Language Access Plan (Public)
Updated November 28, 2025

Purpose
The purpose of the Illinois Community College Board’s (ICCB) Language Access Plan is to ensure that Limited English Proficiency (LEP) individuals are not discriminated against and can meaningfully interact with the agency. Legal requirements for the agency in provision of services includes Title VI of the Civil Rights Act of 1964, U.S. Executive Order 13166, and the Illinois Civil Rights Act of 2003.

[bookmark: _Hlk71185915]The top five non-English languages spoken in Illinois have been identified as Spanish, Polish, Chinese (including Mandarin and Cantonese), Tagalog, and Arabic. The State has identified these as languages of import in ensuring translation services are available. 

ICCB is committed to serving LEP individuals, providing language services in the agency to ensure they meet their educational goals and have increased access to employment opportunities.

[bookmark: _Hlk71630884]Self-Assessment
The ICCB is the coordinating board for the Illinois Community College System, which includes 39 community college districts and 70 Adult Education providers, including community colleges and community-based organizations. ICCB's primary State role is oversight of the system, working directly with community colleges and Adult Education providers who work directly with the residents of Illinois. ICCB is generally not a public facing agency, however it has two public facing components. First, it receives student complaints. Students may be from anywhere throughout the state. ICCB averages around 40 complaints per year. There were no instances of LEP individuals contacting the agency for a student complaint. Second, ICCB maintains the Cook County High School Equivalency (HSE) Records Office. In this capacity, ICCB processes over 3,500 requests annually for HSE transcripts and State of Illinois High School Diplomas for Cook County residents. The HSE office is the primary source of LEP individuals served within the agency. Spanish is the primary language spoken for LEP individuals accessing services in the HSE office. It is estimated that 15 - 20% of those contacting the office speak Spanish as their primary language. Information on LEP individuals with other primary languages is unknown at this time. 

HSE Office services are important to the constituents needing copies of their transcripts or diplomas. They are the necessary item to gain employment or to access postsecondary education. With student complaints, ICCB provides guidance on how to address complaints and reviews the student's situation to determine what action from the agency may be warranted.

For FY 2026, a logging protocol will be developed for incoming telephone calls to the main offices and to the Cook County HSE Office (HSE Office) to track the number of calls and LEP individuals. The HSE Office will also track the language utilized for request forms for transcripts and diplomas. This will give us a greater understanding of the LEP needs and provide the agency direction for any necessary changes for FY 2027.

ICCB does not require agency staff to be bilingual. No agency staff are certified as bilingual. Bilingual Employees at ICCB speak Spanish and French.

No language access complaints were filed with the agency in FY 2025. No data is currently available on LEP individuals contacting the agency. The initial self-assessment for the agency is provided in Appendix 1.

Language Access Coordinator
The Language Access Coordinator (Coordinator) is responsible for implementation and oversight of the language access plan for the agency. The Coordinator’s primary goal is to ensure that LEP individuals have equal access to services and programs. The Coordinator reports to ICCB’s Deputy Executive Director.

The responsibilities of the Coordinator may include:

· Development and implementation of ICCB language access policies and procedures.
· Identifying the needs of the agency’s divisions for provision of language access services.
· Ensuring quality translation and interpretation services are available.
· Providing guidance and assistance to agency staff on language access issues.
· Monitoring compliance with language access regulations and guidelines.

The Coordinator will collaborate with the agency’s Diversity, Equity, and Inclusion Committee on recommendations for improvements to the plan and services offered. The Coordinator will also coordinate with ICCB’s Research and Analytics Division on data collection for reporting. The Coordinator will use data collection to review effectiveness of services offered and make improvements. The Coordinator will review the plan annually and make adjustments as appropriate.

The Language Access Coordinator is:

Jeff Newell
Deputy Director for Strategic Initiatives
Illinois Community College Board
401 East Capitol Avenue
Springfield, IL 62701
Phone: 217-558-2066
Email: jeff.newell@illinois.gov 

Language Access Policy
The agency Diversity, Equity, and Inclusion (DEI) Committee is the primary vehicle for reviewing agency policy and services, making recommendations to Executive Staff for improvements. The Language Access Plan will be reviewed annually by the DEI Committee with recommendations made to the Coordinator and Executive Staff. The DEI Committee may seek feedback as appropriate from a focus group from the LEP community.

