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1. INTRODUCTION

Effective communication is vital for the provision of high-quality services and care. It is
important that for all health appointments or interventions we provide an interpreter or
communicatication support in order for our patients to participate in their care

The Equality Act 2010 places a legal duty on public authorities to provide barrier free
access to those with Protected Characteristics, this includes race and disability. There is a
legal requirement to provide interpreting and communication support to patients and their
carers.

This policy sets out how NHS Lanarkshire (NHSL) will provide access to communication
support for face to face spoken language interpreters, British Sign Language (BSL)
interpreters, Deafblind communicators, Deaf relay interpreters, lip speakers/readers, note
takers and speech-to-text reporters (palan typists).

2. PURPOSE, AIMS AND OUTCOMES

Purpose

The purpose of this policy is to make sure there is a clear and consistent approach in the
provision of interpreting and spoken communication support for our patients, their carers
and service users. The policy is aimed at all staff involved in the provision of healthcare.

It will support staff to understand interpreting and communication support needs and
ensure that patients for whom english is not their first language have equitable access to
health services.

Aims:
The Communication Support for Spoken Language, British Sign Language and
Interpreting Policy (CSSLBSLIP) will:

e Provide the framework for NHS Lanarkshire to meet the legal requirements to
provide interpreting and communication support to patients and their carers if
required.

e Define the roles and responsibilities for NHS Lanarkshire staff in providing
communcaition support

e Describe interpreting and communication support and why it is important
e Provide clear guidance on how to identify the type of interpreting required
e Provide clear guidance on interpreting services available
e Direct staff to appropriate interpreter access

Outcomes:

¢ A standardised procedure for staff to access communication support services
effectively and efficiently, ensuring service user communication needs are met
to enable the provision of healthcare.
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e NHSL staff will understand the range of interpreting services available and how
to access them

e NHS Lanarkshire to meet the legal requirements outlined in the Equality Act
2010 authorities to provide barrier free access to those with Protected
Characteristics, this includes race and disability.

3. SCOPE

3.a Whois the Policy intended to Benefit or Affect?
This policy is pan-Lanarkshire and supports interpreting related needs for NHSL patients
or their carers.

3.b  Who are the Stakeholders?
NHSL staff, patients, service users/their carers, external service providers to NHSL
patients i.e pharmacies, opticians, dentists and partner agencies

3.c  Confidentiality and Data Protection

NHSL take care to ensure your personal information is only accessible to authorised
people. Our staff have a legal and contractual duty to keep personal health information
secure,and confidential. In order to find out more about current data protection legislation
and how we process your information, please visit the Data Protection Notice on our
website at www.nhslanarkshire.scot.nhs.uk or ask a member of staff for a copy of our Data
Protection Notice.

4. PRINCIPAL CONTENT

4.a  Why is Interpreting and Communication Support Important?

NHSL staff should be aware that people who require interpreting:

e can find it difficult to access language support in the health service, leading them to
experience inequitable access to health services and information

e need to be identified quickly by staff so that appropriate language support can be
put in place

e may not understand information written in English

e may also have difficulty understanding written healthcare information
and messages.

e may also experience communication misunderstandings due to cultural differences

e may experience greater communication difficulties in stressful or
emotional situations

NHSL staff should understand that when they cannot communicate with a patient directly,
language difficulties can occur. Therefore, they need to ensure that the most appropriate

interpretation or communication support service is in place for delivery of person-centred

care. NHSL provision of interpreters and communication support enables people to make
more informed choices about their care. For staff, it will aid communication with
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patients/their carers, will assist with diagnosis, and help in the process of obtaining
informed consent.

The following applies to face to face spoken language interpreters, video and telephone
interpreting, British Sign Language (BSL) interpreters, Deafblind communicators, Deaf
relay interpreters, lip speakers, note takers and speech-to-text reporters (palan typists)
and any other forms of communication support required to meet the needs of the patient or
their carers.

The following section shows when, what type, and how to access the range of
communication services available.

4.b  Deciding whether an interpreter is needed
Interpreters should be booked/accessed for any consultation or interaction where a patient
cannot communicate or understand spoken English to participate in their appointment or
procedure. This is determined by the patient and/or clinician requesting communication
support.
To determine the type of interpreting service required refer to the protocol specific to your
service, it should support you to identify;

e Type of interpreting service to be used (Face-to-Face, video or telephone)

e Language spoken or type of communication need i.e. Polish/BSL

4.c  Pre-assignment check

e Familiarise yourself with the guide on working with interpreters. (Appendix 5).

e The interpreter will report to the clinician/staff member named on the booking
request; they are not provided with the patients’ name

e The unique booking reference number (BRN) and the interpreter’s photo
identification badge should be checked to ensure that the details match the
request

e |If there is any doubt as to the details of the assignment, please contact
Interpretingservice@ggc.scot.nhs.uk or call 0141 347 8811

e The interpreter should be briefed by staff prior to the patient’s appointment on
any specific terminology and the general context of the health appointment

e A leaflet explaining the role of an interpreter to patients is available in a number
of community languages see link:
http://firstport2/staff-support/interpreting/default.aspx

4.d  Criteria for when to use or book a face-to-face interpreter:
1. British Sign Language User/Deafblind service user (see appendix 4 for Dos and
Don’t)

For Community Languages;
2. When the consultation expected to last longer than 30 minutes — (use your
discretion as it’s still cost effective to use telephone interpreting up 50 minutes).
3. When there is a mental health aspect to the consultation
4. When the consultation involves serious diagnosis or bad news
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5. When the consultation involves giving consent for an operation or investigation
or has a power of attorney (this is very specific and routine consent does not
require a face to face interpreter)

6. For consultations involving Child Protection, Vulnerable Adults orGender Based
Violence issues

7. For complex discharge instructions

8. Maternity services (triage/routine pre and post-natal care does not require face
to face)

9. Encounters that involve family/carer discussion

11. When there is another reason for why a face to face interpreter would be
appropriate for this consultation (Patient has dementia or other complex needs).

