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Tab 1 – Draft Contract and Offer and Signature Form 

Please see enclosed within this tab for Lionbridge’s draft contract offer and contract signature form 

(Appendix A) as well as the terms and conditions acceptance form (Appendix B). 
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Tab 2 - Products and Pricing  

Pursuant to the instructions of the RFP, please see below for Lionbridge’s offered products and pricing to 

Region 4 Education Service Center. This section of Lionbridge’s proposal responds to and addresses the 

requirements found on Section IV., Section 2, Subsection A of the RFP document. 

i. Offered Pricing for all Services 

In response to Region 4 Education Service Center’s RFP for Interpretation and Translation Services and 

Related solutions, Lionbridge offers the pricing for each of the below services. All pricing is set at not to 

exceed and will not require any additional software or products to access. 

Telephone Interpretation Services 

To promote further cost saving initiatives for Region 4 and increased flexibility on price, Lionbridge 

offers two different pricing models for telephone interpretation services. Depending on the anticipated 

language mix of requests, one pricing model may be more beneficial than the other for Region 4 ESC. 

Telephone Interpretation: Model One 

Language Cost Per Minute 

Spanish $0.60 per minute 

All Other 380 Languages $0.70 per minute 

Telephone Interpretation: Model Two 

Language Cost Per Minute 

All Languages $0.63 per minute 

Onsite Interpretation Services 

Language Cost Per Hour 

Spanish $108 per hour 

All Other Languages $134 per hour 

Document Translation Services 

Please note that Lionbridge can provide per word pricing for all other 380 offered languages upon request 

from Region 4 ESC. Below are Lionbridge’s offered prices for the RFP-listed languages. 

Language Cost Per Word 

Spanish ES $0.17 per word 

Chinese Simplified $0.11 per word 

Chinese Traditional (Cantonese) $0.14 per word 

French FR $0.21 per word 

Japanese $0.27 per word 

Korean $0.15 per word 
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Russian $0.15 per word 

Vietnamese $0.15 per word 

Armenian $0.19 per word 

Cambodian $0.19 per word 

German $0.21 per word 

Haitian Creole $0.24 per word 

Italian $0.18 per word 

Polish $0.17 per word 

Portuguese PT $0.18 per word 

Tagalog $0.15 per word 

Thai $0.14 per word 

Arabic $0.18 per word 

Program Management 10% of total project value 

 

Video Remote Interpretation Services  

Language Cost Per Minute 

Spanish $1.00 per minute 

All Other Languages $1.75 per minute 

 

Languages Supported 

Please see below for all 380 languages offered by Lionbridge. Please note that the language list below are 

the languages that Lionbridge has available as of August 31st, 2021. If additional languages are required 

during the course of a contract with Region 4 ESC, Lionbridge will recruit and add additional resources. 

Please note that this language list represents the largest list in the industry and will allow for Region 4 

ESC to equitably serve as much of their population and LEP families as possible, regardless of the 

language spoken. 

Acateco 

Acholi 

Adygei 

Afemi 

Afrikaans 

Aguacateco 

Akan 

Akum 

Albanian 

Amdo 

Amharic 

Amozquena 

Amuzc 

Anlo 

Anuak 

Arabic 

Arakanese 

Aramaic 

Armenian 

Ashanti 

Assyrian 

Attie 

Azerbaijani 

Bajuni 

Baluchi 

Bambara 

Bamilinke 

Bandi 

Basque 

Bassa 

Baule 

Belize Creole 

Bengali 

Benin 

Berber 

Bete 

Bhutanese 

Bosnian 

Bukusu 

Bulgarian 

Burmese 

Byelorussian 

Cachiquel 

Cambodian 
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Khmer 

Cantonese 

Cape Verdean 

Catalan 

Cebuano 

Cha-Chao 

Chalchiteco 

Chaldean 

Chechen 

Chin 

Chinanteco 

Chuj 

Circassian 

Comorian 

Creole 

Croatian 

Czech 

Dagomba 

Dahalo 

Danish 

Dari Farsi-Afgh 

Dingara 

Dinka 

Dioula 

Divehi 

Djerma (Zarma) 

Dutch 

Dyoula 

Dzongkha 

Edo 

Ejagham 

Efik 

English 

Enping Dialect 

Estonian 

Etsako 

Eutian 

Ewe 

Falam 

Fanti 

Farsi-Afghani 

Farsi-Iranian 

Persian 

Fijian 

Filipino 

Finnish 

Flemish 

Foo Chow 

French 

Fuji/Fujiman 

Fukienese 

Fula 

Fulani 

Fulani-Guinea 

Fuqing 

Ga 

Gaelic 

Garifuna 

Garre 

Gbande 

Georgian 

German 

Gheg/Albanian 

Gio-Dan 

Gisi/Kissi 

Goanese Konkani 

Gola 

Gonja 

Goun 

Grebo 

Greek 

Gujarati 

Guyanese 

Hainan 

Hakka 

Harari 

Hassaniya 

Hausa 

Hebrew 

Hilagoynan 

Hindi 

Hmong 

Hokkien 

Hunan 

Hungarian 

Ibo 

Icelandic 

Igbo 

Ijo/ljor 

Ikai 

Ilocano 

Ilongo 

Indonesian 

Ingush 

Ishan 

Ishaw 

Istiekiri 

Italian 

Jacalteco 

Jamaican Patois 

Japanese 

Jarai 

Javanese 

Juba (Sudanese 

Creole) 

Kachin 

Kaiping 

Kannada 

Kanuri 

Kashmiri 

Kazakh 

Kekchi 

Kham 

Khmer 

Cambodian 

Khmu 

Kikuya 

Kinyarwanda 

Kirghiz 

Kiribati/Gilbertese 

Kirundi 

Kisii from Kenya 

Kongo 

Kikongo 

Konjobal 

Konkani 

Konyanka 

Korean 

Kosovo 

Kosraean 

Kotokoli 

Kouranko 

Kpelle 

Krahn 

Krio 

Kru 

Kuki 

Kurdish 

Kurmanji 

Kyrgyzstani 

Lahu 

Lao 

Latvian 

Lebanese Arabic 

Lingala 

Lithuanian 

Loma 

Lorma 

Luganda 

Lugbara 

Lukabaras 

Luo 

Lusoga 

Maasai 

Macedonian 

Malagasy 

Malay 

Malayalam 

Malinke 

Maltese 

Mam 

Mandarin 

Mandingo 

Mandinka 

Mandinko 

Maninka 

Mano 

Marathi 

Marshallese 

Mayan 

Maymay 

Mende 

Metta-Moghamo 

Mien 

Minan 

Mingrelian 

Misquito/Miskito 

Mixe 

Mixtec 

Mnong 
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Mongolian 

Montenegrin 

More 

Moshey 

Moshi 

Mulani 

Munukutuba 

Muong 

Nahuatl 

Navajo 

Nda Nda 

Nepalese 

Newari 

Ngemba 

North African 

Arabic 

Norwegian 

Nubian 

Nuer 

Nyankore 

Nzema 

Ogoni 

Onyanja 

Oriya 

Oromo 

Palauan 

Pampangan 

Pangasinan 

Pidgen English 

Papiamento 

Plautdietsch 

Pocomam 

Pohnepaen 

Polish 

Popti 

Punjabi 

Poulaar 

Portuguese 

Pushtu 

Putian 

Quechua 

Quiche 

Quiche-Achi 

Rabinal Achi 

Rahaween 

Rhade 

Romanian 

Romany 

Runyawana 

Russian 

Rutoro 

Rwanda 

Saamia 

Samoan 

Sarahule 

Sarpo 

Serbian 

Serbo-Croatian 

Serer-Sine 

Shanghai 

Shina 

Shona 

Sicilian 

Sindhi 

Sinhalese 

Slovak 

Slovenian 

Somali 

Soninke 

Soto 

Spanish 

Sranan Tongo 

Sri Lankan Tamil 

Sudanese 

Susu 

Swahili 

Swazi 

Swedish 

Sylhetti 

Szechuan 

Tabassaran 

Tagalog 

Tai-Dam 

Taiwanese 

Tajiki 

Taki Taki 

Tamazight (Berber) 

Tamil 

Tau-Sug 

Tchamba 

Telegu 

Temne 

Thai 

Tibetan 

Tigre 

Tigrinya 

Eritrean 

Toishan 

Tongan 

Tosk 

Albanian 

Trique 

Trukese 

Tshiluba 

Turkish 

Turkmen 

Tuvaluan 

Twi 

Tzotzil 

Uighur 

Ukranian 

Urdo 

Urhobo 

Uzbek 

Vai 

Vietnamese 

Visayan 

Wali 

Waray-Waray 

Wenzhow 

Wobe 

Wolof 

Xiamen 

 

ii. Media submitted for price list must include the Offerors’ company name, name of the 

solicitation, and date on a Flash Drive (Pin or Jump Drives). 

Lionbridge’s full company name is Lionbridge Global Solutions II, Inc. and this proposal, dated August 

31st, 2021 is in response to RFP 21-06 Interpretation and Translation Services and Related Solutions.  

This information can be found within our Flash Drive submitted to the evaluation committee as well as 

the envelope label. 

iii. Is pricing available for all products and services? 

Lionbridge provides pricing for all requested products and services requested within the RFP document, 

including: 

• Telephone Interpretation Services 
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• Onsite Interpretation Services 

• Translation Services 

• Video Remote Interpretation  

Enclosed within the value-added tabs, Lionbridge also provides pricing and offered related services, 

which include: 

• GeoFluent real-time chat bot text translation  

• Transcription  

• Website localization  

• Captioning  

• More found within Tab 6: Value-Added Services 

iv. Describe any minimum fees. 

The only service that requires a minimum charge is our on-site interpretation offering, which has a 2-hour 

minimum. All of Lionbridge’s remaining offered services do not have any minimum fees. 

v. Describe any shipping charges 

All of the offered services within this proposal are provided remotely, therefore shipping charges do not 

apply to the services provided by Lionbridge. 

vi. Provide pricing for warranties on all products and services. 

There are no charges for any applicable warranties on all interpretation and translation services provided 

by Lionbridge.  

vii. Describe any return and restocking fees. 

Return and restocking fees do not apply to the interpretation and translation services provided by 

Lionbridge. 

viii. Describe any additional discounts, promotions, special offers or rebates available 

In a continued effort to offer Region 4 ESC with cost-saving initiatives and flexibility with the proposed 

scope of work, Lionbridge offers Region 4 ESC volume-based discounts for over-the-phone utilization, as 

well as translation memory savings, which will reduce the per minute and per word cost for both services. 

Over the Phone Interpretation Discounts and Savings 

This discounted pricing, and the required utilization volume tiers, are listed in greater detail below.  

Discount Tier  Required Monthly Volume (Minutes)  Discounted Price 

Tier One 0 – 25,000 $0.01 per minute 

Tier Two 25,001 – 50,000 $0.02 per minute 

Tier Three 50,001 -   $0.03 per minute 
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As an example of how this discount would work, if Region 4 ESC used 27,000 minutes of over the phone 

interpretation in one month, and they leveraged “Model One” pricing model, then they would be charged 

$0.58 per minute for Spanish and $0.68 per minute for all other languages. 

Document Translation Discounts and Savings 

Translation Memory Savings Grid 

New Words (<75%) 100% of new word  

Fuzzy Match (75-99% Match) 66% of new word 

Repetitions 33% of new word 

100% match; reviewed 33% of new word 

100% match & 101% match;  

no review required 
No charge 

 

ix. Describe how customers verify they are receiving Contract pricing 

To ensure that Lionbridge customers can verify they are receiving contract-standard pricing, your 

Dedicated Lionbridge Program Manager will provide a line-by-line breakdown of each service provided 

during the month and corresponding invoicing period. This report will include the per minute rate per call, 

per word rate for each project processed, the set contract rate, and any discount provided. 

The information above, including historical invoices and detailed utilization reports, can also be accessed 

by Region 4 ESC via any of the online reporting portals described in greater detail below. 

x. Describe payment methods offered. 

Lionbridge can accept payment via credit card, ACH, wire transfer, check, P-card, and any other methods 

required by Region 4 ESC. Payment can also be made via Lionbridge’s online customer payment portal. 

xi. Propose the frequency of updates to the Offeror’s pricing structure 

The pricing for all services provided by Lionbridge is set at not to exceed and will not be increased 

throughout the course of a contract with Region 4 ESC.  

Contingent on utilization and volume from Region 4 ESC, Lionbridge would be happy to consider 

discounts to pricing for some, or all, services. 

xii. Describe how future product introductions will be priced and align with Contract pricing 

proposed. 

The pricing for all services provided by Lionbridge is set at not to exceed and will never be increased 

throughout the course of a contract with Region 4 ESC. Additional work, more projects, for the services 

offered in this proposal will be charged at the same rates described above. 

xiii.  Provide any additional information relevant to this section. 

Lionbridge has no additional information to add relevant to the section above. 
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Tab 3 - Performance Capability  

Pursuant to the instructions of the RFP, please see below for Lionbridge’s performance capability for the 

requested services offered. This section of Lionbridge’s proposal responds to and addresses the 

requirements found on Section IV., Section 2, Subsection B, of the RFP document. 

i. Response to Appendix D, Exhibit A, OMNIA Partners  

Please see below for Lionbridge’s detailed response to the requirements outlined within Appendix D, Ex-

hibit A, Section 3: Supplier Response of the OMNIA Partners Response form.  

3.1. Company 

A. Brief history and description of Supplier to include experience providing similar products and 

services. 

As the world’s largest language services corporation, Lionbridge has successfully provided interpretation 

and translation services to the public and private sector, including to public schools across the United 

States, for the last 35 years.  

Since our founding, Lionbridge has grown to expand our language service offerings to included, but is not 

limited to some of the below: 

• Document Translation  

• Over-the-Phone Interpretation  

• Video Remote Interpretation  

• On-Site Interpretation  

• Real-Time Text Translation  

• Website Localization  

• Content Testing  

• Transcription  

• Captioning  

Generating over $750M in revenue during 2020, Lionbridge has the unique combination of financial sta-

bility, a vast depth of qualified language resources, and the requisite experience working with similar 

public schools (Boston, Portland, Providence, Los Angeles, Seattle) to support Region 4 Education Ser-

vice Center throughout the course of a language services contract. 

B. Total number and location of salespersons employed by Supplier. 

Lionbridge employs close to 750 salespeople throughout the company across some of the below locations 

within the United States: 

• Waltham, Massachusetts (Lionbridge’s Headquarters) 

• New York City, New York  

• Columbus, Ohio  

• Bellevue, Washington  

• Boise, Idaho  

C. Number and location of support centers (if applicable) and location of corporate office. 

Lionbridge has several thousand United States support and operational employees across a number of of-

fices throughout the country. This includes some of the below locations: 

• New York City, New York  

• Waltham, Massachusetts (Lionbridge’s Headquarters) 
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• Columbus, Ohio  

• Bellevue, Washington  

• Boise, Idaho  

D. Annual sales for the three previous fiscal years 

Lionbridge has generated estimated annual sales over the last three fiscal years: 

• 2020: $750M 

• 2019: $650M 

• 2018: $600M 

Lionbridge Global Solutions II, Inc.’s FEIN is 22-3696931 and our DUNS number is 13-426-5938. 

E. Describe any green or environmental initiatives or policies. 

Lionbridge is proud to bring environmentally friendly jobs, skills, and revenue to communities across the 

globe. The unique business model of our language service offering is helping define a new global micro-

economy that works locally with community-based businesses. Through our cloud-based workflow sys-

tems, Lionbridge enables thousands of small and home-based translation businesses across the United 

States and the world, allowing them to fully participate in global trade while maintaining their local com-

munity life. 

