STATE OF ILLINOIS
ritzker. Governaor DEPARTMENT OF MILITARY AFFAIRS

1301 North MacArthur Boulevard
Springfield, llinois 62702-2317

NGIL-ZAX 11 March 2026
FOR: All Department Directors, Executives, and Employees
SUBJECT: Department of Military Affairs Language Access Plan

GENERAL POLICY STATEMENT. It is the policy of this agency to provide timely and
meaningful access for Limited English Proficient (LEP) persons to all agency programs and activities, to
include website translation. The Department shall provide free language assistance services to LEP
individuals whom they encounter or whenever a LEP person requests language assistance services.
Department personnel will inform members of the public that language assistance services are available
free of charge to LEP persons requiring such services, and that the Department will provide these
services to them free of charge.

PURPOSE AND AUTHORITY. The purpose of this plan is to establish effective guidelines,
consistent with Title VI of the Civil Rights Act of 1964, the Illinois Civil Rights Act of 2003, the
Language Equity and Access Act, and the Illinois Human Rights Act, for agency personnel to follow
when providing services to, or interacting with, individuals who have limited English proficiency (LEP).
Following these guidelines is essential to the success of our mission to support the Illinois National
Guard (ILNG) Service Members and Families.

The Department of Military Affairs (DMA) is using the following findings from a demographic
analysis conducted as of 2025 by the University of Illinois Chicago in partnership with the Office of
New Americans on the State’s individuals with limited English proficiency and individuals with LEP:

1) In Illinois, 1.0 million residents speak English less than "very well," and speak a language other
than Ehglish at home. Both federal and state policies recognize that these individuals have a right
to equitable access to government services, which includes information and communication in a
language they understand.

2) Eleven languages have more than 10,000 limited-English speakers in Illinois, including: Spanish,
Polish, Chinese, Filipino (Tagalog), Arabic, Urdu, Gujarati, Hindi, Russian, Korean, and French.

Language Assistance Measures. Department of Military Affairs has minimal interaction with the
Illinois public and most business is with other state agencies or other state approved vendors and
contractors, apart from the State Military Museum. Due to the nature of the partnership of the DMA
with the ILNG, the Department acts as an intermediary and will utilize the same resources that are
available to the ILNG through the Equal Employment Office (EEO) to the State Equal Employment
Manager (SEEM). The ILNG SEEM will coordinate the accommodation needed for the necessary LEP
services. The Department and the ILNG SEEM shall provide free language assistance services to LEP



individuals whom they encounter or whenever an LEP person requests language assistance services. The
documents in the Appendix of this plan will be provided in Spanish, Polish, Chinese, Filipino (Tagalog),
Arabic, Urdu, Gujarati, Hindi, Russian, Korean, and French.

If services are required by the Illinois State Military Museum, the museum staff will arrange
services through the already established methods of the Springfield Tourism Bureau. These services
will be provided free of charge to the individual needing services, with cost covered through the
museum budget.

Due to near obsolete or small number of requests received by DMA, the Language Access
Coordinator will compile the service requests as they are received by DMA employees and track
requests by language requested via a Microsoft excel spreadsheet. Yearly, the LAC will also contact the
Springfield Tourism Bureau to collect the requests for services provided to the Illinois State Military
Museum and include with the DMA services tracked.

Processes and Procedures. Should a DMA employee have initial contact with a possible LEP
individual, they shall take all reasonable steps to assess whether the individual needs language assistance
services. These steps include the following:

1) The staff member shall ask professional, open-ended questions of the LEP-possible individual 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
services are required”.

2) The staff member may use the “I Speak” poster or hand out to identify the language required for
services or ask, “What assistance do you need from DMA or the ILNG?”, “Why do you need this
assistance?”, and “What is your understanding of this program?”.

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

4) If the LEP-possible individual makes an oral or written request for translation or interpretation
services in a specific language, the individual should be considered as LEP. Use of the DMA
“Request for LEP Services Form” (see Appendix A) is highly encouraged when the individual is
making a written request. DMA employees should use the “Request for LEP Services Form”

when gathering oral requests to document services needed.

5) Once the individual is determined to be LEP, the staff member shall assess the type and nature of
language assistance services required through the above steps. This includes a determination of
the language or languages in which the individual is proficient, and whether the individual needs
translation services, interpretation services, or both. The staff member should utilize an “I speak
... [language]” identification card (see Appendix B), document, or poster, if available. The staff
member may also find the identification card in the attached appendices of this plan; or a sample
“I speak...” poster can be found at https://gov.illinois.gov/about/ona/language-access/download-
your-own-i-speak-card.html




6) Although use of informal interpreters — such as family members or the internet — should be
avoided, staff members may utilize such for purposes of assessing an individual’s LEP status to
estabiish and request needed services.

