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• A Message to Our Customers

Dear Readers,

• Staﬀ Skyliner: Interview with
Laura Zollner

As Canadians prepare to celebrate Canada’s 150th anniversary, let us reﬂect on our achievements over the last few months:
MCIS’ core values were introduced to staﬀ as part of the Theory of Change project a few
months ago. The HR Department held discussions with all departments to identify the most
important value-based work behaviours that we should all engage in. The HR Department
along with Training and Testing is in the process of developing an e-learning module to train
staﬀ, language professionals and board and committee members on core values.

• Interpreter Skyliner: Interview with
Eugene Zau

We would also like to highlight our Chair Gautam Nath in this edition. Gautam is the worthy
recipient of the June Callwood Outstanding Achievement award from the province in recognition of his meaningful contributions as a dedicated volunteer to the community! He was
presented this award in a ceremony with Ontario’s Minister of Citizenship and Immigration
Laura Albanese and Deputy Minister, Ministry of Citizenship and Immigration, Alexander
Bezzina on April 26, 2017. Congratulations again Gautam for this outstanding award!

• Customer Skyliner: Interview with
Dena Silverberg, President Community
Development, Better Living Health and
Community Services

• Board Skyliner: Interview with
Svetlana Lazareva

• News and Updates

On May 30th, MCIS staﬀ Veronica Costea and Gabriela Rodas presented at the 30th annual
conference organized by the Canadian Association for Translation Studies (CATS) as part of the
2017 Congress for the Humanities and Social Sciences. In line with the conference theme of
‘Translation, Politics and Policies’, the MCIS presentation addressed the relationship between
language access, human rights and social justice.
MCIS also attended the ﬁrst Plunet Summit in Berlin on June 1-2, 2017. The event was
organized in order to bring together users of the Plunet Business Manager from around the
world and provide a platform for sharing best practices and innovative ideas for using the
highly customizable system to capture data, automate processes and increase eﬃciency and
productivity. Luisa Cano and Veronica Costea on our staﬀ were also invited to present on our
unique approach to tracking social impact data, as it relates to the delivery of translation
services using built-in functionalities of the system in a creative way.
Seven months ago, we announced the sponsorship of a Syrian family. At that time, MCIS,
working closely with Lifeline Syria, was able to identify a displaced family of four residing in
Lebanon that later decided to not pursue their immigration case (January, 2017). A few weeks
ago, on May 15, we were informed by Lifeline Syria that there is another family of four, with
two adults and two young boys who are looking for sponsors and whose case needed to be
expedited or their health forms would have expired. We said "yes" and today we are happy to
say that they were successful. The Syrian family that we sponsored arrived on Monday, June
12th at 9:45 am.
We are now all set for the Interpreter’s Appreciation Party which will be held on July 29th, to
recognize the eﬀorts our interpreters.
In this issue, you will have the opportunity to ﬁnd out some fun facts about MCIS’ Internal
Operations Assistant, Laura Zollner, and Marketing and Operations Committee Member,
Svetlana Lazareva. We also share insights about our interpreter Eugene Zau and an interview
with Vice-President, Community Development, Better Living Health and Community Services,
Dena Silverberg.
Your Editors,
Shweta and Ken

A Message to Our Customers
MCIS’ face to face interpreters will now sign off electronically on assignments

Dear Valued Partner,
Please be advised that starting on July 1st 2017, face to face interpreters will no longer require your sign-oﬀ signatures after each assignment. They will now report all start and end times electronically at the end of each assignment. However, MCIS is still requesting that you
continue to validate, with the interpreter, that the reported times are accurate.
MCIS Language Solutions is continuously striving to eﬃciently service our clients and language professionals. Through the implementation
of technology our goal is to streamline the current manual processes, while improving reporting accuracy and expediting the payment
cycle for our language professionals.
If there are any questions, please do not hesitate to contact us.