Within our own offices, Lionbridge also believes deeply in corporate social responsibility to our environ-

ment and well-being. Each of our facilities in all 27 countries is encouraged to (1) get involved in the 

well-being of its local community, and (2) safeguard the health of the earth we work so hard, as a com-

pany, to interconnect. Corporate-wide facility efforts include systematic energy conservation; pro-active 

recycling; flex-time plans, as well as car and vanpooling to reduce our impact on transportation systems. 

At Lionbridge it is our policy to consciously dispose of un-required equipment and other operational 

waste material in a safe and environmentally friendly way by employing a recognized third-party profes-

sional waste management company in all of the countries we operate. This includes recycling, energy ef-

ficiency, and hardware disposal programs. We allow employees to work remotely to eliminate carbon 

emissions and greenhouse gases. 

Additionally, Lionbridge is proactively working to establish our baseline carbon emissions to gain an ac-

curate understanding of our environmental impacts. Once this process is complete, our Corporate Social 

Responsibility Committee intends to develop a policy that addresses these – and identify additional – ar-

eas that require specific attention and promotes environmental sustainability across our business. 

Lionbridge's Corporate Social Responsibility Committee (CSRC) is responsible for monitoring Lion-

bridge’s performance, risk and corrective action related to our commitment to corporate social responsi-

bility across a range of topics, including environmental impact and sustainability initiatives. The CSRC 

has the authority to assess risk, to provide oversight to corrective action and to report to the Chief Execu-

tive Officer annually regarding the state of Corporate Social Responsibility at Lionbridge. 

In Q3 2021, Lionbridge participated as a first-time responder to the 2021 reporting cycle for CDP, a not-

for-profit organization that administers a global disclosure system for investors, companies, cities, states 

and regions to manage their environmental impacts (https://www.cdp.net/). Lionbridge responded to the 

CDP’s Climate Change questionnaire, which involved collecting global emissions data in order to esti-

mate our carbon footprint according to the Greenhouse Gas (GHG) Protocol. Lionbridge is in the process 



REGION 4 EDUCATION SERVICE CENTER 
SOLICITATION NUMBER 21-06: INTERPRETATION AND TRANSLATION SERVICES  
AUGUST 31st, 2021 
 

Page | 11 
The information redacted in this proposal are proprietary and confidential, 

contain trade secrets, and would be harmful to Lionbridge if released. 

of reviewing the results to further understand our environmental impacts, identify opportunities to reduce 

our emissions and promote environmental sustainability across our business. 

Lionbridge has a comprehensive equipment recycling program with conscious disposal of equipment and 

other operational waste material in a safe and environmentally friendly way employing a recognized 

third-party professional waste management company. Additionally, we allow employees to work re-

motely to reduce carbon emissions and greenhouse gases. At the individual and site level, employees are 

encouraged to undertake local community improvement initiatives or support important causes through 

our Volunteer Day program, which allows them to take one paid day per year to conduct volunteer activi-

ties during regular working hours. 

Lionbridge has also implemented comprehensive Sustainable Purchasing Guidelines that involve review-

ing each potential vendor’s Sustainability Policy as part of their RFP responses, ensuring all key procure-

ment decisions and actions are considered and determined by a cross-functional team of in-house special-

ists to drive sustainable outcomes and reviewing sustainability agendas in supplier performance reviews 

where applicable. 

F. Describe any diversity programs or partners supplier does business with and how participating 

Agencies may use diverse partners through the Master Agreement.  

Lionbridge has a 30-year history of executing interpretation and translation service contracts on the fed-

eral, state, and local level of government that have small-business or historically underused business par-

ticipation requirements.  

On contracts with the below government entities, Lionbridge partners with HUB-certified small busi-

nesses to execute this scope of work and will continue to do so under a contract with OMNIA Partners. 

• U.S. Centers for Medicaid and Medicare Services 

• State of Texas 

• Commonwealth of Massachusetts  

• Commonwealth of Virginia  

G. Indicate if supplier holds any of the below certifications in any classified areas and include 

proof of such certification in the response 

Lionbridge Global Solutions II, Inc. does not hold the business class certifications listed within the RFP. 

H. List any relationships with subcontractors or affiliates intended to be used when providing ser-

vices  

Lionbridge will provide this entire scope of work without the use of any subcontractors or affiliates. 

I. Describe how supplier differentiates itself from its competitors. 

For the last 30 years, Lionbridge has been trusted by government entities on the federal, state, and local 

level, including public schools across the country, to provide mission-critical interpretation and transla-

tion services in over 380 languages to help ensure an equity of access to public resources.  

The strength of Lionbridge’s ability to execute the scope of work and our unique differentiators, includes 

but is not limited to: 

• Lionbridge’s entirely customizable and user-friendly interpretation platform  

• Over 10,000 industry-leading linguists with more than 5 years of experience  
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• A team with decades of relevant government experience  

• Cutting-edge technology platforms 

• Financial stability 

• Most available language coverage in the industry 

Customizable Interpretation Process 

One of the key benefits of Lionbridge’s interpretation platforms is that your Lionbridge Account Manager 

can provide a hand-tailored and customized process for the Region 4 ESC team and OMNIA Partners par-

ticipating entities. Lionbridge offers an extensive number of customizations available, at no cost to OM-

NIA Partners 

Customized features of our call flow include, but are not limited to, the below: 

• Direct to specific-language interpreter lines 

o Dial a dedicated number and immediately be directed to an interpreter in a specific lan-

guage 

• Unlimited PINs 

o Lionbridge retains the ability to provide as many PINs as needed 

• Customizable PINs 

o Lionbridge retains the ability to provide OMNIA Partners with the same PINs or access 

codes as the ones they currently use with their existing vendor 

• Dedicated “Hard Coded” phone numbers 

o Direct to IVR menu, removing the need to enter a PIN  

• Customized Language Menu 

o Availability to hear any languages as you’d like during the IVR menu 

o Option for our team to customize the language menu to play the top languages, customi-

zable by phone number 

• Customized Greeting  

o I.E. “Thank you for calling Region 4 ESC’s interpretation line” 

• Customized audio prompts to capture a variety of data for reporting purposes 

o These prompts can be completely customized by the client, but frequently used examples 

include: 

• Caller’s first name / last name 

o “Please state your first and last name” 

• Employee ID # 

o “Please enter your employee ID #” 

• Patient MRN#  

o “Please enter your patient ID #” 

• Purpose for call 

o “If this call is for a mental health evaluation, press 1. If this call is for a sched-

uled appointment, press 2, etc.” 

Vast Pool of Government Linguists 

100% of all linguists provided under the OMNIA Partners contract will have undergone one of the indus-

try’s most rigorous language skills testing and interpretation test, including K-12, medical, healthcare, and 

government subject matter, terminology, and protocol. This will guarantee that all linguists working on 

behalf of OMNIA Partner clients are qualified, experienced, and prepared to be placed in any interpreta-

tion scenario.  
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Lionbridge’s testing process was built in coordination experts with industry organizations such as the 

American Translators Association and the Interagency Language Roundtable and is an accepted certifica-

tion process by the U.S. Centers for Medicare and Medicaid Services. Our testing process for linguists 

verify fluency in both English and the target language, knowledge of government related terminology, 

knowledge of PII/PHI/HIPAA, and more. Further detail on our testing process for all interpreters is pro-

vided below. 

In addition to the testing process that all interpreters must undergo, Lionbridge’s team of interpreters also 

have more than 5 years of professional interpretation experience in similar public-school and government 

scenarios including for similar clients like Boston Public Schools, Los Angeles Unified School District, 

Seattle Public Schools, Department of Homeland Security, IRS, and more. 

Decades of Relevant Government and Public-School Experience  

As a result of Lionbridge’s ability to consistently execute this scope of work on a high level, Lionbridge’s 

team has been trusted by government and public-school districts across the United States for the last 30 

years.  

Lionbridge’s team currently provides this scope of work to some of the below similar school districts.   

School District State Number of Enrolled Students 

Boston Public School Massachusetts 54,000 

Los Angeles Unified School District California 664,000 

Seattle Public Schools New York 53,000 

Gwinnett County Public Schools Georgia 180,000 

Pinellas County Public Schools Florida 104,000 

Portland Public Schools Oregon 40,000 

Charlotte Public Schools North Carolina 149,000 

Ridgefield School District Washington 4,800 

Port Townsend School District Washington 1,200 

East Providence Public Schools Rhode Island 3,800 

Providence Public Schools Rhode Island 23,000 

Worcester Public Schools Massachusetts 28,000 

Lawrence Public Schools Massachusetts 13,600 

New Bedford Massachusetts 13,000 

Fall River Public Schools Massachusetts 10,000 

Lynn Public Schools Massachusetts 13,000 

Lowell Public Schools Massachusetts 14,000 

Fitchburg Public Schools Massachusetts 5,380 

Holyoke Public Schools Massachusetts 5,500 

Brockton Public Schools Massachusetts 16,380 

Amherst Public Schools Massachusetts 1,340 

Chelsea Public Schools Massachusetts 6,000 

Revere Public Schools Massachusetts 7,500 

UMass Medical School Massachusetts 2,000 
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UMD Medical School Maryland 2,000 

 

For the OMNIA Partners team, this means that Lionbridge has not only the requisite experience, but has 

the infrastructure and skill set to support this agreement. 

Industry-Leading Technology Platforms 

The technology that Lionbridge utilizes to deliver our language services will ensure OMNIA Partners 

that, regardless of any emergency, public health crisis, or disaster, our interpretation services will con-

tinue to be provided without any lapse in coverage. In fact, both the Department of Homeland Security 

and the Federal Emergency Management Agency (FEMA) have trusted Lionbridge to provide over the 

phone interpretation during emergency or natural disaster scenarios.  

Lionbridge will provide coverage through any natural disaster or emergency through our advanced Twilio 

telephonic platform. Twilio is hosted on Amazon Web Services and disaster recovery is managed by Am-

azon via multiple redundancy zones. AWS spans multiple geographic regions and Availability Zones, 

which allow Twilio servers to remain resilient in the event of most failure modes, including natural disas-

ters or system failures. Environmental systems are designed to minimize the impact of disruptions to cus-

tomer operations. 

Furthermore, as part of our service package, Lionbridge provides access to two different and unique re-

porting portals. “InterpBridge” is our portal where authorized individuals can log into their account and 

view a variety of customizable usage reports and metrics on how services with Lionbridge have been uti-

lized. “The Lionbridge Dashboard” (powered by Microsoft BI) is a portal where the County can log in 

and view up to the minute statistics on languages utilized, connection times, fulfillment rates, minutes, 

calls, and other key performance indicators. 

These tools ensure that OMNIA Partners is able to monitor key performance indicators, the utilized lan-

guage mix, usage trends for both services, and other metrics on how OMNIA Partners has leveraged their 

contract with Lionbridge. 

Technology Innovations  

With over 35 years of experience executing this scope of work, Lionbridge’s team is uniquely familiar 

with the pain points and struggles of other language service providers providing remote interpretation ser-

vices and we have adapted accordingly. In recent years, Lionbridge’s team has invested in and developed 

new technology that help mitigate industry-wide pain points like dropped calls and unnecessary long calls 

with no talk activity. 

As an example, Lionbridge has created the “Dropped Call Minimizer Program”, a proprietary technology 

support process that continuously monitors the internet connection of interpreters and automatically re-

moves from the pool those whose connections are weak or intermittent. This helps maintain an industry-

low dropped call rates for our customers. 

Similarly, our team has developed the “Long Call Duration” feature within our platform that automati-

cally identifies any call where there is no talk activity on the line for more than 5 minutes from either 

party. It will request that someone on the customer’s side of the line (the LEP or the teacher) press 1 to 

continue the call. This will prevent unwarranted calls from continuing without need and prevent the 

County from paying for calls that did not need an interpreter.  

Most recently, Lionbridge’s team has developed the click to call feature, free of charge for our customers. 

This is a widget that your team can add into their website, a fillable PDF form, or any web page that when 
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clicked, will immediately connect the caller with an agent and an interpreter in their requested language. 

This is provided free of charge to our clients. 

Financial Stability  

Lionbridge profitably generated over $750M in revenue in 2020. This financial strength and stability 

demonstrated that a language service contract with Lionbridge would provide OMNIA Partners with a 

partner that has the requisite infrastructure and ability to invest in any technology, infrastructure, or re-

sources needed to execute this scope of work. 

Languages Available 

Offering the single largest available language list in the industry, Lionbridge can provide interpretation 

services to OMNIA Partners in over 380 different languages, including a wide variety of rare or indige-

nous languages that would otherwise be difficult to fulfill including languages, such as: 

• Mam 

• K’iche/Quiche 

• Kanjobal 

• Mixteco 

• Acateco 

• Trique  

• Quechua 

• Quichua

The result for OMNIA will be able to competently and equitably serve all residents and families, includ-

ing the communities who may speak languages of lesser diffusion. 

J. Describe any present or past litigation, bankruptcy or reorganization involving supplier. 

Lionbridge has no pending litigation, bankruptcy, or reorganization. 

K. Felony Conviction Notice 

Lionbridge is not owned or operated by anyone who has been convicted of a felony. 

L. Describe any debarment or suspension actions taken against supplier 

Lionbridge has no debarment or suspension actions taken against us. 

3.2. Distribution, Logistics 

A. Describe the full line of products and services offered by supplier. 

As a leader in the language service industry, Lionbridge has been offering public and private sector part-

ners an entire suite of both interpretation and translation services, including the below service offerings: 

• Telephone Interpretation  

• Document Translation 

• Video Remote Interpretation  

• Virtual Interpretation  

• On-Site Interpretation  

• Website Localization  

• Video Localization  

• Software Localization  

• Testing Services

 

B. Describe how supplier proposes to distribute the products/service nationwide. 

With the exception of on-site interpretation, all of Lionbridge’s provided services (over the phone inter-

pretation, document translation, video remote interpretation, etc.) to OMNIA Partners will be provided 
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remotely from interpreters based within the United States via our cloud-based technology platforms. As a 

result, there are no limitations to where users can receive our services, regardless of their location.  

Lionbridge will also be able to provide on-site interpretation coverage for all of the United States, includ-

ing U.S. Territories and Outlying Areas.  

C. Describe how Participating Agencies are ensured they will receive the Master Agreement Pric-

ing 

All of Lionbridge’s services received under the Master Agreement are provided directly through, and 

managed by, Lionbridge’s Dedicated Program Manager for OMNIA Partners and Participating Agencies 

without the aid of any retail stores, in-store locations, or distributors.  

Furthermore, to ensure that Lionbridge customers can verify that they are receiving contract-standard 

pricing, your Dedicated Lionbridge Program Manager will provide a line-by-line breakdown of each 

service provided during the month invoicing period. This report will include the per minute rate per call, 

per word rate for each project processed and more.  

The information above, including historical invoices and detailed utilization reports, can also be accessed 

by OMNIA Partners via any of the online reporting portals described in greater detail below. 

D. Identify all other companies that will be involved in processing, handling or shipping the prod-

ucts/service to the end user. 

Lionbridge does not use other companies during the processing, delivering, or shipping of any of our of-

fered services. 

E. Provide the number, size and location of Supplier’s distribution facilities, warehouses and retail 

network as applicable. 

Lionbridge leverages a network of over 10,000 linguists located in both brick-and-mortar offices and vir-

tual call centers across the United States to execute this scope of work. 

