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Executive Summary

All our service users or their carers have the right to effective communication in a form, language and
manner that enables them to understand the information provided. Where necessary and reasonably
practicable, this includes the right to a competent interpreter. Interpreting is an oral or visual/gesture of
communication from one language into another. It includes community languages and sign languages.
Translation is the written rendering of the meaning of the written word from one language into another

either as text or audio.

This document provides a framework to support communication with service users and carers who are
non-English speakers, people for whom English is a second language, people with hearing or visual
impairment or who have learning disabilities. It sets out clear standards across the organisation to
promote good practice and minimise risks which stem from communication barriers and it covers the
use of face to face, telephone interpreting and written translation services in accordance with identified
need.



Interpreting is an oral or visual/gesture of communication from one language into another. It
includes community languages and sign languages.

In general, interpreting means bridging a language and cultural gap between two people who
need to communicate with each other but who may have different cultural backgrounds, do not
share a common language and therefore would be unable to communicate effectively.
Translation is the written rendering of the meaning of the written word from one language into
All our service users or their carers have the right to effective communication in a form,
language and manner that enables them to understand the information provided. Where
necessary and reasonably practicable, this includes the right to a competent interpreter.
Clinical care should always be provided in such a manner as to ensure that service users and

» Communicate accurate information to clinicians and practitioners so that symptoms and
their meanings can be understood, correctly diagnosed and the best available

» Understand the health issues facing them, the treatment options available and the
steps required to recover or maintain well-being

» Express themselves fully and freely as appropriate to the context within which they

» Have access to qualified interpreters in response to identified needs
» Have access to translated information about the care being provided by the Trust

» Reassured that the provision of interpreting and other language services is the
responsibility of the Trust and not the service user, carers, their family or community

This policy provides a framework to support communication with service users and carers who
are non-English speakers, people for whom English is a second language, people with hearing
or visual impairment or who have learning disabilities.

The policy sets out clear standards across the organisation to promote good practice and
minimise risks which stem from communication barriers and it covers the use of face to face,
telephone interpreting and written translation services in accordance with identified need.

1 Introduction
1.1
1.2
1.3
another either as text or audio.
1.4
1.5
their carers or significant others can:
treatment offered
receive care
2 Purpose of the Policy
2.1
2.2
3 Roles and Responsibilities
3.1 Trust Staff

Staff are responsible for implementing the policy effectively and for bringing any issues which
may affect implementation to their managers. They also need to:

» Recognise that a language need exists



3.2

Inform service users and carers that an interpreter can be arranged at no cost to them
Assess which language is being spoken

Assess and make provision for language need by liaising with the service user or carer,
where appropriate

Arrange interpreting or translating services as soon as the need becomes apparent
Liaise with the interpreting service to arrange for an interpreter following the booking
arrangements set out within this policy

Define or explain complex terminology or acronyms

Accurately document within the service user’s clinical records, the language and dialect
used and any hearing or visual impairment or learning difficulties needs identified

Staff must not reveal the PIN number provided for accessing telephone interpreting
services to the service user or any person not employed by the Trust.

Staff should use the appropriate PIN number that has been issued to the appropriate
service, location, department or unit in which the service is required

Keep control of the interview

Y V. ¥V VV VYV VVYV

Interpreters
The interpreter is responsible for assisting in the interview, interpreting accurately, maintaining

confidentiality, advising on cultural differences, declaring if they are known to the service user,
where appropriate. The interpreter is not responsible for conducting the interview, giving advice
or acting as an advocate. The interpreter is expected to facilitate communication between
people who do not have a language in common.

The key factors which influence the requirements for interpreting are:
Ensuring equitable access to services

Ensuring the best patient outcome

Ensuring a positive patient experience

Facilitating communication to all involved

Working towards fostering trust and maintaining confidentiality

VVYVYYVY

Interpreters sometimes know important information about the service user’s culture, country of
origin and religious beliefs that others are not aware of. It is useful to ask the interpreter to
point out any areas of cultural significance that they would help to improve the understanding
of the service user's world. In particular, interpreters may help to establish whether certain
behaviours, beliefs or reactions are usual within the service user’s culture.

