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Communication Access Services

Vendor Policy Manual

The policies set forth in this manual are in effect as of March 1, 2023.

This policy is intended to provide interpreters and CART reporters an introduction to working as
independent contractors through Northeast Deaf and Hard of Hearing Services’ Communication
Access Services.



Business Hours and Contact Information

The Referral Department is open from 8:00am-5:00pm, Monday through Friday. We can be reached at 603-224-
1850 extension 250 or by VP at 603-968-5891. We can also be reached by email at referral@ndhhs.org.

Eligibility for Referrals

Vendors will be considered for assignments after they have submitted the following:

Vendor profile form

Acknowledgement of policy manual (AOPM)
W-9 form

Copy of current certification/classification

Copy of NH interpreter license (interpreters only)
Criminal Record Release Authorization form
Certificate of liability insurance

If vendors would like to receive in-person medical requests from us they are also required to submit:

Letter from their healthcare provider providing proof of a physical exam in the past 12 months and the
results of a TB test

Proof of annual Flu Shot (flu season: approximately October to April)
Proof of COVID-19 vaccinations (for offices which require this, which is currently the majority)

All new applicants are required to come into the office to meet the Referral team and NDHHS’s executive
director. We look forward to getting to know you and working together!

NDHHS Referral Department Responsibilities to Our Vendors:
Obtain and relay complete and accurate information for each assignment.
Deliver assignment information to vendors in a timely fashion.
Refer vendors in an equitable fashion based on consumer preference and certification/qualifications.
Advocate for vendors in situations of non-payment by the billing party.

Notify vendors of any changes to our policies, provide copies, and request new signatures.

Responsibilities of Vendors to NDHHS:
Keep personal contact information up to date with NDHHS staff.
Review updated manual policies (as needed) and acknowledge acceptance of these new policies.

Inform referral staff via uSked (Service Provider Preferences) of the days and times which they are/are
not available to work (vacations, extended absences, etc).

Contact the billing party to negotiate fees, cancellation policy, and other relevant details.
Follow the Code of Professional Conduct mandated by their certifying entity.
Contact the requester with any questions or concerns about travel in case of inclement weather.

Vendors may be requested to pay the referral fee for not showing up for the confirmed assignment; we
approach this on a case-by-case basis.


mailto:referral@ndhhs.org

Substitutes: If you have been confirmed for a job and for some reason you are unable to do the job, please alert
Referral asap. If it is an emergency (illness, death in the family, car accident, etc.), NDHHS will find a substitute
for you. If an interpreter/CART reporter would like to ask Referral to find a substitute for them on a non-
emergency basis, NDHHS reserves the right to charge the interpreter/CART reporter a referral fee. (Current
referral fees are in Appendix C.) For this situation, NDHHS will alert the interpreter of the referral fee prior to
starting to secure a substitution. (Please note that referral fees are time-sensitive. The more notice we have the less
expensive the fee is.)

Referral of Assignments
Individual preference of the Deaf/Hard of Hearing person will be the primary consideration in making a referral.
The referral staff also take into account the location and distance traveled by a vendor when processing and filling
requests.

The basic referral process is as follows:
- Open requests are sent to preferred and/or local vendors.
- Initially, minimal information will be shared to preserve confidentiality (Request will

include: Date, time, general location, and vague event description, i.e. Medical, Board
Meeting, etc.)
- Once an appropriate interpreter replies and confirms their availability, additional details about the
community member and the nature of the assignment will be shared, including information about

the potential team.
- If ateam vendor is already holding the time, they will be consulted before a second team

vendor is confirmed for the assignment.

- After reviewing the details of the assignment, the interpreter will then reply either Confirm or
Decline.
- Once all parties are in agreement and ready to Confirm, confirmation emails are sent. (See
Appendix A for a sample confirmation email.)
e NDHHS now uses the cloud-based scheduling platform uSked for maximum efficiency & efficacy!