All appointments for children (whether the child or the parent/guardian requires an
interpreter). Where there are concerns around the child's safety or welfare interpreters must be
used to interview children alone without a parent or guardian present to clarify the child's version
of events and to enable their wishes and feelings to be understood.

Continuity of interpreters can be offered in the following circumstances: - Mental Health
appointments - Trauma related appointments - Maternity appointments - A series of therapeutic
interventions - End of life care - For patients with additional vulnerabilities such as dementia —
this can be requested on the request form.

The protocols shown in Appendices 1 for Acute & 2 for Community & Specialist services
are generic blank ones. Please note that each acute site, locality and some specialist services
will have individual protocols with their own ID codes. All site and service specific codes can be
found on the Interpreting page on firstport see link: http:/firstport2/staff-
support/interpreting/default.aspx

4.e  Protocol for Deafblind interpreters/interpreting

e A Deafblind service user requiring the use of a Deafblind Guide/Communicator will
book directly with Deafblind Scotland http://www.deafblindscotland.org.uk/ and will
arrive with the Guide/Communicator of their choice. The Guide/Communicator
role is not as an interpreter but to provide support to attend services. The
Guide/Communicator will ask NHS Lanarkshire staff to sign a time sheet as proof of
attendance to service/s.
Staff are not required to pre-book Deafblind Guide/Communicator as the service
user will do that directly themselves.

e A Deafblind service user may request a BSL interpreter or touch interpreter,
these will be required to be booked by NHSL.
See link for further definition http://www.deafblindscotland.org.uk/

4f  Types of interpreting available:

Face-to-Face Interpreting
Face to face interpreting is carried out using simultaneous or consecutive interpreting with
the Interpreter present during the consultation.
e Simultaneous interpreting is when the interpreter speaks at the same time as the
English speaker with a slight delay. Simultaneous interpreting can be requested
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for group work situations or when there is more than one language speaker in
the room, e.g. antenatal group work.

e Consecutive interpreting is when the interpreter hears a section of one language
then interprets it into another.

NearMe

NearMe is a video consulting service that enable people to have health and social care
appointments from home or wherever is convenient, interpreting is available for virtual
NearMe appointments. To request an interpreter:

e A completed interpreting request form is sent with all details of appointment
with as much notice as possible to
nhsl.interpretingrequests@lanarkshire.scot.nhs.uk see appendix 3.b for
request form

e The request will be processed by NHS Lanarkshire and forwarded to
NHSGGC interpreting team (our service provider) who will allocate an
interpreter and booking reference number (BRN)

e The Lanarkshire booking team will send the requester the BRN

e On the day of the appointment the allocated interpreter will join the waiting
area and identify themselves with their first name and INTERPRETER

e Itis best practice to invite the interpreter into the call first to give a short
briefing on the requirements of the call and any relevant information.

e The patient can then be invited into the call with interpreting support from the
beginning.

Language Line Telephone Interpreting
When to use telephone interpreting:
e Most appointments that require spoken language interpreters (unless they meet
the criteria specified in section 4.2) should use telephone interpreting
If a patient attends for an appointment and no interpreter has been booked
To establish the patient’s preferred language if it is not apparent
If there is a medical emergency and no time to wait for a face-to-face interpreter
For consultations shorter than 30 minutes

Language Line Online Video/Audio Interpreting

Video Interpreting is available on Acute and community based sites:
Video interpreting is an ‘on demand’ service accessed using the LanguageLine Insight app
or web portal.

Acute Sites: Hairmyres, Wishaw & Community and specialist services:
Monklands

Interpreting on Wheels: Acute sites The LanguageLine Insight application
(Hairmyres, Monklands and Wishaw (online video/audio interpreting) and web-
University Hospitals) are equipped with portal is available to all community based
LanguagelLine’s ‘Interpreting on Wheels’ - health care providers i.e.GP practices, Dental
trolley mounted iPads, pre-loaded with the Practices, Opticians and Ophthalmologists and
LanguageLine app (), allowing access to Pharmacies.

interpreters 24/7* in over 240 languages.
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*BSL is available Monday to Friday 9-5. An See protocol specific to your area/speciality for
out of hours’ protocol is available on the instructions.
interpreting page on firstport

The Language Line Insight application
(online video/audio interpreting) and web-
portal (online video/audio interpreting) can
be accessed through desktop/laptops, and
smart devices. See Appendix 2 for
instructions.

To access a speech-to-text reporter (palan typists) please contact
nhsl.interpretingrequests@lanarkshire.scot.nhs.uk

4.9 How to book a face to face/Near Me interpreter:
Once you have checked you meet the criteria for face-to-face/Near Me interpreting:
1. Download and complete an interpreter request form (from Interpreting page
on FirstPort) http:/firstport2/staff-support/interpreting/default.aspx
(Appendices 3a/b)
2. Email completed form to nhsl.interpreting@Ianarkshire.scot.nhs.uk
3. The interpreting team will book and confirm with a Booking Reference
Number (BRN)
4. If the booking is out of hours the On call manager/s will contact the service
provider to request the interpreter and will be given a confirmation booking
reference number (BRN)

Booking Reference Number (BRN)

e The service provider will allocate a unique BRN to each request.

e This confirmation that the request has been sent NHS Greater Glasgow and Clyde
Interpreting Services (NHSGGCIS)

e This isn’t confirmation that an interpreter has been alloacted

e If an interpreter cannot be allocated to the job NHSGGCIS should contact the
requestor to inform them by 4pm the day before the appointment.

e The BRN will also be passed on to the sessional interpreter. The BRN is a
reference for the interpreter’s timesheet which they will bring with them to the
assignment and should be recorded in the patient’s notes.