How to decide if an Interpreter is required

4.1

There may be no previous request for an interpreter or it is not clearly indicated as required on
the document you currently have e.g. a referral form or case notes. You may meet the service
user or carer and then realise an interpreter is required. If you are not sure whether an
interpreter should be used or not, try the following:

» Ask an open question that requires the person to answer in a sentence. Avoid closed
questions, that can be answered ‘yes or no’ or a very familiar question such as ‘age or
where do you live?’

» Ask the person to repeat a message that you have just given them, in his or her own
words.

If the person cannot articulate a sentence in English or cannot relay back to you the message
you have given them, then an interpreter is most likely required.



What Lanquage Does the Person Speak?

It is important not to make assumptions about the language that the person speaks. But where
only the ethnicity is stated or information is sparse, you may need to check further to ensure a
correct match. There may be sensitivities around inter-ethnic, regional, political tensions and all
efforts should be made to accommodate the service user’s sensitivities and preferences, such
as asylum seekers who may have been victims of torture. If unsure, please check with the

Staff must ensure that a trained, professional interpreter (Levell) is used during the initial
assessment stage and at the point of discharge. Staff must clearly document in the service
user’s note and RiO, the service user’s preferred language or communication needs.

Staff must also ensure that a trained, professional interpreter (Level 1) is used during these
regular appointments and meetings. Equally, staff should also continuously assess whether
the service user or carer’s need for language support is still necessary.

For emergency assessment or in high risk situations, an interpreter may not always be
available; the clinician may wish to use telephone interpreting until a qualified, trained
interpreter is available. If a service user or family refuses to use a professional interpreter then
this decision should be confirmed through a telephone interpreting service or face to face with
an interpreter and recorded in the service user’s notes.

When the person has a limited use of English
When there is a concern that the person does not understand the clinical information

When the person is deaf or has a hearing impairment, a learning disability or uses sign
When we know someone needs an interpreter from information such as referral form
When there are concerns that the service user or carer, family or friend is unable to

express themselves fully and freely due to language barriers or conflict of interest.
For complex assessment in which carers, family members and friends will not be

Telephone interpreting is where the interpreter delivers the interpreting over the phone.

To increase accessibility to our services for people who don’t speak English, telephone

5.1
service user.
6 When to Use an Interpreter
6.1 The Initial Assessment and Discharge
6.2 Reqular Appointments & Meetings
6.3
6.4  Aninterpreter should be used:
>
>
given in English
>
language
>
and case notes, we already have.
>
>
appropriate.
7 Telephone Interpreting
7.1
7.2
interpreters should be considered as an option.
7.3

Telephone interpretation is appropriate where the communication is brief and straightforward
or in circumstances that cannot be planned for, such as when someone visits unexpectedly, in
emergency situations when you need immediate assistance or when all other attempts to get a
face to face interpreter has been exhausted and unsuccessful.



7.4

7.5

7.6

7.7

7.8

7.9

7.10

Telephone Interpreting can also be used to establish the language spoken and the nature of an
enquiry before a face to face interpreter is called for.

Additionally, it can also be used to remind service users or family members about meetings
arranged or to communicate brief appointment arrangements.

Some service users who do not speak English take great comfort from the anonymity of a
telephone interpreter, particularly in small or closely knit ethnic communities. Some service
users may feel a level of distress due to cultural or social pressures from within his/her
community. If the service user is forced to talk to his/her practitioner with another member of
their community in the room, even if that person is a professional interpreter, they may feel
unable to speak openly and honestly.

Telephone interpreting may not be suitable for all assessment or interviews owing to its
complexity or sensitivity. It may not be advisable in situations that would exacerbate the
services user’'s symptoms such as paranoid delusions or auditory hallucinations. This form of
interpreting may also interrupt the flow and may not be conducive to building rapport between
the service user and the healthcare practitioner. To most service users (and practitioners) this
form of interpreting can seem somewhat artificial.

Telephone interpreters cannot take account of non-verbal signals and some services users,
carers, family or friends may not be comfortable using the telephone.

Telephone interpreting is not suitable for service users with hearing impairment.

Telephone interpreting is charged per minute. Charges begin once you have been connected
to the interpreting provider’s operator.

The Use of Relatives, Carers and Friends as Interpreters

8.1

8.2

8.3

Relatives, carers and friends MUST NOT routinely be asked or expected to interpret. If used,
there is an increased risk of inaccuracy, partiality and compromised confidentiality. Similarly,
carers may wish to speak confidentially with staff about the needs of the service user or their
own needs.