3.3. Marketing and Sales 

A. Lionbridge’s 90-Day Implementation Plan  

Lionbridge’s Program Management team intends on implementing and kicking off a contract with OM-

NIA within one week of award, as is stated within our 90-day plan below. 

This plan includes our CEO’s acknowledgment that the OMNIA contract is the corporate go-to market 

strategy for the public sector, a cobranded public corporate announcement, and the training and education 

of our sales team. 

B. Lionbridge’s 90-Day Marketing and Sales Campaign  

As a contract holder with OMNIA Partners, Lionbridge’s full marketing and government sales team 

would be responsible for the immediate “land-and-expand” campaign to ensure that we are approaching 

agencies across the country.  

Pursuant to the request of the RFP, Lionbridge’s 90-day marketing and sales campaign for a proposed 

contract with OMNIA Partners is found in greater detail below. Please note that this is our proposed plan, 

and would be more than receptive to any feedback, commentary, or suggestions from the OMNIA Part-

ners team. 
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Phase Action  Timeframe Proposed Activity  Responsible Party 

Phase One: 

Contract 

Award  

Contract Award Upon Contract 

Award 

Lionbridge awarded by 

Region 4 ESC/OMNIA 

for new Contract 

Region 4 ESC / 

OMNIA 

Marketing and 

Sales Team 

Kick-Off 

1 day following 

award 

Lionbridge sales and 

marketing team connect 

to discuss new contract. 

CEO to attend  

Lionbridge Pro-

gram Manager 

(John Drugan) 

Corporate Con-

tract Award An-

nouncement  

2 days follow-

ing award 

Lionbridge announces 

via all social media out-

lets and website (Face-

book, Twitter, 

LinkedIn, Instagram, 

etc.) that we are a 

newly awarded OMNIA 

Partners vendor. To in-

clude formal cobranded 

press release 

Lionbridge Social 

Media Team (Mi-

chael McKenzie) 

Phase Two: 

Marketing Ini-

tiatives  

OMNIA-Lion-

bridge Landing 

Page Generation  

2 days follow-

ing award 

Lionbridge Program 

Manager meets with IT 

team to discuss creating 

internal landing page, 

within Lionbridge’s 

website. To include co-

branded material, link 

to OMNIA, pricing, 

contact information 

Lionbridge Pro-

gram Manager and 

IT team (John Dru-

gan and Giancarlo 

Mora) 

Identify Ad 

Space and Pro-

vide Collateral to 

Trade Publica-

tions 

Within 15 days 

of award 

Lionbridge to identify 

industry trade organiza-

tions and publications 

to provide collateral in 

for the duration of con-

tract 

Lionbridge Mar-

keting Team (Mike 

McKenzie) 

Social Media and 

Database Aware-

ness Campaign 

5 days follow-

ing award 

through 90 

days 

Lionbridge’s social me-

dia team will begin ad-

vertising OMNIA land-

ing page and Lion-

bridge OMNIA market-

ing collateral through 

social media channels 

as well as to all OM-

NIA Partners 

Lionbridge Social 

Media and Market-

ing Teams (Mike 

McKenzie and 

Cynthia Stephens) 
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Online Targeted 

Ad Campaign  

5 days follow-

ing award 

through 90 

days 

Lionbridge to purchase 

targeted ads on Google, 

Twitter, Facebook, and 

more to advertise Lion-

bridge-OMNIA Con-

tract 

Lionbridge Social 

Media and Market-

ing Teams (Mike 

McKenzie and 

Cynthia Stephens) 

Phase Three: 

Sales Initia-

tives  

Sales Team 

Kick-Off 

1 day following 

award 

Lionbridge sales team 

to connect regarding 

contract and assign 

roles and territories 

Lionbridge Direc-

tor of Sales (Susan 

Gryder) 

Outreach to Ex-

isting Coopera-

tive Customers 

2 days follow-

ing contract 

award 

Lionbridge Program 

Managers will reach out 

to public sector clients 

and advise them of a 

new contract 

Lionbridge Pro-

gram Management 

team 

Outreach and 

Sales Campaign 

Begins 

2 days follow-

ing award 

Lionbridge sales team 

will begin dividing 

OMNIA participating 

entities list, and begin a 

sales sequence through 

Outreach 

Lionbridge Sales 

Team 

Sales Campaign  2 days follow-

ing award 

through 90 

days 

Lionbridge sales team 

will continue with sales 

sequence to existing 

OMNIA customers that 

will include emails with 

marketing collateral, 

links to OMNIA web-

site, as well as follow 

up calls to those who 

opened or clicked the 

email 

Lionbridge Sales 

Team 

Weekly Sales 

Meeting  

Every Monday 

morning 

Lionbridge Director 

Sales will meet with Li-

onbridge sales team to 

discuss progress on 

campaign, provide an 

update on click rates, 

meetings, booked op-

portunities, and areas of 

improvement 

Lionbridge Sales 

Team 
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Phase Four: 

Schedule On-

Going Con-

tract Expan-

sion Practices 

Schedule Na-

tional Sales Con-

ferences 

15 days after 

award 

Lionbridge’s team will 

begin identifying poten-

tial conferences, indus-

try groups, and events 

to participate in with 

OMNIA 

Lionbridge Sales 

Team 

Schedule 

Monthly OM-

NIA Contract 

Meeting 

15 days after 

award 

Lionbridge Program 

Manager will work with 

OMNIA representative 

to schedule a routine 

meeting to discuss mar-

keting/sales efforts and 

contract growth status 

Lionbridge Sales 

Team and OMNIA 

Team 

 

C. Describe how Supplier will transition any existing Public Agency customers’ accounts to the 

Master Agreement available nationally through OMNIA Partners.  

Lionbridge does not currently participate in any other cooperative contracts.  

As part of our marketing and sales outreach, Lionbridge’s team will advise existing public agency cus-

tomers of its participation on the OMNIA Partners cooperative contract and direct them to applicable in-

formation on the advantages of the contract.  

D. Acknowledge Supplier agrees to provide its logo(s) to OMNIA Partners  

Lionbridge acknowledges to provide our logo to OMNIA Partners and provide permission for reproduc-

tion of our logo in any marketing communications or promotions. Lionbridge also agrees to not use the 

OMNIA logo unless granted explicit approval from OMNIA. 

E. Confirm Supplier will be proactive in direct sales of Supplier’s goods and services.  

All sales and marketing initiatives undertaken by Lionbridge under an OMNIA contract will be overseen 

by Lionbridge employees. As the above 90-day marketing and sales plan notes, Lionbridge sales cam-

paign and marketing collateral will focus on the key selling points of our contract including the public ne-

gotiation, the procuring agency, the pricing, free to participate, and the non-exclusivity. 

F. Confirm Supplier will train its national sales force on the Master Agreement.  

As part of the 90-day sales and marketing plan detailed above, within one week of contract award, Lion-

bridge’s Program Manager will begin a series of trainings for our Business Development Representatives 

(BDRs) that will introduce the OMNIA contract. This training will include:  

• Key features of Master Agreement 

• Working knowledge of the solicitation process 

• Awareness of the range of Public Agencies that can utilize the Master Agreement through 

OMNIA Partners 

• Knowledge of benefits of the use of cooperative contracts 

G. Provide the name, title, email and phone number for the person(s), who will be responsible for 

contract management  
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As a benefit for OMNIA Partners, and our participating partners, Lionbridge provides a small-business 

level of attention, coupled with the resources and support of the industry’s largest corporation. Pursuant to 

the request of the RFP, please see below for the key personnel managing this contract with OMNIA. 

Role Name Title Email Phone Number 

Executive 

Support 

Jerry Wish Managing Director  Jerry.Wish@Lion-

bridge.com 

+19789642447 

Marketing Mike McKenzie Senior Manager of 

Marketing 

Mike.McKenzie@Lion-

bridge.com 

+19789644922 

Sales John Drugan Government Sales Di-

rector  

John.Drugan@Lion-

bridge.com 

+19789649550 

Sales Sup-

port 

Enrique Mora Business Develop-

ment Representative 

Enrique.Mora@Lion-

bridge.com 

+19789649574 

Financial 

Reporting  

John Drugan Government Sales Di-

rector 

John.Drugan@Lion-

bridge.com 

+19789649550 

Accounts 

Payable 

Yogesh Tiwari  Finance Team Lead Yogesh.Tiwari@Lion-

bridge.com 

+19789649639 

Contracts Susan Gryder Director of OPI Sales Susan.Gryder@Lion-

bridge.com 

+12026522004 

 

H. Describe in detail how Supplier’s national sales force is structured, including contact infor-

mation for the highest-level executive in charge of the sales team. 

Lionbridge’s national sales force is structured to provide the support, attention, and focus required to con-

tinue to expand this contract. The team below is a tentative structure, aimed at the exclusive marketing 

and selling of the OMNIA contract lead by Managing Director, Jerry Wish (Jerry.Wish@Lionbridge.com 

/ 978-964-2447).  

Please see below for a tentative organizational chart responsible for marketing and selling our OMNIA 

Partners contract. 

mailto:Jerry.Wish@Lionbridge.com
mailto:Jerry.Wish@Lionbridge.com
mailto:Mike.McKenzie@Lionbridge.com
mailto:Mike.McKenzie@Lionbridge.com
mailto:John.Drugan@Lionbridge.com
mailto:John.Drugan@Lionbridge.com
mailto:Enrique.Mora@Lionbridge.com
mailto:Enrique.Mora@Lionbridge.com
mailto:John.Drugan@Lionbridge.com
mailto:John.Drugan@Lionbridge.com
mailto:Yogesh.Tiwari@Lionbridge.com
mailto:Yogesh.Tiwari@Lionbridge.com
mailto:Susan.Gryder@Lionbridge.com
mailto:Susan.Gryder@Lionbridge.com
mailto:Jerry.Wish@Lionbridge.com
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I. Explain in detail how the sales teams will work with the OMNIA Partners team to implement, 

grow and service the national program 

As detailed in our 90-day plan above, throughout the course of a contract Lionbridge’s sales team will 

conduct weekly or bi-weekly meetings to discuss sales progress and expansion under our OMNIA con-

tract. The meeting, lead by Susan Gryder, will have each member of the sales team highlight key perfor-

mance indicators of sales efforts during the prior week.  

Key performance indicators for our sales team will include: 

• Calls made 

• Emails sent  

• Click through rate of emails  

• Meetings booked  

• Revenue generated  

• Best practices  

• Areas of improvement

 

J. Explain in detail how Supplier will manage the overall national program  

As is detailed in our 90-day plan above, Lionbridge’s OMNIA Program Manager, John Drugan, will es-

tablish a cadence of monthly meetings with OMNIA to discuss sales reports, expansion efforts, feedback, 

and areas of improvement. 

K. State the amount of Supplier’s Public Agency sales for the previous fiscal year 

Public Agency Name Previous Fiscal Year Spend Key Contact at Lionbridge 

Department of Homeland Security $2,000,000 David Clegg  

Internal Revenue Services $800,000 David Clegg 

Jerry Wish -
Managing 
Director

Susan Gryder -
Director of Sales

Marcia Stankard 
- Director of 

Sales

David Brown -
Business 

Development 
Representative

John Drugan -
Director of 

Government 
Sales

Enrique Mora -
Business 

Development 
Representative

Mike McKenzie 
- Director of 
Marketing

Andrew 
Robertson -

Senior 
Marketing 
Associate 
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U.S. Centers for Medicare and 

Medicaid Services 

$1,500,000 John Drugan 

Texas Health and Human Services 

Commission 

$1,000,000 John Drugan 

State of Georgia $600,000 John Drugan 

State of Massachusetts $1,200,000 John Drugan 

State of Washington  $250,000 John Drugan 

State of Wisconsin $250,000 John Drugan 

Department of Justice $100,000 David Clegg 

Small Business Administration $200,000 David Clegg 

 

L. Describe Supplier’s information systems capabilities and limitations regarding order manage-

ment through receipt of payment, including description of multiple platforms that may be used 

for any of these functions. 

As a $750M per year corporation, Lionbridge has no limitations regarding order management, capacity of 

services provided, and are routinely trusted to execute this scope of work for public sector entities across 

the United States. 

M. Provide the Contract Sales (as defined in Section 10 of the OMNIA Partners Administration 

Agreement) that Supplier will guarantee each year under the Master Agreement for the initial 

three years of the Master Agreement (“Guaranteed Contract Sales”). 

Lionbridge anticipates the following annual minimums: 

• $50,000.00 year one 

• $100,000.00 year two 

• $200,000.00 year three 

N. Even though it is anticipated many Public Agencies will be able to utilize the Master Agreement 

without further formal solicitation, there may be circumstances where Public Agencies will is-

sue their own solicitations.  

Lionbridge will agree to inform contracting officers on new solicitation of the existence and advantages of 

the OMNIA Partners contract.  

Lionbridge takes exception to this language in Exhibit A: Response for National Cooperative Contract and 

requests to negotiate this clause upon award. 

ii. The successful Offeror will be required to sign Appendix D, Exhibit B, OMNIA Partners 

Administration Agreement prior to Contract award.  

Please see attached within Tab 6 of this proposal for Lionbridge’s signed and completed Appendix D, Ex-

hibit B. 

 

iii. Include completed Appendix D, Exhibits F. Federal Funds Certifications and G. New Jersey 

Business Compliance.  

Please see attached within Tab 6 of this proposal for Lionbridge’s signed and completed Appendix D, Ex-

hibit F and Exhibit G. 
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iv. Describe how Offeror tracks and bills for provided services  

Lionbridge tracks utilization of interpretation services through the use of a unique 8-digit PIN or the des-

ignated login for VRI or translation portal. Each department within Region 4 ESC using Lionbridge’s ser-

vices will be assigned a PIN or the login unique to that department and can either be billed individually or 

under one account.   

When the Region 4 ESC department calls Lionbridge, they will be asked for their PIN, and then proceed 

through the IVR menu. On the back end, our IVR system captures this data and provides our team with 

the ability to share usage reports and invoices with the time, date, duration, language, department, cost, 

connection time, and more for each call. 

Lionbridge retains complete flexibility with regards to invoicing and reporting and can provide bills and 

usage reports for Region 4 ESC to match any requirements from the contract management team. 

v. What is Offeror’s process for ordering services and how the users are connected to the in-

terpreter? Describe Offeror’s travel policy and include rates.  

Telephone Interpretation  

Lionbridge’s offered over the phone interpretation platform will provide Region 4 ESC with an on-de-

mand, as-needed, and completely customizable tool to connect teachers and staff to non-English speaking 

families in over 380 different languages, within less than 10 seconds on average.  

Partnering with Lionbridge, Region 4 ESC would benefit from the most flexible and customizable call 

flow in the language service industry to connect teachers with interpreters.  

An example of a standard call flow process that could be leveraged by Region 4 ESC schools is illustrated 

below. Please note that this is completely flexible and customizable and customization features are re-

flected on page 13 of this proposal. 

 

Video Remote Interpretation Services 

Lionbridge’s video remote interpretation services can be accessed by Region 4 ESC through either any 

smart device or through any webcam capable computer. The step-by-step process to access an interpreter 

via video is found below. 

Dial Lionbridge 
Phone Number

Enter Assigned 
School PIN

Select Language 
from Language 

Menu or Connect 
to Operator for 

All Others

Connect to 
Interpreter
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Step One: 

• Download the Interpret Manager App 

• Or visit https://lionbridge.interpretmanager.com 

Step Two: 

• Sign in using your assigned Lionbridge credentials  

Step Three: 

• Select language and click “Call” 

Step Four: 

• Connect with interpreter on screen 

Document Translation  

Lionbridge uses a unique combination of cutting-edge technology and in-

dustry leading linguists at every stage Region 4 ESC’s translation journey.  