INTERPRETER SKYLINER
Eugene Zau
“You only stop learning when you die,” says, Eugene Zau, a seasoned MCIS interpreter. A self-professed
globetrotter, interpreter and a continuous learner, Eugene spoke to us about what drives him everyday to
do his job, his learnings at MCIS and more. Excerpts of the interview are below:
• What do you like about MCIS?
You only stop learning when you die and what I like about MCIS is the opportunity it oﬀers us interpreters
to learn and practice all the time.
Every day, every assignment and the people you meet are diﬀerent which is what makes interpretation
interesting.
• What are your thoughts on MCIS’ Interpreter Training Program?
In 2005, I was looking for a second career and a friend suggested that
I attend the MCIS Interpreter Training Program. I thought MCIS was well-organized and found the training
program to be very interesting.
• Did you always want to be an interpreter?
I was an airline manager and I met a lot of clients. Some of them required interpretation and while I was
interpreting for them, I found the process to be very exciting. However, I was not keen on pursuing it as a career. I decided to become an
interpreter during the ﬁrst couple of weeks of my training as it gave me a fresh perspective on the profession.
• How many languages do you interpret in?
Currently I interpret in Cantonese and Mandarin. I also speak Japanese, but it is rusty.
• When did you arrive in Canada? What do you remember from those days?
I arrived in Canada in May 2000. The ﬁrst couple of years of my immigrant experience were diﬃcult, as I did not get to do what I really
wanted. I took real estate agent courses and became an agent, but found the profession cut throat. I quit and then started working for a
cruise ship agency. Thankfully I and my wife were working. So, we didn’t have to worry about putting food on the table.
• When you are in the middle of a sensitive assignment, does it take a toll on you?
I never get personally involved in assignments. Once the job is done, it is done. I recollect this one incident, when I went to a police station
and interpreted for someone who was detained at the station. I went to the station at 9 p.m. on a Saturday night and came back home at
11 a.m. the next morning, after I fulﬁlled a second assignment. So, technically I worked for 14 hours with a few breaks, but I did not let it
take a toll on me. I just did my job.
• What keeps you busy when you are not interpreting?
I am interested in aeroplanes, tanks, submarines, nuclear aircraft carriers. So I read a great deal about these things. I always try to keep
myself busy.

INTERPRETER TRAINING PROGRAM
Daytime Training Program: Starts on Wednesday, August 2nd @ 9:30 a.m. Classes will be
held on Wednesdays and Fridays for 7 weeks.
Evening Training Program: Starts on Monday, July 24th @ 6 p.m. Classes will be held on
Mondays, Wednesdays and Fridays for 8 weeks.
Click here for more info: www.mcislanguages.com/community-interpreting

CUSTOMER SKYLINER
Dena Silverberg, President Community Development,
Better Living Health and Community Services
Meals and Grocery Delivery, Social Work
Services,
Transportation,
Volunteer
Services and Long Term Care.
• We have shared a great partnership.
Have our services helped achieve your goal
or further your mission and vision in some
way? If so, how?

Our future projects include oﬀering
training at multiple locations in York
region. It is our long term goal to oﬀer
services with video conferencing for
interpretation services and support small
groups to remove language barriers during
Visiting Hospice Training.

The services at MCIS have helped achieve
the goal of reducing barriers for seniors to
access our programs and services. Clients
are able to call in to learn about programs
and services, and receive immediate
phone interpretation services. We have
also accessed in-person interpreters to
provide support at our health fairs and
community workshops, opening the door
to our clients who did not attend community wellness sessions previously due to
language barriers.

• How do you help communities in your
area?
Better Living Health and Community
Services’ mission is to support individuals
in our community in maintaining their
independence, enhancing their social
well-being, and optimizing their overall
health and wellness through the provision
of a wide range of community support
services and leisure activities.

• What are your future projects and how
do you see MCIS helping with the success
of these projects?