Children under 16 MUST NOT be used as interpreters. Service users who bring children to act
as interpreters should be strongly discouraged and offered the assistance of a qualified
interpreter or an alternative appointment. Interpreting, particularly in health care settings, is a
serious responsibility and should not rest with a child. Staff should only ask a child for basic
information in a case of emergency. In such instances, where a child has been used, the
reasons should be clearly documented in the service user’s case notes.

The Trust advocates that professional interpreting is used where possible before relying on
carers, family or friends. There could be some disadvantages in using untrained interpreters,
such as friends and family members of the service user or bilingual staff who are not trained to
do interpreting. These may include:

Inaccuracy and Inadequacy of Interpretation

Vital information from the service user may be left out as untrained interpreters might not fully
understand the service user or might change the information given based on lack of
knowledge. They may not be willing to say that they do not understand something that you or
the service user has said for fear of ‘losing face’. They may not have the same level of
expertise in both languages, nor have all the skills that professional interpreters are trained in.




8.4

8.5

8.6

8.7

Friends and family may omit swear-words or abusive language so as not to ‘offend’ you (the
practitioner). This information could be vital for example, when assessing the mental state.
They may “censor” information they may perceive to be “embarrassing”, “inappropriate” or
“shameful”.

Lack of Confidentiality

Family members and lay people may not fully understand the need for strict confidentiality.
Furthermore, if a family member is interpreting, the service user might feel forced not to
disclose issues about family problems or conflicts which might be the origin of the current
crisis. Their presence may have an impact on the interviewee’s right to privacy and
confidentiality; this may also deter the interviewee from expressing him or herself fully and
freely.

Lack of Impartiality or Conflict of Interest
A relative may ‘side’ with the practitioner or the service user, or not pass on information they do
not agree with.

Advice giving or advocacy
Often with an understandable wish to be ‘helpful’ or ‘supportive’, friends and family may
misinterpret the practitioner’s instructions or advise the service user what to say.

Domestic Violence, Abuse and Child Abuse

The majority of domestic abuse and child abuse is perpetrated by family members or adults
known to the child/adult. Children under 16 MUST NOT be used as interpreters. Best practice
suggests that female service users should be interviewed by staff and interpreters only (i.e. no
one else present in the room) when any questions are asked about fears of harm/risks at
home. Within children’s and adolescents’ services, it may not be always possible not to have a
family member present. Where possible, it is best practice for female service users to know in
advance the name of an interpreter to be used by the Trust in order to veto anyone who is
known to the family.

If a family member, carer, or friend insists on interpreting, you should try to persuade them that
it is in the interviewee’s best interest to use a professional interpreter.

It is important to keep in mind that some service users will invariably prefer to have a family
member to act as an interpreter, rather than a professional one, for several reasons. Service
users should always be given the option of using a friend or a family member, for minor forms
of communication with staff, if they so wish, taking into account the circumstances as referred
to above.

Family members may be used in conjunction with a professional interpreter in order to provide
vital information that would not be able to be solicited from the service user due to their mental
illness.

When a child cannot understand or speak English, parents must not be asked to interpret for
the child; an external interpreter must be used. In exceptional emergency situations, clinicians
can use their judgement to ask parents to interpret whilst external interpretation can be
arranged.



The Use of Staff Members as Interpreters

9.1

10

Staff members who do not have an accredited interpretating qualification may be used to
identify language or to help communicate basic information e.g. personal history, menu
choices etc. but this must be with the consent of the service user. Complex clinical information,
medical terminology or decisions made about clinical care should always been done through a
gualified interpreter, except in an emergency. Consideration should also be given to matching
gender and age of the interpreter with the service user or carer. Registered medical, nursing
and Allied Health Professional staff may interpret on medical matters if they are fluent in the
language concerned.

Who Should Interpret

10.1

10.2

The Trust has identified different levels of proficiency of interpreting, available to trust staff:
Level 1 Trained, experienced and qualified interpreters provided through an approved
provider of face to face interpreting services.

Level 2 Interpreter provided through an approved telephone interpreting service
provider with whom the Trust has a contract.

Level 3 Qualified bilingual staff members, who have undergone some interpreting
course such as the Diploma in Public Services Interpreting (DPSI) and their
duties regarding interpretation, should be detailed in their job description.

Level 4 Trust staff that are bilingual but not trained.