We have designed the technology so that you can provide us any content, 

in any format and we can expertly enrich it with our translations and de-

liver it back to Region 4 ESC with quality and speed.  

The most common way to submit a project to Lionbridge is through our 24/7/365 customer portal, Free-

way, although this process can also be done entirely via email if this is what Region 4 ESC would prefer. 

In Freeway, we can configure the Region 4 ESC account so that your exact order types, languages and 

services are shown.  For Region 4 ESC, we may create an order type for Translation Only and Translation 

& Formatting and each would have the designated languages assigned. The platform works with any file 

format and can accept a file size up to 2GB.  Freeway integrates directly into Lionbridge’s Translation 

Management System, which we create workflows, assign translations and track the project status. 

https://lionbridge.interpretmanager.com/
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During the onboarding phase, Lionbridge will provide a free training for the resources who will use Free-

way. There is no limit to the number of resources for Freeway, and resources can be provided with differ-

ent permissions in the platform. Normally a 30-minute session is needed for training. Support for Freeway 

is free as well, and if you have an issue, you would contact your designated Project Manager. 

On-Site Interpretation  

Lionbridge’s on-site interpretation services for Region 4 ESC can be accessed by contacting your Dedi-

cated Program Manager directly via email, phone, or fax. The process for scheduling sessions is found 

below: 

• Region 4 ESC teacher or staff contacts Lionbridge and provides 

o Date/Time 

o Language 

o Duration  

o Location of session 

• Lionbridge begins sourcing request and identifying interpreter 

• Lionbridge identifies an interpreter and provides assignment information  

• Lionbridge confirms with Region 4 ESC and provides interpreter contact information 

vi. Describe Offeror’s correction plan for errors.  

Lionbridge’s Dedicated Program Manager is tasked with consistent monitoring and evaluation of a con-

tract with Region 4 ESC.  

Identifying deficiencies or errors throughout the course of a contract will be noted by the Program Man-

ager and will be brought to the attention of Region 4 ESC immediately. A remediation plan will be pro-

vided to Region 4 within 24 hours. 

A more detailed example of our correction plan and contract management plan for Region 4 ESC is found 

below. 

vii. Describe Offeror’s ability to meet service.  

As part of our robust quality control and contract management plan, it will be your Lionbridge’s Program 

Manager’s responsibility to consistently monitor key performance indicators of our contract with Region 

4 ESC and members of our key operations teams to respond appropriately so that we serve the Education 

Center as best as possible.  
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Throughout the course of the contract, it is your team’s primary responsibility to ensure complete 

satisfaction and confidence in our ability to provide all requested services. 

The key performance indicators that our Program Manager monitors for, and our operations teams act 

upon, are found below. This list is not exhaustive but does include key components of how Lionbridge 

measures the success and customer satisfaction on our interpretation and translation service contracts.

• Fulfillment rate 

• Connection Time 

• Average Speed to Answer 

• Dropped call rate 

• Interpreter performance 

• Customer complaint rate 

• Program Management 

• Interpreter Quality  

• Timely Complaint Resolution 

Performance 

Standard 

Lionbridge’s Expected 

Performance Standards 

Mechanisms to Ensure Standards 

are Met 

Responsible 

Party(s) 

Average 

Connection 

Time  

5-10 seconds for Spanish 

Under 15 seconds for all 

languages 

 

Two-week sprint methodology 

examines benchmarks and makes 

adjustments as needed 

Program Manager, 

Resource 

Management 

Team, 

Recruitment Team 

Fulfillment 

Rate and 

Language 

Coverage 

99.9% fulfillment rate for 

Spanish 

~99% fulfillment rate across 

all 380 available languages 

Two-week sprint methodology 

examines benchmarks and makes 

adjustments as needed 

Program Manager, 

Resource 

Management 

Team, 

Recruitment Team 

Dropped Call 

Rate 

Less than .5% dropped call 

rate for our interpreters  

Dropped Call Minimizer Program as 

described monitors interpreters 

connectivity and removes interpreters 

who do not meet connection standards. 

Program Manager 

and Development 

Team 

Interpreter 

Accuracy and 

Quality 

99.5% of all interpreters 

randomly monitored by our 

QA team during live calls 

pass their assessment  

Lionbridge’s internal certification and 

qualification process described within 

this proposal ensures that only trained 

and experienced interpreters field calls 

on behalf of Lionbridge 

Program Manager 

and Quality 

Assurance Team 

Call to 

Complaint 

Ratio 

In the last 12 months, 

Lionbridge has maintained a 

99.99% call success rate, 

meaning that only .01% of 

all calls result in a customer 

complaint 

Lionbridge’s quality assurance team 

monitors a percentage of all calls to 

verify interpreter performance and 

professionalism 

Program Manager 

and Quality 

Assurance Team 

Hold Time 95.55% of all calls are met 

with an interpreter within 20 

seconds 

Two-week sprint methodology 

examines benchmarks and makes 

adjustments as needed 

Program Manager 

and Recruitment 

Team 

Translator 

Glossaries and 

Resources 

24/7/365 available online 

training portal offered to all 

Lionbridge interpreters 

Lionbridge’s quality assurance and 

resourcing team provides more than 40 

hours of medical interpretation 

training, CLAS standards training, 

Program Manager 

and Resource 

Management 

Team 
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medical terminology, medical/client-

specific glossaries, and more. 

Timely 

Complaint 

Resolution 

All complaints addressed 

within hours and resolved in 

their entirety within 1 

business days 

A dedicated Lionbridge Program 

Manager is available to respond to 

feedback during business hours. A 

support email address will be provided 

for any after-hours support. 

Lionbridge’s proprietary feedback 

database, the Customer Care Database 

(CCDB), will be leveraged to monitor 

and log any complaint from County of 

Sacramento. 

Program 

Management and 

Quality Assurance 

Team 

Program 

Management 

Designated POC for all 

concerns and 24/7 coverage 

Program Manager David Clegg and 

24/7/365 operator support 

Program 

Management  

Confidentiality Ensure that Lionbridge’s 

interpreters maintain 

confidentiality, privacy, and 

respect during conversations 

Lionbridge’s interpreter HIPAA, 

Confidentiality and Privacy Testing. 

Live QA Monitoring to ensure 

standards are followed 

Program Manager, 

Quality Assurance 

Team, and 

Interpreter 

Training Team 

 

 

viii. Describe Offeror’s customer service/problem resolution process. Include hours of opera-

tion, number of services, etc.  

Program Management Model  

As part of our dedicated, laser-focused customer service, Lionbridge will be assigning Primary Program 

Manager David Clegg as program manager for all services provided to Region 4 ESC and a secondary 

Program Manager, John Drugan who will be available as a point of contact 24/7/365. 

David Clegg will oversee all aspects of your language services contract, verify interpretation quality, lan-

guage coverage, and provide any requested project reports or invoices as requested. Lionbridge will also 

provide a secondary Program Manager, a 24/7/365 available customer support line, live online assistance, 

and direct access to the entire account management team described above. 

Region 4 ESC’s assigned Program Manager David Clegg has 12 years of experience managing interpreta-

tion and translation services for our government and healthcare clients.  He has served in various posi-

tions on Lionbridge’s government interpretation contracts– from operations coordinator to team lead to 

Operations Manager and Program Manager – giving him the depth of experience and knowledge about 

providing excellent service for government clients.  He has consistently received excellent reviews from 

our customers, including high ratings on Lionbridge’s contract with the U.S. Department of Homeland 

Security, with the following comments: 

“Mr. Clegg was always a step ahead to ensure that each office that required weekend interpretation was 

accommodated … the contractor has promptly notified COR and/or the contracting office in a timely and 

favorable fashion regarding any issues of an urgent nature.” 
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Complaint Resolution Process 

Although our team takes every measure necessary to prevent customer complaints, we do understand that 

complaint resolution and communication of any service issues is a critical aspect of executing this scope 

of work. As such, we provide our clients with the ability to submit complaints, criticisms, or comments in 

a variety of ways, and have them be resolved in a timely, efficient, and professional manner. 

In addition to your Program Manager David Clegg being available during regular business hours to re-

spond to any service complaint, and our 24/7/365 operator support, Lionbridge will also use its proprie-

tary Customer Care Database (CCDB) to track and respond to any Region 4 ESC’s concerns.  The CCDB 

contains automatic escalation procedures:  if an incident is not resolved by its owner within prescribed 

time periods, that incident automatically appears on the next-level manager’s daily email report and pro-

ceed up the chain to corporate executive leadership.   

The excerpt to the left shows a client’s response to a 

CCDB incident report that was logged by Program 

Manager David Clegg.  Lionbridge’s CCDB tracks 

both the issue and the resolution and must be ap-

proved by Director of Operations Allie Fritz. If an 

incident is not resolved and approved within 5 days, 

a report automatically is sent to Vice President Jerry 

Wish and Lionbridge’s management team.   

The unique value of the CCDB is that it builds in 

accountability and immediate escalation.  It also al-

lows Lionbridge management to create and monitor reports of issues over time, gain insight into trends, 

and take corrective action.  Results of corrective action will be reported back to Region 4 at scheduled 

meetings or, in the case of urgent issues, immediately by the Program Manager. 

ix. Describe Offeror’s invoicing process. Include payment terms and acceptable methods of 

payments. Offerors shall describe any associated fees pertaining to credit cards/p-cards.  

Lionbridge invoices our customers on a monthly basis, with a net 30 payment terms, unless requested oth-

erwise by Region 4 ESC. Before the 5th of the month, Lionbridge will provide Region 4 ESC with an in-

voice containing the detailed charges for each service rendered during the month.  

Lionbridge accepts all types of payment forms including ACH, wire transfer, credit card, check, or what-

ever form is required by Region 4 ESC and can be processed via our online customer payment portal. 

x. Describe Offeror’s contract implementation/customer transition plan.  

As soon as a contract is finalized between Region 4 ESC and Lionbridge, your assigned Program 

Manager will work with the Region 4 ESC team to ensure that the accounts to receive all services are 

customized and hand tailored to Region 4 ESC’s specifications.  

The account creation and customization process will typically take less than 24 hours and can be accessed 

by the Region 4 ESC team immediately. 

The below chart helps outline our team’s responsibilities bringing Region 4 ESC from contract signing, to 

a go-live date. 

Implementation Activity Responsible Party 

“I really appreciate the concern and attention to 

our feedback.  What excellent service!  It means a 

great deal to us that we are able to share our 

feedback and have it looked into.  Generally in the 

service industry we just don’t hear that kind of 

follow up.” 

 

- Lionbridge government customer 

 

 

 

 

- Lionbridge commercial customer 

comment , 2/14 
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Contract Award  

Kick-off meeting with Region 4 ESC; review 

implementation schedule & next steps 

Program Manager, to include Telephonic 

Operations Manager, Resource Manager, and 

Director of Operations 

Internal kick-off meeting/review of resource 

requirements 

PM David Clegg, Resource Manager, Telephonic 

Operations Manager, Quality Assurance 

Manager, Director of Operations 

Receive/compile Region 4 ESC Agency-specific 

glossary and terminology information 

RM & QA Manager 

Craft Region 4 ESC-specific interpreter 

training 

QA Manager & QA team 

Account/contact creation in database PM 

Craft customized reports PM & Development team 

Finance status check to ensure readiness of 

invoicing docs. & payment processes 

PM & Finance Manager 

Conduct interpreter training/information 

dissemination 

QA Manager & QA team 

Internal status check meeting PM, Telephonic Ops. Manager, RM, QA 

Manager, Ops. Director 

Test IVR’s Telephonic Operations Manager 

Craft Region 4 ESC user guides PM 

Conduct Region 4 ESC end-user training PM 

Go-live  

Internal status check meeting PM, Telephonic Ops. Manager, RM, QA 

Manager, Ops. Director 

Monthly or Quarterly Lionbridge – Region 4 

ESC Meetings 

PM and Region 4 ESC 

Free Training Offered to Region 4 ESC 

As part of the on-boarding process described above, Region 4 ESC’s Program Manager is responsible to 

provide training material and training sessions to your team to ensure that all teachers and staff know how 

to access all our offered services. 

During the on-boarding process, your Program Manager will work with the appropriate contract or pro-

curement team to coordinate a series of in-person, on-site, Skype, or over the phone training, in addition 

to customizing and distributing the physical training material below.  

The training material and personnel training sessions provided by Lionbridge would be offered to any and 

all users under an agreement, as many times as requested. Training sessions will be coordinated by your 

Program Manager during the onboarding process and can be requested again by contacting the Program 

Manager directly.  

There will be no fee involved for any electronic or hard copy training material provided to the or for any 

in-person or on-site training.  

• Language Lists 

• Point to Your Language Posters  

• Detailed User Manual  

• How to Get the Most of your Interpreter 
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• How to Use Lionbridge’s Portals 

• Access Code Cards 

In-Person, Over-the-Phone, or Webinar Training  

Lionbridge’s dedicated Program Manager and your entire 

account management team will be available to conduct any 

combination of on-site, over-the-phone or webinar training 

on how to access Lionbridge’s services during the on-

boarding phase and as-needed throughout the course of an 

agreement.  

The trainings will be conducted by one or two members 

from Lionbridge’s team and will typically run anywhere 

from 30 to 45 minutes in length. The training will instruct 

callers on how to access a Lionbridge interpreter, trouble-

shooting user errors, how best to work you’re your interpreter, and a brief background on the qualifica-

tions and background of your Lionbridge interpreters.  

Following the presentation, our team will leave additional time afterwards to answer any questions from 

staff on our services, linguists, qualifications, and more.  

Lionbridge Language List 

Lionbridge offers the single largest available language list in the industry, and part of our training mate-

rial includes a PDF representing all 380 available languages offered for telephonic interpretation services. 

This PDF is most commonly laminated, or in poster form, and is hung up in public office spaces for staff 

to have visibility to the languages covered. 

Point to Your Language 

The “Point to Your Language” poster is most commonly used in interpretation sessions where there is an 

LEP individual in-person who speaks no English or cannot otherwise identify his/her language. In this 

situation, the LEP person would be given this poster, and they would point to the language they required 

interpretation, and Region 4 ESC would dial Lionbridge to request this language. 

This poster is meant for the public and to publicly state that interpretation services are available at no cost 

to the public. This can be customized to reflect the top languages of Texas, at no additional fee. 

User Guide 

This customized training guide shows Region 4 callers the step by step process to access Lionbridge’s in-

terpretation services. This guide will be customized by Lionbridge’s Program Manager and can be pro-

vided in PDF or hard copy form. 

Most customers prefer business card sized handouts or laminated sheets of their user guide, and Lion-

bridge’s Program Manager will accommodate the format that is most preferred. 

How to Get the Most of Your Interpreter 
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Lionbridge offers training material that gives Region 4 ESC’s best practices and tips on how to make the 

most of their interpretation experience with Lionbridge. While our standard document includes recom-

mendations like to eliminate background noise or to address the LEP person directly, this material could 

be customized to include agency-specific recommendations. 

Online Reporting Tool Trainings 

An integral part of the Lionbridge service package is the variety of online reporting tools offered to cli-

ents. In additional to screensharing and on-site training, Lionbridge will provide all staff who have access 

to these portals with their own InterpBridge and Dashboard training manuals. 

These manuals will include how to login, pull reports, view specific data metrics, and troubleshooting. In 

addition, the Program Manager will be available to answer any questions about how to use these tools. 

xi. Describe the financial condition of Offeror.  

