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Procedure Awareness
People who need to know this procedure in
detail and know where to find it

Service Managers, Integrated Care
Managers, Assistant Integrated Care
Managers, SPCA and all PCAs

People who need to have a broad
understanding of this procedure and know
where to find it

All clinical staff, including those on
secondment or on a contract with Here
and Assistant Directors

People who need to be aware this procedure
exists and know where to find it

All individuals

Training Requirements
People who need to be trained in detail on the Not applicable
contents of this procedure
People who we would recommend should carry Not applicable
out basic level training of this procedure
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Introduction

The electronic copy of the Providing Interpreting and Sign Language Procedure is located
in S:\BICS Operations\Policies\BICS Policies – if for any reason you are unable to
access this file please inform the Quality Coach or other appropriate individual in order to
rectify.

2 Purpose
The purpose of the procedure is to set out the procedure for offering and providing
interpreting and sign language services for all clinical services Here operates.
3 Scope
This procedure is relevant to anyone who works within these clinical services regardless of
whether they are Here employees, agency staff or seconded staff, voluntary workers or
students on work experience, or self-employed contractors.
4 Roles and Responsibilities
Executive Directors – have overall corporate responsibility for ensuring the interpreting
and translating needs of Here’ patients are met and have delegated this remit to the
Assistant Directors, Service Mangers and Integrated Care Managers.
Assistant Directors – have financial responsibility for provision of interpreting services.
Service Managers, Integrated Care Managers and Assistant Integrated Care
Managers have operational responsibility for ensuring accessible and quality translation
and interpreting services are provided within the resources available, and for monitoring
their effectiveness. They are also responsible for authorising the use of external providers
of translation and interpreting services, and ensuring individuals are aware of how to
access the services.
General Practitioner (GP) – is responsible for notifying Here of an interpreting need prior
to appointment.
Patient Care Advisors (PCA) – are responsible for ensuring that the Patient Records are
updated to include any interpreting need and that this is referred to and used as
appropriate.
All Here employees – directly involved in patient care have a responsibility to assess
individual patient interpreting needs and to adhere to the procedures outlined within this
procedure.
The Interpreter is responsible for assisting in the interview, interpreting accurately; keeping
all information obtained in the interpreting sessions confidential and explaining cultural
differences where appropriate.
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The Importance of Having a Clear Procedure

For the welfare and safety of our patients it is crucial to ensure, as much as possible, that
patients understand the service they have been referred to and treatment/specialist opinion
being offered to them.
Therefore, it is vitally important that all decisions are well informed and made jointly
between the patient and health care provider. In addition, it is important that all individuals
involved in the service understand the process and can initiate it whenever appropriate:
•

Translation, interpreting and advocacy services (when a patient does not speak
English or is Deaf) can be arranged through: Sussex Interpreting Services (local
interpreters); Language Line (for telephonic conversation); Vandu Language
Services (local interpreters) and Prime Productions

•

Interpreting for people with hearing impairment, British Sign Language or Lip
speaking can be arranged through: Action Deafness (preferred provider); Remark!
And Action on Hearing Loss

* Please see Appendix iii for contact details of the above services.

6
6.1

Procedure for Accessing Interpreting or Translating Services
Requests for interpreting and sign language may be instigated in different ways:
1) GP letter (received either electronically or in paper form)
2) It becomes obvious to service staff that the patient would benefit from interpreting or
translating services
3) Patient may make the request themselves, either on the telephone or through a
returned translation request document (the translation request form will be sent out
with each patient letter. A copy of this is attached in Appendix ii)

6.2

Once the need for interpreting services has been identified this information will be
scanned into and/or noted in the patient’s record and be recorded in SystmOne,
Choose & Book and Vedas by a PCA.

6.3

PCAs should only book 1 patient requiring interpretive services per clinic session.

6.4

The PCA will contact the patient on the telephone using a Language Line Interpreter
to book an appointment (please see Appendix iv for instructions on how to use this
service). When making an appointment for someone needing an interpreter, allow
sufficient time for everything to be repeated in each language.

