care Act which passed on May 

18, 2016, builds upon the longstanding nondiscrimination laws, by 

prohibiting discrimination on the basis of race, color, national origin, 

sex, age, or disability in certain health programs and activities. 



Who is covered?

▪ The law says “persons” – which means 
everyone and includes immigrants 
who are in this country legally or 
illegally.

▪ Remember:  We do not determine 
who “should” be able to communicate 
with us in English.  That is not our role 
as mental health care providers.



Basic Requirements

▪ Our procedures cannot restrict meaningful 
participation by LEP persons.

▪ In order to assist those with visual impairments, all 
written documents are now required to greater 
than12 point font. 

▪ All written materials need to be written in a 
“manner and format that is easily understood” 
which is determined to be 6.9 grade reading level.

▪ We need to examine our procedures to assure that 
they do not create unintended language barriers.



Language Assistance

▪ We are required to provide competent language 

assistance to LEP persons at NO cost to them.  

▪ Language assistance standards include 

additional assistance required due to poor 

hearing or limited sight.

▪ Interpreters must be competent in both the 

language spoken by the customer and English.



Interpreters

▪ The interpreter must be knowledgeable 
of, and committed to, confidentiality 
requirements.

▪ Staff must clearly document any instance 
in which they believe circumstances 
warranted use of an interpreter whose 
qualifications they are not familiar with.



Interpreters

▪ Staff will encourage customers not to use 
friends, family members or minors as 
interpreters due to conflict of interest.  If the 
customer persists in that choice, staff must 
clearly document the use of such interpreters.  

▪ Minors may only be used as interpreters in the 
most urgent or emergency situations and 
never on an ongoing or routine basis. 

▪ Staff will not permit other customers to act as 
interpreters – even for setting appointments.



LEP Posters at All Sites 



SWMBH LEP Posters at All Sites 
 
 

Servicio al Cliente 

Servicios al cliente diseñados para ayudarle a 

• Servicios de salud mental y abuso de sustancias comunidad Acceso 

• Comprender la variedad de servicios disponibles para usted 

• Elegir un proveedor que le ayudarán a alcanzar tus metas personales 

• Entender todos sus derechos como beneficiario del servicio 

• Responder a sus preguntas 

• Ayudarlo a presentar una queja si no está satisfecho con cómo se prestan los 
servicios 

• Ayudarle a presentar una apelación si no está recibiendo los servicios que 
necesita. 

 

Para ponerse en contacto con su oficina local de Servicios al Cliente, por favor 
póngase en contacto con: 

Sandy Thompson 
Customer Services Representative  

Van Buren Community Mental Health 
801 Hazen Street, Suite C 

Paw Paw, MI 49079 
269-657-5574 or 1-800-922-1418 

 

La oficina de servicios al cliente regionales Southwest Michigan Behavioral Health 
(SWMBH) proporciona apoyo y supervisión de todas las actividades de servicios al 
cliente y le puede ayudar a cualquier cliente de la región.  La oficina SWMBH puede 
conectar su llamada a cualquiera de nuestras oficinas de servicios al cliente local de 
CMH o cualquier agencia de proveedor de red para ayudarle en caso necesario. 
Además, la oficina SWMBH va a trabajar con usted si usted es un beneficiario de 
Medicaid y solicitar una audiencia administrativa. 
 

Para ponerse en contacto con su oficina SWMBH de Servicios al Cliente, por 
favor póngase en contacto con: 

Heather Woods 
Member Services Specialist 

Southwest Michigan Behavioral Health 
5250 Lovers Lane, Suite 200 

Portage, MI 49002 
Toll Free at (800) 890-3712 

Todo sordos o con dificultades auditivas personas, por favor póngase en contacto con 
nosotros a través del Centro de Relevo de Michigan (MRC). 

Marque 7-1-1 y dar (decir) MRC el número al que está tratando de alcanzar. 

Customer Services 

 
 

 
Customer Services designed to help you to:   

• Access community mental health and substance abuse services 

• Understand the service array available to you 

• Choose a provider to help you met your personal goals 

• Understand all of your rights as a service recipient 

• Answer your questions 

• Help you file a grievance if you are not happy with how your services are 
provided 

• Help you to file an appeal if you are not receiving the services you need.   
 

To contact your local Customer Services Office, please contact: 
Sandy Thompson 

Customer Services Representative  
Van Buren Community Mental Health Authority 

801 Hazen Street 
Paw Paw, MI 49079 

269-657-5574 or 1-800-922-1418 

 

The Southwest Michigan Behavioral Health (SWMBH) regional Customer Services 
office provides support and oversight to all the customer services activities and can 
provide assistance to any customer of  the region.  The SWMBH office can connect 
your call to any of  our local CMH Customer Services office or any network provider 
agency to assist you as necessary.  In addition, the SWMBH office will be working 
with you if  you are a Medicaid Beneficiary and request an Administrative Fair 
Hearing.  
 
To Contact the SWMBH Customer Services office, please contact: 

Heather Woods 
Member Services Specialist 

Southwest Michigan Behavioral Health 
5250 Lovers Lane, Suite 200 

Portage, MI 49002 
Toll Free at (800) 890-3712 

All deaf  or hard-of-hearing persons, please contact us using the  
Michigan Relay Center (MRC).   

Dial 7-1-1 and give (tell) MRC the number you are trying to reach.     
 



LEP Materials 

▪ The interpretation poster will be available at 
all agency sites in the front lobby.

▪ The poster can be used to identify the 
language spoken by someone who cannot 
tell you in English what language they speak.

▪ I Speak Cards are available at the Paw Paw 
and South Haven Front Desks as another 
method to identify which language a person 
needs a translator.



Final Thoughts

▪ We are committed to providing services in 
a manner that recognizes the possible 
language limitations our customers may 
have.

▪ By following LEP requirements, Van Buren 
Community Mental Health will be able to 
provide all customers with needed services 
regardless of their primary language spoken 
or language impairments.
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