As a $750M per year leader in the language service industry growing almost 20% year over year, Lion-

bridge has the financial stability and requisite infrastructure to support Region 4 ESC throughout the 

course of a language service contract.  

xii. What technology is your organization utilizing to ensure quality?  

The technology, experience, and processes that Lionbridge utilizes for its telephonic interpretation ser-

vices will ensure Region 4 ESC that regardless of any emergency, public health crisis, or disaster, our in-

terpretation services will continue to be provided without any lapse in coverage. In fact, both the Depart-

ment of Homeland Security and the Federal Emergency Management Agency (FEMA) have trusted Lion-

bridge to provide over the phone interpretation in emergency or natural disaster scenarios.  

Lionbridge is able to provide coverage through any natural disaster or emergency through our advanced 

Twilio telephonic platform. Twilio is hosted on Amazon Web Services and disaster recovery is managed 

by Amazon via multiple redundancy zones. AWS spans multiple geographic regions and Availability 

Zones, which allow Twilio servers to remain resilient in the event of most failure modes, including natu-

ral disasters or system failures. Environmental systems are designed to minimize the impact of disruptions 

to customer operations.  

In addition, each AWS data center has independent power grids, as well as redundant power, HVAC and 

fire suppression systems. The AWS data centers use state-of-the-art practices for fault tolerance at each 

level of the system infrastructure, including Internet connectivity, power and cooling. Twilio maintains 

redundant inbound and outbound connectivity with multiple network carriers and real-time systems to dy-

namically route each call or message via the carrier with the best connectivity at any point in time, re-

sponding automatically to carrier availability and reliability. Twilio's software redundant infrastructure 

can also detect and route around issues experienced by hosts or even whole data centers in real time. Hot 

data backups ensure that no data is lost is in the handoff process and backups are replicated across multi-

ple regions in the U.S. 

Please also note that if for any reason, Lionbridge’s platform described above fails, or we experience an 

outage, Lionbridge provides customers like Region 4 ESC with a series of “back-up” phone numbers for 

teachers and callers to use that will be hosted on a secondary platform and will be available in the case of 

an outage. 
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Furthermore, all authorized Region 4 ESC personnel will be notified immediately at the moment of an 

outage via email, voicemail, and SMS message if required. They will have the option to be notified when 

the issue has been resolved, and when there is a root cause analysis to provide. 

xiii. Describe what types of reporting are available. Include sample reports and explain how Re-

gion 4 ESC and Participating Public Agency will be able to access and create reports.  

In addition to invoice and utilization reports provided by your dedicated Program Manager on a regular or 

scheduled basis, Lionbridge also offers customers like Region 4 ESC with the ability to track their utiliza-

tion of Lionbridge’s services online through two different online portals, both in real-time. 

As part of the Lionbridge service package, the Region 4 ESC will have access to our proprietary real-time 

reporting portals: the Lionbridge’s Dashboard and InterpBridge. Providing a user-friendly experience, 

both InterpBridge and the Lionbridge Dashboard enable customers to manage their accounts with Lion-

bridge, view usage trends, real-time data, languages utilized, all available 24/7/365. 

Through both online portals, county departments, and the Region 4 ESC contract manager will have self-

service access to comprehensive analysis of usage data, and a variety of search and report features. Con-

tent of reports and metrics include data summaries by user, division, or department, as well as call details 

such as language, date, time, requestor, connect time, and length of call.  

Please note that these accounts can be provided for both individual departments and for the County con-

tract manager across all of Sacramento. Additional details on both available reporting portals are below. 

Real-Time Reporting Tool #1: Lionbridge Dashboard 

Our team offers the Region 4 ESC team with access to an online real-time reporting Power BI dashboard 

that will provide the designated contract manager with up-to-the-second information on Lionbridge’s pro-

vision of telephonic services under the contract, available online 24/7/365. This will also be provided to 

our contract manager to reflect data and usage across all Region 4 departments. 

The dashboard allows users to choose a specific timeframe and view time-frame specific data such as: 

• Calls received 

• Total duration 

• Languages fulfilled 

• Fulfillment rate 

• Interpreters not found rate 

• Average connection time 

• Average call duration 

• Percentage of operator assisted calls
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An example of Lionbridge’s online reporting dashboard for one of our customers is seen below. 

 

Reporting Tool #2: Lionbridge InterpBridge 

Lionbridge will also provide all county departments and our contract manager with access to our report-

ing platform, Lionbridge’s InterpBridge. InterpBridge is a 24/7/365 accessible, online, client web-portal 

where authorized personnel will be able to pull detailed usage reports for their agency’s account into ex-

cel, PDF, or Word format. 

As a fully integrated online portal, InterpBridge offers extensive reporting capabilities for Region 4 ESC 

accounts. Users will have self-service access to comprehensive analysis of usage data, a variety of search 

and report features, and multiple options for providing feedback. Reports can include: 

• Calls placed 

• Minutes interpreted  

• Cost 

• Connection time 

• Fulfillment rate 

• Department usage report 

 

xiv. Provide any additional information relevant to this section.  

Lionbridge has no further information relevant to this section to add 
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Tab 4 – Qualification and Experience  

i. Provide a brief history of the Offeror, including year it was established and corporate office lo-

cation. Include number of translators and/or interpreters.  

As the world’s single largest language services corporation, Lionbridge has successfully provided inter-

pretation and translation services to both the public and private sector for over 35 years – since 1986. 

Generating over $750M in annual revenue, Lionbridge has the unique combination of financial stability, a 

vast depth of qualified language resources, and the requisite experience working with similar public 

schools (Boston, Portland, Providence, and more noted below) to support Region 4 ESC throughout the 

course of a language services contract.  

Lionbridge can provide all requested services to Region 4 ESC 24/7/365, on an as-needed basis, which 

will enable staff, teachers, and education professionals to communicate with LEP families in any spoken 

or written language.  

Partnering with Lionbridge, Region 4 ESC will have a language service partner that offers more available 

languages than any competitor in the industry, a variety of robust technology platforms to provide ser-

vices, an account management team with a combined 85+ years of experience executing this scope of 

work, and a pool of professional linguists that have a wealth of experience interpreting in similar K-12 

and educational scenarios.  

To execute this scope of work, Lionbridge will leverage our existing pool of over 10,000 qualified, tested, 

and experienced linguists in over 380 different languages and will add additional resources as needed. All 

linguists executing this scope of work and working with Region 4 ESC will be internally certified by Li-

onbridge through our rigorous testing process described below, will retain an average of 5 years in the 

language service industry, and will have over 40 hours of relevant terminology, educational, and K-12 

training available online at any time. 

An agreement will also be supported by Lionbridge’s experienced management team that has a combined 

85+ years of experience executing this scope of work, qualified linguists, and account management pro-

cesses, expressly developed and refined over 30 years to address the needs of our government and public 

sector clients.  Our account management model provides partners like Region 4 ESC with a high level of 

customer focus, with dedicated program management, quick response time to customer inquiries, and a 

small business-level of personal attention. 

As a result of Lionbridge’s ability to successfully deliver telephonic interpretation services, our team has 

been trusted by federal government agencies and school districts across the country. These customers in-

clude the Department of Homeland Security, the Department of Justice, the Internal Revenue Service, in 

addition to school districts in cities like Boston, Los Angeles, Charlotte, Seattle, Atlanta, Providence, 

Portland, St. Petersburg, and more. 

With a combination of 30+ years of experience providing telephonic interpretation to government agen-

cies on the federal, state, and local levels, the financial stability of the largest language service provider in 

the industry, and over 10,000 qualified and trained linguists available, Lionbridge is uniquely qualified to 

provide telephonic interpretation services to Region 4 ESC. 

ii. Describe Offeror’s reputation in the marketplace.  

As a direct result of our continued success within the language service industry executing this scope of 

work, Lionbridge has been consistently recognized within the market for the high caliber of interpretation 
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services. Per the request of the RFP, please see below for a selection of recently given industry awards 

and membership in the following organizations: 

• Active or historical member of the following industry organizations: 

o American Translators Association  

o California Healthcare Interpreting Association 

o National Capital Area Translators Association 

o Society for the Study of the Indigenous Languages of the Americas 

o Certification Commission for Healthcare Interpreters 

o Interagency Language Roundtable  

o CSA (Common Sense Advisory) 

o TAUS (Translation Automation Users Society) NASSCOM (India IT services trade asso-

ciation) 

o OTTIAQ (Ordre des traducteurs, terminologues et interprètes agréés du Québec) 

o AILIA (Language Industry Association) 

o GALA (Globalization and Localization Association) 

o ALC (Association of Language Companies) 

o ATA (American Translators Association) 

o NAJIT (National Association of Judiciary Interpreters and Translators) 

• Lionbridge has been recognized as the #1 language service provider by Common Sense Advi-

sory in 2017, 2016, 2015, 2014, and 2013 and one of Forbes Most Trusted Companies for 

both 2015 and 2016. 

• During the 2018 Global Awards Banquet, Lionbridge's was inducted into the John Deere 

Supplier Hall of Fame in recognition of outstanding service. Lionbridge is the only language 

services provider to hold this honor with John Deere. 

• Lionbridge named in EContent’s Top 100 Companies, recognized for excellence in content 

globalization and localization in the Digital Content Industry for 2016-2017  

• Lionbridge received the Best Global Translation Solutions Technology Provider and CV In-

novation Award as part of Corporate Vision Magazine’s 2017 Technology Innovator Awards  

• For the 5th consecutive year Independent market research firm Common Sense Advisory rec-

ognizes Lionbridge as the world leader in the global language services industry.  

• Lionbridge Named as a Top 20 Training Outsourcing Company by Training Industry, the 

11th win in the past 12 years  

• TMC, a global, integrated media company, has named Lionbridge’s GeoFluent real-time 

translation platform as a 2016 Customer Product of the Year Award winner. 

iii. Describe Offeror’s reputation of products and services in the marketplace.  

Lionbridge has a 30-year reputation and history of providing interpretation and translation services that 

connect government entities and public schools with non-English speaking in over 380 languages.  

We build bridges from public resources to the public, regardless of the language spoken. Some examples 

and testimonies of how we have helped similar school districts to Region 4 ESC, as well as other govern-

ment agencies, with our language services can be found within this section: 
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“Luis was FANTASTIC!!! He went above & beyond, 

making sure the communication between myself and 

the client was clear. As I explained each step I was 

taking in the process, he in turn translated it back to 

keep her stress low. Luis was able to keep her well 

informed of the process steps, which was key, and 

he did it in spades! Wish I could get him more of-

ten!” 

-Healthcare provider in Washington State  

“Interpreter was outstanding, very thorough 

and took time to make sure the CL understood 

everything explained. He also was very helpful 

when I asked him to clarify certain points. I feel 

he really helped me provide excellent customer 

service to the CL and resolve their concern.” 

-Healthcare provider in Washington State 

“I wanted to let you know that I received very positive 

feedback today from one of our Public Health Supervisors 

regarding Lionbridge. She said that your staff have been 

excellent to deal with – very professional and patient.” 

-Healthcare provider in Wisconsin  

“I have been using your services for a few years, but very 

regularly over the past year since our school shut down. 

Last week I had the pleasure to have Marlon as my inter-

preter. I found him very easy to work with. He spoke 

slowly and clearly on both sides of the call. He made sure 

both myself and the person on the other end understood 

what was being said. Of all the interpreters I've spoken 

with across a variety of languages, I thought Marlon was 
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the best to work with - and you have a lot of great interpreters! He was kind, helpful, and did a great 

job!” 

-Public School District in Massachusetts 

“Allison was very professional and helped me convey to the client about Medicare coverage and having 

Medicaid during Covid 19. I needed to call the client back. Fortunately I got Allison again and explained 

everything and she so kindly called the client from her end and explained even more information that I 

gave her. I believe she needs to be recognized for helping me provide my customer with important details 

about his Medicare & Medicaid programs. Thank you Allison you are a wonderful interpreter!” 

-National Medicaid Provider 

iv. Describe the experience and qualification of key employees.  

As required by the RFP, see below for the education and experience of Lionbridge’s key personnel, 

including the required training and certification process that all interpreters must undergo.  

Please note that the key personnel listed below are currently Lionbridge employees working on contracts 

of similar size and scope. 

Jerry Wish 

Job title and years of experience: Managing Director, Vice President 27 years 

Role in connection with the contract: Responsible for overseeing Lionbridge’s medical interpretation 

division and success of all contracts. 

Educational Background: MBA, Columbia Business School; JD, GW University, BA University of 

Michigan 

Senior strategy, analytics, and business intelligence executive focused on helping Lionbridge’s 

interpretation team accelerate success and growth through effective and innovative use of data and 

analytics across all interpretation contracts.  

David Clegg 

Job title and years of experience: Senior Program Manager, DOJ Operations Manager, Program Manager, 

Senior Project Coordinator, Regional Project Coordinator/ 12 Years 

Role in connection with the contract: Program Manager. Point of contact for questions regarding service, 

billing, invoicing, training, or complaints. 

Educational Background: Bachelor of Arts: Spanish and Economics, Georgetown University  

Dedicated program manager with 12 years of experience, including 8 in a management role, providing 

multi-faceted language services for large Federal language contracts. Achieved very high levels of 

language order accommodation (99% +) for DOJ-EOIR despite a growing influx of rare language 

requests, in particular for rarely interpreted indigenous languages from Central America and Africa.  

Existing MBI background investigations with both DOJ and DHS. 

John Drugan  
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Job title and years of experience: Government Sales Representative, Government Account Executive, 

Government Sales Director / 6 years 

Role in connection with the contract: Contract Manager. Point of contact to oversee day-to-day 

operations, the proposal response, onboarding process, and transition. 

Educational Background: Bachelor of Arts in History, Masters in Business Analytics, Catholic University 

of America  

John Drugan has worked with Lionbridge for the past 5 years and has focused on expanding Lionbridge’s 

state and local government telephonic interpretation practice. John oversees and manages contracts for 

telephonic interpretation in states like Georgia, Massachusetts, Virginia, Washington, Oklahoma, Texas, 

and school districts in Boston, Providence, Portland, Worcester, and all schools listed within the above 

section. 

Susan Gryder 

Job title and years of experience: Director of OPI Sales/ 20+ Years  

Role in connection with the contract: Overseeing execution of the contract and responsible for any 

contractual related disputes or issues 

Educational Background: B.S. in Languages and Linguistics, Georgetown University 

Susan Gryder has 31 years of experience providing language services to public and private sector 

customers.  She began her career as project manager for Lionbridge’s EOIR contract and served as 

program manager for numerous high-profile Lionbridge contracts, including DOJ EOIR, DOJ Criminal 

Division, and DHS USCIS.  She has also served as Lionbridge’s quality assurance manager and FSO for 

Federal contracts and worked for 9 years as Director of Interpretation Services for Brahler ICS USA, 

providing conference interpreters and equipment for ministerial and head-of-state level meetings around 

the world, including meetings coordinated by the Department of State, the White House, and the United 

Nations.  As Lionbridge’s Director of OPI Sales, she ensures contract compliance and high-quality 

fulfillment of contract requirements.  Ms. Gryder holds a B.S. in Languages and Linguistics from 

Georgetown University, and is a certified Lean Six Sigma Black Belt.   

Rebecca Randall 

Job title and years of experience: Telephonic Operations Manager/15 years 

Role in connection with the contract:  Telephonic Operations Manager. Oversees the day to day 

operations and delivery of the contract for the customer. 