The agency will use the top five non-English languages spoken in Illinois as the languages most relevant for provision of translation services. The Coordinator will coordinate with agency staff to ensure appropriate translation services are available. As needs arise with emerging populations, the agency will address additional need for translation services. Agency staff working directly with a sector where additional need is identified will communicate that need to the Coordinator who will address any adjustments for provision of services. 

The agency will provide interpretation services to better serve the public. The agency will utilize a combination of bilingual staff and contractors to provide services. The agency will seek to meet interpretive needs internally first and then use contractors if unable to meet that need. The public will also be allowed to supply their own interpreters. The agency will provide translation services for written communication. Vital documents are pre-identified and will be available on the agency website at https://www.iccb.org/language-access-services/. 

Vital Documents
The agency establishes what constitutes vital records for the agency that need translation for LEP individuals to effectively conduct business with the agency. Translation services for other written agency documents or portions of the website will be addressed on a case-by-case basis.

A vital document is defined as a document that is critical for the public to use to access services provided by the agency. Examples include complaint forms and HSE request forms.

The below items are public facing documents that are considered vital documents. 
· Language access complaint form
· Request for language services form
· ICCB student complaint form
· Cook County HSE certificate or transcript request form
· Cook County Return Form Candidate Checklist
· Cook County Congratulations HSE Grad document
· Cook County Authorization for Disclosure of HSE Test Information pdf
· Cook County Testing Options document
· Illinois Constitution Module website for High School Equivalency candidates
· Illinois Constitution Module booklet for High School Equivalency candidates in correctional facilities

Vital documents will be translated into the top five non-English languages spoken in Illinois, with the exception of the Illinois Constitution Module. The module is required for high school equivalency completion for the State of Illinois High School Diploma. High school equivalency testing through the major vendors (GED® and HiSET®) is only available in English and Spanish. Therefore, the constitution requirement will only be available in English and Spanish.

Website Translation 
Website translation will be made available through the WeGlot translation widget available through The Department of Innovation and Technology (DoIT) Web Services. The agency website will include a link to language access information in an easy to locate space near the top of the home page. Fillable PDF forms will be available to the public on the language access page in order to either request language access services or file a language access complaint. The language access page and the forms will be translated into the top five non-English languages spoken in Illinois.

Language Services
A person may request language services as described below. The agency will provide services to persons who walk in or call the agency. Persons needing language services are encouraged to submit a written request 1 – 2 weeks in advance utilizing the language access request form on its website to ensure the agency can best serve their needs.

The ICCB will provide services as described below.

Identifying LEP Individuals
At first contact with a possible LEP client, staff shall take all reasonable steps to assess whether the client is in need of language assistance services. These steps include the following:

The staff member shall ask professional, open-ended questions of the possible LEP- client to determine the individual’s ability to speak or understand English. Open-ended questions are those that require a complex, non-static response; these are typically of the “who,” what”, “when,” “where,” and “why” variety. Examples of open-ended questions include: “what kind of assistance do you need,” “why do you need this assistance,” and “what is your understanding of this program.”

If the staff member determines that the possible LEP client is proficient in understanding and speaking English, he or she shall ask the possible LEP- client whether he or she needs assistance in reading or writing English.

If the possible LEP client makes an oral or written request for translation or interpretation services in a specific language, the client should be considered as LEP. 

Once the client is determined to be LEP, the staff member shall assess the type and nature of language assistance services required. This includes a determination of the language or languages in which the client is proficient, and whether the client needs translation services, interpretation services, or both. If the client is available in person, the staff member should utilize an “I speak … [language]” identification card available on the agency’s Intranet site. The “I speak … [language]” identification card will be pre-printed and available at the front desk of ICCB’s office locations in Springfield, Chicago, and E. St. Louis.

Although use of informal interpreters – such as family members or the internet – should be avoided, staff members may utilize such for purposes of assessing a client’s LEP status.

