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This is a NHS Greater Glasgow and Clyde Policy and Procedure.  It describes why staff should secure Black/Minority Ethnic communities interpreting support for service users and how to do so. 

Each entity of NHS Greater Glasgow and Clyde shall have a nominated lead with responsibility for Interpreting Services. The corporate lead for the policy is John Crawford, Corporate Inequalities Manager. 
SECTION A – THE POLICY

1.
Introduction
It is the NHS Greater Glasgow and Clyde's policy to ensure quality communication between service users and staff. Staff are expected to demonstrate when booking an interpreter that they sequentially move from Levels 1 to 4. 
Through following this process staff will be able to demonstrate they have minimised clinical risk.

This Interpreting Services Policy aims;

· to encourage and enable all service users to receive information in a language that is understood, when the service user's first language is not English, by the use of appropriate interpreting services.

· to use a trained interpreter based on the following levels of priority:

Level 1.
Trained interpreter for face to face interpreting through Glasgow Translation and Interpreting Service (GTIS). 

Thereafter, when a trained interpreter is not available from the above, progress through the following three levels.

Level 2.
Interpreters through commercial organisations, see list (attached at Appendix 1 of the Black/Minorities Ethnic Communities Interpreting Services Procedures).  This can either be face to face or telephone interpreting.

Level 3. Bilingual member of staff

Level 4.
Friend or family member, but not children under 16 years.  However, there may be emergency situations that a young person may be asked for information to establish facts.

2.
To implement this Policy NHS Greater Glasgow and Clyde will:

· ensure that there are procedures for staff to follow to access interpreting services.

· ensure that there are Interpreting Service Procedures for the role of staff and the interpreter

· ensure there is a code of conduct for interpreters

· ensure that service users are aware that an interpreting service is available

3.
Information and Training

NHS Greater Glasgow and Clyde will provide information and training for staff regarding interpreting services. 

4.
Funding

NHS Greater Glasgow and Clyde will centrally fund the costs of providing interpreting services. 

5.
Monitoring of Policy

NHS Greater Glasgow and Clyde will implement an ongoing process of monitoring and evaluation of this policy in consultation with all relevant parties. A meeting of the Communication and Language Plan leads occurs on a bi-monthly basis. Issues arising in relation to the policy should be brought to this forum.  
6.        Review of Policy
The Black/Minority Ethnic Communities Interpreting Services Policy will be reviewed on a 3 yearly basis or earlier if required.

SECTION B – THE PROCEDURES
1.
Introduction
These procedures are intended to be used in conjunction with the Interpreting Services Policy. They give details on recommended good practice for the involvement and access to interpreters within NHS Greater Glasgow & Clyde. 

To comply with the Black Minority Ethnic Communities interpreting policy and to minimise clinical risk staff must access an interpreter starting at level 1:

Level 1.
Trained interpreter for face to face interpreting through Glasgow Translation and Interpreting Service (GTIS)

In situations where the above is not available then proceed to Level 2 through to Level 4.  Levels 3 and 4 should only be used in exceptional circumstances when a trained interpreter is not available.

Level 2.
Interpreter through commercial agencies for face to face (Global Languages or Global Connections) or telephone interpreting, 

Level 3.

Bilingual member of staff

Level 4. 
Friend or family member, but not children under 16 years.  However there may be emergency situations that a young person may be asked for information to establish facts.

2.
Establishing the Need for an Interpreter

Establish the need for an interpreter and book one if required.

Staff should ensure that language, dialect and gender match the needs of the service user.  e.g. Women should have a female interpreter. 

3.
How to Access an Interpreter

It is the responsibility of NHS Greater Glasgow & Clyde staff to book the interpreter – it is not the responsibility of the service user.  Staff require to prepare well in advance, where appropriate, for any appointments and to assume full responsibility for applying the procedure as described in this section.