Educational background: BA in Spanish from St. Mary’s College of MD 

Relevant experience, certifications, and/or merits:  Ms. Randall has provided telephonic operational 

managerial support for the past 15 years for Lionbridge. In her role as the Telephonic Operations 

Manager, Ms. Randall oversees the telephony system infrastructure and corresponding operator and 

linguist support personnel, ensuring that all customers, receive optimal call fulfillment, interpreter quality, 

and system uptime experiences.  Throughout her years with the Lionbridge organization, Ms. Randall has 
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received multiple Lionbridge Employee Recognition Awards, a testament to her diligent service on behalf 

of both internal and external customers.  

Alair (Allie) Fritz 

Job title and years of experience: Director of Operations/10 years 

Role in connection with the contract: Directs teams responsible for all parts of the linguist onboarding and 

quality control processes, including sourcing, language assessment, and call monitoring. 

Educational background:  BA in French and Comparative Literature from the University of North 

Carolina at Chapel Hill; MAT (Master of Arts in Teaching) in Secondary English Education from 

American University. 

Relevant experience, certifications, and/or merits:  Ms. Fritz served as Recruitment Team Lead and 

Security Manager at Lionbridge before progressing to her current role as Resource Manager. As Resource 

Manager, Ms. Fritz collaborates closely with the Program Manager to ensure adequate numbers of 

available interpreter resources in languages currently requested.  Additionally, Ms. Fritz and Mr. Clegg 

engage in regular trendspotting/data analytics to ensure that Lionbridge, and by extension its customers, 

are meeting the demands of any new and emerging language trends.  Ms. Fritz holds an MBI background 

check approved by DHS and DOJ. She has 5 years’ experience as e-QIP administrator—initiations, 

reviews, releases. Ms. Fritz presented at the American Translators Association Annual Conference 2013, 

2014, and 2015 and co-authored an article on federal background investigations for the ATA Chronicle, 

November/December 2014 edition. 

Jose Gonzalez-Sanchez 

Job title and years of experience: Quality Assurance Manager/6 years 

Role in connection with the contract:   Quality Assurance Manager, overseeing implementation of quality 

monitoring and training and professional development of interpreters 

Educational background: Catholic University of Caracas, Venezuela, with a degree in Teaching 

Relevant experience, certifications, and/or merits:  Mr. Gonzalez-Sanchez worked as a freelance 

interpreter for Lionbridge for 6 years, before joining the staff in the QA Manager capacity. During those 

years, he provided interpretation services for more than 3,000 cases in the immigration courts, which are 

under the auspices of the Executive Office of Immigration Review, a division of the U.S. Department of 

Justice.  Mr. Gonzalez-Sanchez also provided interpretation services through Lionbridge for other 

customers within the domains of medical interpretation, labor/licensing regulation, and juvenile services, 

among others. Mr. Gonzalez-Sanchez has been working in the field of interpretation since 1989, and in 

his current QA Manger role, he oversees Lionbridge’s call monitoring program, ensuring that all 

Lionbridge customers receive a top-quality interpretation experience through live monitoring of hundreds 

of calls on a daily basis.  

David Melo 
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Job title and years of experience: Recruitment Team Lead / 7 years 

Role in connection with the contract:   Recruitment team lead, responsible for adding resources to 

telephonic interpretation contracts as needed upon the direction of Lionbridge’s Program Manager 

Educational background: Universidad Latina de Costa Rice, Bachelor’s Degree Advertising, Centro de 

Estudios Brasilenos, Advanced Portuguese Program  

Relevant experience, certifications, and/or merits:  David Melo is Lionbridge’s most resourceful and 

efficient Recruitment Team leader with over 5 years of experience in team management and process 

improvement initiatives for our resourcing team. Prior to his role of Team Lead, David worked as a 

recruiter for Lionbridge delivering recruitment solutions for hundreds of freelance and full-time 

interpreter placements on some of the most sensitive government contracts, including full recruitment 

cycles in over 100 different languages  

v. Describe Offeror’s experience working with the government sector.  

Lionbridge’s team has over 30 years of experience working with and addressing the unique challenges of 

both government and public education clients similar to Region 4 ESC. For the convenience of the 

Region 4 ESC evaluation committee, our team has broken the list of similar clients into public sector 

clients and specifically public school (K-12) clients. 

Please also note that these lists represent a selection of Lionbridge’s clients receiving telephonic 

interpretation services that have been deemed as most similar and not a complete listing.  

School District State Number of Enrolled Students 

Boston Public School Massachusetts 54,000 

Los Angeles Unified School 

District 

California 664,000 

Seattle Public Schools New York 53,000 

Gwinnett County Public Schools Georgia 180,000 

Pinellas County Public Schools Florida 104,000 

Portland Public Schools Oregon 40,000 

Bellingham Public Schools Washington 12,000 

Ridgefield School District Washington 4,800 

Port Townsend School District Washington 1,200 

East Providence Public Schools Rhode Island 3,800 

Providence Public Schools Rhode Island 23,000 

Worcester Public Schools Massachusetts 28,000 

Lawrence Public Schools Massachusetts 13,600 

New Bedford Massachusetts 13,000 

Fall River Public Schools Massachusetts 10,000 

Lynn Public Schools Massachusetts 13,000 

Lowell Public Schools Massachusetts 14,000 

Fitchburg Public Schools Massachusetts 5,380 
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Holyoke Public Schools Massachusetts 5,500 

Brockton Public Schools Massachusetts 16,380 

Amherst Public Schools Massachusetts 1,340 

Chelsea Public Schools Massachusetts 6,000 

Revere Public Schools Massachusetts 7,500 

UMass Medical School Massachusetts 2,000 

UMD Medical School Maryland 2,000 

Other Similar Government Customers 

Please see below for a selection of other similar government customers to Region 4 ESC on the federal, 

state, and local level of government also receiving language services from Lionbridge’s team. 

Customer and Market Vertical Description of Services Provided 

Federal Government Entities   

Department of Homeland Security Interpretation and Language Services for the Department of 

Homeland Security including the agency of Citizenship and 

Immigration Services, Immigrations and Customs Enforcement, 

and more 

Department of Justice Interpretation and Translation and Language Services for 

the Department of Justice’s Criminal division and the Executive 

Office for Immigration Review located in Washington D.C. 

Internal Revenue Service Interpretation and Language Services for the IRS’s call 

centers and call center representatives throughout the United 

States 

Small Business Administration Interpretation and Language Services for the SBA’s disaster 

recovery division, assisting small businesses connect with the 

resources they need following a natural disaster. 

Centers for Medicare and Medicaid 

Services 

Interpretation and Language Services for CMS’s call centers 

and call center representatives throughout the United States 

State-Level Departments of 

Health/Human Services/Education 

 

Massachusetts Department of 

Elementary and Secondary 

Education 

Interpretation and Language Services for over 25 school 

districts across the Commonwealth of Massachusetts to assist 

schools communicate with LEP families during IEP meetings, 

parent teacher conferences, and more 

Texas Health and Human Services 

Commission 

Interpretation and Language Services for the Texas 

Department of Social and Health Services, Department of State 

Hospitals, 2-1-1 Call Centers, Fair Hearings, and more across 

the state 

Washington Health Care Authority Interpretation and Language Services for Washington’s 

departments of Medicaid providing assistance, eligibility, 

enrollment and answering constituent questions. 

Virginia Department of Social 

Services 

Interpretation and Language Services for Virginia’s county 

and local departments of social services, connecting LEP 

residents to public assistance and welfare resources 
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California Department of Social 

Services 

Interpretation and Language Services for California’s 

Department of Social Services Administrative Law Judges 

within eligibility hearing 

Wisconsin Department of Health 

Services 

Interpretation and Language Services for Wisconsin’s 

Department of Medicaid Services and various mental health 

facilities throughout the state 

Washington Department of Social 

and Health Services 

Interpretation and Language Services for county health 

departments and public hospitals throughout Washington 

Virginia Department of Public 

Health 

Interpretation and Language Services for county health 

departments and public hospitals throughout Virginia 

Massachusetts Department of 

Public Health 

Interpretation and Language Services for county health 

departments, rehabilitation centers, and public hospitals 

throughout Massachusetts 

Georgia Department of Human 

Services 

Interpretation and Language Services for Georgia’s county 

department of children and family services, ensuring that all 

LEP residents receive access to any public assistance and 

welfare resources 

Public Utilities   

Toho Water Authority  Interpretation and Language Services for Florida water utility 

provider’s call center providing 24/7/365 OPI services 

Lakeland Electric Interpretation and Language Services for Florida electric 

provider serving one of Florida’s largest cities 

Metropolitan Utility District Interpretation and Language Services for one of Nebraska’s 

largest utility providers over 230,000 customers 

Washington Suburban Sanitation 

Commission 

Interpretation and Language Services for Maryland-area 

water, septic, and sewage utility provider 

Jacksonville Electric Authority Interpretation and Language Services for Jacksonville, 

Florida electric, sewage, and water provider 

Hospitals and Healthcare 

Facilities 

 

HSC Pediatric Center Interpretation and Language Services for children’s specialty 

hospital that provides family centered medical and therapy 

services as well as transitional/rehabilitation services. 

Johns Hopkins Hospital Interpretation and Language Services for 977-bed general 

medical and surgery facility 

University of Maryland Medical 

System 

Interpretation and Language Services for system of 11 

hospitals with more than 1,700 beds. 

Shepherd Pratt Interpretation and Language Services for system of 

psychiatric hospitals with care for mental and behavioral issues. 

Private Insurance   

Maximus Interpretation and Language Services for national provider of 

support to public health insurance programs. 

Kemper Interpretation and Language Services for leading insurer, 

including health insurance for individuals, families and small 

business. 

Criminal Justice and Correctional 

Facilities 
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Georgia Department of Corrections Interpretation and Language Services for Georgia state 

prisons, mental health and rehabilitation centers, ensuring that 

LEP inmates receive access to all required services 

Massachusetts Department of 

Corrections 

Interpretation and Language Services for Massachusetts state 

prisons, mental health and rehabilitation centers, ensuring that 

LEP inmates receive access to all required services 

Virginia Department of Corrections Interpretation and Language Services for Virginia state 

prisons, mental health and rehabilitation centers, ensuring that 

LEP inmates receive access to all required services 

Statewide Agreements   

Commonwealth of Massachusetts Interpretation contract through 2022 for language services 

State of Georgia Interpretation contract through 2022 for language services 

State of Washington  Interpretation contract through 2022 for language services 

State of North Carolina  Interpretation contract through 2022 for language services 

State of Oklahoma Interpretation contract through 2022 for language services 

State of Texas Interpretation contract through 2021 for language services 

Commonwealth of Virginia Interpretation contract through 2022 for language services 

State of Wisconsin Interpretation contract through 2022 for language services 

Lionbridge Government and K-12 Experience Case Studies  

Lionbridge’s government team has developed a long and respected track record of successfully providing 

interpretation and translation services to school districts across the country and enabling teachers and staff 

to connect with LEP families. In short, Lionbridge has been trusted by districts across the United States to 

provide meaningful equal access to school resources for LEP families, regardless of the language spoken. 

Please see below for the most recent and relevant examples of how Lionbridge has been able to assist 

similar school districts connect with their LEP families by leveraging our telephonic interpretation 

services. 

Case Study: Massachusetts Department of Elementary and Secondary Education (DESE) 

In June of 2020, the Massachusetts Department of Elementary and Secondary Education (DESE) 

approached Lionbridge to help provide telephonic interpretation services to different school districts 

across the state, as part of a state-funded pilot program to support LEP learning. The goal of the program 

is to ensure that school districts across the state would have access to interpretation services and continue 

to equitably serve their LEP families while operating remotely during the COVID-19 pandemic. 
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With most schools closed and delivering 

services remotely, many LEP families and 

students suffered the most. For these 

families, remote learning during the 

pandemic resulted in diminished access to 

school resources, less communication with 

teachers, and the equity gap widened even 

further than usual.  

Massachusetts DESE chose Lionbridge’s 

telephonic interpretation services as an on-

demand tool to bridge the equity gap in 

over 380 languages and ensure that teachers 

and staff were always able to speak with 

LEP families, all within only seconds.  

Beginning in July of 2020, Lionbridge’s team 

held a series of webinars with districts across 

the state, introducing how to access the service, provide live demonstrations, and ensure that when the 

school year began all teachers and staff could provide meaningful access for LEP families.  

By September 1st, the program was fully live state-wide with 16 different school districts and being used 

by teachers across Massachusetts. Newly introduced telephonic interpretations were being used by staff to 

communicate with LEP families during thousands of IEP meetings, Parent-Teacher Conferences, calls 

home to check on student progress, Zoom/Google Hangout/Go To-Meeting calls, and many more. As one 

city’s newspaper (The Everett Independent) noted in a September article: 

“One change made to help teachers and other district officials reach out to parents was the introduction 

of the translation service Lionbridge. That service allows any district employee to request translation 

services in over 380 languages on the spot. It’s the kind of change that has brought families and teachers 

closer together, said (Superintendent) Tahiliani, and it’s a change that will continue.” 

Since partnering with Massachusetts DESE under this contract, Lionbridge has maintained the below 

performance statistics: 

Performance Metric Lionbridge Performance 

Minutes Interpreted 146,002 minutes 

Calls Fulfilled 25,459 calls 

Connection Time for Spanish 6.73 seconds 

Connection Time all Languages 12.26 seconds 

Languages Covered 49 languages 

Fulfillment Rate for All Languages 99.79% 

Case Study: Boston Public Schools 

Example of Teachers Using Lionbridge During Google Meet Parent 
Teacher Conferences 
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In 2018, Lionbridge was trusted by one of the largest and most 

linguistically diverse school districts in the country to serve as 

their first and sole provider of telephonic interpretation. In 

January of 2018, Lionbridge was chosen by Boston Public 

Schools to provide as-needed, on-demand, 24/7/365 telephonic 

interpretation services to over 130 schools and district offices. 

The districts’ plan was for Lionbridge’s telephonic interpretation 

services to serve as a substitute, or in some cases a replacement, 

for on-site and staff-provided interpretation.  

As of 2018, Boston Public Schools had 130 schools, 56,000 

students, nearly half of which spoke another language besides 

English at home, and the district sought out Lionbridge to 

adequately connect teachers and staff with those families. 

Prior to partnering with Lionbridge, in order to communicate with 

non-English speaking individuals, Boston Public Schools had 

previously only utilized a combination of on-site/in-house 

interpreters and bilingual staff. These solutions proved to be 

costly, ineffective, and unreliable. Lionbridge’s telephonic 

interpretation services offered a cost-effective solution that was on-demand, as-needed, available 

24/7/365, and would efficiently connect district teachers to an interpreter in any language within seconds.  

Lionbridge worked with the District to craft an 

interpretation protocol to be followed by all schools 

that educate teachers and staff on the use of 

telephonic interpretation services, how to access our 

services, and we are now expected to begin services 

prior to the beginning of the 2018-2019 school year. 

Since beginning with Lionbridge for the 2018-2019 

academic year, Lionbridge has successfully 

introduced all Boston Public Schools to the new 

available service to communicate with non-English 

speaking individuals and sustained a high level of 

performance. 

See below statistics regarding Lionbridge’s 

performance on our Boston Public Schools’ 

contract to provide immediate telephonic 

interpretation. 