6.5

When booking an appointment the PCA will explain where they are calling from, the
purpose of their call, and gain consent from the patient to use a professional
interpreter to discuss medical information with them. This consent will be noted in the
admin notes in SystmOne and or Vedas.

6.6

Once an appointment has been made in a Here service, the PCA will immediately
request an interpreter through either Sussex Interpreting Services or NEAL
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Communications. This can be done by logging onto the perspective agency websites
and using their online service requests forms (See Appendix iii for details).
6.7

The PCA should then:
•

Store the confirmation email in a file that each member of the team can access

•

Record on the appointment ledger that a translator has been booked to ensure
that there is not more than one patient booked per clinic

•

Note in the patient’s record the confirmed appointment and the service used
(either Sussex Interpreting Service or NEAL Communications)

6.8

PCAs must remember that when cancelling clinics or individual patient appointments,
every patient must be checked individually to establish whether they have an
interpreter booked. It is important to ensure that any such cancelled appointments
must include the appropriate action to cancel and rebook the interpreter. PCAs will
notify the appropriate interpreting service provider as soon as possible.

6.9

Where the need/benefit for interpreting or translating services only becomes obvious
to service staff/the consulting clinician at the consultation itself, the consultation
should be discontinued, and arrangements made to reschedule the appointment with
appropriate interpreting service provision.
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Key Factors for Using an Interpreter

7.1

If the patient refuses the use of a professional interpreter and asks for the use of
family members or friends, this request must be verified using a telephone
interpretation service and documented in the patient’s notes. Whilst some carers,
relatives and friends may be able to interpret, individuals must be aware that
interpretation undertaken by people involved with the patient may be distorted (due to
over-protectiveness, bias, or conflicting interests) and may not be an appropriate way
of communicating confidential information or undertaking an assessment.

7.2

When a child cannot understand or speak English, parents must not be asked to
interpret for the child and an external interpreter must be used. Exceptionally, in an
emergency situation, clinicians can use their judgement to ask parents to interpret
whilst external interpretation provision is being arranged, bearing in mind child
protection regulations. In the case of acute emergencies, individuals may use a family
member or friend of the child to elicit and communicate basic information.

Children SHOULD NOT be used to interpret. If a patient requests to use a child
as an interpreter, the Here employee should offer professional interpretation services
in line with this policy and advise that we cannot use children to interpret.
7.3

If a patient brings a child less than 16 years old to their appointment, they should be
discouraged from interpreting and the option of a professional interpreter offered.
Even in the case of acute emergencies, individuals should only use the accompanying
child to elicit and communicate basic information.

7.4

Where there are concerns about child protection or vulnerable adult issues, an
approved external interpreter should be used, even for basic communication.

8 Translation of Patient Information Leaflets and Letters
Here will offer translated material to patients. With each patient letter a Translation form –
applicable to the service the patient is being referred to – will be enclosed (see Appendix ii).
The form covers 8 languages most commonly spoken in Brighton and Hove (as advised by
Sussex Interpreting Services and in line with Brighton and Hove City Council). These are:
•

Arabic

•

Bengali

•

Cantonese

•

Farsi

•

Mandarin

•

Polish

•

Portuguese

•

Turkish
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There is a space – Other Language – for patients to request translation in a language not
stated on the form.
The document informs patients how to:
• Request translation of their appointment letter
• Request translation of the service leaflet
• Request an interpreter to attend their appointment
Additionally, standard details will be provided on the back page of each service leaflet
giving the details of where to write for a translated version in the eight languages listed
above.
Each service leaflet and patient letter can also be requested in:
• Large print
• Braille
• Audio tape
Currently, clinical handouts are not available for translation. The interpreter utilised during
clinical sessions will be responsible for ensuring any information available on handouts
(e.g. injection consent form) is reviewed and well understood by the patient.

