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NOTE: Narrative responses provided do not necessarily include all possibilities; rather, the responses are designed to give you some ideas. You may identify other ways in the scenarios discussed to ensure the LEP person’s meaningful access to, and meaningful participation in, your programs and activities. 


I
Overview Quiz

1. 	Match the following terms with their definitions:
	
Translation
	
Taking information written in one language and conveying it in writing into another language while preserving the meaning.

	
Interpretation
	
Hearing language spoken in one language and orally relaying it into another language in a manner that preserves its meaning.



2.	Bilingual staff members (as opposed to specially qualified interpreters and translators) may provide interpretation or translation language services for the following types of interactions (check all that apply):

___	Rights-based processes, such as discrimination complaints or grievances
___ 	Interest-based processes, such as mediations
___	Communication at a clerk’s desk
___	Administrative communication with security personnel (e.g., get directions)
___	Completion of an application for benefits, aid, training, or services
___	Communication regarding scheduling or administrative matters

3. 	Translation is always required for “vital” documents.
___	True
___	False

4. 	“Vital” documents include the following (check all that apply):
___	Consent forms
___	Waiver forms
___	Discrimination complaint procedures
___	Calendar events
___	Appeal rights
___	Initial or preliminary determinations that have a right of appeal or review
___	Outreach materials	 While not required, if you are conducting outreach to LEP individuals, the outreach will not be effective unless the individuals understand what you are offering. That said, if the materials used for the engagement are available only in English, then there must be an individual who is able to provide oral interpretation of the materials to LEP attendees.

5.	An agency may charge a limited English proficient customer or beneficiary for the cost of providing interpreter or translator services for administrative matters that do not affect the rights of the individual.
___	True
___	False

6.	An agency may request that a limited English proficient customer or beneficiary provide his or her own interpreter or translator services for administrative matters that do not affect the rights of the individual.
___	True
___	False

7.	It is always acceptable for a limited English proficient customer or beneficiary to request, and be allowed, to have a friend or family member serve as an interpreter or translator.
___	True      However, the agency must also have a qualified interpreter or translator for any engagements that involve the substantive rights of the individual.
___	False



8.	Providing “timely” interpretation or translation services means ensuring the services are provided within ten (10) calendar days of a request.
___	True
___	False     There is no statutory or regulatory timeframe; timeliness will be based on the facts and circumstances of each event (e.g., translation of an application is untimely if the timeframe for filing the application is expired).

9.	An agency is required only to provide interpretation or translation services after receiving a request from the limited English proficient customer or beneficiary (i.e., the beneficiary must make a request for a 
“reasonable accommodation” to trigger the agency’s obligation to provide language interpretation or translation services).
___	True
___	False     The obligation to provide meaningful access and a meaningful opportunity to participate for an LEP individual is invoked as soon as the LEP individual requests assistance, or staff identify any communication concerns. Often, a LEP individual is able to understand basic words in English but, as the engagement becomes more complex (e.g., an application for unemployment insurance benefits), staff has concerns with the LEP individual’s understanding of communications and written documents.  

10.	A translator or interpreter who is “qualified” means that he or she is trained and abides by ethical standards to avoid providing advice, expressing bias, or otherwise engaging in inappropriate side conversations with limited English proficient individuals.
___	True
___	False

11. 	Discrimination based on limited English proficiency is race-based discrimination in violation of WIOA Section 188.
___	True
___	False     It is national origin-based discrimination in violation of WIOA Section 188.



12. 	What are the four key factors to consider when developing a language access plan?
	Nature and importance of the program or activity
Proportion of LEP individuals served or encountered in the program or activity
Frequency of encountering LEP individuals in the program or activity
Resources and costs in determining how (not whether) LEP services will be provided.



13. 	What is the type of notice below, and what is its purpose? 

IMPORTANT! This document(s) contains important information about your unemployment compensation rights, responsibilities and/or benefits. It is critical that you understand the information in this document. DEADLINE FOR APPEAL: If you disagree with this determination or decision, you must file an appeal before the deadline noted in this document. IMMEDIATELY: If needed, call xxx-xxx-xxx for assistance in the translation and understanding of the information in the document(s) you have received. 

