
Effective Communication 

Person-centered services starts 

with effective communication 



Key Learning Objectives 

• What are the laws that govern effective 

communication? 

• Who does the law apply to? 

• What is effective communication? 

• How do we determine language needs? 

• What are our resources for meeting those 

needs? 



Laws for Effective Communication 

• Title VI of the 1964 Civil Rights Act 

• NYS Mental Hygiene Law 13.09  

• 14 NYCRR 633.4(a)(15) Rights of 

Individuals Receiving Services 



What does the law say? 

The laws states any program or activity in 

receipt of federal funds, such as Medicaid, 

must meet the communication needs of 

individuals, family members or designees 

receiving services or seeking services in the 

OPWDD system of care. 



You can’t......... 

• Discriminate against a person with 

developmental disabilities based on his or 

her ability to speak English, and this 

includes individuals who are deaf and/or 

hard-of-hearing. 



Service provision for people with 

communication needs…. 

• Must be equal to the services provided to 

English-speaking individuals; 

• Must be provided in a timely manner; and  

• Must be provided at no cost to the 

person, family member or designee. 



What is effective communication? 

• Effective communication is the successful 

exchange of information that enables the 

individual to fully participate in services.   

 

• It is also important that there is a process 

to determine a communication needs. 



How do we determine 

communication needs? 

Communication needs can be determined 

during initial contact by simply asking the 

person, “What language do you speak?” 

 

The referring agency may provide you with 

the communication needs of the person, 

family member or designee.   



Additional resources to determine 

communication needs 

 

 

“I Speak” cards 

and posters 



Key points when working with an 

interpreter 

• Speak directly to the individual receiving 

services. 

• Do not speak in third person.  For example 

do not say to the interpreter, “ask he/she 

how long have you been feeling this way.” 

• If the individual starts to speak English,  

encourage them to speak in their preferred 

language. 



What about written translation? 

• OPWDD translated documents in Spanish, 

Russian, Haitian (Creole), Italian, Yiddish, 

Korean, Urdu and Chinese are available at  

• http://www.opwdd.ny.gov/resources/langua

ge-access/translated-documens.  
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Your Role in  

Effective Communication 

• Be familiar with the agency’s procedure for 

effective communication. 

• Assess for communication barriers.  

• Know the available resources for meeting 

communication needs in a timely manner. 

• Empower the person, family members, 

and designees by telling them their rights 

for effective communication. 

 



For additional information 

• Visit OPWDD Cultural and Linguistic 

Competence resource page at: 

http://www.opwdd.ny.gov/resources/cultura

l_competence/home.  
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