Services available from:

Glasgow Translation and Interpreting Service (GTIS)





8.45am – 4.45pm Mon-Thurs, Telephone  0141 276 6850
8.45am. – 3.55pm Fri 

   Fax:           0141 276 6851

Out of Hours


Via Glasgow City Council’s Access Centre 0845 270 0723

It should be noted that Glasgow Translation and Interpreting Service is closed on public holidays. (Refer to Appendix I)

The following procedure should be followed when accessing the interpreting service:

3.1
Assessment


When the need for an interpreter has been identified for a service user the language, dialect and gender require to be clarified. Language cards or aids may help to establish this.  These are available locally.

3.2
Accessing Interpreting Services Level 1


Contact Glasgow Translation and Interpreting Service (face to face) on 0141 276 6850 with service user name, gender of service user, gender of interpreter required, language required, appointment location, date, time and expected duration of appointment.
After contacting Glasgow Translation and Interpreting Service with all the information, it can be assumed that an interpreter is booked unless they contact you stating otherwise.  You will be assigned a job reference number. This should be logged and retained for reference for any queries arising after booking this assignment.  
When an interpreter is required in an emergency situation alert Glasgow Translation and Interpreting Service of the nature of the emergency and they will provide an update of availability within 15 minutes.

3.3
Accessing Interpreting Services (Commercial Interpreting Service) Level 2

Where an interpreter cannot be secured at Level 1 the Glasgow Translation and Interpreting Service will provide an authorisation code that should then be used to book a commercial interpreting agency.
The authorisation code should be logged and retained in the service user’s health record for reference.  Then contact an interpreting agency from the agreed list. (See page 8)

3.4
Service User Appointment


Trained interpreters will attend the appointment and identify themselves by displaying an Identification Badge. e.g. Glasgow City Council badge for Glasgow Translation and Interpreting Service
A briefing session will take place between the interpreter/staff to establish the purpose of the appointment and expectations.
At the beginning of each appointment, discussion must take place with the service user/parent regarding their verbal consent to have an interpreter present and give a clear description of their role. There may be occasions where medical necessity will dictate the use of an interpreter.
In the event of a service user refusing an interpreter, staff must record this in the service user’s health records along with details of who provided the interpreting.
At the end of the appointment the interpreter will present an attendance form that should be completed by the interpreter and staff, and a copy locally retained in the service user’s health record.  Staff name, designation, interpreting start time and finish time should all be completed 
3.5
Future Appointments


To arrange future appointments, staff must contact the Glasgow Translation and Interpreting Service and follow the above procedure.  Do not book the interpreter present for a future appointment.  If you wish continuity of interpreting you may request the same interpreter through the Glasgow Translation and Interpreting Service.  Progress through the process in the same way as described above with a new job number allocated for the future assignment. 

3.6
Other Information


On the very rare occasions where levels 1 and 2 cannot be arranged the member of staff should consider level 3, bilingual staff.  When level 3 is not available, only then move on to level 4, friends and family.

In situations where several appointments requiring an interpreter are known in advance and fall on similar times then block booking arrangements for an interpreter can be planned with Glasgow Translation and Interpreting Service.  E.g. Breast Screening for Women from Black Minority/Ethnic Communities. 



4. Role of Staff

Staff should consider the following:

Book an interpreter well in advance where the user’s language/dialect and gender preference for an interpreter is known.
Plan for enough time to be allocated for each appointment to allow for interpretation.
Ensure the layout of the room for the appointment allows all parties to easily see each other
Check ID badge for relevant organisation to correspond with interpreting agency booked.
Time should be allowed at the beginning of the appointment for the staff member to ask the service user to check with the interpreter that the interpreter’s language and dialect are appropriate.
Ask the interpreter to seek consent from the service user if not previously obtained.  This should include re-assuring the patient that interpreters work to strict codes of confidentiality.
Brief the interpreter about the issues, background, the practical purpose of the appointment and where to sit in the course of the appointment.
Ensure that the interpreter is clear about the use of technical terms or specialist vocabulary that may be required.  Ensure that the service user is clear about the interpreter’s role. 
Address the service user using direct speech and in plain English.
Pause after 2 or 3 sentences to allow the interpreter to relay the information.  It is good practice to summarise the information periodically to ensure the user has understood the key message.
5. Role Of Interpreter