4.h ~ Cancellations/No show
Core Hours
e Cancellations of interpreter bookings must be made more than 24 hours in
advance of the booking start time.
e If, on arrival, the interpreter is no longer required e.g. the patient fails to attend,
the interpreting team must be informed
e No Show, it is the responsibility of the staff member who submitted the original
request to contact the interpreting team via email
nhsl.interpreting@Ilanarkshire.scot.nhs.uk or call 01698 754291/01698 754294
who will in turn contact the service provider.

Version No. 5 December 2022 Page 10 of 24


mailto:nhsl.interpretingrequests@lanarkshire.scot.nhs.uk
http://firstport2/staff-support/interpreting/default.aspx
mailto:nhsl.interpreting@lanarkshire.scot.nhs.uk
mailto:nhsl.interpreting@lanarkshire.scot.nhs.uk

Ha

anarkshire

Communication Support for Spoken Language, British Sign Language and Interpreting Policy

Out of Hours

If the interpreter is no longer required, the NHS staff member must inform the NHSGGC
interpreting team via email Interpretingservice@ggc.scot.nhs.uk

4. Signing of timesheets
Interpreters’ timesheets must be signed off to verify completed assignments so that
payment can be made. These can be signed by the person who has requested/or who
used the interpreter. The timesheets are in duplicate:

e Top copy - sent to Interpreting Services Call Centre by the interpreter

e Second copy — retained by the interpreter
The Interpreters use one timesheet for multiple jobs, please ensure that you sign on the

timesheet that shows your completed job. Timesheets should not be authorised prior to the
end of the assignment.

4. Performance/Capability Issues or Complaints

Face- to- Face/Near Me interpreters are provided NHS Greater Glasgow and Clyde
Interpreting Services (NHSGGCIS) and are bound by all NHS Greater Glasgow &
Clyde Policies and Procedures when undertaking an assignment at NHS
Lanarkshire. Should there be any concerns about an interpreter who is assigned to
your service, they should be reported to the NHS Lanarkshire Interpreting Team via
nhsl.interpretingrequests@lanarkshire.scot.nhs.uk and they will escalate it to the
Interpreting Service Manager for NHSGGCIS.
If a patient has a complaint this should be handled in accordance with the NHS
Lanarkshire complaints procedure.

Telephone/Video interpreters are bound by LanguageLine’s Policies and Procedures
when undertaking an assignment for NHS Lanarkshire. Should there be any
concerns about a Telephone/Video interpreter, they should be reported to NHS
Lanarkshire Interpreting Team and they will escalate it to the Regional Business
Manager for the Language Line. If a patient has a complaint this should be handled
in accordance with the NHS Lanarkshire complaints procedure.

4k Incident Reporting
All incidents should be recorded using the DATIX system.

4. Interpreting Service Providers

Face to Face and NearMe interpreting services are provided by NHS Greater Glasgow
and Clyde Interpreting Services

Telephone and online video/audio interpreting is provided by LanguageLine

S. ROLES AND RESPONSIBILITIES

All staff must put the patient’s communication needs at the centre of the services they
deliver. Staff have a responsibility to access appropriate interpreters when required.
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It is the staff members responsibility to book an interpreter following their service/locality
protocol and ensure that the communication needs of their patient, their carer or service
user are met.

It is not the responsibility of the patient to book or provide interpreters.

Staff should ensure that:

e Only professional interpreters are used when communicating with service
users/carers for whom english is not their first language during any healthcare
interaction

e Only in emergency or urgent circumstances should a friend or family member be
used until a professional interpreter arrives, but never children under 16 years. A
young person may be asked for information to establish facts only i.e. name, age,
known allergies.

e NHS Lanarkshire staff should only be used to interpret in emergencies.

e Staff should follow the instructions described in the Interpreting Services Booking
Protocol. (Appendices 1 & 2)

6. RESOURCE IMPLICATIONS
The cost of providing interpreting and communication support lies with NHS
Lanarkshire and must not be passed on to any member of the public.

7. COMMUNICATION PLAN
The policy will be communicated as follows:
e The interpreting page on Firstport
e Regular reminders in the staff briefing
e Ongoing promotion of the services to local communities who require the
service e.g through Deaf, ethnic minority and Deafblind community based
groups

8. QUALITY IMPROVEMENT = Monitoring and Review

This policy will be reviewed every three years or before if there are significant
changes to laws or practice.

9. EQUALITY IMPACT ASSESSMENT

This policy meets NHS Lanarkshire’s EQIA X
(tick box)

10. SUMMARY or FREQUENTLY ASKED QUESTIONS (FAQSs)

To help staff understand long or complex polices, please ensure you send a
summary or a frequently asked questions list with your completed policy

11. REFERENCES
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NHS Scotland Interpreting Competency Framework
NHS Greater Glasgow and Clyde: Interpreting Service including British Sign
Language (BSL) or any other Communication Support Policy

12. CHECKLIST

To be sent to Corporate policies:-
Copy of completed policy

Copy of EQIA

Copy of assurance process document for all policies
Copy of fast-track document if applicable
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Appendix 1: Generic Acute services protocols:

Interpreting Protocol for:

What type of interpreting is required?
Online Video/Audilo, Telephone Interpreting or Face to Face Interpreting
* Online Video/Audlo or Telephone interpreting should be the first point of access

=+ Staff should add the patient requires an interpreter to the patient notes.

