
Over-the-phone interpreting service 
supports the country’s largest 
social welfare provider by managing 
surges in call volume

United Language Group’s reliable over-the-phone interpreting 

(OPI) services and highly qualified network of interpreters 

resulted in ULG being selected as the social welfare provider’s 

sole telephonic interpreting provider. The results? A lasting 

partnership that seamlessly handled high call volumes and 

continues to support the organization’s needs above and 

beyond the original contract.
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ABOUT UNITED LANGUAGE GROUP • With over 35 years of experience in the language landscape, United Language Group is redefining what’s possible for 
global businesses. We apply innovative technology and language expertise to drive quality for our clients around the world. At ULG, language is our business.

Background

The largest social welfare provider in the United States provides benefits and 
services to over 69.1 million beneficiaries. The social programs offered by the 
organization cover retirement, disability and survivor’s benefits.

The Challenge

The organization needed a language service provider that offered OPI services 
in over 180 languages. It was essential for the contractor to be able to manage 
high call volumes and spikes in usage during peak call periods. Additionally, the 
organization has a strict linguist vetting process, so the interpreters must fulfill 
many requirements and meet high standards.

United Language Group (ULG) was carefully and diligently assessed by the 
organization and was ultimately awarded the contract. ULG was selected over 
many of the world’s largest OPI providers because of the high standards they set 
for their interpreters and their proven ability to effectively manage call surges.

The Solution

ULG’s technology, scalability and capacity provided the ideal solution for 
addressing the organization’s needs. Because the ULG team offers customized 
solutions for every client, they were able to successfully meet the organization’s 
unique and specific requirements. 

ULG’s robust redundancy capabilities enable them to switch carriers at any time 
in order to prevent delays or downtime and provide uninterrupted service and 
business continuity. Additionally, ULG’s flexible OPI dashboard allows for the 
collection of unique and relevant data points and facilitates the client’s informed, 
data-driven decision-making process. 

The Result

The OPI solutions offered by ULG enabled the organization to seamlessly 
transition its volume without any problems. Ultimately, ULG’s broad network of 
interpreters and reliable technology resulted in the following Average Interpreter 
Connection Times: 

• 15 seconds for Spanish

• 30 seconds for all other languages

Because of this fast and reliable service, the social welfare provider has 
continued to trust ULG as its sole partner for telephonic interpretation. ULG’s 
technology creates the opportunity for clients to tailor their over-the-phone 
interpretation and collect the most relevant data. 

Additionally, ULG’s vast network of thousands of interpreters receives 
specialized training and undergoes continuous quality monitoring in order to 
ensure that the organization’s high standards are being met and that they are 
following proper security measures. 

ULG’s flexible and customizable OPI services extend beyond the 
standard interpretation needs. In addition to seamlessly managing 
the surges in call volume, ULG was also able to provide services for 
the social welfare provider above and beyond the original contract. 
For example, the organization reached out to ULG for additional 
telephonic interpreting support for their Manila office outside of 
normal US business hours. ULG was very accommodating to this 
special request and appropriately staffed interpreters every Friday 
afternoon and evening in order to support the Manila office.

•  ULG supported the client’s 10 regional offices, 8 processing 
centers, approximately 1,300 field offices, and 37 Teleservice 
Centers supported

• Over 16.5 Million minutes interpreted

•  more than 180 languages serviced