Interpreter/CART Requests
NDHHS Referral staff will collect the following information from the requester when accepting a new request:

e Name of the business and phone number

e Date, time, and anticipated length of assignment

e Location and nature of the assignment and/or agenda

e Name(s) and role(s) of Deaf/Hard of Hearing people involved

e Name(s) and role(s) of hearing people involved

e Total number of participants, number of Deaf/Hard of Hearing participants

e Preferred mode of communication, if known (i.e., ASL, Signed English, Oral, etc.)
e Names of preferred interpreters or CART reporters (if any)

e Name, address, and phone number of the billing party

e Name and phone number of the contact person for the day of the assignment



e Any special equipment to be used (e.g. microphones, audio/visual equipment, assistive listening
devices)

e Prep material: copies of speeches, presentations, etc.

e Any other pertinent information

The following information will be communicated directly between the vendor and the requester:

e Fees and policies of the vendor (cancellation, inclement weather, etc.)

After the Interpreter/CART reporter request has been filled, NDHHS will send a confirmation letter to the
requester and the vendor, which will include the following information:

To the requester: Interpreter/CART reporter name, phone number & email address
General cancellation policies
Time, date, and location of assignment

To the vendor: Time, date, and location of assignment
On-site contact information (name, phone number, and/or email address)
Billing details (found in uSked)
Team interpreter (if applicable)
Any other pertinent information

A sample confirmation email is included in Appendix A.

The Referral Department will not be responsible for providing directions to the assignment unless that
information has been provided by the requester.

In the event of a cancellation or change to the assignment, the requester will notify Referral, and the interpreter
will be automatically notified though uSked.

*Subsequent Hire and Rescheduled Appointments*
Follow up appointments/meetings scheduled from an assignment initially referred through NDHHS
should be referred back through NDHHS. In practice, this means that if - while a consumer is checking
out of an appointment, for example - the interpreter present is asked to be at the subsequent appointment
(same consumer, requester, and topic/focus/issue), and they are interested/available, the interpreter
should tell the requester they will hold that date, and to please contact NDHHS to make the request as
a Subsequent Hire. This process saves time for the referral department and provides a safety net for
both the requester and the vendor. The referral fee for a subsequent hire will be substantially reduced
($25 compared to the baseline referral fee of $45). Likewise, for rescheduled appointments, if Referral
is able to simply reassign the originally assigned interpreter, the Subsequent Hire fee will be used. If the
originally assigned interpreter is not available for the rescheduled date, the reschedule will be handled as a
new request.

This Subsequent Hire system supports all parties involved:

- Deaf/HH consumers get to establish and maintain their preferences (since NDHHS Referral staff
prioritizes consumer preference).



- Interpreters get the protection of a confirmation letter, and, if not interested, the option to decline
the assignment through Referral instead of declining the assignment on-site.

- Requesters get a reduced referral fee, the reliability of a confirmation letter, the benefits of
continuity of interpretation service, and the confidence of an effective communication match.

- NDHHS gets to better maintain consumer and customer records, and more effectively serve the
Deaf/HH community.

If you are offered a subsequent date and would like to accept, please hold the time! Email or call
Referral to let us know there is a subsequent appointment and you are “Holding.” Requesters who have
interpreters/CART reporters holding for a subsequent hire will be charged a reduced rate if the same
vendor is hired. If there is any change to the appointment in question, Referral will contact all parties
involved and reach a solution.

This reduced referral fee will also apply if an appointment is canceled and rescheduled and can be filled
with the same interpreter as the original request. (The current referral fee chart can be found in
Appendix C.)

Fee Schedule and Policies
Vendors who receive referrals from NDHHS will be paid for their services by the billing party. Vendors are
encouraged to negotiate reasonable fees, travel reimbursement, and cancellation policies with the billing party
prior to the assignment, unless it is a job that falls under the State and Municipal Rate Fee Schedule, in which
case the New Hampshire Interpreter Fee Schedule should be honored.

If a billing party fails to reimburse a vendor for an assignment that was referred by NDHHS and the vendor has
attempted to resolve this matter but has been stymied, NDHHS will provide advocacy to the vendor to assist in
the reimbursement for services.

