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Serving Spanish-speakers: Three Business Models 

Most US companies utilize one of three following models to service their      
Spanish-speaking customers. Each solution meets different business needs and 
has benefits and challenges.  
 

(1) Three-way language telephone interpretation service 
 
Three-way interpretation services are cost-effective for companies with          
infrequent calls since bilingual staff is not required to serve the customer.  
Nonetheless, managers expect longer-than-usual call duration since there are 
three parties on the line: the agent, the interpreter and the customer.  
 

(2) Offshore BPO located in a Spanish-speaking country 
 
Offshore BPOs are ideal for companies with a lot of Spanish-speaking  customers 
because the operational cost savings of offshoring are significant. However, 
managers must accept that customer service and/or collection recoveries may 
not be as high as at an in-house operation because BPO agents in other       
countries may miss cultural cues and other subtleties necessary for effective 
service delivery.  
 

(3) In-house bilingual team 
 
Many companies prefer to hire and develop an in-house bilingual team that 
meets several business requirements: agents are fully trained and vested in your 
company’s business policies and practices and there are fewer cultural gaps that 
could inhibit effective communication or service delivery. Elements of an     
effective in-house bilingual team are appropriate remuneration for the            
proficient language skills and business terminology training in your industry. 
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¿Se habla espan ol? 

Q: Do casual Spanish speakers 
require Spanish business    
vocabulary training? 
 
A: Yes they do! US Hispanic 
customers visiting your Spanish 
language website expect to 
speak with contact center 
agents who effectively        
communicate in Spanish.  
Conversations at the dinner 
table and hanging out with 
friends do not prepare agents 
for business conversations. 
“Business Spanish” training, 
including an industry-specific 
glossary, reduces call duration, 
decreases hand-offs to       
supervisors, and most         
importantly, improves         
customer satisfaction. Effective 
training instructs agents how 
to understand and effectively 
manage the cultural diversity 
of Spanish speakers in the US. 

Q: Isn’t it a fact that most casual Spanish speakers speak “good enough” 
Spanish to handle a business conversation? 
 
A: Probably not. Many Spanish speakers learned Spanish informally.        
Recruiters must objectively verify that bilingual applicants can competently 
communicate in appropriate, grammatically correct professional “Business 
Spanish.” In-house language appraisals tend to be subjective and, often, are 
based on the interviewer’s country of origin. Spanish is spoken in more than 
20 countries in the world and varies a lot from country to country and       
between regions. Recruiters require objective evaluation tools that are fact-
based and consistent, simulate the skill sets required on the job, use an     
unbiased testing model and follow a defined   scoring methodology.  
 
Best Practice companies use Spanish and English language proficiency        
assessments to objectively evaluate job candidates’ communication skills. 
Since many contact center positions require agents to handle customer     
interactions in both Spanish and English, assessing the language skills of    
bilingual candidates in both languages helps evaluate whether the candidate 
is truly qualified to meet bilingual job requirements. The assessment results 
also provide recruiters with information helpful for determining whether or 
not to pay the agent a bilingual differential and highlight future training                
opportunities. 

You may be surprised to hear how many bilingual agents in the US are trained in 
English and then instructed by their companies to “now, go say that in Spanish.”  

Fast Facts: Latino LEP Customers 

Good enough? 

 The U.S. Census Bureau refers to 
people who report speaking 
English less than "very well" as 
LEP (Limited English Proficient). 

 

 Latino LEP describes a person of 
Hispanic origin with limited   
English proficiency.  

 

 More than 60% of all LEP      
individuals in the USA are of 
Latino origin. 

 

 Spanish is predominant         
language spoken by both      
foreign-born and native-born 
LEP individuals. 

Best Practices 
 

 Flag the customer’s account 
with a Spanish language       
preference indicator. 

 

 Provide a full translation of 
your website in Spanish. 

 

 Ensure back-office/contact   
center support is delivered by 
Spanish-speaking professionals. 

