AUXILIARY
AID PLAN
Kin-Ship Services, Inc.

PURPOSE
This plan outlines the implementation of
procedures governing the use of
auxiliary aids for persons with
disabilities and the use of qualified
foreign language interpreters for
persons with Limited English
Proficiency (LEP), to comply with the
deaf and hard-of-hearing requirements
as defined in the master contract and
meet requirements pursuant to Section
504 of the Rehabilitation Act, the
Americans with Disabilities Act (ADA)
and CFOP 60-10, Ch. 4, "Auxiliary Aids
and Services for the Deaf or Hard-ofHearing."
This plan applies to all programs and
services within Kinship. The plan
provides for assistive devices,
interpreters or readers and physical
modifications to ensure accessibility of
programs and services to clients,
potential clients, companions,
employees and potential employees.

PROCEDURE
All Deaf or Hard-of-Hearing clients/companions in need of Auxiliary Aids
will be offered these Services at no additional cost as per Federal Law and
contractual agreement. Kinship has assigned a Single-Point-of Contact
(SPOC), who is essentially responsible for maintaining files that document
the required information for the Deaf and Hard-of-Hearing. This person
also maintains a list of the information that is reported on the Monthly
Report that providers send to DCF. 10.18
Ensuring that individuals are aware of and know how to use the Florida
Relay Service. To call the Florida Relay, dial 7-1-1, or use the following tollfree numbers:
Conducting an assessment prior to services to determine the client or
companion's preferred method of communication. SPOC (or designee) shall
accomplish this by first completing the Customer Companion
Communication Assessment Form and the Request for or Waiver of Free
Communication Assistance Form. These items (when fully completed) will
be kept on file in the SPOC's office. The client/companion will be provided
with the preferred method of communication and auxiliary aid services
needed.
Provision of services in a timely manner. If the client/companion has a
scheduled appointment, the preferred method of communication shall be
available at the time of the appointment. If for any reason the preferred
method of communication is unavailable, a reasonable substitute will be
available as soon as possible, but no later than two hours after the
scheduled appointment. SPOC (or designee) will ensure that the preferred
method of communication is available within two hours (or no later than
twenty-four (24) hours) of a non-scheduled the appointment when
client/companion is hearing impaired. If an auxiliary aid or service is found
to be ineffective, SPOC (or designee) shall re -assess to determine an
alternative form of communication that will be used in order to ensure the
client/companion fully understands the information that is being provided.
In no event will an auxiliary aid or service to a client or companion who is
deaf or hard-of-hearing be denied. Denial determinations can only be made
by the Chief Operating Officer (or designee).

PROCEDURE
Ensuring certified interpreters (when requested) are available at time of
scheduled appointments for Deaf and Hard-of-Hearing
clients/companions. SPOC (or designee) shall obtain verification of the
interpreter's certification, and shall keep it on file for future reference. A
list of certified interpreters is maintained in the office of the SPOC.
Ensuring qualified foreign language interpreters (when requested) are
available at time of scheduled appointments for Deaf and Hard-of-Hearing
clients/companions. SPOC (or designee) shall obtain verification of the
interpreter's certification, and shall keep it on file for future reference. A
list of foreign language interpreters is maintained in the office of the SPOC.
Maintain information on Pocket Talkers and Personal Listening Devices in
the office of the SPOC. 10.18.
Ensuring that individuals are aware of and know how to use the Federal
Video Remote Interpreting (VRI) and Video Relay Interpreting (also known
as the Federal Video Relay service, or VRS) services. The Video Remote
Interpreting software can be downloaded at https://
www.fedvrs.us/supports/what_is _vri, the phone number is (877) 6897775, the service is available Monday through Friday from 7:00 am to 11:00
pm EST, and English to-Spanish Translation is available with 24 hours’
notice. The Video Relay Interpreting software can be downloaded at
www.fedvrs.us and the service is also available in Spanish. Kinship does not
currently have access to the equipment needed for Video Remote/Relay
Interpreting but can accept phone calls from those individuals who use
these items to communicate.
Ensuring that individuals are aware of and know how to use the Captioning
in Real-Time (CART) Services. CART providers can be found online at
http;//ps1.ncra.org/index.asp. A list of CART providers in Florida is
maintained in the office of the SPOC.