We are committed to our mission by
helping adults and seniors, at all stages, to
experience a better quality of life. Our
programs include Adult Day Program,
Better Living Community Centre, Community Programs, Home Maintenance,
Caregiver Support, Hospice Services,

We have recently integrated with Pal Care
of York Region. This organization provides
high quality compassionate palliative care
training in York Region. The organization’s
vision is to provide awareness and easy
access to high quality, compassionate,
and coordinated hospice palliative care.

STAFF SKYLINER
Laura Zollner
• One thing I would change about MCIS…
nothing in particular
• One thing I miss most is…Europe…
• I am afraid of…snakes
• I like Canada because…it is peaceful and
stable
• I am proud of… my family’s achievements. We started over from zero twice,
far away from family and friends, and each
time we managed to build a very good life
for ourselves.
• My friends like me because… I am
honest, loyal, direct and have a good sense
of humor
• My mid-term goal is…exercising
regularly

• I am happiest when….I get to spend
quality time with my family and friends

Finally, some personalized questions:
1. WHAT IS YOUR FAVOURITE PASTIME?
Deﬁnitely reading.
2. WHAT IS YOUR MOST FAVOURITE BOOK
OF ALL TIME?
This Above All, by Eric Knight.
3. WHAT IS YOUR MOST FAVOURITE
MOVIE OF ALL TIME?
My Fair Lady (1964).
4. FAVOURITE ACTOR/ACTRESS?
Jeremy Irons and Alan Rickman / Angelina
Jolie.

• If I won Lotto 649, I would… travel
around the world

• Two things I like about MCIS… some of
the people I work with and some of the
people I work with

BOARD SKYLINER
Svetlana Lazareva
In this edition of the Board Skyliner, we highlight Svetlana Lazareva, nominated for RBC’s Top 25 Canadian Immigrant Awards.
• What is the most diﬃcult lesson you have
learned on the job?

working as a nurse in an Oncology Hospital
in Russia.

Diversity is not always welcomed.

• How do you achieve balance in your life? Is
there such a thing as balance?

• What is your best advice about how to
build a great business relationship?
Be honest and truly interested in the person
you are communicating with.
• What is your greatest achievement?
Happy and healthy family.
• What do you consider as your biggest
failure?

• Why did you become an MCIS committee
member?

I believe that the biggest failure is the act of
not bouncing back from a failure. I believe
that the biggest failure is allowing guilt, fear
and self-pity to stop you from living your true
life. I always bounce back. Sometimes it
takes longer as it hurts so much, but I never
allow anyone (including myself) to take my
happiness away.

MCIS focuses on creating a positive social
impact. I believe I can make a diﬀerence and
take MCIS’ values forward.
• Could you tell us more about your experience working with us, such as what you
learned over the years while on the Board,
what attracted you to MCIS in the ﬁrst place,
and whether your ﬁrst impression held
true?

• What values are important to you in life
and business?

I have been on the Marketing Committee
since last fall. What attracted me to MCIS is
the creative and innovative approach the
company takes. It is not just a broker that
provides interpretation and translation
services, but a group of highly motivated
and well educated people ready to oﬀer
language solutions to businesses.

The freedom to create and enjoy the
process of moving towards my goal are
important in my life and business.
• What impact would you like to have on the
world?
I would like to inspire others to live their
greatest lives.

• What is the best advice you've ever
received?

There are number of things that contribute
to my inner happiness: spending quality
time with the family, doing yoga, having
alone time, reading, gardening, cooking, and
painting. I enjoy doing lots of things. The
most important thing is to follow my heart
and staying true to myself.
• What is the best business book you have
read?
I am yet to read it. The last book I enjoyed
reading was “The Lean Startup” by Eric Ries.
• Who is the person you most admire?
My husband Denis. We have known each
other for more than half of our lives and he
still loves me. I admire him for his patience,
trust and support with any bold endeavours
I take.
• What do you think is the greatest innovation in the past decade?
Google maps on my cell phone. I love to
travel and use it for work and pleasure. The
application also helps me plan my trips, be
on time, ﬁnd restaurants, and removes the
fear of getting lost because the freedom of
choosing your way is the best way to experience something unique.