The staff member should document these steps if language assistance services are needed, to note the type and nature of services needed. The staff member shall send an e-mail notification to the language access coordinator if it was determined that language assistance services were needed. The notification shall include the LEP client’s name, service requested or utilized, the client’s language of choice, and the specific language assistance services needed/utilized.

Obtaining Language Assistance Services
Once the staff member determines that a potential client has limited-English proficiency and has determined which types of translation or interpretation services are needed, the staff member shall obtain appropriate language assistance services for the client.

Bilingual Staff
The agency will maintain a list of bilingual staff who may be used for provision of interpretive services for the agency. Bilingual staff will provide telephonic interpretation as part of their normal job duties and are not additionally compensated. The agency will use paid translation services for situations that are beyond a bilingual staff member’s normal duties.

American Sign Language Interpretation
American Sign Language (ASL) interpretation services are provided by Multilingual Connections LLC. Requests for ASL interpretation services should be made at least 1-2 weeks in advance using the request for services form on the agency website at https://www.iccb.org/language-access-services/. Agency staff can also request ASL services for meetings. The form is also available in the Language Access folder on the agency Intranet site.

Walk-In Interpretation
Interpretation services are available for persons who visit the agency in person. If a member of the public visits ICCB and needs language services, Propio Language Services will be contacted to provide telephonic interpretation services. An “I speak … [language]” identification card is available through the Language Access folder on the agency Intranet site for staff to use to assess the person’s primary language. The “I speak … [language]” identification card will be pre-printed and available at the front desk of ICCB’s office locations in Springfield, Chicago, and E. St. Louis.

Agency staff will then use telephonic interpretation protocols to provide language services. See the section below for directions.

Telephonic Interpretation
Telephonic Interpretation is available for telephone contact with the public. If a member of the public visits or calls ICCB and needs language services, Propio Language Services will be contacted to provide interpretation services. 

Agency staff can access directions on how to conference in Propio Language Services through the Language Access folder on the agency Intranet site. 

Written Translation
Translation services for written materials are available. Requests for translation services for public documents can be requested using the request for services form on ICCB’s website at https://www.iccb.org/language-access-services/. Translation services should be requested at least 1-2 weeks in advance. Translations may be provided using the Google Machine Learning platform available through the Illinois Department of Innovation & Technology or through a contract with Multilingual Connections LLC. 

Agency staff may also request that written materials be translated into additional languages. Agency staff should complete the “Document Translation Request Form (Internal)” form available at the agency Intranet Language Access folder. The completed form and any documents to be translated should be emailed to the Language Access Coordinator. The Language Access Coordinator will review the request. Approvals prior to translation will be provided by the requestor’s supervisor and the Language Access Coordinator.

Email received by the agency in a language other than English will be evaluated to determine if it can be interpreted first by bilingual agency staff. If not, the agency will use Multilingual Connections LLC to affect the translation. A written reply by email in the sender’s language will be provided. The reply will include an offer for a follow up telephone call that will include a translator from Propio Language Services. 

Complaints
If a person wishes to file a language access complaint, they should file a complaint with the ICCB Language Access Coordinator. The complaint must be filed in writing within six months of the alleged violation using the language access complaint form (Appendix 2) available on the agency website at https://www.iccb.org/language-access-services/ (beginning July 1, 2025). The complaint should be submitted to the Language Access Coordinator by email or U.S. Mail. 

Language access complaints will be reviewed and addressed by the Language Access Coordinator. The Language Access Coordinator will consult with the agency DEI Committee and with Executive Staff as appropriate. The Language Access Coordinator or their designee will address the complaint and coordinate the provision of translation services and translated materials as appropriate. If a complainant does not find the resolution satisfactorily, the complainant will be informed of their option to contact the Office of New Americans (ONA), GOV.NewAmericans@illinois.gov, to file a complaint.

The agency will report any complaints received to the Office of New Americans at ONA Language Access Complaint Notification Form and follow up on progress regarding resolution of the complaint.