7) The staff member should document if language assistance services are needed. To note the type
and nature of services needed, the staff member shall complete the “Request for LEP Services
Form”; include the form in 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
individual’s name, LEP individual’s phone number and email address, the individual’s language
of choice, and the specific language assistance services needed/utilized.

The language assistance services outlined include oral interpretation services, virtual interpretation
services, in-language assistance with multilingual staff, print and online translation services, and the
development of other multilingual media content.

CONCERN RESOLUTION PROCESS

The Concern Resolution Process Section of the Language Access Plan highlights the need for allowing
public feedback on the quality, accessibility and effectiveness of language assistance services to address
any concerns that arise. This section outlines how DMA will develop and make publicly available a
multilingual concern resolution form, collect and log complaints submitted by individuals with LEP and
others and promptly investigate and address each concern in a timely manner. Additionally, this section
describes how the Department of Military Affairs will track the resolution status of complaints to ensure
transparency and accountability and coordinate with the ONA when appropriate to support compliance
and continuous improvement.

Overview of Standards

The Illinois Language Equity and Access Act requires State Agencies to establish and make publicly
available a process for individuals with limited English proficiency (LEP) and members of the public to
submit concefns related to access to language assistance services. Section 15(b)(5) of the Act requires
each State agency to develop an internal complaint and review process specific to the provision of
language assistance services. Complaints that are not resolved in a timely or satisfactory manner may be
referred to the Governor’s Office of New Americans for further review, per Section 30(c) of the Act.

DMA will collect information on concerns or complaints on the Department’s Language Access
Complaint Form (Appendix B) included in this plan. The form may be requested from the Language
Access Coordinator or found on the agency website. Any concerns or complaints will also be
documented on the agency’s LAP Service Spreadsheet. This will assist the agency in determining plan
changes needed or additional services required for future updates.

Language Access Coordinator Responsibilities. The Language Access Coordinator is Amanda
Hollinshead, reachable at phone number 217-761-3452 or Amanda k. hollinshead nfg@army.mil. The
Language Access Coordinator continuously evaluates the services provided to LEP individuals through
tracking on the LAP Service Spreadsheet and provides oversight on the progression and/or need to
modify the department’s language access plan, policies, and procedures annually at the end of the fiscal




year. The LAC will update trackers as requests are received or through annual data collection from
outside assis%ance agencies as in the case of the State Military Museum.

Once the LAC has received a request, they will submit the completed DMA “Request for LEP Services
Form” (Appendix A) to the ILNG SEEM for coordination of services and to make initial contact with
the LEP client. This form is available in person or on the agency website
(https://militaryaffairs.illinois.gov/). The Language Access Coordinator will continue to follow up with
the ILNG SEEM until services are rendered. At that time, the Language Access Coordinator will update
trackers to capture annual numbers for completed services provided, as well as collect any complaints
(see Appendix C or the agency website, https:/militaryaffairs.illinois.gov/).

For the State Military Museum, the LAC will contact the tourism bureau, on an annual basis to collect
service information and add to the LAP tracker. The Language Access Coordinator will provide the
State Military Museum with signage to be displayed for LEP individuals to request access to services.

Staff Compliance. New and existing department personnel who encounter a person requiring
LEP services will inform LEP persons that language assistance services are available free of charge by
the Department and will then contact the Department of Military Affairs Language Access Coordinator
as directed in the Processes and Procedures section above. The forms necessary for requesting language
access services or filing a complaint will be available on the agency’s website at
https://militaryaffairs.illinois.gov/.

Deﬁnitiohs.

Accommodations: services including translation, sign language, and disability accesses
ILNG: Illinois National Guard

EEO: Equal Employment Office

SEEM: State Equal Employment Manager

Department: Department of Military Affairs directors, executives, and its employees
DMA-SPO: Department of Military Affairs State Personnel Office

Vital Documents: listed appendix items A, B, and C
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Additional Language Access Plan Directives. Department personnel encountering a person
requiring LEP services will collect information regarding the language and type of services needed on
the “Request for LEP Services Form”. Department personnel will contact the DMA Language Access
Coordinator Wwith the “Request for LEP Services” form. The language access coordinator will collect
information on the type of services needed for audit purposes and will contact the ILNG SEEM to
request coordination of accommodations provided free of charge to LEP individuals.

Staff Training. DMA will create employee training within 2 years of implementation of this plan,
regarding encountering LEP individuals who request services and how to obtain services. New and
existing department personnel will be provided with training annually on requirements and provide new
updates on the Language Access Plan. Training may include, but is not limited to:

1) Time{ine, frequency, and content of training;
2) Identifying the language needs of an LEP individual;
3) Accessing and providing language assistance services through the ILNG SEEM;
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4) Duties of professional responsibility with respect to LEP individuals;
5) Tracking the use of language assistance services; and
6) Tips on providing effective assistance to LEP individuals.