• What was your ﬁrst paying job?

Live a life of “oh wells” instead of “what ifs.”

I was the youngest student in the Nursing
College and before turning 18, I was already

News and Updates
A few months ago, as part of our Theory of Change, we introduced MCIS’ Core Values to our staﬀ. Core values are what support the vision,
shape the culture and reﬂect what the organization considers important. They are the essence of MCIS’ identity – its principles, beliefs or
philosophy. These values clarify how we should set our priorities when performing our day-to-day activities to achieve our Mission and
Vision. They provide guidance on how we should interact with each other, our clients and the community. Core Values set the standards of
conduct that are considered important for all of us and therefore highlight qualities we all should cultivate as MCIS employees.
The HR Department held discussions with all departments to identify the most important value-based work behaviours that we should all
engage in. Below are a few key talking points which emerged out of the discussion:

Value-Based Work Behaviours
RESPECT
Respect Individual Differences
• Be mindful of the cultural and social diﬀerences and understand that each person has a unique view of the world – agree to disagree with
an open mind
• Value and acknowledge individual strengths and weaknesses
• Take time to understand the other person’s working style

Be Intentional in All Communication
• Communicate clearly and directly, whether I am speaking to someone in person, on the phone, or via email
• Listen to the other person without interruption- Never speak over or cut oﬀ others
• Be aware of my own body language and the tone of voice

Show My Gratitude and Compassion
• Do not take things for granted – be more appreciated and grateful for things my coworkers have done for me
• Show compassion and empathy by standing in other people’s shoes
• Oﬀer my knowledge or assistance to my clients or coworkers
• Inspire each other through kindness, support and empowerment

Stay Professional
• Stay professional and respectful in dealing with angry clients, interpreters or translators – Make the best eﬀort to understand the issue
before responding
• Do not make assumptions- Do not jump to conclusions before I understand the whole situation
• Be punctual in attending meetings

Value-Based Work Behaviours
QUALITY
Strive for Excellence
• Assess my own areas of expertise and keep up with current knowledge and practices
• Consult co-workers and Subject Matter Experts when needed
• Understand what is expected of me by communicating in a timely manner with all stakeholders

Ensure Consistency of Services
• Streamline and simplify work processes by creating work procedures and SOPs
• Strive to reduce errors through training
• Deliver accurate and consistent messages

Be Responsive
• Respond to calls, requests, and emails in a timely fashion
• Respond to feedback from clients within the time requirement

Be Prepared
• Keep a proactive mindset – foresee risks and plan ahead
• Maintain ﬂexibility to be able to adapt to changes
• Re-invent yourself and evolve with business needs

Value-Based Work Behaviours
COLLABORATION
Be a Team Player
• Build relationships with my coworkers and clients- be involved & informed
• Recognize collective strength
• Trust others’ abilities to achieve and strive for the success of my team members
• Avoid blaming others and focus on ﬁnding solutions
• Don’t turn people away- always do my best to help

Stay Open-Minded

• Be open to criticism and feedback
• Be ﬂexible and willing to compromise for organization success
• Understand the perspective and work process of other departments
• Drop my ego and be self-aware

Value-Based Work Behaviours
ACCOUNTABILITY
Take Ownership

• Treat my work with the mindset of “this is my responsibility”
• Stand behind my work and my own words
• Be courageous and admit my mistakes- work hard to correct them and learn from them
• Plan my work in advance so I can deliver on time

Stay Proactive

• Take initiative by checking thoroughly when I spot small mistakes- don’t wait until bigger problems occur
• Anticipate potential problems and carry out risk management/ preventive measures to protect the organization