Language kdentification

Une flas Shoip Albarian

LR TR R e Amhanc

g ak Lndl LA Arabic

B fanunad Bl hugbphia Armenian

ManAzarbaycan Toigesnds dangram Az

e e e W Hengall

Languageline online Video/Audio

Available through Interpreting on'Wheels machines. For access see FirstPort
interpreting page: hitp://firstport2/ staff-support/ Interpreting/ default.

unless the patient/carer meets the Face-to-Face criteria.

* ForWindows PC with Chrome or For new users/devices
Firefior browser go to: 1. Log In to the Languageline Once added,
https://Insight.languageline.com we!t’:sibe or app ch ' this information
. i ices: i d to
For Android and Apple Devices: 2. Add authentication code: e
Download the LanguageLine your
InSight app from the App store :“"C‘-" and can
3. Assign device name. m,::;.' ‘help
Your device must have enablad This helps identify you or your and settings’.
microphone, speakers and camera. service - max. space 15 digits.
4. Activate Device

To connect to an Interprataer:
1. Log In to the Languageline website or app
2. Selact the language you require from the list or
‘search by language or country”
3. Choose Video or Audio call depending on availability.
Some will have both audio and video, while some have audio only.
4, Access your Interprater
. End the call once completed
. Please rate your axperlience

Cantonasa

[

Gerenidim Ecamnaki Basnian

lNonaps Snnraposs Bulgarian

Burmesa

T e e e

e T Cantonass

Ml Easky Caach

Cairatari ) Frammtiei Croatisn

P e e 93

Ik spraek het Macarands

| apaak Eng ish

Ma rasgin Sesli keall

A1t i et B

Je para frangais:

B huyiefech ey

Ich sprecha Daulsch

§ vl e g Gujurali

Hakka
Hebirauw

KKFEH
Anim edabertal kit

Hindi

Hurgarsan

Eljlﬂ bicam bahasa Indonasia Indonesian

Paro italizra Eabimn

o] A

Hanean

Kurdigh
Labdan

P A oo e
Ex namdiju labvishi

Na Inbaka Lingala Lingalks

A kalbi lilwitha Lithwaniar

Freephone: 0200 028 007 3
From a mobile: 0330 123 9418
1. The Operator will as you foryour Languageline ID code:
2. The Operator will ask:  a. Which language you require
b. The name of your organisation e.q. NH5 Lanarkshire
.. Where are you calling from e.g. Cumbernauld Health Centre

d. Your name
e. Gat connected

a8 zhoruvam mekedonskl  Macadonian

gL Kandarin

Saya bicara bahasa Malay Malay

L P RTTE Mimgiun

Bw Miaunran xanssp apegar Mangolian

it e | Hepali

Mg po plsiou Pakah

Falo Poruguss Forfuguess

A U e Punjabi

aob o ke dy | g iy 0 |

Warbe sc imba romina

A rOBOpes NO-PYcCHl

Face to Face .

Face-to-Face: Identify
type of language required
* Check criteria is met (see aiteria list bdow)

Out of hours:
* For out of howrs requests contact on callf

duty manager
* If Mo, use LanguageLine Video/Audio +

or Telephone interpreting

* If Yes, identify language

* Complete interpreter request form
available on FirstPort ‘Interpreting”

* Email to MHSL interpreting requests
mailbow: nhslinterpretingrequests@

Criteria for when to use a face-to-face
Interpreter:

1. British Sign Language User

Community Language

: cshi hs.uk 2. Is there:
anarkshire.scot.nhs.u + A mental health aspect to the
* If accepted and authorised, the consultation?

interpreting team will confirm with
a booking reference number

= Child Protection or Vulnerable Adults?

3. Does the consultation involve/give:
* Senous diagnosis or bad naws?
= Complex discharge instructions

MPR.PROTOL22_16541.L

Tanopam cproka

8 Homyg e

Havanir pa skvensky

Gowniim Shonunnsko Sloramnian

Wasan ku hadaa af Soomaal Somali

Hablo sspafcl Spanish

Minasema Kiswahii Swahil

e guflip oG edlnEa Tarmil

TeanETive Thai

S0 DELID SO CIOhRs  Tekigu

PRI R T T Tigrinia

Tk konugwyoom Turkiah

A poasssnanses nogupaiceass  LUkranian

Urdu

wpl g e

e fabera ranwpansas Lizbeack

Ching i nbi tikng Wist Wietnamess

ma k3 80 ponshe Youba

Eritish Sign

Language (B5L)

Version No. 5 December 2022

Page 14 of 24



Communication Support for Spoken Language, British Sign Language and Interpreting Policy

NHS
N~

Lanarkshire

Appendix 2: Generic Community and specialist services protocol

Interpreting Protocol for:

Language Identification

What type of interpreting

is required?

Online Video/Audlo, Telaphona Interpreting or Face to Face Interpreting

* Online ¥ideo/Audlo or Telephone interpreting should be the first point of access
unless the patient/carer meets the Face-to-Face criteria.

* Staff should add the patient requires an interpreter to the patient notes.

Uine flas Shgip

Albarian

hE RORCE RS TAms

Amhanc

gl Ll U

e

T panunaad bl huybphis

Armenian

Maon Azarbayean Tirkpesinds dangram  A2ed

e e et Wi

Bergal

Cecrwnim Eoaarnski

Basnian

* ForWindows PC with Chrome or
Firefor browser go to:
https://Insight.languagellne.com

* For Android and Apple Devices:
Download the LanguageLine
InSight app from the App store

Your device must have enabled
microphone, speakers and camera.

Languageline online Video/Audio
For new users/devices

1. Log in to the LanguageLine
website or app

I

Fonaps Snnrapcse

Bulgarian

rights Bfesconddngte

Burmesa

e TS

Canioness

Miurdm Sasky

Czsch

Crirwtari i Fremiski

Croatisn

P n e g (1

[

Ik aprack hat Nadardards

Duich

| apeak Ergligh

Erglish

Ma raggin Besli keall

Estonian

0 i

Fami

Je para frangais:

Franch

B el Juarrryitogy

Georgian

Ich sprecha Daulsch

Eaman

2. Add authentication code: E‘:ﬁl:omm
is saved to
3. Assign device name. izrt;r::sﬂmn
This helps identify you or your be amended
service - max. space 15 digits. through ‘help
4, Activate Device and settings’.