Spanish ¡IMPORTANTE! Este documento(s) contiene información importante sobre sus derechos, obligaciones y/o beneficios de compensación por desempleo. Es muy importante que usted entienda la información contenida en este documento. PLAZO LÍMITE PARA APELAR: Si usted está en desacuerdo con esta determinación o decisión, debe presentar una apelación antes del plazo límite indicado en este documento. INMEDIATAMENTE: Si necesita asistencia para traducir y entender la información contenida en el documento(s) que recibió, llame al xxx-xxx-xxx. 

	This is called a “Babel” notice. Its purpose is to place the LEP customer on notice that a particular document contains important information, and that language assistance is available free of charge.



14.  	Where is it required?
	[bookmark: _Hlk81332184]Pursuant to 29 C.F.R. § 38.9(g)(3), “Recipients must include a “Babel notice,” indicating in appropriate languages that language assistance is available, in all communications of vital information, such as hard copy letters or decisions or those communications posted on Web sites.”



[bookmark: _Hlk81332402]15. 	What is a “vital” document?

	Pursuant to 29 C.F.R. § 38.4(ttt)
Vital information means information, whether written, oral or electronic, that is necessary for an individual to understand how to obtain any aid, benefit, service, and/or training; necessary for an individual to obtain any aid, benefit, service, and/or training; or required by law. Examples of documents containing vital information include, but are not limited to applications, consent and complaint forms; notices of rights and responsibilities; notices advising LEP individuals of their rights under this part, including the availability of free language assistance; rulebooks; written tests that do not assess English language competency, but rather assess competency for a particular license, job, or skill for which English proficiency is not required; and letters or notices that require a response from the beneficiary or applicant, participant, or employee.



16. 	Readily-available written translations of vital communications (e.g., paper documents, Web page content, email) are required where the language is spoken by a “significant proportion” of the population. How is “significant proportion” defined? 
	CRC specifically declined to define this phrase in the regulations. In the comments to the regulations, the following examples are given:
· Top ten languages spoken by LEP individuals in the service area population
· Languages spoken by at least 5% of LEP individuals, or 1,000 LEP individuals in the service area population, whichever is lower (also known as the “safe harbor” provision)
CRC opted for a case-by-case approach with an emphasis on the importance and nature of the program or activity. CRC recommended using the Department of Justice’s 2011 Language Access Assessment and Planning Self-Assessment Tool for Federally-Conducted and Federally-Assisted Programs (LEP Tool). Go to lep.gov for resources. (Preamble: 81 Fed. Reg. 87163 (Dec. 2, 2016).




II
Language Access Plan

Review each of the following excerpts taken from actual Language Access Plans from different jurisdictions and identify promising practices and/or improvements needed.
[bookmark: _Hlk81399715][bookmark: _Hlk81385992]Excerpt 1:
Policy Statement: “It is the policy of this agency to provide timely meaningful access for LEP persons to all agency programs and activities. All personnel shall provide free language assistance services to LEP individuals whom they encounter or whenever an LEP person requests language assistance services. All personnel will inform members of the public that language assistance services are available free of charge to LEP persons and that the agency will provide these services to them.” 

	The policy is very clear for staff to provide language access, free-of-charge to the customer for all programs and activities. It further identifies an affirmative obligation on the part of staff to inform the public about these free services, as opposed to waiting for the LEP customer to inquire or request the services—note this is one of the distinguishing features between providing LEP services and providing reasonable disability or religious modifications/accommodations on request by the customer.



Excerpt 2:
Waiver of Rights: A customer may insist on using a family member or friend as their interpreter and may refuse interpretation services from the One Stop Center. In such cases, the One Stop Center must obtain written consent that waives the customer’s rights to translation and interpretation services. To do so, the One Stop Center must provide the customer with a waiver form in the primary language spoken by the customer. If the customer is not able to physically sign the form, the One Stop Center shall document that the customer was unable to sign, but verbally agreed to waive all interpretation services.	
	An excerpt of 29 C.F.R. § 39.9(f) provides, in part, the following:
(1) A recipient shall not require an LEP individual to provide their own interpreter.
(2) A recipient also shall not rely on an LEP individual's minor child or adult family or friend(s) to interpret or facilitate communication, except:
(i) An LEP individual's minor child or adult family or friend(s) may interpret or facilitate communication in emergency situations while awaiting a qualified interpreter; or
(ii) The accompanying adult (but not minor child) may interpret or facilitate communication when the information conveyed is of minimal importance to the services to be provided or when the LEP individual specifically requests that the accompanying adult provide language assistance, the accompanying adult agrees to provide assistance, and reliance on that adult for such assistance is appropriate under the circumstances. When the recipient permits the accompanying adult to provide such assistance, it must make and retain a record of the LEP individual's decision to use their own interpreter.
(3) Where precise, complete, and accurate interpretations or translation of information and/or testimony are critical for adjudicatory or legal reasons, or where the competency of the interpreter requested by the LEP individual is not established, a recipient may decide to provide its own, independent interpreter, even if an LEP individual wants to use their own interpreter as well.