Performance Metric Lionbridge Performance 

Minutes Interpreted 109,118 minutes 

Calls Fulfilled 9,996 calls 

Connection Time for Spanish 7.72 seconds 

Connection Time all Languages 12.08 seconds 

Unique Languages Provided 59 languages 

Positive Tweet from School Teacher Using Lionbridge During 
Parent Teacher Conferences 

Review of Lionbridge’s Services Leveraged by 
Teacher communicating with LEP families. 
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Fulfillment Rate for All Languages 100% 

Case Study: Portland Public Schools 

Prior to partnering with Lionbridge in 2019, Portland Public Schools had relied on a combination of on-

site interpreters, bilingual staff, and community groups to help their teachers communicate with LEP 

families in one of the most linguistically diverse districts in the country. This strategy represented an 

incomplete methodology that often resulted in speakers of lesser diffusion not being able to communicate 

with teachers, a higher budget, and families needing to schedule time to communicate with teachers 

weeks in advance. 

Following a public RFP process, Portland Public 

Schools awarded Lionbridge to provide an entirely 

new service to their district: on-demand, as-needed 

telephonic interpretation services in over 380 

different languages.  

After hosting a series of training webinars, 

customized training material, and preparing the 

district for a go-live date, Portland went live on May 

17th, 2019 and immediately began leveraging Lionbridge to communicate with LEP families during parent 

teacher conferences, IEP meetings, in-person visits, and routine calls home.  

Most notably under this contract, Lionbridge helped Portland Public Schools communicate effectively 

with LEP families speaking some of the most uncommon and lesser known languages in the United 

States, which they otherwise wouldn’t have been able to provide. 

Languages Covered by Lionbridge Native Speakers (Estimated) 

Akateko 45,430 

Chuukese 51,330 

Q’anjob’al 78,000 

Tepehua 8,900 

Triqui 30,000 

Pari 28,000 

 

vi. Elaborate on your company’s ability to customize solutions for remote interpretation in light 

of the post Covid-19.  

During the COVID-19 pandemic of the last 18 years, school districts and government agencies were 

tasked with a unique challenge of working remotely and being trusted, now more than ever before, to pro-

vide access to public resources and continue their agency mission. 

As a trusted partner for federal, state, and local government agencies across the United States, Lionbridge 

played a small but critical role in working with these government agencies to continue functioning and 

providing an equity of service, particularly to constituents, families, and residents who did not speak Eng-

lish.  



REGION 4 EDUCATION SERVICE CENTER 
SOLICITATION NUMBER 21-06: INTERPRETATION AND TRANSLATION SERVICES  
AUGUST 31st, 2021 
 

Page | 47 
The information redacted in this proposal are proprietary and confidential, 

contain trade secrets, and would be harmful to Lionbridge if released. 

In the last year and a half, Lionbridge has stepped up and delivered customized, uninterrupted, and clear 

language services for our public sector clients in some of the hardest hit areas of our government includ-

ing unemployment departments and public schools.  

As a testament and example of Lionbridge’s ability to provide a continuity of customized language ser-

vices during the COVID-19 pandemic, please see below case studies from Providence Public Schools and 

the Massachusetts Department of Workforce Development. 

Case Study: Providence Public Schools 

On January 1st, 2020, Lionbridge entered into an agreement 

with Providence Public Schools to provide the district with 

on-demand, as-needed telephonic interpretation services in 

order to connect with non-English speaking families. 

Similar to Boston Public Schools, this marked the first time 

that Providence Public Schools had ever used a telephonic 

interpretation service provider. 

As the contract began, Lionbridge’s telephonic interpretation was primarily used for conference calls with 

non-English speaking families or as a replacement for on-site interpreters for lesser known languages. In 

fact, between February to March of 2020, Providence Public Schools only averaged 4 calls per day to 

Lionbridge. 

When the school district closed in late March as a result of the COVID-19 pandemic, and as schools 

transitioned to completely remote learning, Providence began to rely much more heavily on the use of 

safe/remote interpretation services like Lionbridge to communicate with LEP families.  

Lionbridge’s telephonic interpretation services helped the school district maintain delivery of essential 

services to non-English speaking families remotely and safely. In fact, from April to May, Providence 

Public Schools averaged more than 65 calls per day, as Lionbridge maintained connection times of 10.59 

seconds on average and 99.90% fulfillment across 380 offered languages.  

Surge Case Study: Massachusetts Department of Workforce Development  
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As over 20.5M Americans lost their job in April 2020 and unemployment soaring to almost 15% nation-

wide, Lionbridge’s partner, the Massachusetts Department of Workforce Development (DWD) had been 

“all-hands on deck” to assist citizens filing for unemployment and to ensure that they’re receiving the fi-

nancial assistance that they need during the crisis. 

During the COVID-19 pandemic, Lionbridge served an integral role in helping agencies like DWD con-

tinue to connect with non-English speaking claimants. In fact, from Jan 1st to June 1st, Lionbridge han-

dled a 1,425% increase in calls per day from DWD, from handling an average of 16 calls per day to over 

245 calls per day. 

During this increase, Lionbridge’s team was actually able to lower average connection times from 12 sec-

onds to 10 seconds and increased our fulfillment from 99.75% to 99.95% of all calls. 

 

vii. What certifications are held? Are you HITRUST certified?  

In the US, Enterprise, Consumer and Life Sciences teams hold ISO certifications under a common 

Quality Management System based on SharePoint. Since October 2017, the system used by the US is the 

multi-site Life Sciences Quality Management System, which was originally developed for Life Sciences. 

• GLT Enterprise and Consumer Operations based in Waltham and their extended teams in 

Colorado and Washington are ISO 9001 and ISO 17100 certified. 

• US Life Sciences Operations are certified to ISO 9001, ISO 17100 and ISO 13485 (medical 

devices specific standard). 

• Lionbridge holds the following ISO certifications:  

o 9001:2008 and 9001:2015 (Quality Management System) 

o 13485:2012 (Quality Management, Medical Devices) 

o 17100:2015 (Quality Management, Translation Processes) 

o EN 15038 (European Quality Standards) 

o CAN CGSB (National Standard of Canada) 

o AS9100C (QMS, Aviation/Space/Defense) 
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Our certifying agency is NSAI. The last recertification audit was in 2018, valid until August 2022, and 

surveillance audits are held every year. ISO Management Representative is Arjen-Sjoerd de Vries, with 

Delegate Representative Angelika Grohnmeier (US). 

viii. Do you employ or contract your translators and/or interpreter?  

Lionbridge leverages the talents of both contracted and employed linguists in an effort to ensure that our 

clients have the availability and access to the most skilled linguists in the world. 

ix. What is your procedure for evaluating qualified linguists? What type of quality standards do 

you hold? Describe training and certification in detail.  

In 35 years of experience executing this scope of work to our government clients, Lionbridge’s recruit-

ment and resourcing teams have developed a thorough recruitment, initial testing, and training protocol 

that allows us to maintain the language service industry’s largest network of qualified linguists.  

Lionbridge’s existing pool of linguists have worked within the government and educational interpretation 

field on an average of over 5.5 years and, while many of our interpreters do possess certifications from 

outside language service organizations, we require them to go through our process because it ensures that 

everyone receives the same training in any language spoken. 

Lionbridge’s interpretation qualification process described below was created in coordination with lan-

guage service industry experts from industry organizations such as the American Translators Association, 

Interagency Language Roundtable, and more. 

Baseline Requirements 

Prior to undergoing Lionbridge’s proprietary screening and testing process described below, our quality 

assurance and recruitment team screens each interpreter application to ensure that they meet all of the fol-

lowing baseline requirements: 

• College or university degree or equivalent  

• Fluency in both target language and source language 

• U.S. Residency 

• Professional experience in the education or interpretation field  

• Criminal history check 

• Additional qualifications 

• Professional References 

Subsequent Screening and Skills Testing  

For the candidates who successfully meet the baseline requirements outlined above, Lionbridge’s recruit-

ment team will then administer a screening that verifies the candidate’s language skills qualifications and 

includes an English abilities test.  Following completion of this screening, the candidates must then un-

dergo Lionbridge’s interpretation test – administered in all languages, not just the most common ones – 

which verifies a candidate’s skills in both English and the non-English language, as well as interpretation 

skills.  Lionbridge test verifies an interpreter’s ability to speak fluently in both English and the target lan-

guage. 

As a key component of our training, Lionbridge’s interpretation test assesses a prospective interpreter’s 

consecutive interpretation skills by using material taken from authentic interpretation scenarios. A key 
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module of our training includes terminology and scenario-based testing in a variety of settings, including 

education, medical, healthcare, special education, and social services vocabulary.   

Our professionalism training allows our interpreters to be emotionally neutral, unbiased, and work with 

the caller for a seamless and efficient call completion. Our interpreters agree in their code of conduct 

(which all interpreters must sign) to work only from closed and quiet rooms, ensuring there is no back-

ground noise or disruption to the interpretation or call.  We monitor interpreter professionalism, and en-

sure that interpreters maintain the training protocol, through leveraging our live call monitoring program, 

explained in further detail below. 

Language Test Components 

The chart below shows the Lionbridge testing process that all interpreters must undergo before perform-

ing services for our clients. 

FEATURES 
LIONBRIDGE QUALIFICATION 

TEST 

Consecutive Interpretation ✔ 

Interpretation Skills Test ✔ 

How to Manage the Interpretation Session ✔ 

Medical Interpreter Training ✔ 

Knowledge of Untranslatable Words ✔ 

Section 504, ADA, and CLAS Testing ✔ 

Bidirectional Site Translation ✔ 

Graded on English and non-English Skills ✔ 

Designed by nationally recognized, independent outside testing 

experts to meet and exceed the rigor of the certification exam of 

the National Center of State Courts 

✔ 

Cultural Awareness Training  ✔ 

Test administered in all 380 languages ✔ 

Terminology tested for all industries ✔ 

Telephonic Interpretation Skills and Practice ✔ 

24/7 Continuing Education ✔ 

Customer Specific Training ✔ 

Ethics, Protocol, and Best Practices ✔ 

Confidentiality and Privacy Agreements ✔ 
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Cultural Awareness Training ✔ 

Simultaneous Interpretation Master Class ✔ 

Advanced Note-Taking ✔ 

Interpreter K-12, Educational, and Special Education Training 

In addition to the certification process described above and an 

average of 5 years of experience in educational, healthcare, 

and K-12 interpretation scenarios, Lionbridge’s linguists serv-

ing on our Region 4 ESC contract will have unlimited access 

to “Lionbridge Academy,” which will already contain an en-

tire suite of education and K-12 training modules, school in-

terpreter scenario training, and re-testing opportunities for lin-

guists working on the Region 4 ESC contract. 

This on-going training module will be made available online 

24/7/365 via our secure Lionbridge Academy portal, and in-

terpreters can return to it for ongoing practice and skill devel-

opment at any time.   

As a final layer of interpreter preparation, during the on-boarding process for Region 4, Lionbridge’s Pro-

gram Manager will work in concert with our Quality Assurance department and point of contact within 

Region 4 to create a suite of Region 4 ESC-specific interpreter training to further prepare for a go-live 

date. 

Interpreter Quality Monitoring  

In order to ensure that our interpreters’ individual performance meets our quality standards and provide 

all Region 4 ESC callers with a quick, courteous, and accurate interpretation, our Quality Assurance and 

Operations teams conduct a live call monitoring program.   

With Region 4 ESC’s approval, Lionbridge will monitor a percentage of call volume for quality assurance 

purposes. No calls are recorded and no customer information will be retained in our system-the program 

is 100% live monitoring. Monitors join the calls live but remain muted throughout and do not in any way 

interfere with the call in progress. 

Lionbridge’s Quality Assurance team uses evaluation forms that are integrated with our telephony plat-

form and linked with the specific call information of the evaluated call.  The score sheets allow us to link 

quality evaluations and scoring functionality to specific calls and rate the interpreter’s performance across 

several different categories such as: 

• Knowledge of vocabulary; specialized terminology 

• Preparedness for calls 

• Lack of background noise and disturbances 

• Memory Retention 

• Tone, rhythm, and accuracy 

• Observance of customer procedure/protocol when applicable 

• Level of professionalism in interactions with the customer and LEP 
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The score sheet will then be uploaded into the interpreter’s master record.  Interpreters whose evaluations 

were marked for additional training or Quality Assurance follow up are then contacted by a member of 

the QA team for further training and counseling.  An internal team meets on a regular basis to review 

scores and interpreter performance and makes proactive decisions regarding ongoing relationships with 

resources based upon evaluation metrics. 

x. What checks and balances do you hold to ensure translation accuracy?  

Lionbridge has established a framework of processes to drive superior linguistic quality, as we believe 

that end-quality is not guaranteed through implementation of a single review or quality process step. 

Therefore, we have integrated a series of quality checks and reviews within our workflows to ensure that 

we maintain the highest quality standards throughout the process, regardless of schedule pressure or spe-

cific technical process requirements. This integrated approach to quality is necessary to uncover potential 

issues as they occur, rather than later when they can cause expensive rework and schedule delays.  

Lionbridge’s linguists are carefully chosen for their level of education, their professionality, their experi-

ence and their ability to render the text in their native language without altering the meaning. 

Lionbridge has specific SOPs that refer to the evaluation and hiring of linguists and then every project 

follows strict Linguistic Quality processes which include: 

Linguistic Pre-Production and Risk Analysis 

Files are analyzed and evaluated to ascertain their completeness, their formatting and any other factor that 

could carry potential translation quality or delivery risks.  

Edit/Proof Immediately Post-Translation 

This step is done by a linguist not involved in the original translation. Having a 2-linguist process ensures 

a much higher level of correctness and quality of the translation and avoids any preferential stylistic ren-

dition of the text. 

Sampling and Monitoring (LQI) 

A specific quality sampling and monitoring process that allows random checks on translation and edit 

work to guarantee a high level of quality and to monitor translators at an early stage of the translation pro-

cess. Our reviewers look for errors in the following categories: Accuracy, Terminology, Language Qual-

ity, Style Guide, Country Standards, Formatting, and Client-Specific Requirements. 

Automated Milestone Checkpoints  

Linguistic Toolbox is our proprietary tool which provides automatic checks on terminology, style, con-

sistency, grammar and spelling (based on standard configurations and customized rules for each cus-

tomer) and which the translator must apply before delivery back to us. 

Quality Metrics 

Lionbridge applies strict quality metrics, based on industry standards, for which we are certified, (ISO, 

EN 15038, SAE J2450 metrics, etc.) to deliver the highest-quality translations demanded by any regulated 

industry. 

Lionbridge Life Sciences employs three levels of control and correction:  
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1. High-Level Project Management driven process control based on PMI best-practices to ensure we 

mitigate customer risk.  

2. Our certifications in ISO 9001:2008, ISO 17100:2015, ISO 13485 (including risk management), 

and EN 15038. 

3. Our Six Sigma process correction program. 

Our methodologies are compliant with the International Society for Pharmacoeconomics and Outcomes 

Research (ISPOR) and based upon guidance from the FDA and EMA. Our clients benefit from our deep 

knowledge and understanding of directives of these organizations.  This ensures that our methodologies 

are up to date and current with industry standards and regulations, taking the burden off our clients and 

ensuring translations and validations are of the highest quality.   

Our Life Sciences Centers of Excellence are ISO (9001, 17100 and 13485) certified and our process is 

based on industry standards (ISO, EN 15038, SAE J2450 metrics, etc.) to deliver the highest-quality 

translations demanded by the Life Sciences industry. Every methodology is documented as a specific 

SOP and certified and monitored via our ISO quality management system. 

Methodology for Identifying Deficiencies in Quality  

Assisting our team in monitoring the quality of our translation projects include our Customer Care Data-

base (CCDB) which collects/tracks customer feedback and resolution, the Linguistic Toolbox™ (LTB), 

which provides automated checks on terminology compliance and punctuation of customer deliverables 

early in the localization process, and Lionbridge’s Language Quality Assurance (LQI), a process which 

samples and grades translation quality according to several indices. 