To connect to an interpreter:
1. Log In to the Languageline website or app

‘search by language or country”

4. Access your Interpreter
3. End the call once complated
6. Please rate your experience

2. Select the language you require from the list or

3. Choose Video or Audlo call depending on availability.
Some will have both audio and video, while some have audio only.

Cantonse
Audio

Cantones
Audin

WAk ERbrakdt

Grock

§ yvadl vlg &

Sujurali

IIFE
Animedabartel kil

Hakka
Habirow

Hindi

Hurgarian

Saya bicara bhahasa Indonasia Indonesian

Parlo italizna

takan

gao] AHd

Fanean

e i s e

Kurdigh

Es mndju labdski

Labdan

Na lobaka Lingala

Lingata

Telephone
Freephone: 0800 028 007 3

From a mobile: 0330 123 9418

2. The Operator will ask:

d. Your name

1. The Operator will as you for your LanguageLine ID code:

a. Which language you require
b. The name of your organisation e.g. MH5 Lanarkshire
. Where are you calling from e.g. Cumbemauld Health Centre

o. Get connected

\\!

Face to Face

Face-to-Face: Identify

type of language requirad

= Check criteria is met (see criteria list below )

* If Mo, use LanguageLine Video/Audio
or Telephone interpreting

* If Yes, identify language

* Complete interpreter request form
available on FirstPort ‘Interpreting”

* Email to NH5L interpreting requests
mailbox: nhsl. Interpretingrequests@
lanarkshire.scot.nhs.uk

* If accepted and authorised, the
interpreting team will confirm with
a booking reference number

Out of hours
For out of hours requests contact on callf

A kalbuy lileatka

Lithuaniar

Aas Zhoruvam makecdanski

Pelacadonian

FiwimLE

Kandarin

Saya bicara bahasa Malay

Malay

g e e

Mimgiun

Bw# Mianran sanssp Apeasr

Mongolian

i e

Hepali

Wiy po polsiy

Paliah

Falo Porlugues

Porluguesss

A Ut R T

Punjabi

g L gy )

Waorbaso imba ramana

A roBoEe NEHOVCCHE

Rissian

Serbian

Sinhalese

Havaren pa slavensky

Sk

Gowerim Shavenska

Sloremnian

Waxan ku hadaa af Soomaal

Somali

Hablo sspariol

Spanish

Minasema Risvahili

Swahil

e guflip Gl e

Tamil

duty manager
L 2

AR TETINE

Thai

Criterla for when to use a face-to-face
Interpreter:

1. British Sign Language User

Communlity Language

2. s there:
= A mental health aspect to the
consultation?
* Child Protection or Vulnerable Adults?
3. Does the consultation invobe/give:
* Serious diagnosis or bad news?
* Complex discharge instructions

0 deorh Jomiy diorio

Tahigis

FRE R T ]

Tigrinia

Tk Ge kanugLeyam

Turkish

H posksnnnss no-yepalickas

Lkraniar

gl pad e

Uindu

Mew Falewas ranupamaH

Uizkmch

Ghing bhi nbi tikng Wikl

Wietnamese

ma k3 50 ponibe

oouba

Eritish Sign
Language (B5L)
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Appendix 3a: Face to Face Interpreting request form

NHS

b\ﬂ

S A

Before completing check the criteria for face-to-face is met

Complete request form (a separate form for each interpreter request)

Please ensure all sections of form are completed in full with correct information.

To cancel or amend a booking please contact the Interpreting Team using the email below.
Submit booking request in a word document (scanned requests will not be accepted) to
nhsl.interpretingrequests@Ianarkshire.scot.nhs.uk

Hospital/Primary Care/Service site

Directorate/Department

Date of Assignment

Time of Assignment

Duration of Assignment

Preferred Gender of interpreter

Language Required

Name of Patient

©| 0| N O O | W| N[ =

CHI number (if available)

[EnY
o

Location of interpreting assignment
Name of Clinician

Contact Number

Building/Name & Dept

Street

Town

Postcode

11

Criteria has been checked: If yes, which criteria is the request based on?

12. Please use this section to record any additional instructions e.g. background

information/directions to venue etc

To be completed by the interpreting booking team:
Date:

Booking Reference Number:
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Appendix 3b: NearMe Interpreting request form
Procedure for Near Me Appointments NHS
—,

Lanarkshire
1. Interpreting request is sent to Lanarkshire booking team with all details of appointmen. ......
as much notice as possible. nhsl.interpretingrequests@Ianarkshire.scot.nhs.uk

2. The request will be forwarded to NHSGGC interpreting team( our service provider), they
will:

- allocate an interpreter and
- send confirmation with name of interpreter and confirm any missing or additional
information prior to the appointment date (notice permitting).

3. On the day of the appointment the allocated interpreter will join the waiting area and
identify themselves with their first name as the interpreter.

4. ltis best practice to invite the interpreter into the call first to give a short briefing on the
requirements of the call and any relevant information.

5. The patient can then be invited into the call with interpreting support from the beginning.

6. If the patient requires assistance with the Near Me process it is usual practice to use
telephone interpreting service prior to the Near Me appointment to discuss any queries or
set up issues. Telephone interpreting link:
http://firstport2/staffsupport/interpreting/Documents/Telephone%20Interpreting%20-
%20BSL%20&%20Spoken.pdf

Links:

Interpreting page on firstport: http://firstport2/staff-support/interpreting/default.aspx

NHSL Near Me page: http://www.nhslannearme.org/

NHSL Near Me Guidance: http:/ffirstport2/staff-support/nhs-lanarkshire-near-me/default.aspx
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6. Complete request form (a separate form for each interpreter request)
Please ensure all sections of form are completed in full with correct information.