The role of the interpreter is to facilitate communication between two individuals, where typically one is a member of staff like a doctor, and the other a service user with a health related problem.  Interpreters should not be used as a form of direct support to the user or provide any other services, e.g. counselling

On initial contact the trained interpreter must clearly indicate:-

· if they are fit to undertake the appointment 

· if they are able to accept the nature of the appointment

· that there is a correct match between the language of the non-English speaking service user and the interpreter’s own working language

· disclose any difficulties encountered with dialects or technical terms, and if these cannot be satisfactorily remedied, withdraw from the appointment

· understand the relevant procedure of the appointment

· disclose immediately if the service user or their immediate family is known or related

The Interpreting Assignment

If, for any reason, the interpreter cannot carry out the assignment that they have accepted, staff must be informed immediately and asked if the work may be delegated to another interpreter.  This must be recorded in the service user’s health records.

At the end of the appointment

The interpreter will ask for their attendance sheet to be signed.  A copy of this should be locally retained in the service user’s health record. Please complete the attendance sheet with the accurate times.
Future interpreting appointments will not be made with the interpreter at this point.

6. Monitoring & Evaluation Of Interpreting Service 

Monitoring and evaluation of the Interpreting Service will be undertaken.  Staff will be expected to participate in this process.

Appendix 1

Languages other than English
For an Interpreter contact the following: 

	Level 1

	
	Contact
	Hours
	Costs (at January 2009):

	1.
	Glasgow Translation and Interpreting Service

39 Napiershall Street

Glasgow

G20 6EZ

Tel. 0141 276 6850

Fax 0141 276 6851
	8.45am - 4.45pm Mon. -Thurs.

8.45am - 3.50pm, Friday.

(please note that GTIS is not open on public holidays)
	Costs of this service are being met by NHS Greater Glasgow & Clyde

	2. 
	Glasgow City Council Access Centre

Tel. 0845 270 0723
	Only contact out-with the above hours:
A 24hour service is provided 365 days a year
	Costs of interpreting through this service are being met by NHS Greater Glasgow & Clyde.


The following organisations may not fully comply with all of the Quality Standards NHS Greater Glasgow & Clyde have agreed with Glasgow Translation and Interpreting Service although each organisation claim to provide professional interpreters.  An authorisation number from Glasgow Translation and Interpreting Service will be required before using one of the following:

	Level 2 Commercial Agencies

	3.
	Global Languages

Craig House

60/64 Darnley Street

Pollokshields

Glasgow G41 2SE
Tel. 0141 429 3429


	9.00am - 5.00pm Monday – Friday

Out of hours:          
 Tel. 0141 427  0345
	£30 per hour

With additional Costs of £12 plus vat and mileage costs



	4.
	Global Connections

2nd Floor, 180 Hope Street 

Glasgow G2  2UE
Tel. 0141 332 8889

Fax 0141 332 8881
	8.45am - 5.00pm Monday - Friday
	Prices all per hour and excluding VAT

£37.50.  

With additional Costs for Travel Time charged at   £20  plus Public Transport costs or mileage rate of £0.35 per mile


Booking System for Language Interpreter





User needs an Interpreter





Identify the language via Language Card





Seek consent from the user





Face to Face Interpreting





Phone Glasgow Translation Interpreting 





Service (GTIS)





Tel: 0141 276 6850





8.45 





–





4.45pm Mon





-





Thurs; 8.45 





–





3.50 Fri





Out of Hours 





–





Tel: 0845 270 0723





Job reference number will be given





Interpreter available





Obtain Authorisation (Rejection ) Code from GTIS





Contact one of the following





Global Languages





Tel: 0141 429 3429





Out of hours 





Tel: 0141 429 3429





Global Connections





Tel: 0141 332 8889





9.00am 





–





5.00pm





Monday 





-





Friday





No Face to Face Interpreter available from GTIS





Return Appointment





Level 1





Level 2
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