Training may consist of informal reiteration of the “Processes and Procedures” section of this plan by
having employees review and confirm review. It may also involve more formal training regarding the
state and federal requirements for the language access plan, or step-by-step instruction on how the
request is received through to completion of the request. More formal training will require coordinated
and planned attendance by employees at designated locations.

Bilingual Staff. Bilingual staff will be identified upon hiring to the Department. The DMA-SPO
will collect contact information and languages of the bilingual employee and provide the information to
the Department Language Access Coordinator. Policies for the hiring process of bilingual staff, the
mechanism for designating jobs as bilingual, when and how to test the competency of prospective or
current bilingual staff, definition of which staff are “bilingual,” and/or additional remuneration for
bilingual employees can be received by contacting the DMA-SPO. This will include the needs for
testing, certifications, and any compensation as statutorily permitted.

Performance Measurement. In addition to tracking the individual requests as they are received, the
Department will conduct an audit of language assistance services on an annual basis. This will include
reviewing completed requests made directly to DMA on an annual basis; and collecting, reviewing, and
compiling information to the agency’s tracking spreadsheet gathered for support of language services to
the State Military Museum.

Point of Contact. The contact for the Department’s Language Access Plan is Ms. Amanda
Hollinshead, Language Access Coordinator, at 217-761-3452; amanda.hollinshead@jllinois.gov.

ELIZABETH A. ROXWORTHY

Chief of Staff
Department of Military Affairs
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APPENDICES

These listed appendix items are the “Vital Documents” that the agency will seek to translate as need
with exception of the “I Speak™ Identification Card.

Appendix A: Department of Military Affairs Request for LEP Services Form
Appendix B: Department of Military Affairs Language Access Complaint Form

Appendix C: “I Speak” Identification Card

ed;



Appendix A

STATE OF ILLINOIS

18 Pritzker, Governor DEPARTMENT OF MILITARY AFFAIRS

1303 North MacArthur Boulsvard
Springfield ol Q37022317

Department of Military Affairs

REQUEST FOR LEP SERVICES

DATE OF REQUEST:

WNAME OF LEP PERSON;

PHONE # of LEP PERSOM:

EMAIL of LEP PERSON:

SERVICES REQUIRED (be as detailed as possible):

DEPARTMENT PERSONNEL NAME {(name of person taking initial request):

LANGUAGE ACCESS COORDINATION CONFIRMATION:
SEEM contacted: YES NO

Date SEEM Contacted:

Method SEEM Contacted for coordination; Phone Fmail In-Person

SIGNATURE OF LANGUAGE ACCESS COORDINATOR:

Date of completion of services:




APPENDIX B

STATE OF ILLINOIS
JB Pritzker,.Governor DEPARTMENT OF MILITARY AFFAIRS

1301 North'MécArthur Boulevard
Springfield, llnois 62702-2317

Department of Military Affairs
LANGUAGE-ACCESS COMPLAINT FORM

NAME:

ADDRESS:

PHONE #:

EMAIL:

BEST TIME AND METHOD OF CONTACT:

INFORMATION OF THE COMPLAINT (where the incident(s)-occurred; identify as best you
can the State of Tllinois employee(s) and/or other person(s) involved in the incident(s);
approximate time(s) and:date(s) when the incident(s) occurred): ’

DESCRIPTION (Pledse describe in your owin words-whathappéned. Explainwhy you believe
diserimination oceurred. Be'sure toinclude such information 4s; who-was:inyolved and what
they did and/or said, including any offensive or derogatory langnage used; how you, or anotlier;
were treated differently from others; how you tried and were not-able to-access State-information;.
Interpreter services, the Language Line telephone interpreter services, ete:; any-otherinformation
you think is-important, Pleaseattach any written or therfiaterial you have. pertatning to- your
complaint.):




Department of Military Affairs
LANGUAGE ACCESS COMPLAINT FORM

WITNESSES (include name, address, phone #, and email if possible):

BASIS OF COMPLAINT: Which of the following types of Language Access were-you deniéd?

O

OO " oOoono

In person Interpreter

Telephone interpreter

Website translation

Forms

Local Office did not offer dssistance

Sign Language and Deaf/Hard. of Hearing assistance
Nosignage informing you of your rights to:-Languagé Services

LANGUAGE ACCESS:

1
2
3.
4
s

What i$ your primary language? (What do you use at home?)

Do you read and write in your primary language? Yes. No __
Do you fluently speak, write, or read other languages? Yes  No
What other languages?

Did you have help completing this form? Yes No __

If so, please list the name; phone #, and email information for the person(s) who-assisted you:

Complainant Signatuire Date

Namie of DMA Employee Receiving Cornplaint Date




APPENDIX C
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