8. Submit booking request in a word document (scanned requests will not be accepted) to
nhsl.interpretingrequests@Ianarkshire.scot.nhs.uk

1. Requests will not be considered without the URL of the Near Me waiting area
of your department/service.
Please ensure you test the URL link before booking.
Upon receiving your request the interpreting service will provide you with a
booking reference number and details of the interpreter allocated

4. On the day, the interpreter will be waiting in your waiting area and should be
invited into the call first where any briefing can take place prior to the patient
joining the video call

5. Please ensure all sections of form are completed in full with correct

information.

1 Hospital/Primary Care/Service site/
Directorate/Department

2 Name
Telephone

of clinician/contact requesting the service

Date of Assignment

Time of Assignment

Duration of Assignment

Preferred Gender of interpreter

Language Required

Name of Patient

©| O N| O g M| W

CHI number (if available)
10 | Waiting area web address (URL)

11 | Please use this section to record any additional instructions e.g. background
information/directions to venue etc

12 | send completed form to nhsl.interpretingrequests@lanarkshire.scot.nhs.uk
To be completed by the interpreting booking team:

Date and name of booker:

Booking Reference Number:

Version No. 5 December 2022 Page 18 of 24


mailto:nhsl.interpretingrequests@lanarkshire.scot.nhs.uk
mailto:nhsl.interpretingrequests@lanarkshire.scot.nhs.uk

NHS
N~

Lanarkshire

Communication Support for Spoken Language, British Sign Language and Interpreting Policy

Appendix 4: Frequently Asked Questions (FAQSs)

Interpreting FAQs

NHS
N, e’

1. Does NHS Lanarkshire have to provide
interpreters?

Yes, it is the responsibility of NHS Lanarkshire to
arrange interpreters for our patients or their carers if
they require one

2. What types of interpreting services are

available?

< Face to face interpreters (pre-booking required)

< NearMe video interpreting for booked
appointments (pre-booking required)

% Telephone interpreting (on demand)

% Online Video/Audio (see protocols)
All: Video/Audio interpreting via LanguagelLine
website or app through smart devices (on
demand) Acute Only: ‘Interpreting on Wheels”

3. How do | book an interpreter?
All interpreting information is held on FirstPort;
accessed through NHS Lanarkshire connected
devices.

4. What’s the criteria for accessing a face to face
interpreter?
1. British Sign Language User
Community Language
2. s there:
< A mental health aspect to the consultaion?
<+ Child Protection or Vunerable Adults?
3. Does the consultation involve:
<+ Serious diagnosis or bad news?
% Complex discharge instructions?

5. Can |l use family and friends for interpreting?
The use of family, friends or unqualified interpreters
is strongly discouraged and is not considered good
practice. They should only be used in emergencies
to gather basic information, until a professional
interpreter is accessed.

6. Why not?
The use of family, friends or unqualified interpreters
to interpret information:
< may compromise patient safety and
confidentiality.
<+ they could be biased, selective or inaccurate in
the information that they relay to the patient.

<+ Itis never appropriate under any circumstances
to use a child under the age of 16 as an interpreter.

7

10.

11.

12.

Lanarkshire

What to do if a patient refuses professional

interpreting support

Patients have the right to refuse an interpreter and

invite a person of their own choosing to act as an

interpreter on their behalf. If so,

< explain to them that it would be in their best
interest to use a professional interpreter for clarity
and understanding.

% If it is expressly desired, the patient’s informed
consent must be sought in their own language
and from them independently of the family
member or friend.

< The patient’s decision to decline the use of a

professional interpreter must be recorded in
their medical records prior to the consultation
taking place.

2
X3

Children/Vulnerable Young People

Face-to-face interpreters must always be provided. If
there are suspected child protection issues, staff must
provide a separate interpreter to the parent, to allow
the child’s voice to be heard.

Vulnerable adults/Gender-Based Viol e/
suspected trafficked patients

A face-to-face interpreter must always be provided
if there are suspected vulnerability/risk/protection
issues for patients.

What if an interpreter can’t be sourced?
If an interpreter cannot be sourced, NHS Greater
Glasgow and Clyde Interpreting service

(our provider) will contact the named clinician/
person in the request.

What if an interpreter does not turn up?

Email NHS Lanarkshire interpreting service
and let them know
nhslinterpr I

9 1

.scot.nhs.uk

Lehi
kshir

What about Out of Hours?

< Interpreting requests are processed
Monday-Friday 9am-5pm.

2+ If an interpreter is required outside of these
hours, staff can access Telephone or online
Video/Audio interpreting on demand.

% For British Sign Language (BSL) access outside
of core working hours the ‘Out of Hours British
Sign Language Protocol” must be followed — do
not use video interpreting for BSL unless in an
emergency.

o

o
'

'
X3

For further information, advice or support, please contact the interpreting team by email:
nhsl.interpretingrequests@lanarkshire.scot.nhs.uk or call 01698 754 291 or 294

spoken and written English

appointment is booked

0%
£X3

Be aware of religious/cultural factors.

Top Tips for Working with an Interpreter:

< The interpreter is there to purely interpret what is being said

< Ask the interpreter not to change or alter any part of the conversation — this
is not possible for BSL interpreting as language structure is very different to

% Speak clearly and in a normal tone
% Allow more time for interpreted communication — it is recommended a double

% For complex cases or vulnerable child or adult appointments, you may wish to build in
additional time with an interpreter to brief them before/after
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Appendix 5

Do’s and Don’ts Guide for British Sign Language (BSL) interpreter
British Sign Language (BSL) is the preferred/First language of many deaf people. A BSL/English
interpreter is a professional who is trained and experienced in working between the two languages.