Excerpt 3:
Impartiality and Conflicts of Interest: Interpreters and translators are to remain impartial and neutral in proceedings where they serve, and must maintain the appearance of impartiality and neutrality, avoiding unnecessary contact with the parties. Interpreters and translators shall abstain from comment on matters in which they serve. Any real or potential conflict of interest shall be immediately disclosed to the EO Officer and all parties as soon as the interpreter or translator becomes aware of such conflict of interest.
	This is a best practice. Independent, competent interpreters and translators protect the rights of the customer and responsibilities of the agency.



Excerpt 4:
Sign Language Interpreters: Individuals who are deaf or hard of hearing are also defined as being limited English proficient. For this reason, One Stop Center staff shall use the LEP policies and procedures for securing sign language interpretation services for any customer who is deaf or hard of hearing. The customer may not be charged for these services.
	Conflates LEP and disability—while a customer can be LEP and have a disability, having a disability (e.g., deaf, blind) does not mean the person is LEP. LEP and disability invoke two different processes and legal requirements to promote effective communication. Instead of including communication-related disability accommodations in your LEP policy, the best practices is to link or reference to your disability accommodations policies and procedures in your language access plan, and vice versa.





Excerpt 5:
Discrimination complaints filed under WIOA Section 188 that involve language access shall be referred to, and handled by, the Language Access Coordinator in the Office of Logistics; all other discrimination complaints arising under WIOA Section 188 shall be referred to, and handled by, the EO Officer.
	Pursuant to 29 C.F.R. § 38.31(d), the EO Officer is responsible for:
Developing and publishing the recipient's procedures for processing discrimination complaints under §§ 38.72 through 38.73, including tracking the discrimination complaints filed against the recipient, developing procedures for investigating and resolving discrimination complaints filed against the recipient, making sure that those procedures are followed, and making available to the public, in appropriate languages and formats, the procedures for filing a complaint





III
Ima and Ivan:
A Case Study in Barriers and Promising Practices

Background:

United States embassies around the world offer “visa” lotteries. Through a lottery, a limited number of citizens from a foreign country are authorized to permanently immigrate to the United States. Individuals sign-up for the lotteries for many reasons, such as to (1) flee war, oppression, or poverty, (2) look for a better quality of life, or (3) join other family members already in the United States.

Introducing Ima and Ivan:

Ima and Ivan win the lottery. They are both nervous and excited about starting a new life together in the United States. Ima is pregnant and has worked in her country accounting for the inventory of goods sold by a large factory. Ivan is a highly-skilled carpenter. The economy in their country is depressed; Ima and Ivan know their chances of improving their quality of life is minimal if they stay. When they arrive in the United States, they want to find housing, employment, and access to medical care among other needs.

Ima and Ivan arrive at Dallas Love Field, and do not speak, read or comprehend English. The U.S. Embassy arranged for a bilingual assistant to meet Ima and Ivan when they got off the flight and they were transported to housing operated by a local community-based organization dedicated to serving individuals from Ima’s and Ivan’s country of origin. 

Once Ima and Ivan are settled, they start reading informational materials developed by the community-based organization in partnership with your staff on obtaining employment in the United States. They are anxious to start the process of getting jobs and earn a living, and do not want to wait for availability of a bilingual member of the community-based organization to escort them to the local job center to start their journey for employment.
A touch point (telephone):
Your job center staff receive a call from Ivan and Ima, and they do not recognize the language spoken. If you received the call, what would be your initial reaction? Select one of the following:
	Initiate a call to the language line
Promising practices:
· Use music or automated “one moment” recording in the most common languages while customer is on hold as you connect with language line
· Write down the caller’s number in case you get disconnected or the customer hangs up while on hold; call them back immediately when you have connected to the language line
· Make sure to record the customer’s preferred language in the customer’s file (e.g., electronic, written)