The following chart provides details of which level of interpreting support is acceptable for a
range of situations. This list is not exhaustive but provides a guide to the level for interpreting
provision that staff should try and aim for:

Clinical Situation

Interpreter Level

Seeking a service user’s informed consent

Level one or two

Seeking a service user’s informed consent in an
emergency situation

Meeting with a carer and/or conducting a carer’s
assessment

Level one to four normally and in
exceptional circumstances, level four

Advising service users or carers on a course of
treatment

Levels one to three in normal
circumstances, except where this
expectation cannot be met at short
notice, level four

Booking an appointment for service users

Levels two to four

Undertaking a clinic with a variety of service | Levels one, or three in normal
users circumstances
Undertaking a regular home visit Levels one or three. |If a suitable

interpreter cannot be booked the
home visit should be re-scheduled for
a time when one will be available.

10




11

Sign Language Interpreters

111

12

The Trust’s preferred interpreting provider provides the Trust with interpreters for people with
hearing impairment or difficulties. It is important to note in the patient’s clinical records as well
as on the booking form, which type of interpreter is required e.g. British Sign Language, Relay
Interpreting, Deafblind Manual, or Palantypist. Please follow the same booking process as for
other face to face interpreters. N.b. due to the limited number of sign language interpreters
nationally, it is recommended that a minimum of one week’s notice is given when placing a
booking. There is also is a minimum time that such interpreters may be booked for, usually
two to three hours.

Translation Service

12.1

13

The preferred interpreting provider also provides the Trust with translation services. Where
appropriate, information such as care plans and appointment letters should be made available
to service users and carers in their own language or readable format.

Information Governance and the Use of Interpreting and Translation Services

13.1

13.2

13.3

13.4

135

14

Staff must adhere to information governance standards when commissioning interpreting and
translation services.

The correct form should be used for all requests.
The form should not contain the service users name, only their initials.

When sending the request by email please note that the subject header of the email should not
contain any person identifiable information.

It is especially important to follow this process as requests sent from Trust e-mail accounts to
interpreters’ e-mail addresses are unencrypted and insecure routes.

Please refer to the Sending Person Identifiable Information Safely leaflet and other Information
Governance Leaflets

Working with Trained Interpreters

14.1

14.2

The Trust only uses authorised and appropriately trained interpreters who follow a professional
code of practice which stipulates that confidentiality, respect and accuracy are maintained.

Professional interpreters should always:

Act in an impartial and professional manner

Be fluent in the language specified

Have a basic understanding and knowledge of psychiatric terminology

Honestly report when they have not understood something

Introduce themselves to the service user/family and reassure them that confidentiality
will be respected

Interpret accurately without anything being added to or omitted from the interaction

Be punctual to their appointments. If they are running late for the session, he or she
should call the relevant team to inform them of their expected arrival time.

Dress appropriately and professionally at all times.

VV VVVVYY

Y

11


http://elftintranet/misc/scripts/dl_dms.asp?id=12C3590B-79F3-4977-9E9A-7837DFE8F546
http://elftintranet/our_library/information_governance_leaflets.asp
http://elftintranet/our_library/information_governance_leaflets.asp

14.3 Interpreters should not:

>

>

>

Discriminate against service users, carers, family, friends and professionals directly or
indirectly, on the grounds of race, colour, ethnic origin, caste, age, nationality, religion,
gender, sexual orientation or disability

Engage in long conversations with the service user or family and then provide
summarised versions of what he or she said at the end

Assume that they have to advocate for the service user, replying on their behalf or
helping them to answer the questions

15 Booking the Interpreter

» You should book an interpreter as soon as you realise that one is required. However, in
some clinical areas or crisis situations this will not be applicable or possible.

» Where possible, consider using the same interpreter who has worked on the case
before, for future sessions. Please make this clear on your booking request.

» When booking an interpreter, try to provide as much information as possible to help the
interpreting service ensure they send an appropriate interpreter. For example, it may be
important not just to match the language and dialect, but to have the same gender
interpreter or an interpreter from the same ethnic group.

» Before booking the session, double-check you know the language and dialect of the
service user or carer/s. Please also state where possible, the gender, age, ethnic
background and country of origin.

» Please include your cost code on the Trust booking form. This is important to ensure
that the booking is completed accurately.