Value-Based Work Behaviours
LEARNING
Understand My Own Strengths and Weakness

• Don’t be afraid of taking on challenges
• Learn from my own mistakes
• Create a personal learning plan by identifying 1-2 focuses for the next year

Maintain Curiosity
• Have the desire to challenge the status quo
• Be willing to learn how other departments work
• Ask for guidance and advice from Subject Matter Experts

Facilitate the Learning of Others

• Be willing to share information and knowledge with my coworkers
• Create proper documentations of procedures for others to learn
• Encourage and support my colleagues and subordinates in learning and development
The HR Department along with Training and Testing will soon develop an e-learning module to train staﬀ, language professionals and
board and committee members on these core values.

Raising Awareness on Language Rights and Access
On May 30th, MCIS staﬀ Veronica Costea and Gabriela Rodas presented at the 30th annual conference organized by the Canadian
Association for Translation Studies (CATS) as part of the 2017 Congress for the Humanities and Social Sciences. In line with the conference
theme of “Translation, Politics and Policies”, the MCIS presentation addressed the relationship between language access, human rights
and social justice. It highlighted the lack of a common standard for mediating language barriers in crucial service settings, challenges
related to planning and the incorporation of the language needs of limited/non-English or French speakers into the delivery of critical
information and services. It also stressed that without adequate planning and incorporation of language needs of limited/non-English or
French speakers into the various programs and services, language accommodation often becomes reactive, and as a consequence
inadequate due to lack of information, structured planning and funding. The presentation emphasized some of the consequences of
inadequate language policies on the wellbeing and safety of diverse communities, and provided some recommendations based on
examples of best practices from other jurisdiction, such as national legislation around language access in Australia and state laws in
various US states mandating organizations providing services to the public to plan for linguistic access. It is our hope that by engaging in
these crucial conversations with the academic community in Canada, we will encourage more researchers to contribute to a dialogue on
sustainable ways to address language barriers and facilitate access to critical information and services.

Joining a Global Conversation – MCIS at the Plunet Summit in Berlin
MCIS attended the ﬁrst Plunet Summit in Berlin on June 1-2, 2017. The event was organized by the global leader in translation management solutions in order to bring together users of the Plunet Business Manager from around the world and provide a platform for sharing
best practices and innovative ideas for using the highly customizable system to capture data, automate processes and increase eﬃciency
and productivity. MCIS’ staﬀ members Luisa Cano and Veronica Costea was also invited to present on MCIS’ unique approach to tracking
social impact data as it relates to the delivery of translation services using the built-in functionalities of the system in a creative way. The
presentation, entitled “From Transactions to Transformation: Measuring Social Impact with Plunet,” sparked a lot of interest in the
audience, as it presented a simple yet extremely eﬀective way of capturing not only quantitative, transactional information, but also
transformational information that will form the basis for subsequent qualitative analysis of the actual impact of the services we oﬀer to
support vulnerable newcomers in accessing critical information and services. It was also a great opportunity to raise awareness among
key stakeholders in the translation industry about the social impact of translation and interpretation services.

-Veronica Costea, Translation and Special Projects Manager

MCIS’ Translator Training Program Comes to a Close
We can’t believe the Pilot Session of the Translator Training Program has come and gone so fast! After 12 weeks of hard work and dedication, the Daytime and Afterhours sections completed their last class on June 1st and June 3rd! These were such bittersweet moments, as
the students were happy to have completed the program, but they were equally sad to part with their colleagues who have become
friends. Congratulations to the ﬁrst ever cohort of the Translator Training Program students! Thank you so much for your passion and
dedication to your work. Thank you to the SMEs, facilitators and MCIS staﬀ that has supported the project. And, a special thank you to the
Ontario Trillium Foundation for making this dream a reality!

-Gabriela Rodas, Project Manager,Translator Training

Visit MCIS at the WHTO Panel Discussion Series on July 6, 2017 at 6:30 p.m. Click here to register.
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