PROCEDURE
Employees of Kinship are initially trained on the requirements for the deaf
and hard-of-hearing in their Orientation when they are hired, but no later
than 60 days from the commencement of employment.
A refresher training on how to provide assistance to persons who are deaf
or hard-of-hearing, persons with disabilities, and those who are limited
English proficient is conducted on an annual basis for all employees.
If an employee of Kinship is assisting a deaf or hard-of-hearing
client/companion and is unfamiliar with an auxiliary aid or service
requested, the employee may contact the SPOC (or designee), or if the
SPOC (or designee) is unavailable, the employee can go to the website or
phone number referenced above.
Kinship’s office hours are from 8:00am to 5:00pm EST Monday- Friday;
there is no 24-hour site available. If a client or companion needs assistance
after-hours, the person assigned to answer the phone at that time will
follow the policy and procedure listed above in order to assist the
individual. 10.18
If Kinship holds a public meeting, conference, or seminar, an addendum to
the documents advertising the events will be added, stating: "Pursuant to
the provisions of the Americans with Disabilities Act, any person requiring
special accommodations to participate in these meetings is asked to advise
the agency at least 48 hours before the meeting by contacting the sites
Single Point of Contact. If you are hearing or speech impaired, please
contact the agency using the Florida Relay Service, (800) 955-8771 (TDD) or
(800) 955-8770 (Voice)."
A copy of this Policy and Procedure will be posted on Kinship’s website to
be made available to the public for informational purposes for both
individuals and organizations. Printed documents (including this Policy and
Procedure) may be made available in alternate formats upon request to
assist in ensuring effective communication, and will depend upon the client
or companion's preferred method. Staff may be required to translate
written documents in Braille, taped recordings, or large print.

GRIEVANCE
PROCEDURE
If a client who is deaf or hard of hearing feels that a Right has been violated
as per agency procedures, the client may file a grievance (i.e. a formal
statement of complaint) using the steps in accordance with what is stated
in the above mentioned booklet. The right to file a grievance is protected
under the OSHA Statutes pertaining to the Whistleblowers Protection
Program at 800-321-OSHA (6742).
If a client has a complaint, he/she may file a grievance with the Executive
Director. The Executive staff person will initiate a written record of the
grievance. The SPOC will work to resolve all matters while the customer or
companion is at the site.
The determination of the finding will be communicated in writing to the
client within 30 days from the filing of the complaint (see attached
Complaint Form).
The grievance record will be kept in the clinical record and will be logged
and tracked within the Grievance System for review at a later date along
with other such grievances.
The client/family is protected from any type of retaliation by the OSHA
Statutes pertaining to the Whistleblowers Protection Program at 800-321OSHA (6742).
The Executive Committee will review all grievances filed on an annual basis
in order to analyze trends, identify opportunities for improvement and take
corrective action if necessary.
The Board of Directors will receive a summary file of formal grievances on
an annual basis from the Executive Committee with corrective actions
taken as appropriate. The Board may then convene a committee to review
any unresolved issues, address potential liability and take further action as
necessary.

ASSISTIVE LISTENING
DEVICES AND OTHER
RESOURCES
Additional resources utilized by staff to
secure auxiliary aids shall include:
CERTIFIED INTERPRETERS:
Registry of Interpreters for the Deaf
(RID) – Interpreter Agency/Referral
Service
http://rid.org
703-838-0030
FLORIDA RELAY SERVICE:
A service through which people can use
specialized telephone equipment to
communicate with people who use
standard telephone equipment.
7-1-1
1-800-955-8771 (TTY)
1-800-955-8770 (Voice)
1-800-955-8773 (Spanish)
1-800-955-8707 (French Creole)
VIDEO REMOTE INTERPRETING:
A video telecommunication service that
uses devices such as web cameras or
videophones to provide sign language or
spoken language interpreting services
through a remote or offsite interpreter.

ASSISTIVE LISTENING
DEVICES AND OTHER
RESOURCES
VIDEO RELAY SERVICES (VRS):
Purple Communications, Inc.
http://purple.us
1-877-885-3172
Sorenson VRS
http://sorensonvrs.com
1-866-756-6729
COMMUNICATION ACCESS REAL TIME (CART):
A service that provides simultaneous conversation of spoken word into text
through computer assisted transcription or court reporting of that text on a
video screen.
National Court Reporters Association – CART Provider Directory
http://www.ncra.org
1-800-272-6272