Agency Interpretation and Translation Documentation
Specific protocols and documentation will be developed to serve LEP individuals and will be housed on the agency Intranet site in a Language Access folder. This will include training materials and directions for requesting or accessing services for LEP individuals.

Training
The agency will develop and provide mandatory language access training to staff in a two-year cycle and as part of new employee orientation. The training will be provided by a recorded webinar. A sign off form certifying completion will be required. Training will include an overview of the ONA legislation, the agency language access plan and policy, location of language services guidance on the agency Intranet, identifying LEP individuals, effective interaction with LEP individuals, how to provide interpretation and translation services to LEP individuals, and procedures for web page and document translation.

The agency’s Professional Development Day may be used as a strategy for the biannual training or for additional training. Language access training was provided in 2023 at the Professional Development Day. It will be offered again at the 2025 Professional Development Day.

DATA:
A call logging survey will be utilized by administrative support staff covering front desk duties at the agency’s three offices. It will also be utilized by HSE Office staff. The logs will track calls received from LEP individuals, including the date of the call, the staff person responding, the constituent’s primary language spoken, and services utilized for a LEP individual. If support staff for the main offices take a call and it is transferred to HSE staff without use of interpretive services, then HSE staff will be responsible for logging that call. The call log survey will be evaluated after the first quarter of usage to determine whether adjustments need to be made to the survey instrument.

HSE staff will track weekly the language of the forms utilized in their office for services from constituents. Tracking with these two methods will provide a more effective understanding of the volume of services rendered and will allow the agency to determine numbers of LEP individuals served. ICCB will track use of contracted translation and interpretation services through a combination of any request forms submitted and billing by the vendors to the agency. ICCB will complete an annual report and provide it to ONA.

The Language Access Coordinator will do a quarterly review of any feedback received through the website, constituent groups, and usage of any vendor services. The results of the LEP Interaction Survey will also be reviewed quarterly to evaluate any adjustments needed to the agency’s language access protocols or the types of services provided. If any adjustments are determined to be needed, they will be implemented in the following quarter.

The LEP Interaction call log survey includes the following:

ICCB Language Access Plan
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LEP Interaction Survey
ICCB staff: Please complete this form for every interaction you have with a Limited English Proficiency (LEP) individual. The "follow up" piece in questions 2 & 7 allow you to submit follow up information if the person wasn't able to be helped in the initial contact.

1.Date of Contact

2.Was this a new or follow up contact?
New
Transferred from another staff member
Follow Up

3.Type of Encounter
Phone
In-Person
Email

4.Service Used (Check all that apply)
Bilingual Staff
Propio
Multilingual Connections
Google Translate

5.Language of LEP Individual
Spanish
Polish
Chinese Mandarin
Chinese Cantonese
Tagalog
Arabic

6.Request/Purpose of Contact
HSE Information
Adult Ed Information
Community College Information
E. St. Louis Information
Student Complaint
Written translation of an agency document
American Sign Language (ASL) Interpretation

7.Was the constituent's need addressed or resolved?
Yes
No
Transferred to another staff member
Requires follow up

8.How long was it until the constituent’s need was addressed or resolved?
Half hour or less
One hour or less
Half day or less
One day or less
Ongoing

9.Provide any additional notes you believe are pertinent for the Language Access Coordinator to review. (Not required)


Budgeting
The agency will create use a budget line of $10,000 for FY 2026 for translation services for vital documents and interpretive services. Funding needs will be reviewed annually and adjusted as appropriate. 

Community Outreach & Public Notice
ICCB will look for opportunities to seek feedback from constituent groups on how it can better serve language access needs. ICCB has access to a number of constituent groups connected to Illinois community colleges and Adult Education providers. It does not have direct access to constituent groups of the citizenry of Illinois. Feedback opportunities will be sought out each year through advisory committee meetings on emerging language needs to get information what adjustments may be needed. 

In the Cook County High School Equivalency office, staff who serve LEP individuals will ask for feedback on how language access services may be improved. They will provide any feedback provided to the Language Access Coordinator by email.

ICCB’s language access services web page, https://www.iccb.org/language-access-services/, will be amended to include the opportunity to provide feedback to the Language Access Coordinator on how ICCB can better provide language access services.