A touch point (in-person):
Ivan arrives at your building location in need of services. You quickly understand the Ivan speaks and understands no English. How do you communicate with Ivan?
	First, show “I speak” cards/Language Line poster for initial language identification.
Second, call the language line for ongoing communication. 
Promising practices:
· Select the top ten languages in your service area and create one flashcard to expedite the process for initial identification of the language; a longer list of languages should be available for staff to use when the individual speaks a language outside your top ten languages 
· Have the language line on speed dial to expedite the process
· Make sure the language line provider has the top ten languages in your service area; this can help expedite the language identification process
· Make sure to record the customer’s preferred language in the customer’s file (e.g., electronic, written)





You learn that, in addition to not understanding or speaking English, Ivan is illiterate in his native language. How do you communicate with him?
	
Call the language line for initial identification of the language and ongoing communication.

Promising practices:

· Select the top ten languages in your service area and make sure your language line provider has a list of these most common languages; it can help expedite the language identification process
· Have the language line on speed dial to expedite the process
· Make sure to record the customer’s preferred language in the customer’s file (e.g., electronic, written)





A touch point (internet and written material):
After speaking with you, Ivan understands that, in order to get the service, he must apply through the internet. Ivan expresses two concerns: (1) he does not know how to use the Internet; and (2) the form and instructions to complete the internet application are in English and he does not read English. Addressing each concern separately, how do you proceed where Ivan lets you know that he does not understand how to use the Internet?
	Use a qualified interpreter (e.g., qualified interpreter through the language line service) to facilitate communication. 
Enter information on the Internet form based on responses from the customer as stated through the qualified interpreter.
Have the interpreter read the information you type on the form to the customer to check for misunderstanding or miscommunication prior to the customer signing the form.
Provide a copy of the form upon submission, and secure a translated version for the customer as soon as practicable.





This is the first time you have encountered Ivan’s language. How do you proceed where Ivan has let you know that he cannot read English, and the directions and form are in English?
	Use a qualified interpreter (e.g., qualified interpreter through the language line service) to facilitate communication. 
Enter information on the Internet form based on responses from the customer as stated through the qualified interpreter.
Have the interpreter read the information you type on the form to the customer to check for misunderstanding or miscommunication prior to the customer signing the form.
Provide a copy of the form upon submission, and secure a translated version for the customer as soon as practicable.
Promising practices:
· Speak in simple, direct sentences. Be patient and be prepared to repeat questions or instructions, or to explain concepts or questions
· Allow time for the interpreter to convey information to the customer, and for the customer to respond
· Application and enrollment forms are deemed “vital” documents. Written translations of “vital” documents should be provided to the customer in his/her preferred language as soon as practicable
· If time is of the essence and written translation is not available, then qualified oral interpretation must be provided throughout the process at no charge to the customer





An intersection (LEP and disability):
An individual with a disability (e.g., deaf and hard of hearing, blind or low vision, speech disability) is always considered limited English proficient.
____ True	____ False    
Read the following scenarios and describe how you would provide services to Ima.
	Ima walks into your building and approaches you for assistance. Ima is limited English proficient, and she is deaf. How do you communicate with Ima?

	First, show “I speak” cards/Language Line poster for initial language identification.
Second, call the language line for ongoing communication. Because Ima is deaf, the language line service also must include captioning. The engagement would transpire as follows: (1) the staff member asks a question; (2) the qualified interpreter through the language line would transmit the question in writing (captioning) to Ima in Ima’s preferred language; (3) Ima responds; (4) the interpreter shares the response in English to the staff member; (5) the staff member records the response on the form; (6) the interpreter transmits in writing (captioning) the recorded response to Ima in Ima’s preferred language to confirm accuracy. When finished, a copy of the form in English is provided to Ima, and staff secures a translated version to provide to Ima as soon as practicable. 
Promising practices:
· Select the top ten languages in your service area and create one flashcard to expedite the process for initial identification of the language 
· Have the language line on speed dial to expedite the process
· Make sure the language line provider has the top ten languages in your service area; this can help expedite the language identification process
· Explore use of online captioning; your conversation with the customer is captioned in the customer’s preferred language, and the interpreter can convey the customer’s responses to you through captioning so the customer is aware of what is being said at all times
· Make sure to record the customer’s preferred language in the customer’s file (e.g., electronic, written)



	Ima walks into your building and approaches you for assistance. Ima is limited English proficient, and she is blind. How do you communicate with Ima?