» You should allocate double the time for sessions when working with interpreters.

» If you are running late for the session, where possible, you should call the interpreting
provider and advise of the change in meeting time etc.

16 Preparing for the Session

» In psychiatric consultations and other complex and sensitive interpreting situations,
when using face to face interpreting, it is recommended that a few minutes is spent
preparing the interpreter prior to the meeting with the service user. This should be an
opportunity to share appropriate information that may facilitate an improved and
meaningful interpreting.

> Brief the interpreter on the background to the case and any terminology you expect to
use. Provide any additional information that may be useful. This should be done before
meeting with the service user and/or family where possible.

» Explain how you will conduct the session.

» When booking the room for your meeting, you should consider the number of people

who are going to be at the meeting and where you would like the interpreter to be
seated so that they are properly and appropriately involved in the session. For face to
face interpreting, arrange the room setting in a triangle allowing you and your service

12



user or carer to look directly at each other with the interpreter placed neutrally in
between. Please see below.

» Instruct the interpreter to repeat exactly what is said. Be aware that this will sometimes
involve interpreting meaning, as a pure literal translation may not make sense in
another language. If possible, discuss key words in advance, e.g. depression, anxiety
or hallucinations.

» [Forewarn the interpreter that some of the information that they may receive from the

service user “may not make sense”. They should provide a literal translation, as this
could be an indication of the mental state of the service user.

Suggested Seating Arrangements for Face to Face Interpreting

For a British Sign Language (BSL) interpreting session, it may be more useful for the
arrangement of the room to be slightly different. Where possible, it is important to remember
that the service user or family will need to face the interpreter and not the interviewer or staff.
Please see below for an example.

- -

Service User or
Family

13



17

During the Session

>

At the beginning of the session, ask the interpreter to introduce him/herself to those in
attendance, introduce yourself to the interpreter, to your service user or carer and
clearly explain your roles.

Explain that the interpreter is bound by a confidentiality agreement and will not discuss
the case with anyone external to the session.

Explain the purpose of the meeting/ session.

Talk directly to your service user or carer, maintain good eye contact (where culturally
appropriate) while speaking and always address the services user or carer directly e.qg.
“How are you today?” Avoid the tendency to ask the interpreter questions, i.e. “How is
he today?” and ask the interpreter to do the same when he/she interprets back to you.

Observe the service user’s or carer's non-verbal communication but bear in mind that
gestures can mean different things in different countries or cultures. Ask the interpreter
if appropriate.

Speak clearly and slowly. Pause after each sentence, allow the interpreter to translate
a manageable amount of information at a time.

Speak in simple, plain English. Try to avoid jargon, medical terminology and acronyms
where possible. Keep explanations simple. Longer, condensed and information packed
sentences may make it difficult for the service user or carer to understand.

Pay attention to your own non-verbal communication.
Be aware that interpreters are not trained to interpret behaviours.

Do not ask interpreters for their opinion about any aspect relating to the service user or
carer.

Be aware the service user may relate more closely to the interpreter than to you. This is
not unusual, as the service user or carer may feel vulnerable when they are concerned
about their health, in an unfamiliar environment and not able to communicate directly.

Generally, it is preferable for the interpreter to interpret and repeat sentences after the
service user or carer has finished speaking. In some instances, this may not always be
possible because of the service user's mental state, e.g. that the service user is
speaking too fast. In these situations, you should intervene and request simultaneous
interpreting.

If the session is nearing the end of the booking time, the interpreter should advise if

they need to leave on time. The interpreter may have other bookings that they need to
travel to. Check before the session starts for any time constraints

14



18

After the Session

19

» You may wish to spend a few minutes to ‘check in’ with the interpreter after the

consultation to clarify aspects of understanding or debrief the interpreter without the
service user or carer present. This is not compulsory and is entirely dependent on the
practitioner but it is useful.

The interpreter should remain impartial and not discuss opinions of the service user or
carer.

If you have any concerns about an interpreter’s performance or behaviour such as
punctuality, accuracy of translation, attitude towards the service user/family/carer, you
should inform the interpreting company via the feedback system. This will help the
interpreting provider to find more appropriate interpreters for the service user or carer in
the future, and support the service’s quality monitoring.

You may need to support the interpreter to set boundaries so that he/she can exit their
relationship with the service user or carer at the end of the session. For example, make
sure the interpreter does not have to leave the building with the service user or carer.