Timeline for Implementation
This updated Language Access Plan is estimated to be fully implemented by December 31, 2025, or within 90 days of approval of the plan.



Appendix 1

Language Access Self Assessment

Agency, Board, or Commission Information

1. Name of Agency, Board, or Commission

Illinois Community College Board

2. Name of Contact Person

Jeff Newell

Public Facing Interactions Assessment

3. Please describe the manner in which your agency interacts with the public (check all that apply):

[image: ] In-person
[image: ] Telephonically
[image: ] Electronically (email or website) 
[image: ] Mail correspondence
[image: ]	Other

4. If you selected "other" please describe additional interaction types:
Enter your answer

5. How does your agency identify LEP individuals (check all that apply):

[image: ] Assume limited English proficiency if communication seems impaired 
[image: ] Respond to individual requests for language assistance services
[image: ] Self-identification by the non-English speaker or LEP individual

[image: ] Ask open-ended questions to determine language proficiency on the telephone or in person 
[image: ] Use of 'I Speak' language identification cards or posters
[image: ] Based on written material submitted to the agency (e.g. complaints) 
[image: ] We have not identified non-English speakers or LEP individuals
[image: ]	Other

6. If you selected "other" please describe identification strategies:

Enter your answer

7. Do you collect and record primary language from individuals when they first contact your agency:

[image: ] Yes [image: ] No

8. If you collect and record primary language, where is the information stored?

Enter your answer

Language Assistance Services

9. What systems does your agency have in place for tracking the type of language assistance services it provides to LEP individuals at each interaction?

Not currently tracking requests. Will develop a strategy for implementation of the new requirement

10. What data, if any, do you maintain regarding language assistance services (check all that apply):

[image: ] Primary language of persons encountered or served

[image: ] Use of language assistance services such as interpreters and translators 
[image: ] Funds or staff time spent on language assistance services
[image: ] Number of bilingual staff 
[image: ] Cost of interpreter services
[image: ] Cost of translation of materials into non-English languages 
[image: ] None
[image: ] Other

11. If you selected "other" please describe additional currently tracked data:

Enter your answer

12. What types of language assistance services does your agency provide?

[image: ] Bilingual Staff

[image: ] In-house interpreters (oral) 
[image: ] In-house translators (written) 
[image: ] Contracted interpreters
[image: ] Contracted translators

[image: ] Language bank or dedicated pool of interpreters or translators
[image: ] Volunteer interpreters or translators
[image: ] Interpreters or translators from other agencies 
[image: ] Telephone interpretation services
[image: ] Video interpretation services
[image: ] Other services

13. For each option selected, please detail the languages the services are available in. If "other" was selected, please add any additional language assistance services to your list.
EXAMPLE:
Bilingual Staff: Spanish, Arabic, Polish, ASL
Contracted Translators: Chinese (Mandarin), Spanish, Hindi, Portuguese, Russian, Korean, Tagalog, Urdu, ASL

Bilingual staff: Spanish & French
Contracted translation services include the required 5 languages plus additional languages.

14. Does your agency ask or allow LEP individuals to provide their own interpreters or have family members or friends interpret? If so, please explain standard procedure.

Yes. If the person requests it, we allow them to do it.

15. What contracts, if any, does your agency have with language assistance service providers?

Propio

Vital Documents

16. Has your agency identified a complete list of vital documents?
[image: ] Yes [image: ] No

17. Which non-English languages do you translate vital documents into?

Spanish, Polish, Chinese (including Mandarin and Cantonese), Tagalog, and Arabic

18. Which vital documents has your agency translated into non-English languages (check all that apply)?

[image: ] Consent forms 
[image: ] Complaint forms 
[image: ] Intake forms
[image: ] Notices of rights

[image: ] Notice of denial, loss or decrease in benefits or services 
[image: ] Notice of disciplinary action
[image: ] Applications to participate in programs or activities or to receive benefits or services

[image: ] Other

Training

19. Does your agency handbook include specific instructions related to providing language assistance services:

[image: ]Yes 
[image: ]No

20. Does your agency provide public facing staff with a list of available interpreters and the non-English languages they speak, or information on how to access qualified interpreters?