	Call the language line for ongoing communication.
Promising practices:
· Have the language line on speed dial to expedite the process
· Make sure the language line provider has the top ten languages in your service area; this can help expedite the language identification process
· Make sure to record the customer’s preferred language in the customer’s file (e.g., electronic, written)





IV
Job Aid Development

	


	
In-person
	
Telephone
	
Written

	
Limited English Proficient (LEP)

	“I speak” cards/Language Line poster (lep.gov)

Followed by bilingual staff or language line
	Bilingual staff or language line
	Language line or oral interpretation of written material (“qualified” interpreters must be used for anything beyond administrative matters)

Written translation

	
LEP and Blind/Low Vision

	Bilingual staff or language line


	Bilingual staff or language line
	Braille or large print (e.g., 18 point font) written document; Section 508-compliant electronic media

Language line or oral interpretation of written material (“qualified” interpreters must be used for anything beyond administrative matters)


	
LEP and Deaf/Hard of Hearing

	“I speak” cards/Language Line poster
followed by bilingual staff or language line






	Incoming call on TTY or relay plus bilingual staff or language line 
	Written translation 

Language line or oral interpretation of written material plus captioning in the customer’s preferred language (“qualified” interpreters must be used for anything beyond administrative matters)






Appendix: Sample Babel Notices

Sample Tag Line (Babel Notice) for LEP Individuals with 10 Language Translations (Spanish, Chinese, French, German, Tagalog, Italian, Vietnamese, Korean, Polish, and Russian) English 

IMPORTANT! This document(s) contains important information about your unemployment compensation rights, responsibilities and/or benefits. It is critical that you understand the information in this document. DEADLINE FOR APPEAL: If you disagree with this determination or decision, you must file an appeal before the deadline noted in this document. IMMEDIATELY: If needed, call xxx-xxx-xxx for assistance in the translation and understanding of the information in the document(s) you have received. 

Spanish ¡IMPORTANTE! Este documento(s) contiene información importante sobre sus derechos, obligaciones y/o beneficios de compensación por desempleo. Es muy importante que usted entienda la información contenida en este documento. PLAZO LÍMITE PARA APELAR: Si usted está en desacuerdo con esta determinación o decisión, debe presentar una apelación antes del plazo límite indicado en este documento. INMEDIATAMENTE: Si necesita asistencia para traducir y entender la información contenida en el documento(s) que recibió, llame al xxx-xxx-xxx. 

Chinese 重要提示！这份文件包含有关失业补偿的权利、责任和/或利益的重要信息。您需要理解本 文件中的信息，这一点至关重要。 上诉截止日期：如果您不同意本裁定或决定，您必须在本文件所载截止日期前提出上诉。 立即：如果需要，请拨打xxx-xxx-xxx, 可获得帮助，以利您翻译和理解所收到的文件中的信息 。 

French IMPORTANT! Ce document contient des informations importantes sur vos droits d’allocation de chômage, vos responsabilités et/ou vos bénéfices. Il est indispensable que vous compreniez le contenu de ce document. DATE LIMITE POUR FAIRE APPEL: Si vous n’êtes pas d’accord avec cette détermination ou décision, vous devrez faire un appel avant la date limite signalée dans ce document. IMMÉDIATEMENT: Si nécessaire, téléphonez au xxx-xxx-xxx pour avoir de l’assistance sur la traduction et/ou la compréhension de ce document. 

German WICHTIG! Diese(s) Dokument(e)enthält (enthalten) wichtige Hinweise zu ihren Rechten, Pflichten bzw. Leistungen im Rahmen der Arbeitslosenunterstützung. Es ist entscheidend, dass Sie die Informationen in diesem Dokument verstehen. FRIST ZUR BESCHWERDEEINLEGUNG: Wenn Sie mit der Feststellung oder Entscheidung nicht einverstanden sind, müssen Sie vor Ablauf der in diesem Dokument aufgeführten Frist eine Beschwerde einlegen. SOFORT: Sofern erforderlich, rufen Sie die Telefonnummer xxx-xxx-xxx an und erkundigen sich nach Hilfsdiensten bei der Übersetzung und zum Verständnis der Informationen in dem (den) von Ihnen erhaltenen Dokument(en). 