List of Appendices
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Appendix 1
@ thebigwsrd NHS Telephone Interpreting

thebigword is your sole supplier of telephone interpreting, a service which will
enable you to help any client who may have limited English language skills.

When you need an interpreter please follow the instructions below:

- Dial 0800 757 3053 / 0800 694 5093

e Enter your access code, followed by the # key

Keep your access code here: #

© ©

(If required, enter your PIN number, followed by the # key)
¢ Enter the language code from the list below, followed by the # key

e Once connected stay on the line
¢ Take note of the interpreter’s identity number

©

¢ Direct your conversation to the client and NOT the interpreter

702  Albanian 94  Farsi (Persian) 733 Latvian 755  Slovak
91 Amharic 95  French 734 Lingala 757  Somali
92  Arabic 4 German 735  Lithuanian 1 Spanish
727 Bahasa Indonesian |993 Greek 97  Mandarin 998 Swahili
706 Bengali 738 Guijarati 533 Mirpuri 762 Tagalog
17 Bosnian 994 Hindi 741  Nepali 729  Tamil
707 Bulgarian 724  Hungarian 796 Oromo 992 Thai
708 Burmese 995 Italian 98 Pashto 773 Tigrinya
93 Cantonese 96 Japanese 5 Polish 764  Turkish
780 Creole (Haitian) 3 Korean 996 Portuguese 709  Twi

710 Czech 520 Kurdish (Kurmanji) | 749 Punjabi 765 Ukrainian
713 Dutch 730 Kurdish (Sorani) 750 Romanian 999 Urdu
712  Farsi (Afghan) 731 Kurdish (Bahdini) |997 Russian 516 Welsh

@ Dial 700 followed by the # key if you cannot identify the language required.
\. Dial 0 followed by the # key for further assistance.

If you have forgotten your access code or you have  If you have any questions please

any questions following a call please contact: ensure that you have:

‘ @ e General Service Queries: 0800 757 3025 e the interpreter’s ID number
e E-mail: tis@thebigword.com ¢ time of the call
¢ \Web: www.thebigword.com/publicsector ® |anguage you required

000 o [V ’<<‘§>>‘ v‘ @ ¢ ™), INVESTORS
(S8 ey (8 Ny IN PEOPLE TI_DH_NHS_BS_0411




Appendix 2

&. theb@vv/ —rd Telephone Interpreting

For language assistance, please point to your language. English
Pér ndihmé me gjuhén, ju lutemi té tregoni gjuhén tuaj Shqip
il 5 L3y sla ) dalll L saelas e J gaanll A all
OEF I RIS TF, AR F AN ST T AT JREAT
3a nomol c NpeBoA, MOJIA NocoYeTe CBOA e3UK. H6bArapcKku
WFHEES ) GRS RS [ ERE
Potfebujete-li jazykovou pomoc, ukaZte prosim na vas jazyk. Cesky
A€o i) 2 gl 4 Ghal (b adal ) Ho SaS il j0 ) SR
SEOS o)l a5 Ol s weaz D 5 SO DladE ) e ol
Pour obtenir une assistance dans votre langue, veuillez montrer celle-ci du doigt. Francais
QLA Hee HI2, HERodldl 2l aHIZl eml dzs dRea 520 5x31dl
ATHT Heeft AETIAT & AT FIIT TIAT ATIT Ff ACEHHT DU L
Amennyiben nyelvi segitségre lenne sziksége, kérjiik, hogy mutasson az anyanyelvére! Magyar
Per assistenza linguistica, vi preghiamo diindicare la vostra lingua. Italiano
Ao} A go] B atA | A5 Ao S AEatA 2 SEas
AESOl ) s asaile ) 5o iy 4SS daile ) )l Al e 5 (1o3m) 20
Lai sanemtu valodas palidzibu, lGdzu, noradiet savu valodu LatvieSu
Norédami gauti su kalba susijusios pagalbos, parodykite j savo kalba. Lietuviy k.
e E ), EfR A RES . [ 1
HIYTHT HER-ATDT 131, HUAT IFA! HWTATS SETSIe | sTarelr
LS5 0 U 4 (o5 i Wl co ) (i se (S 43 0 4y (25 2 e
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Para assisténcia com o idioma, indique o seu idioma. Portugués
I It AoTfesT e, faaqur aad »irust I v Ao e Ut
Pentru a primi asistenta in limba dvs., va rugam sa specificati care este aceasta Romana
Ecnv Bam HyKHbI ycnyrn nepeBoaymKa, NOXKanymcTa, yKaxkute CBOM A3blK. Pycckui
Airson taic canain, comharraich do chanan fhein Gaidhlig
Ak potrebujete jazykovu pomoc, ukazte na svoj jazyk. Slovendina
Si lugaddaada laguugu caawiyo, fadlan farta ku fiiq lugaddaada Soomaali
Seleccione el idioma correspondiente si necesita ayuda en su lengua. Espaniol
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English
Albanian
Arabic
Bengali
Bulgarian
Cantonese
Czech