9 Confidentiality
All individuals are required to maintain complete patient confidentiality as a condition of
their employment with Here. Patient confidentiality must be respected at all times when
arranging an interpreter.
Any breaches of patient confidentiality will be taken seriously and may result in disciplinary
action being taken.
Any breach of confidentiality by an interpreter supplied through an authorised interpreting
service will be reported immediately to the service provider.
The verbal consent of the patient must be obtained prior to an interpreter being used and
this should be noted within the patient record.
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10 Appendix I – “How to” guide for the use of Interpreting
1. Why use an interpreter?
•
•
•

They are free for the patient to use
Medical vocabulary can often be different to general vocabulary. An interpreter will
be responsible for clear communication, and will keep all information confidential
Interpreter is also present to explain any cultural differences to the clinician

2. What if a patient refuses an interpreter?
Please refer to the main body of the Providing Interpreting and Sign Language Procedure
for further information.
3. How to offer an interpreter for telephone translation
• Would you like me to call back with an interpreter? What type of interpreting service
do you wish to access? Advise you will call back in 5-10 mins
• If you are struggling to communicate and are unable to ask advise you will call back
with a telephone interpreter if the patient’s native language is listed on the referral
and terminate the call
• If a patient does not want an interpreter advise them of points in section one.
However they are entitled to refuse should they prefer a family member. Please be
aware this is not ideal as it does not always render an accurate/unbiased
interpretation. Please see section 1 within the main body of this procedure
• When contacting patients who have use of a text phone, please speak slowly and
clearly, allowing time for the phone to change your speech into text
4. How to access a translator through language line
a. Call ‘Language Line’ on 0845 310 9900
b. The operator will ask you for the following information:
i.
Account number: 200-040 8545
ii.
ID: 286 002 (Here)
iii.
Your initial and surname
iv.
The language you require
v.
Where the patient is (their telephone number or if they are with you).
c. Before the operator dials out, make sure they have taken the details of the message
you would like to leave if they are unable to reach the patient
d. Ask the interpreter to introduce you and themselves to the client and give the
operator the first question or statement. Give the operator time to translate and the
patient respond and then carry on as normal
e. Let the operator know when you are done
5. How to book a sign language interpreter through AD Communications for an
appointment
a. Go to www.adcommunications.org.uk
Care Unbound Limited (Company Number 6528491) registered in England and Wales.
Registered offices at Fourth Floor,177 Preston Road, Brighton, BN1 6AG

10

VERSION 3.0

FINAL

b. Go to the section for face to face interpreting
c. Fill out the form and submit

6. Document Translation
Should patients request it, we are able to offer translation of clinic outcome letters,
appointments and leaflets. For an example of the form needed please see the
Interpreting and Sign Language Procedure – Appendix iii
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11 Appendix ii – Schedule of Applicable Publications:
Reasonable steps have been taken to ensure that this procedure reflects the Care Quality
Commission Schedule of Applicable Publications, The following guidelines have been
referenced:

•

The NHS Constitution (DH, 2009)
http://www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsPolicyAn
dGuidance/DH_113613

•

Equality and Human Rights Commission 2009
http://www.equalityhumanrights.com/publications/

•

Asylum and Immigration Act (1996)
http://www.legislation.gov.uk/ukpga/1996/49/contents

•

Race Relations (Amendment) Act (2000)
http://www.legislation.gov.uk/ukpga/2000/34/contents

•

Mental Capacity Act 2005 Policy
http://www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsPolicyAn
dGuidance/DH_085476

•

Mental Capacity Act Code of Practice 2008
http://www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsPolicyAn
dGuidance/DH_085476

•

Data Protection Act 2018 –
http://www.legislation.gov.uk/ukpga/2018/12/contents/enacted

•

Equality Act 2010 http://www.equalityhumanrights.com/publications/

•

Equality and Human Rights Commission 2009
http://www.equalityhumanrights.com/publications/

•

Human Rights Act 1998
http://www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsPolicyAn
dGuidance/DH_088970
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12 Appendix iii – Example of a Service Translation Form
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13 Appendix iv – Interpreting Service Contact Details
Sussex Interpreting Service
Community Base
113 Queens Road
Brighton, BN1 3XG
East Sussex
Telephone:
01273 234 802 (24 hour emergency no. 07811 459 315)
Email:
info@sussexinterpreting.org.uk
Web:
www.sussex interpreting.org.uk
Language Line Services
Telephone:
0845 310 99 00 or 0800 169 2879
Email:
enquiries@languageline.co.uk
Caller ID.
286002 – Brighton & Hove Integrated Care Services
Web:
www.languageline.co.uk
Vandu Language Services
Telephone:
01273 473 986 (out of hours 0800 008 7650)
Fax:
01273 488 701
Email:
info@vlslanguages.com
Web:
www.vlslanguages.com
Prime Productions
Contact:
Mahsum Khan
Telephone:
0844 482 0471
Fax:
0844 482 0475
Email:
mahsum@primeproductions.org.uk
info@primeproductions.org.uk
Web:
www.primeproductions.org.uk
Action Deafness
Contact:
Telephone:
Fax:
SMS:
Email:
Website:

or

should

this

Deputy Manager and Bookings Coordinator:
0844 593 8443 0844 593 8440
0844 593 8444 0844 593 8441
07947714040
enquiries@actiondeafness.org.uk
www.actionfordeafness.org.uk

Remark!
Telephone:
020 7269 2626
Fax:
020 7269 2629
Email:
frankie@remark.uk.com or michelle.barclay@remark.uk.com or
info@remark.uk.com
Web:
www.remark.uk.com
If you need to contact interpreting urgently please text 07540048015 or email
jessica@remark.uk.com
Action on Hearing Loss
Telephone:
0845 685 8000
Care Unbound Limited (Company Number 6528491) registered in England and Wales.
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0845 685 8002
communication.services@hearingloss.org.uk
www.actiononhearingloss.org.uk
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14 Appendix v – Language Line Instructions
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15 Appendix vi – Equality Assessment

1. Name of Policy

Providing Interpreting and Sign Language Procedure

2. Clinical/Governance/HR

Governance

2. Assessment completed by
(Author/Owner/Other)

a) Name

b) Title

Owner

Helen Curr

Director of Clinical Services

Date assessment completed:

02.03.2017

4. Does the policy benefit or have an impact on staff and/or the public? (please √)
Staff

Yes

√

No

Not Sure

Public

Yes

√

No

Not Sure
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5. Is there a Differential Impact?

6. Is there concern?

5a) Is there any information or
reason to believe that the
operation of this policy would
or does affect groups
differently?

5b) How much information or
evidence is there?

Answer:
None
NA/ None/Little/Some/Major

Answer:
No
Yes/No/NA/Not Sure

7. Total Scores

Has there been any concern
expressed by the public or
staff about the operation of
this function or policy?
Answer:
None
NA/None/Little/Some/Major

Staff

Public

Staff

Public

Staff

Public

Staff

Public

Age

0

0

0

0

0

0

0

0

Disability

0

0

0

0

0

0

0

0

Gender reassignment

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

Pregnancy and maternity

0

0

0

0

0

0

0

0

Race

0

0

0

0

0

0

0

0

Religion and belief

0

0

0

0

0

0

0

0

Sex

0

0

0

0

0

0

0

0

Sexual orientation

0

0

0

0

0

0

0

0

Sub Total

0

0

Marriage
partnership

and

civil

Grand Total
8. Priority
Grand Total Score

0

Priority (low, medium, high)

Low
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Priority Scoring
Low

0–9

Medium

10 – 29

High

30+

Low = A full Equality Analysis is not required, but details of non-applicability must be detailed in 9. below.
Medium = A full Equality Analysis must now be completed, ensuring engagement with appropriate internal stakeholders
High = A full Equality Analysis must now be completed ensuring engagement with appropriate internal and external stakeholders
9. Reasons for non-applicability
Equality strand

Reasons

Age

This procedure does not have any negative impact on this characteristic.

Disability

This procedure does not have any negative impact on this characteristic.

Gender reassignment

This procedure does not have any negative impact on this characteristic.

Marriage and civil partnership

This procedure does not have any negative impact on this characteristic.

Pregnancy and maternity

This procedure does not have any negative impact on this characteristic.

Race

This procedure does not have any negative impact on this characteristic.

Religion and belief

This procedure does not have any negative impact on this characteristic.

Sex

This procedure does not have any negative impact on this characteristic.

Sexual Orientation

This procedure does not have any negative impact on this characteristic.

10. Manager Approval
Signed

Helen Curr

Date

02.3.2017
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