Tagalog IMPORTANTE! Ang mga dokumentong ito ay naglalaman ng mahalagang impormasyon tungkol sa iyong mga karapatan na makatanggap ng kabayaran, mga responsibilidad at /o benepisyo dahil sa pagkawala ng trabaho. Napakahalagang maunawaan mo ang mga impormasyong nilalaman sa dokumentong ito. HULING ARAW PARA UMAPILA: Kung hindi ka sumasang-ayon sa pagpapasiya o desisyon, dapat kang maghabol o magharap ng apila bago dumating ang huling araw na nabanggit sa dokumentong ito. KAAGAD: Kung kinakailangan ang tulong, tumawag sa xxx-xxx-xxx para sa pagsasalin ng wika at pag-unawa ng impormasyon sa mga dokumentong natanggap mo. 

Italian IMPORTANTE: Questo documento contiene informazioni importanti sui Suoi diritti di indennizzo di disoccupazione, sulle sue responsabilità e i suoi benefit. E' cruciale che Lei comprenda appieno le informazioni contenute in questo documento. SCADENZA PER IL RICORSO: Se non si trova in accordo con questa determinazione o decisione, dovrà presentare ricorso prima della scadenza riportata nel presente documento. IMMEDIATAMENTE: In caso di necessità chiami il xxx-xxx-xxx per assistenza alla traduzione e comprensione delle informazioni contenute nei documenti ricevuti.

Vietnamese QUAN TRỌNG: Tài liệu nầy chứa đựng tin tức quan trọng về quyền hạn, trách nhiệm và/hoặc những lợi lộc được đền bù trong khi thất nghiệp. Đó là điều tối cần thiết mà quý vị phải hiểu rõ những tin tức trong tài liệu nầy. HẠN CHÓT KHIẾU NẠI: Nếu quý vị không đồng ý với quyết định nầy, quý vị phải nạp đơn khiếu nại trước hạn chót ghi rõ trong tài liệu nầy. MỘT CÁCH NHANH CHÓNG: Nếu cần xin hãy gọi số xxx-xxx-xxx để được giúp đỡ trong việc phiên dịch và hiểu rõ những tin tức trong tài liệu quý vị đã nhận. 

Korean 중요! 이 문서는 실업보상 권리, 책임 및/또는 혜택에 대한 중요한 정보가 포함 되어 있습니다. 이 문서에 있는 정보를 이해 하는 것은 매우 중요합니다. 항소 마감: 이 결정에 이견이 있으시면 항소인은 문서에 언급된 마감일 전에 항소를 제기하셔야 합니다. 즉시: 받으신 문서의 번역 및 이해를 위해서 도움이 필요하시면 xxx-xxx-xxx 로 연락을 하시기 바랍니다. 

Polish WAŻNE! Dokumenty mogą zawierać ważne informacje o Pana(-i) prawach do zasiłków dla bezrobotnych, obowiązków i/lub świadczeń. Zrozumienie informacji zawartych w niniejszym dokumencie jest bardzo ważne. DATA WYGAŚNIĘCIA TERMINU SK ŁADANIA ODWOŁAŃ: Jeśli nie zgadza się Pan(-i) z decyzją zawartą w niniejszym dokumencie, odwołanie należy złożyć przed datą wygaśnięcia terminu wyszczególnionego w treści niniejszego dokumentu. NATYCHMIAST: W razie potrzeby, należy dzwonić pod xxx-xxx-xxx w celu uzyskania pomocy w tłumaczeniu i zrozumieniu informacji w dokumentach, które Pan(i) otrzymał(-a). 

Russian ВАЖНО! Данный документ(ы) содержит важную информацию о Ваших правах на пособие по безработице, ответственностях и /или выгодах. Крайне важно, чтобы Вы поняли всю информацию, представленную в данном документе(ах). КРАЙНИЙ СРОК ДЛЯ ОБЖАЛОВАНИЯ: Если Вы не согласны с представленным постановлением или решением, Вы должны подать заявление на обжалование данного документа до крайнего срока, указанного в нём. НЕМЕДЛЕННО: При необходимости звоните xxx-xxx-xxx для получения помощи в переводе и понимании информации данного документа(ов).
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