Information is provided on how to access Propio for translation services.

21. Who receives staff training on working with LEP individuals (check all that apply):

[image: ] Senior staff 
[image: ] Management
[image: ] Employees who interact with or are responsible for interactions with non-English speakers or LEP individuals

[image: ] Bilingual staff 
[image: ] All employees 
[image: ] Volunteers 
[image: ] Other

22. For each option selected, please detail frequency of training, and whether initial training is included in onboarding. If "other" was selected, please add any additional staff types. Also, please add any initial detail in staff type, if not reflected above.

EXAMPLE:
Management: Included in onboarding and annually reviewed All employees: Included in onboarding
Employees who interact with or are responsible for interactions with non-English speakers or LEP individuals: Included in onboarding and annually reviewed

In-person training is provided for all staff every other year at the agency’s professional development

23. What does training include for each group listed above?

EXAMPLES: How to obtain and work with interpreters, how to request the translation of written documents into other languages, interpreter training, etc.

Training includes the location of language access materials on the agency Intranet, how to contact Propio for translation services, the dial-in codes for specific languages. More specific training on how to identify and speak with LEP individuals is in development for July rollout.

Language Access Planning

24. How often is your agency's language access policy reviewed and updated?

It is reviewed once per year but updated as needed.

25. When was the last time your agency's language access policy was updated? (month/year):

August 2023

26. Is your agency's language access policy available to the public? If so, does it differ from your internal language access plan?

Agency policy will be on the language access page of the new agency website which will go live Jul

27. Does your agency have a formal language access complaint process?
[image: ] Yes [image: ] No


28. Does your agency obtain feedback from the LEP community on the effectiveness of the agency's language access program and the language assistance services provided by the agency? If so, please describe how.

No




Appendix 2

[image: A seal of illinois with a flag and text

Description automatically generated]ILLINOIS COMMUNITY COLLEGE BOARD
401 EAST CAPITOL AVENUE SPRINGFIELD, ILLINOIS 62701-1711
PHONE: 217-785-0123

STUDENT COMPLAINT FORM

Students, or consumers, who have a complaint against a community college, need first to file a formal institutional grievance. All colleges have explicit processes and procedures in place to address complaints locally. Information regarding the institution's complaint procedures is located on the institution's website, the student handbook, and the course catalog. The Dean of Students can also be contacted. 

Please note, the ICCB will not be able to address formal student complaints without contact information for the complainant. Anonymous complaints will be reviewed, logged, and counted in ICCB reports about institutional complaints.

· For issues regarding financial aid or tuition and fees, go directly to the institution's financial aid or business office.
· For grade disputes, attempt to resolve with the professor, the department's chairperson, or the Vice President for Academic Affairs.
· For concerns related to the behavior of an individual student or professor, discuss the concern with the individual first. If this is not achievable, discuss the concern confidentially with the appropriate staff person in the Dean of Student's Office or the Office of Student Services (e.g., Vice President of Student Services).
· If your safety or security is threatened, contact the proper authorities (e.g., campus security or local police).

After you have made all attempts to resolve your issue(s) with your educational institution, the ICCB may assist in moderating communication between you and the college. This will only be done after the institution's formal process has been followed. 

Before proceeding with a formal complaint with ICCB, gather all the documentation you have collected during your attempt to resolve the matter directly with the institution, including formal complaint forms, emails, and other notes, and then submit. 

Submit this form and any supporting documentation to: iccb.student-complaints@illinois.gov

PERSON FILING COMPLAINT	DATE: 



NAME:	TELPHONE:

ADDRESS:		Home: 

CITY:			Cell:

STATE:		ZIP:		FAX:

EMAIL: 
COMPLAINT FILED AGAINST



NAME OF COLLEGE:

COLLEGE CONTACT:

TELPHONE:		FAX:

EMAIL:

ADDRESS:

CITY:	STATE:	ZIP:	


STUDENT COMPLAINT FORM (continued)



Please submit or attach all relevant documents and information.
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