Dari

Farsi (Western)
French
Gujarati
Hindi
Hungarian
Italian
Korean
Kurdish Sorani
Latvian
Lithuanian
Mandarin
Nepali
Pashto
Polish
Portuguese
Punjabi
Romanian
Russian
Scottish Gaelic
Slovak
Somali
Spanish
Tamil
Tigrinya
Turkish
Urdu
Viethamese
Welsh
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Welcome

English

MIRESEVINI  willkommen  (TUJOU®o
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Flo E'ISW Witajcie
Dobrodosli Bem-vindo
Bosnian/Croatian/Serbian !q | J | a V'S Portuguese
L 4
ar ~ Hindi . o
EX 3P AT wirfent &
inese Benvenuti Punjabi
Welkom Bine ati venit
7 O:.ﬁ);.} 43‘ Ho6po
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"’*.’.M' U‘P Kurdish HO)KaHQBaTB!
Bienvenue B”’tﬂgf"‘“‘“ eogead O3
Failte Sveiki Atvyke Soo Dhawow

Somali

Bienvenidos

Spanish

Karibuni

Swabhili

[F6V6UT6Y

Tamil

A720 NLA7
av A A9°

Tigrignia

Hosgeldiniz

Turkish

Wil s

Urdu

HOAN NGHENH

Vietnamese

Croeso

Welsh

E Kabo

Yoruba
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translation and interpreting
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THE
LANGUAGE
SHOP )
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Guidance on booking and using the Language Shop Services

Thank you for using the Language Shop Translation and Interpreting Service. This guidance is
to assist you with the new and improved process of booking and using our wide range of
services including:

Face to Face spoken Language Interpreting
British Sign Language Interpreting

Written Translations

Telephone Interpreting

Braille

O O0O0Oo0Oo

A quick and easy guide to use request these services is outlined below:
Face to Face spoken Language interpreting and British sign Language Interpreting

The Language Shop will need to register you to access these services via our on-line booking
system.

The information required from you to register is as follows:

Your full name

Your full postal address including your department
Your e-mail address

Your Cost Centre

Your contact telephone number

vk wN e

Once registered you will be able to log on to the system and begin to book the interpreting
service.

Examples of the on-line booking pages and how to complete them are shown below:



/2 The Language Shop - Bringing languages to life | ONLINE BODKING - Windows Internetfissy

@ - IE'I https: | flanguageshop. newharn, gov. uk/booking.asp

File Edit Wiew Favortes Tools Help E
@ E' Search the web m 1‘» Images E\Neather ENEWS - Maps - l@Rasizev jHighlight a‘-, Optians  ~

{? Favarites | {g Il e-Invaicing Status ﬂ 104839

=1 & ][4 ][5 tive search [P

»
glntarprating glnterpret\ng gRepnrt Manager gRepnrt Viewsr (& The Language Shop - B... X & @ - [ @ v Page~ Safety~ Tools - @'

ONLINE BOOKINGS

THE

LANGUAGE o The Language Shop
SHOP } :

5 7o H72

ing] T

WELCOME | BOOKINGS | QUIT

Please only use characters a to Z, spaces, hyphens. underscores and numbers.
Required fields are displayed in bold and marked with an *

Assignment Details

Location * |F'Iease Select ... j G}Add Location
Date & Time * [=/] = = T E T 2 oommeryyy HH vy
Duration * I {Hours)

Language * Please Select j

Service * Please Select ... =

Interpreter's Gender IF'Iease Select... x|

Interpreter Reports To * I

Subject * IF'Iease Select =

Client Name * | {Please insert the namefreference number of the client. patient. staff or sewvice user)

Please describe any special requirements or arrangements that we need to consider for this assignment. If you have already booked or would like us
to book a specific interpreter please state the full name of the interpreter.