Vendors who accept assignments that will be paid by Part B funds, other community funds, or by NDHHS
directly are asked to charge their state rate. Vendors who receive assignments that will be paid by NDHHS or Part
B must invoice separately for each assignment/date (i.e. Rehearsal Dinner one on date would be invoiced
separately from Wedding Ceremony on another date). The following information should be included on your
invoice:

e Date of the invoice

e Date of service(s)

e Name of consumer(s)

e Name of event (meeting, appointment, etc.)

e Detailed billing rates for service, travel time, and mileage

e Proof of tolls/parking (when applicable)

e These assignments will be charged at the NH state rate (see Appendix B)

Vendor fees
Often, requesters will ask how much an interpreter or CART reporter charges. We explain that the
interpreters/reporters we work with are self-employed and therefore set their own rates based on their level of
certification and years of experience.



For interpreters, we explain there is a range of $35-$65 per hour, with a 2 hour minimum. We also explain that
requesters will be charged for travel time, billed at the interpreter’s hourly rate, and mileage, reimbursed at the
federal reimbursement rate.

For CART reporters, we reference an average rate of $100-$115 per hour for captioning alone; $65 fee for prep
and non-projected assignments OR $130 fee for large-audience projection (which covers prep, equipment, etc.);
as well as travel time and mileage (transcription fees vary).

If rates/policies deviate from standard practice, the interpreter/reporter is responsible for contacting the Requester
with this information.

Standard Billing Practices in New Hampshire
Freelance vendors working with NDHHS are self-employed, independent contractors. They are required to set and
negotiate their own fees with the exception of jobs for the State of New Hampshire where the New Hampshire
Interpreter Fee Schedule needs to be honored. (A copy of the New Hampshire Interpreter fee schedule is attached,
Appendix B.)

The standard minimum assignment time for interpreters is 2 hours, which is inclusive of travel time* (i.e., ifa
meeting is 30 minutes and travel is 30 minutes each way, the time billed is the 2-hour minimum, not 2 hours plus
travel time).

In New Hampshire, travel time is paid portal to portal (from your door, to the appointment, and back to your
door). Interpreters charge their regular hourly rate for travel, plus mileage at the federal mileage reimbursement
rate.

The standard practice cancellation policy in New Hampshire is 48 hours; if an appointment gets canceled with
less than 48 hours notice, interpreters may bill the business for the time of the assignment as well as the expected
travel time (* if, as stated above, this travel time is not covered by the standard minimum assignment time of 2
hours). Interpreters who have been canceled do not bill for mileage. If replacement work is secured and accepted
by the interpreter/reporter, then the cancellation bill will be reduced by the amount of work that was able to be
replaced. (i.e. 6 hour job canceled, replaced with 2 hours of work, you can bill the original requester the remaining
4 hours).

These policies are the standards we typically refer to when explaining what businesses can expect in terms of
interpreter billing. Again, if a vendor has different policies, it is their responsibility to make those policies known
to the requesting agencies before the assignment occurs.

Definition of Terms
Hold — We may ask you to hold a specific date and time. This means we are still working on this request and for
some reason we cannot confirm you quite yet. We may be searching for a team or need to check with the
requester to make sure a detail meets their needs. If you are willing to hold, please hold that time in your calendar
until you hear back from us. We will try to get back to you as soon as possible. If you are holding an assignment
for NDHHS and you are offered another job for the same date and time, please call us to check on the status of the
job on hold before accepting the new assignment. On uSked, if you have agreed to hold for an assignment,

If you are not willing to hold an assignment, let us know and we will continue our search.

Confirmed - This means the job is yours! One of the Department staff will send you a confirmation letter via
email.

Please note that we do not confirm an assignment unless we have a full team in place.



Legal Requests
It is the policy of NDHHS to refer only legally trained and/or legally certified vendors to legal assignments.
Interpreters are expected to submit a profile detailing their legal training and certification if they wish to be
considered for legal assignments.

Number of Vendors Referred to an Assignment
The number of vendors referred to an assignment will be agreed upon in advance by the requester and NDHHS
referral staff, and will be based on the nature of the assignment and vendors’ expressed needs. For high priority or
difficult-to-fill assignments, NDHHS Referral staff may negotiate with vendors to work alone for longer periods
than normal, assuming sufficient breaks and other alternate accommodations are provided.