Don’ts:

Do’s:

1.

You must offer the patient access to and use of a
professional BSL interpreter.

If a patient requests/insists on using a
friend/family member as an interpreter, they
should still be offered access to a professional
BSL interpreter as it is important that the
information the patient receives is accurate so that
they can make an informed choice about their
care. If they still insist on using a friend/family
member this should be recorded in their notes.

Identify type of interpreter that is required. Not all
deaf people use BSL and an interpreter may not
be the most appropriate option.

Book an interpreter (using NHS Lanarkshire’s
protocol).

Consider any patient requests when booking an
interpreter, for example, specific named
interpreters for continuity of care or gender of
interpreter (all interpreters still need to be booked
following the NHS Lanarkshire interpreting
protocol).

Ensure that information on BSL interpreter
requirements is added to the patient’s notes for
future appointments.

Accessing a BSL interpreter can be challenging,
therefore, book an interpreter as soon as possible.
Always book a double appointment for all
interpreted sessions (BSL or spoken language).

1.

Never use or assume that a friend/family
member will interpret for the patient (see
point 2 in Do’s).

Do not communicate with the patient using
written notes — unless the person has clearly
expressed that is their preferred way of
communication. English is not a BSL user’'s
first language, do not assume that the person
is competent in understanding written
English. - BSL has its syntax (the order or
arrangement of words and phrases to form
proper sentences) and is not similar in
structure to spoken/written English

Do not delay in booking interpreters — book
as soon as a need has been identified or a
future appointment has been set.
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Appendix 6 Guide to Working with Face- to- Face Interpreters

1.

(@)

(b)

(@)

(b)

Before the Session

Sessions with an interpreter will take longer than sessions where you are able to speak
directly to a patient. You should allow for this when setting the time of the sessions.

You will also need to allow a short time at the beginning and the end of the session to brief/de-
brief the interpreter. Topics you should cover:

Background details

If the interpreter has not worked with the client before it is helpful for them to have basic
details of the case before they begin.

¢ Client’'s name, age, country of origin, language and dialect

e Purpose and expected content of the session

e Any specific terminology which may be used in the session

Working methods

If you have not worked with the interpreter before you will need to spend a few minutes

explaining your method of working to them. The interpreter will explain how they work best,

covering:

e Interruptions — if either party is speaking for too long and the interpreter cannot hold all
the details

e Asking for clarification and meaning for the client and yourself

e Seating arrangements — ensuring that everyone is comfortable and able to relate to each
other

o How the interpreter should intervene if anything is done or said which may be
culturally unacceptable to the client, or where the interpreter feels that there is a clear
misunderstanding

During the Session

Introduce yourself to the client and allow the interpreter to introduce him or herself. On a first

session the interpreter should introduce themselves along the following lines: -
“‘My nameiis ....... , and | am a professional interpreter. | will interpret
anything that is said in the session. Please do not say anything to me that
you do not want translated. What you say here is confidential and | will not
tell anyone else about what you say here today”

Patients/carers can be given a copy of the leaflet (in a range of languages) on the role of an
interpreter see link: http:/firstport/sites/patientinformation/ps/default.aspx

Working with the interpreter

Seating Ensure that everyone can see each other and that eye contact
will be easy
When speaking Speak directly to the client, using their name.
Content Only say things to the interpreter which are to be interpreted to the

client. The client can feel alienated if the interpreter and you have a
private conversation.

Listening When the client is talking stay involved. Show you are listening
through your body language

Timin Speak in manageable chunks and allow the interpreter sufficient time
to translate
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Understanding Use straight forward language and avoid jargon. Encourage the

Client to ask questions and check to see that they have understood.
Explain medical terms to ensure they have been understood as you
would in any patient/clinician interaction.

Breaks Be aware of when the client or interpreter may need a short break,
particularly if the client has been talking about distressing
experiences.

Leaving the room If you need to leave the room, you should not leave the interpreter

alone with the client

3. After the Session
In a short debriefing after the session you can check out the following:

General feedback - did the session go smoothly? Were there any problems working
together?

Specific feedback and clarification — any factual observations from the interpreter, or
feedback on the cultural context of gestures or modes of behaviour

Check how the interpreter is feeling after the session, particularly if it was an
emotionally charged session

Complete and sign the interpreters record slip

4. Problems with the Session
Talk to the interpreter about any difficulties which may arise. Check the issues covered below
to see if you can decide what may be going wrong.

Points to check if something seems to be going wrong:

Does the interpreter speak English and the client’s language fluently?

Is the interpreter acceptable to the client (same gender, similar age)? Is the
interpreter prevented from telling you things because of his/her relationship with the
client?

Are you creating as good a relationship as possible with your client?

Is the interpreter translating exactly what you and your client are saying, or are they
putting forward their own views and opinions?

Does the interpreter understand the purpose of the interview and what their role is
within it?

Have you given the interpreter time to get to know the client and explain what is
happening?

Does the interpreter feel free to interrupt you when necessary to point out problems
or ask for clarification?

Are you using simple, jargon-free English?

Are you allowing the interpreter enough time?

Are you maintaining as good a relationship with the interpreter as you can?
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Appendix 7

Telephone Interpreting

Accessing a
Telephone Interpreter

<floraoeline

When your client is with you

Making outgoing client calls

Handling incoming client calls

1. Dial 0800 028 0073 (0207 715 2630 for mobile users)

2. The operator will ask you for:
+ Your client 1D (your & digit cliant numbar)

{Pleasa note: this code is confidential to your
organisation or dept)

+ Tha language you require? (you can ask for a
mrale or female interprater)

« Or if you are unsure please ask for language
assistanca.