Special Instructions =

B
|Dnne ,7’7,7 F,ilim Local intranet g - ‘ H100% - v
wstartl J g @ @ J @3 Microsaf.., -” & The Langu... Office Com... | Invoice Indi... I Bengali bt .. I Questions |n...| @2 Microsof ... -I e Iy Ducumentsl &, Microsaft F\c...I J <« @g .l@ 16:41

If your address has already been input click the drop down arrow and select your location
from the list.

OR
Click Add Location for any new location required. A new screen will appear as shown below:

1. Enter Date & Time

Enter estimated duration

3. Click drop down menu to select a language, if the language you require is not shown
please call 020 3373 4000 to request the language.

4. Click the drop down menu to select the service you require, if this is not shown

please call 020 3373 4000

Select interpreter gender

Enter the name of the officer the interpreter needs to report to

Select the subject matter of the booking

Enter the client name, if not know please put Unknown

When all fields are entered correctly please click the Submit button

g
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WELCOME | BOOKINGS | LOCATION ADD | QUIT

Flease only use characters a to Z, spaces, hyphens, underscores and numbers.
Required fields are displayed in bold and marked with an *.

Assignment Location Details

Organisation Name *

Department

Building

Address Line 1*

Address Line 2

Address Line 3

County *
Postcode *
SUBMIT

€ BACK TO BOOKINGS

[pone [ [ [ [N3tocalintranet i3 [ Hm100% - g
”Startl J e 1S J [©]3 Microsef... 'l & The Langu... (2 office Com... I B nvaice Indi... | | Bengali bit.... | |B] questions |n...| [W] 2 Microsef... v| =L Dﬂcumentsl &, Microsoft Ac‘..l J « 0 @i 1642

Enter the venue address details in the correct fields. An example of the address format is
shown below:

Organisation Name East London NHS Foundation Trust
Department CMHT North East

Building 4™ Floor

Address Line 1 22 Commercial Street

Address Line 2

Address Line 3 London

County London

Postcode E1 6LP

Click SUBMIT to accept and return to main screen to complete the remainder of the
information required.
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WELCOME | BOOKINGS | SUMMARY | QUIT

DateTime Language  Duration Service Location Price Edit Remove

14/12/2011 10:00:00 Albanian 2.00 Hours  Interpreting  London Borough Of Newham £66.00 E X
The Language Shop
1st Floor West Wing Newham Dockside
1000 Dockside Road
Londaon
E16 2QU

Ve

Total £66.00

€)ADD ANOTHER BOOKING COMNFIRM BOOKING(s ©

|Dnne ,7’7,7 F,ilim Local intranet g - ‘ H100% - v
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Check summary details if complete and correct select Confirm Booking.
If you require more than one booking please click Add Another Booking and repeat the
process as many times as you need ending by clicking Confirm Booking(s).

Telephone Interpreting

Telephone interpreting should be restricted to unplanned or emergency interactions, to
resolve simple issues or to contact customers at home.

Dial 020 3373 4000

Request Telephone Interpreting and the Language you require
Quote your Name, Department and Purchase Order No

You will then be connected to the interpreter

Once connected stay on the line

Make a note of the interpreters Name

Direct your conversation to the client and not the interpreter
When you have finished the call please hang up.
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Translations

Please e-mail all translation requests to translations@newham.gov.uk

The information you will need to provide is as follows:

Your full name

Your e-mail address
Your Budget Holder

OUAWN R

Your full postal address including your department

Your contact telephone number
A copy of the document you wish translated

For further information, support and guidance please contact the Key Members of the
Service Delivery Team Contact Details

Role

Name

Telephone / email

Head of the Language Shop

Jaimin Patel

02033737173
jaimin.patel@newham.gov.uk

Operations Manager

Aprile Harman

0203373 6922
aprile.harman@newham.gov.uk

Senior Service Co-ordinator (Face to
Face and Telephone Interpreting)

Maimoona Saleh

02033732778
maimoona.saleh@newham.gov.uk

Senior Service Co-ordinator (British
Sign Language Interpreting and
Translations)

Simone Bousfield

0203373 0941
simone.bousfield @newham.gov.uk
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