Job Cancellations/Changes in the Assignment
Once the assignment is confirmed, the business/requester should contact the vendor directly to inform them of any
changes to the assignment, including cancellation.

If a vendor does not show up for an assignment after being confirmed, the vendor may be held responsible for
paying the referral fee. The vendor should check with NDHHS to determine if the fee has already been paid by
the requester or not. (Current Referral fees can be found in Appendix C.)

Grievance Procedure
Consumers of interpreting and CART services are encouraged to provide direct feedback to the
interpreters/CART reporters involved and to the NDHHS referral staff. The referral staff will make a
recommendation to the appropriate person or organization based on the nature/severity of the grievance. The
grievance may be referred to the Executive Director of NDHHS, the New Hampshire Interpreter Licensure Board,
or the Registry of Interpreters for the Deaf, Inc.

Lateness/Tardiness
Vendors who are late for assignments on a consistent basis will be required to have a face-to-face meeting with
NDHHS referral department staff. At this meeting a plan of action will be set in motion to rectify the situation. \

No Shows
Vendors who do not show at an appointment are expected to:
o be in contact with the requester on the day of the missed appointment
o be in contact with NDHHS referral department on the day of the missed appointment
o discuss the referral fee for the missed appointment with NDHHS Referral staff

Vendors who miss two or more assignments in a 6-month period may be required to have a face-to-face meeting
with NDHHS referral department staff. At this meeting a plan of action will be set in motion to rectify the
situation.

Face-to-Face Meetings
During face to face meetings the referral department staff will talk with the vendor about the situations which
occurred and the vendor will be able to address their concerns about the situations. A plan of action may be
suggested to resolve any remaining problems. If the referral department feels there is no need for further
discussion or action, the matter will be considered closed.

If a written plan of action is warranted it may include: a written description of the specific situations involved in
the complaint, the specific actions required to rectify the problem, and the estimated date of completion of those
actions. Consequences the referral department may impose include: a suspension of receiving requests, a



probation period, or in the most serious cases, severing the relationship between the vendor and the referral
department. The agreement will specify actions to be taken if the vendor does not comply with the plan of action
or if more infractions occur. Both parties will receive a copy to keep for their records. The referral department
copy of the plan of action will be kept in the vendor’s file in the referral office.

Appendix A
**Sample Confirmation Email**



Sapet Service Confirmation

Wniasgs Hello Polly,

This email serves as your confirmation for all of these service request(s) | assignment(s).

Your sdditional message goes here.

Service Request 20020

Status To Be Filled

Organization Email Templates

Event Name Family Meeting

Date Saturday, 3/4/2023

Service Provider ﬁm -1:15pm EST to 5:15 pm EST

Emzil: eer——— ) cmail.com (Office)
Fhone: G02 " agegees (Cc)

Location Example Location
Address 80 M St SE
Washington, District of Columbia 20003
POC Example FOC
Client Jane Doe - ASL
Details Lorem ipsum feugiat vivamus taciti congue dolor figula. Egestas fringilla mi himenaeos pulvinar faucibus.

bibendum mattis cubilia phasellus quis sem. Maescenas eleifend ut volutpat dictumst curae cubilia, lacinia
torquent fames guisque nullam.

If the appointment/event is canceled or rescheduled, please let us know immediately!

Best wishes,
Communication Access & Referral Team

Northeast Deaf and Hard of Hearing Services, Inc.
56 Old Suncook Rd, Suite 6 - Concord, NH 03201

Voice Phone: §02-224-1850 ext 250
Video Phone: 603-868-5891
https:/indhhs.usked.com
www.ndhhs.org



Appendix B

INTERPRETER FEE SCHEDULE Effective March 21, 2022
(STATE AND MUNICIPAL AGENCIES)

The following fee schedule for interpreters will be used by state and municipal agencies pursuant to RSA 200-C:20, Department of
Education Rules Ed.1010.15 (a)(10) and Ed. 1010.16 (d) and NH Chapter 521-A:12. The fee schedule will be re-evaluated every two
years (next re-evaluation: 2021). Interpreters accepting assignments with state and municipal agencies will provide professional

service in accordance with their certification’s respective code of conduct and bill according to this fee schedule.