 

 Send all written communication 
in Spanish. 
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“Spanish is spoken in more than 20 countries in the world and varies  
a lot from country to country and between regions.” 
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Arial International's Financial Services Glossary with bonus English/Spanish Internet 

terms is designed for bilingual professionals who serve the US Hispanic market. Our 

glossary contains 300+ of the most frequently used words and phrases in the US 

financial services industry in English translated into various synonyms in Spanish. 

Our glossary identifies appropriate words and phrases in neutral Business Spanish, 

understood by nearly any Spanish speaker, for credit and collections,   banking,   

insurance, lending, mortgages and much more. Our glossary also includes the    

variations of these terms used in Spanish-speaking financial services in Mexico, 

Puerto Rico and the Caribbean region and Central and South American countries. 

Use of a glossary by bilingual professionals improves accuracy, consistency and 

compliance in verbal and written interactions including telephone calls, letters, text 

messages,  e-mails, Webchat and other customer communication channels. 

 

Now available in ePub format for only $29.99 at www.lulu.com. 

Financial Services Glossary for Bilingual  
Professionals in English and Spanish 

Evaluate, Improve, & Ensure Compliance of your Spanish Language Communication  

Spanish Proficiency Assessments 

Count on our validated, proprietary model to evaluate the verbal and 
written business communication skills of your job candidates and     
employees in Spanish and/or English. If your company pays a bilingual 
differential, an objective language proficiency assessment is a must!  

Business Spanish Training Seminars 

Improve your bilingual agents’ effectiveness with the Business Spanish    
terminology essential for your industry: financial services, insurance, 
healthcare, credit, collections and more. Bilingual training is proven to     
reduce call and webchat duration and improve the customer experience of 
Spanish language customer interactions.  
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SURPRISE !? 

Q: Is surprising a job candi-
date with a language as-
sessment the best way to 
evaluate their communica-
tion skills? 
 
A: Maybe not. Companies 
that specify the language 
skill requirements in their 
job description recruit the 
most qualified bilingual 
agents. You can help weed 
out underqualified           
candidates from applying 
for bilingual positions by 
advising them in advance 
that their language abilities 
will be tested. This is an 
obvious time and money 
saver for recruiters as it 
increases the likelihood that 
only those who are         
confident in their bilingual 
skills will apply for the     
position. Once evaluated, 
companies can use         
assessment score results to 
assign agents to the       
business process they are 
most qualified to fill,     
thereby improving          
employee retention,       
reducing turnover and,   
ultimately, delivering the 
highest level of customer 
service. 
 

Chatspeak 

Q:  Isn’t it an unnecessary expense for bilingual chat agents 
who copy and paste prewritten templates to be tested on 
whether they are able to read and write in Spanish? 
 

A: Certainly not! Customer participation in chat is growing at a faster rate 

than for email or telephone. Companies prefer chat because the cost per  
interaction is lower than other channels. Customers prefer chat because they 
are able to receive a response quicker than via other channels.  
 
Although chat is considered an informal communication channel, bilingual 
agents must be able to read and write in Spanish to effectively communicate 
when using this tool. Bilingual agents must demonstrate critical Spanish    
language reading skills to be able to understand their customers’ inquiries.  
Furthermore, even if your bilingual agents write only short freeform chat  
responses, correct grammar, spelling and punctuation is a must. Accents, 
verb conjugation, syntax and other errors in Spanish can easily change the 
meaning of a written conversation.  
 
Best Practice companies utilize written and e-skills language proficiency    
assessments with simple translations, open-ended question and answer    
formats, chat simulations and basic business vocabulary tests to evaluate 
their bilingual agents’ aptitude to serve Spanish-speaking customers who use 
chat. 
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“An objective language proficiency assessment with 

quantitative and qualitative results provides information for 

determining whether or not to pay a bilingual differential and 

points out future training opportunities.” 
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