In addition to our two-linguist review process, through our Customer Portal – Freeway – NIEHS desig-

nated reviewers receive via email notifications of content to review, set to the cadence that aligns with 

your translation needs and are able to provide feedback online. 

They are able to make changes, insert comments on what the change is, maintaining an open dialog with 

the translators, all with the terminology module to assist them in the best choice of approved words. 

The changes are then reviewed by our translators and implemented free of charge, thus creating an audit 

trail of project work and also maintaining the Translation Memory always updated. 

Documenting and Maintaining Records for Performance Improvement 

Lionbridge maintains an internal CAPA system, that tracks all customer complaints and compliments 

about all aspects of the relationship (Communication, Language Quality, Delivery time, Responsiveness, 

etc.). The documented course of action after a complaint comes in is as follows: 

1. The incoming complaint is categorized by the dedicated project manager or account manager as 

a. Minor Complaint  

b. Major Complaint   

c. Critical Complaints  

2. The project manager will start a root cause analysis to define the cause and categorize the issue. 

For example, the complaint will be categorized as resourcing (skill mismatch, insufficient time), 

communication (lack of clarity, ambiguous instructions), process (missing step), or a variety of 

other categories 
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3. Within a predefined time-frame, the project manager will define one of more corrective actions to 

correct the error and/or resolve the issue at hand 

4. With a predefined period of time, the project manager together with a team of experts will inves-

tigate and define one or more preventative actions that will help prevent this issue from re-occur-

ring in the future. The Key Customer Data Sheet as well as the step-by-step procedures for this 

customer are updated with the additional preventative actions. 

Despite the high level of automation and efficiency via the Lionbridge portal, translation services are still 

supported by human translators. Lionbridge has a network of 100,000+ linguistic resources, these transla-

tors are located in-country and are native speakers of the target language and fluent in the source lan-

guage. This ensures that translations are not done word for word, rather they are un-derstood and trans-

lated contextually.   

Resource management is a core competency at Lionbridge. Due to the critical nature of managing this in-

country activity, Lionbridge has established a global resource management organization. This team opti-

mizes workloads, ensures availability, tracks individual capabilities and error rates, and assures con-

sistency across multi-language teams. 

Translator profiles are evaluated against these criteria: 

• Bachelor’s Degree in Translation or related field of study, or equivalent experience 

• 5 + years’ experience of translation experience 

• 4+ years of subject matter experience 

• Native speakers of the language 

• Capacity to understand and assimilate complex technical information 

xi. Where are your interpreters and/or call centers located? Include a listing of off-shore and/or 

US-Based locations.  

For contracts requiring U.S. based interpreters, 100% of all interpreters and translators provided under 

this contract will be based and working within the United States. No offshore or non-U.S. linguists will be 

leveraged throughout the course of this contract. 

While at this time, most of our brick and mortal offices are closed due to COVID-19 safety restrictions, 

we do have offices in Boston, New York City, Bellevue, Boise, and more. 

xii. Describe your continuity plan for unforeseen disasters.  

The technology, experience, and processes that Lionbridge utilizes for its telephonic interpretation ser-

vices will ensure Region 4 ESC that regardless of any emergency, public health crisis, or disaster, our in-

terpretation services will continue to be provided without any lapse in coverage. In fact, both the Depart-

ment of Homeland Security and the Federal Emergency Management Agency (FEMA) have trusted Lion-

bridge to provide over the phone interpretation in emergency or natural disaster scenarios.  

Lionbridge is able to provide coverage through any natural disaster or emergency through our advanced 

Twilio telephonic platform. Twilio is hosted on Amazon Web Services and disaster recovery is managed 

by Amazon via multiple redundancy zones. AWS spans multiple geographic regions and Availability 

Zones, which allow Twilio servers to remain resilient in the event of most failure modes, including natu-

ral disasters or system failures. Environmental systems are designed to minimize the impact of disruptions 

to customer operations. In addition, each AWS data center has independent power grids, as well as redun-

dant power, HVAC and fire suppression systems.  
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The AWS data centers use state-of-the-art practices for fault tolerance at each level of the system infra-

structure, including Internet connectivity, power and cooling. Twilio maintains redundant inbound and 

outbound connectivity with multiple network carriers and real-time systems to dynamically route each 

call or message via the carrier with the best connectivity at any point in time, responding automatically to 

carrier availability and reliability. Twilio's software redundant infrastructure can also detect and route 

around issues experienced by hosts or even whole data centers in real time. Hot data backups ensure that 

no data is lost is in the handoff process and backups are replicated across multiple regions in the U.S. 

if for any reason, Lionbridge’s platform described above fails, or we experience an outage, Lion-bridge 

provides customers like Region 4 ESC with a series of “back-up” phone numbers for teachers and callers 

to use that will be hosted on a secondary platform and will be available in the case of an outage. 

Furthermore, all authorized Region 4 ESC personnel will be notified immediately at the moment of an 

outage via email, voicemail, and SMS message if required. They will have the option to be notified when 

the issue has been resolved, and when there is a root cause analysis to provide. 

xiii. Describe past litigation, bankruptcy, reorganization, state investigations of entity or current 

officers and directors.  

Lionbridge has no ongoing litigation, bankruptcy, reorganizations, or state investigations that would have 

any material or adverse impact on our ability to execute this scope of work.  

xiv. Is your company compliant with HIPPA requirements? How is data security monitored and 

protected? (Patient names, SSN, credit card info, etc.)  

As a provider of language services to federal, state, and local government entities across the country, Li-

onbridge actively maintains complete and full compliance with HIPAA requirements.  

Maintaining confidentiality and compliance with HIPAA requirements represents Lionbridge’s highest 

priority on our government and K-12 industry contracts. From an operational/process perspective, abso-

lutely no calls are recorded or stored from Lionbridge’s team. Lionbridge interpreters are prohibited from 

recording or storing any customer information interpreted during a call. 

From a personnel perspective, in an effort to maintain confidentiality and protect all PHI and PII, Lion-

bridge interpreters must pass an OFAC background check screening, undergo a rigorous Ethics and Proto-

col Test, agree to our code of conduct, successfully pass our internal medical training and certification 

process, and sign our Business Associates Addendum (BAA) all before starting with Lionbridge.  

Following the successful completion of the initial certification process described above, a qualified inter-

preter will then be administered our Ethics and Protocol test, to demonstrate a complete understanding of 

best practices, ethical standards, and the importance of confidentiality and protection of Personally Identi-

fiable Information (PII) and health information. 

If an interpreter passes Lionbridge’s Ethics and Protocols test, the linguist candidate must then sign and 

agree to our interpreter code of ethics and confidentiality statement. In our code of ethics, we outline what 

constitutes personal information, including personal health information (PHI), and require that the inter-

preter make no record of this information and to maintain its confidentiality.  

After passing our Ethics and Protocols test, and signing our code of ethics, interpreters must also sign our 

BAA which certifies linguists’ ability to remain compliant with HIPAA regulation. Lionbridge’s BAA 

provided to all interpreters covers: 

• Definition of PHI/PII 
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• Prohibited uses and disclosures of PHI/PII 

• Safeguards required for protecting PHI/PII 

• Privacy obligations 

• Compliance with HIPAA Provisions 

xv. Is you company compliant with Board for Evaluation for Interpreters (BEI) and/or Registry of 

Interpreters for the Deaf (RID) requirements? If so, please provide all certification levels. If 

not, what is you plan and timeframe to become BEI and/or RID certified?  

At this time, Lionbridge’s video remote interpreters are compliant with the Registry of Interpreters for the 

Deaf requirements. 

xvi. Explain your privacy, confidentiality, and security practices including encryption, nondisclo-

sure information and/or agreement documents(s), server locations, and breach protocols.  

From an operational/process perspective with regards to video and over the phone interpretation, abso-

lutely no calls are recorded or stored from Lionbridge’s team. Lionbridge interpreters are prohibited from 

recording or storing any customer information interpreted during a call. 

From a personnel perspective, in an effort to maintain confidentiality and protect all PHI and PII, Lion-

bridge interpreters must pass an OFAC background check screening, undergo a rigorous Ethics and Proto-

col Test, agree to our code of conduct, successfully pass our internal medical training and certification 

process, and sign our Business Associates Addendum (BAA) all before starting with Lionbridge. 

In terms of data security for document translation services, Lionbridge is compliant with ISO 27001 re-

quirements, and we have established a set of policies and procedures that ensure the security of IT envi-

ronment. 

Our policies are intended to protect the information from a wide range of threats in order to ensure busi-

ness continuity, minimize business damage and maximize return on investments and business opportuni-

ties. 

Information Security is driven by the following control objectives: 

• Confidentiality concerns the protection of sensitive information from unauthorized access 

• Integrity relates to the accuracy and completeness of information as well as to its validity in 

accordance with business values and expectations 

• Availability relates to information being available when required by the business process now 

and in the future. It also concerns the safeguarding of necessary resources and associated ca-

pabilities. 

Additionally, all Lionbridge employees are annually trained and tested on our privacy and data security 

policies and must re-affirm their commitment to adhere to them. 

• Lionbridge utilizes the latest technology with respect to infrastructure security. We have the 

following certifications that demonstrate our commitment to security and compliance: 

• SSAE 16 SOC 1 Certified 

• SOX Compliant (302 / 404) 

• Redundant Data Centers  

• ISO 27001 control structure 

As of January 26, 2018, Lionbridge is “Privacy Shield” certified. This means that we have an additional 

legal basis to transfer personal information (“Personal Data”) from the EEA (European Economic Area, 
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which includes the EU) and Switzerland to non-EEA countries, such as the United States, that are deemed 

“adequate” by the European Commission and Swiss government. Note that our certification covers HR-

related data as well as non-HR related data, such as customer business contact information which is the 

bulk of the Personal Data we receive. 

Lionbridge US is Privacy Shield Certified. Our active status can be viewed here:  

https://www.privacyshield.gov/participant?id=a2zt0000000TSLPAA4&status=Active 

xvii. Provide a minimum of 5 customer references relating to the products and services within this 

RFP.  

Per the request of the RFP, please see below for a selection of Lionbridge’s references who would be 

willing to speak on our behalf who have received similar services to those requested within the statement 

of work. 

Entity Name Massachusetts Department of Education 

Contact Name Lauren Woo 

Contact Title Director of Strategic Transformation 

Contact Phone 781-338-3563 

Contact Email Lauren.Woo@Mass.Gov 

City and State Malden. MA 

Years Serviced 2019 – Present 

Description of Services Interpretation and related language services 

Annual Volume 250,000 minutes per year 

 

Entity Name New Bedford Public Schools 

Contact Name Sonia Walmsley 

Contact Title Director of Language Services 

Contact Phone 508-997-4511 ext. 14650 

Contact Email swalmsley@newbedfordschools.org 

City and State New Bedford, Massachusetts 

Years Serviced 2019 – Present  

Description of Services Interpretation and related language services 

Annual Volume 100,000 minutes per year 

 

Entity Name Executive Office for Immigration Review 

Contact Name Karen Manna 

Contact Title Contract Officer’s Representative 

Contact Phone 703-605-1387 

Contact Email Karen.Manna@usdoj.gov 

City and State United States 

Years Serviced 2015 – Present  

Description of Services Interpretation and related language services 

Annual Volume 2,000,000 minutes per year 

 

mailto:Lauren.Woo@Mass.Gov
mailto:Karen.Manna@usdoj.gov
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Entity Name U.S. Centers for Medicare and Medicaid Services 

(via Legal Interpreting Services) 

Contact Name Alex Shurchin 

Contact Title President  

Contact Phone 917-721-8540 

Contact Email ashurchin@lissol.com 

City and State New York City, New York  

Years Serviced 2015 – Present  

Description of Services Interpretation and related language services pro-

vided to LIS under their contract with CMS 

Annual Volume 2,500,000 minutes per year 

 

Entity Name Massachusetts Department of Workforce Devel-

opment 

Contact Name Marisa de la Paz 

Contact Title Director of Multilingual Services 

Contact Phone 617-626-5471 

Contact Email marisa.delapaz@state.ma.us 

City and State Boston, Massachusetts 

Years Serviced 2017 – Present 

Description of Services Interpretation and related language services 

Annual Volume 1,000,000 minutes per year 

 

Entity Name Portland Public Schools 

Contact Name Marifer Sager 

Contact Title Director of Language Access Services 

Contact Phone 503-916-3524 

Contact Email msager@pps.net 

City and State Portland, Oregon 

Years Serviced 2018 – Present  

Description of Services Interpretation and related language services 

Annual Volume 50,000 minutes per year 

 

Entity Name Virginia Tax 

Contact Name Marifer Sager 

Contact Title Manager 

Contact Phone 804-404-4134 

Contact Email chiquita.hills@tax.virginia.gov 

City and State Richmond, Virginia 

Years Serviced 2020 – Present 

Description of Services Interpretation and related language services 

Annual Volume 200,000 minutes per year 

 

xviii. Provide any additional information relevant to this section.  

mailto:msager@pps.net
mailto:chiquita.hills@tax.virginia.gov
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Lionbridge has no additional information to add relevant to the section above. 
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Tab 5 – Value Add 

Lionbridge maintains its leadership position in the industry through thoughtful leadership initiatives, con-

tinuous improvement goals, and deliberate research and development investments. In doing so, we ulti-

mately seek to provide our clients with the value-added services that allow them to successfully grow 

globally. We pride ourselves on our continuous innovation and commitment to relentlessly optimizing our 

services portfolio in support of our customers' business objectives.  

The practice of continually seeking to improve is considered an inherent part of our partnership and 

providing the highest quality of service. Our project teams start every new partnership with an excellent 

foundation through careful requirements gathering, risk assessment, and project planning; we will assess 

and review best practices along with any issues your team may currently be facing.  

As each Lionbridge team member becomes fluent with your products and processes, additional measures 

will be put into place to improve quality, reduce costs, and cut delivery time. 

As a value add to Region 4 ESC, Lionbridge offers the below additional offered language services: 

• Language Services: Translation and Localization (all content types, with in-depth expertise based 

on vertical, industry, specialty translation or editorial skills), Website Localization, CMS Integra-

tions, Interpretation, Language Quality Assurance, Natural Language Solutions, Software and 

App Localization, Machine Translation Solutions (fit-for purpose; real-time chat, machine trans-

lation + post-edit, etc.) 

• Global Marketing: Digital Operations Management, Global Content Solutions, Global Digital 

Production, Global Search, Global Search Media, Localization and Transcreation 

• Testing: Consulting Offerings, Managed QA Services, Mobile App and Web Technology Test-

ing; Traditional QA; Linguistic and Functional Testing 

• Engineering and Tech Pubs: Engineering Support, Technical Publications Training and eLearn-

ing Development 
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Tab 6 – Additional Required Documents 

Pursuant to the request of the RFP, please see attached within this proposal for the additional required 

documents, including: 

• Acknowledgment and Acceptance of Region 4 ESC’s Open Records Policy (Appendix C, 

Doc #1) 

• Antitrust Certification Statement (Tex. Government Code § 2155.005) (Appendix C, Doc #2) 

• Implementation of House Bill 1295 Certificate of Interested Parties (Form 1295) (Appendix 

C, Doc #3) 

• Texas Government Code 2270 Verification Form (Appendix C, Doc #4) 

• Appendix D, Exhibit B, OMNIA Partners Administration Agreement 

• Appendix D, Exhibits F. Federal Funds Certifications and G. New Jersey Business 

Compliance. 

• Signed and Acknowledged Addendum #1 