+ What organisation are yeu calling from?

* What is your personal coda? (answer with
yiour full first and last name)

3. Stay on line whils the operator connacts you to
a trained interpreter (about 30 seconds). The
oparator will then inform you the interprater is
now on ling",

4. Note the interprater's 1D code, infroduce
yourself and brief the interpreter saying what
phione you are using, 8.0. single/ dual handsat,
spaaker phona or mobila.

5. Ask tha interprater tointroduce you and
themsalves to your clint and give the
interpreter the first quastion or statement

Give the interpreter time to interpret betwean
you and your client,

Continua the corwversation.

6 Let your client and the interpretar know when
you have finishied. Thanks the intarpratar and
say ‘end of call

Fupw oy

The operator will connect you to an interpreter, then

conference your client into the call.

1. Have your clients name and telephone number

ES

ready.

Follow staps 1 and 2 for ‘When your client is
with you', but advisa the operator your client is
NOT with you.

. Give the operator your cliznts name and

telaphona number.

. Stay on line whils the oparator connacts you

to a trained intarprater (about 30 saconds).

. Nota the interpreter’s 1D code.

Introduce yoursalf and brief the intarpratar:
axplain the operator is phoning your client.

Ask the intarpratar to infroduce you and
themselves o your client and give the
intarpratar the first quastion or statemant.

. The operator introduces your client into the call.

The irterpreter proceads as you diracted abova.

. Give the interprater time to interpret betwean

you and your cliant.

Continue the conversation.

. Let your cliert and the interpratar know when

you have finished.

If you have conferencing facilities

1. Put your clignt on hold using your organisation’s
conference call facilifies (try to obtain your
client’s telephona number in case they hang up
whila on hold).

2. Follow steps 1 and 2 for ‘When your client is
with you', but advisa the operator your clisnt is
ON HOLD.

3. Brief the interprater, then confarance your client
into the call
If you do not have conferencing facilities

1. Mote your cliznt's telaphona numbar, language
and, ideally, name.

2. Assure your client that you will call back shorly
with an interpratar.

3. Follow the procadures for ‘making outgeing
client calls’.

Useful Numbers

1. General enquiries, firaining line and materials

Tal: (0800 160 2879
Fan: (0800 783 2443
Training: 0800 288 4334
Email:  enquiries @ languageline.co.uk

Wabsite: www languageline.co.uk
Post: 25t Floor, 40 Bank Strast
Canary Wharf, London E14 5MR

2. Document Translations

Tal: (0800 917 6564
Fax: 0800 783 2443
Email:  franslations @languagelina. co.uk
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Appendix 8 Tips for Working with an interpreter in a Healthcare Setting
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How many of your
palients speak a
language ather than
English?
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OUR QUALITY
LANGUAGE
SERVICES
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Translstion
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TIPS FOR WORKING WITH AN INTERPRETER IN A
HEALTHCARE SETTING

10.

11.

12.

Language Line Servicas - - |

Brief the interpreter — Identify the name of your organisation to the inferpreter; provide
specific instructions of what needs to be accomplished and state whether you need help
with placing a call. The interpreter can assist you in getfing the call off to a good start by
introducing you and your facility and then relaying your initial question.

Speak directly to the patient — You and the patient should communicate directly with
each other as if the interpreter were not there. The intenpreter will relay the information
and then communicate the patient's response directly back you. Also, speak naturally
{mot louder) and at your normal pace (mot shower).

Segments — Speak in one sentence or two short ones at a time. Try to avoid breaking up
a thought. Your interpreter is frying fo understand the meaning of what you are saying, so
express fhe whole thowght if possible. Interpreters will ask you to slow down or repeat if
necessary. You should pause to make sure you give the interpreter ime to deliver your
MESsage.

Clarifications — If something is unclear, or if the interpreter is given a long staternent, the
interpreter may ask you for a repetifion of what was said.

Ask if the Limited English Speaker [LES) understands — Please don't automatically
assume that the LES pafient understands you. In some cultures a person may say “yes”
as you explain something, but it doesn't necessarily mean they understand. It may just
mean they want you to keep talking because they are trying fo follow the conversation.
Also, please keep in mind that a lack of English does not necessarily equate to a lack of
education.

Do not ask for the interpreter’'s opinion — Avoid asking the interpreter for opinions or
comments. The interpreter’s job is to convey the meaning of the source language and not
allow personal opinion to influence the inferpretation.

Everything you say will be interpreted — Try to avoid private conversations with your
colleagues. Whatever the interpreter hears will be interpreted.

. Awoid jargon or technical terms — To help your patient and interpreter better

understand you, don't use industry jargon, slang, idioms, acronyms, or technical ferms.
Clarify wocabulary that is unique to fhe situation and provide examples if needed to
explain a term.

Length of interpretation session — Many concepts you express may have no
equivalent in other languages. The interpreter may have to describe or paraphrase the
terms you use. As a result, an interpretation might take twice as long as a conversation
carried on in English only. Please avoid interrupting the interpreter while he or she is
imterpreting.

Reading scripts — Though we may not notice it, we often talk more guickly when reading
a script. When reading a script, prepared fext, or a disclosure, please slow down fo give
the imterpreter a chance to keep up with your pace.

Culture — Professional interpreters are familiar with the culbure and customs of the LES.
Dwring the inferpretation session, the interpreter might identify and point out a cultural
issue of which you may not be aware. Also, if the interpreter feels that a parficular
guesiion is culturally inappropriate. he or she may ask you fo rephrase it.

Closing of the call — The interpreter will wait for you fo initiate the closing of the call.
When appropriate, the interpreter will offer further assistance and will be the last to
disconnect from the call.

ine.co.uk
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