Licensure Requirement: All interpreters working in the State of New Hampshire must hold current licensure from the NH
Interpreter Licensure Board. In order to use a non-licensed interpreter a waiver must be obtained. For more information
about licensure requirements, information on grievance procedures, and/or to obtain a waiver form please visit the

Licensure Board website at: (QR code to the right). ®

https://www.education.nh.gov/who-we-are/deputy-commissioner/bureau-of-vocational-rehabilitation/interpreter-licensing-board

After hours Emergencies: Interpreters hired for legal, medical, and/or mental health assignments between the hours of 5p0m — 8am
Monday-Friday or 24 hours on weekends/holidays that are emergencies or urgent in nature may charge their current state rate
times one and a half.

Cancellations: The interpreter may bill for assignments which are cancelled within:

General Assignments: 48 hours (2 standard business days)

Legal Assignments (single day or less): 48 Hours (2 standard business days)

Legal Assignments (multiple day): 72 hours (3 standard business days)

Inclement Weather: If the place of business is closed due to inclement weather, the interpreter may not bill. However, if the
appointment is cancelled while the entity is still open, the interpreter may bill for the cancellation.

e Interpreters may not bill if the hours scheduled are replaced with a comparable number of billable work hours.

Billable charges may include: (unless otherwise negotiated)
* Hourly rate (for time scheduled or actual time services were performed, whichever is greater)

e Travel time (portal to portal), paid at the interpreter’s current rate
e Mileage (Billed at current approved state rate)
e  Parking/Tolls
e 2 hour minimum applies to all assignments (portal to portal time counts toward the minimum)
Base Rate
Category Titles In Legal Setting Only | In Legal Setting Only

Standard with Legal Training with SC:L or CLIP:R

NIC, NIC-E, NIC-M, NIC-A, CI&CT, Cl, CT, NAD-V,
NAD-IV, NAD-III, CSC, MCSC, RSC, IC/TC, TG, IC,
BEI-Master, BEI-Advanced , BEI-V, BEI-IV (includes
Nationally Certified all future generalist national certifications) 339 S44 549

QOTC, 0IC:S/V, OIC:V/S or OIC:C
[For Oral Interpreting Assignments Only]

Nationally Certified: eIl 544 $49 354

- SC:L, CLIP:R
Speaalty [For Legal interpreting Assignments Only] 549 N/A N/A

NHICS, NHICS-Advanced, MCDHH, BEI-Basic,

State Screened BEI-Ill or approved equivalent 528 N/A N/A
NH DI Screening (if/when available), MCDHH-DI 534
gtate. S’Iiree“e“' NH DIP-Advanced EE! N/A N/A
grecialey NH DIP-Basic 527
Non-credentialed (with
waiver or in emergency *No experiential increase will apply $24 N/A N/A

situations):

Deaf-Blind/Deaf-Low vision work will be an additional $5 per hour

Experiential Increase
An additional 51 every two years from anniversary date of first national certification or state screening, given that it is current and valid,
will be added to the categories above. Once state screened interpreters pass national certification, they will begin with the applicable
starting national base rate. Years of experience earned under state screening will start anew when national certification is achieved.

Non-State or Non-Municipal Work: Interpreters hired by persons and entities other than state and municipal agencies may vary
from the schedule above. Rates and fees should be based on experience, skill, certification level, and the nature of the assignment.
Discussion of individual rates should happen prior to the assignment.



Appendix C

Referral Fees (effective 12/1/22)

More than 10 |  4-9 business 2-3 business Emergency: Subsequent
Type of Request business days’ notice days’ notice Less than 2 Hire Appts
days’ notice business days’ | (As defined in
notice NDHHS policy
manuals)
General Request:
Medical appt., $45 $60 $70 per $75 $25
work/staff mtg, per per interpreter per per
etc. interpreter interpreter interpreter interpreter
Legal Request:
In-court, out-of- $50 $65 $75 $85 $35
court, arrests, per per per per per
investigations, etc. interpreter interpreter interpreter interpreter interpreter
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