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Key Contacts

Equality, Diversity and Human Rights Team, NHS Westminster
Head of Equality, Diversity and Human Rights

Brian Colman

Tel: 020 7150 8131

Email: brian.colman@westminster-pct.nhs.uk

Equality and Diversity Officer

Cynthia Chui

Tel: 020 7150 8119

Email: cynthia.chui@westminster-pct.nhs.uk

Public Health Information and Resources Unit (PHIRU), NHS Westminster
Enquiries: 020 7150 8345

Email: info-centre@westminster-pct.nhs.uk

You can also visit NHSW's intranet site to obtain further information

GRIP NHS Language Services

Head of GRIP (Elizabeth Mori): 020 7150 8300
Registering with GRIP: 020 7150 8327
General Enquiries: 020 7150 8355

Booking via fax: 020 7150 8349

Email: grip.admin@westminster-pct.nhs.uk
Website: http:/Avww.grip-nhs.co.uk

Language Line

General Enquiry/ Book an interpreter: 0845 600 3698

To open an account: 0800 169 2879

Website: http://Awww.languageline.co.uk — for information and open an account
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A Complete Guide to Interpreting Services
For NHS Services in Westminster

Introduction’

The purpose of this guide is to ensure that staff have a better understanding of the way
interpreting services work and how to work efficiently with interpreters.

The aims of this guide are:

® To increase knowledge and awareness of the use of interpreting services for all healthcare
providers,

To minimise clinical risk during consultations,
® To reflect the unmet needs of patients, especially those who are unaware of accessing
interpreting services,

NHS Westminster (NHSW) aims to provide comprehensive and professional interpreting services,
both face-to-face and over the telephone; to Westminster residents with language needs,
including British Sign Language (BSL). Face-to-face and telephone interpreting complement each
other: the former is ideal for booking arranged with patients in advance, the latter gives
immediate access to interpreters in emergencies and when booking is not possible; however it is
not suitable for clinical or surgical consultations.

GRIP is an NHS based service which provides a high quality face-to-face, and BSL interpreting
service. Language Line provides a telephone service. Both language service providers are
committed to ensure equal access to NHS Primary and Community health care services for
patients where English is not their first language.

All Westminster's Health Services, including General Practitioners (GPs), receptionists, dentists,
opticians, pharmacists, mental health services, district nurses and hospitals can make
arrangements for patients and carers with language needs to access interpreting services. These
services are fully funded by NHS Westminster and managed by the Equality, Diversity and Human
Rights Team.

This guide also contains relevant documentation to use both services. These include:

Face-to-face interpreters

Booking form for face-to-face interpreters (Appendix 1),

Sample of Timesheet and Guidance on how to complete Timesheet (Appendix 2),
GRIP key contacts (Appendix 3),

Core standards for face-to-face interpreting (Appendix 4),

Guidance on booking telephone interpreters (Page 9),

GRIP interpreters’ code of ethics & practice (Appendix 5),

Customers’ Guide (Appendix 6),

Complaints Standards (Appendix 7),

Telephone interpreters
e Telephone interpreters’ code of ethics (Appendix 8),
@ Telephone interpreters’ booking instructions (Appendix 9).

4 " This complete guide has been put together as part of the recommendations made in the Joint Review of
Interpreting Services for NHS Westminster and NHS Kensington and Chelsea

o
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Legislation and national policy

The Race Relations (Amendment) Act 2000 - Failure to provide language services where there
is a known need might be construed as indirect discrimination.

The Human Rights Act 1998 — The lack of interpreting facilities that lead to, for example,
inappropriate medical treatment, may be seen as a breach of the right to life. to be inserted
additional information

Laming Report 2003 — Recommendation 18 states that ‘When communication with a child is
necessary for the purposes of safeguarding and promoting that child’s welfare, and the first
language of that child is not English, an interpreter must be used. In cases where the use of an
interpreter is dispensed with, the reasons for so doing must be recorded in the child’s notes/ case
file.

Standards for Better Health — Standard C13b (i) requires that the Trust has processes in place
to ensure that valid consent, including from those who have communication or language support
needs, is obtained by suitably qualified staff for all treatments, procedures (including post
mortem) and investigations in accordance.

NHSW Equality and Diversity Strategy - GRIP works within NHS Westminster Equality and
Diversity Policies and Procedures as defined in the NHSW Equality and Diversity Strategy 2008/11.
As part of the strategy, GRIP interpreters have the duty to provide the following as part of their
job descriptions. They are expected to:

® Actin ways that support equality and value diversity. Contribute to the success of the
appointment by acting sensitively and tactfully when applying knowledge and experience of
cultural differences in the communication between patients and providers.

e Communicate confidently, correctly and in a non-judgmental way with healthcare providers,
non-clinical staff and patients/clients regardless of ethnic origin, disability, age, gender, sexual
orientation, faith, social or cultural background.

NHS Westminster has a legal obligation to provide language support for people who
cannot communicate in English, this includes British Sign Language (BSL).
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A Complete Guide to Interpreting Services
For NHS Services in Westminster

Why is it inappropriate to use friends or family,
untrained volunteers or members of staff as
interpreters?

At first glance, it may seem to be an easy and convenient option to use family, friends,
relatives, untrained volunteer or member of staff to interpret for a patient.

We may think that patients will find their presence reassuring and familiar. However, there
are some serious implications when relatives, friends, untrained volunteers or staffs
are allowed to interpret for patients.

Relatives and friends

Using relatives and friends may inhibit the patient from disclosing medical records with
health professionals, such as abortion, etc. There is a risk that relatives or friends may
modify what is said because they may want to:

o Protect the patient from bad news, or decide to tell them later in private.

o Withhold information about side effects, believing that it will improve compliance.
However this can have serious consequences.

o Hid the true cause of a woman’s bruises which can delay help that can be provided to
victims of domestic violence.

o Hide incidents of child or sexual abuse (they may want to protect someone).

Untrained volunteers and staff

The use of an untrained volunteer or member of staff to interpret, although seen as an

immediate solution to an urgent situation has the following implications:

© Availability cannot be guaranteed.

o Mostly, they will not have received any proper training in interpreting, although some
may have an instinctive understanding of what is required, others may lack empathy or
have poor grasp of language.

e Patients may be worried about confidentiality when using an interpreter who is not

qualified and not known to them, especially if they are both members of a small
community.
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NHS Westminster strongly advises health providers that:

o ltisinappropriate to expect relatives, friends, untrained volunteers or staff to
interpret for patients.

o Children should never be required to interpret for their relatives or friends (using
children as an interpreter is illegal).

© NHS healthcare staff should explain to patient the importance of using qualified
and trained interpreter.

o If the patient still insists, respect their choice providing the friend or family member
agrees to interpret accurately what is said. However in situations such as mental
health, child protection, domestic violence or other sensitive cases, it is not
acceptable at all to use family or friends.

© NHS healthcare staff ensure that an interpreter is booked for any patient who has
a language need.

o Using qualified interpreters guarantees appropriate, equitable and effective health
services, enabling patients to use services more efficiently and be less likely to miss
appointments.
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A Complete Guide to Interpreting Services
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Face-to-face Interpreters

What is a face-to-face interpreter?

A face-to-face interpreter is a professional who translates, in person, a spoken message from
one language to another, including BSL.

In addition to interpreting truly, fairly and communicating effectively across the barriers of
language, GRIP NHS interpreters will assist the NHSW healthcare staff in:

e Understanding the specific needs, wishes and expectations of their patients from a
different cultural and religious background.

o Making necessary changes in the procedure and delivery of health services to meet
different needs.

e Providing information to patients to enhance their understanding of the healthcare
system, their treatment and the health options available.

e Supporting health practitioners and their patients in any decision they make.

When is face-to-face interpreter most suitably used?
Face-to-face interpreters are recommended and most appropriately to be used during clinical
or surgical consultations with patients.

Face to face interpreters can be booked for patient appointments using the following
booking requests:

1. Standard Booking
A request for interpreting services for patients first contact appointments

2. Follow-up Booking

A request enabling the use of the same interpreter for a patient’s appointment requiring
case history continuity.

3. Regular Session:

A request for interpreting services for multiple patient appointments with the same
language interpreting, which needs to be held at the same place and period of time. An
example of this is the Soho Clinic for Arabic speaking patients every mon-wed, week
from 10am to Tpm at.

What are the available face to face interpreting operating hours?

Staff can book a face to face interpreter for any required time i.e., Mon to Fri from 8:30am to
6pm (standard hours) or from 6pm until 8:30am and/or Bank Holidays/\Weekends (out of hours).
This is providing the request is received by GRIP during the GRIP office opening times of
09.00am to 17.30pm Monday to Friday excluding bank holidays.

o
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How do | book a face-to-face interpreter? What notice is required?

Staff can make a booking via fax on 020 7150 8349 or online (http://www.grip-nhs.co.uk)

during office hours 9am to 5pm. For most languages, bookings can be confirmed with

interpreters in 72 hours, and within 24 hours for urgent bookings. Cancellations made with

more than 24 hours notice will not be charged.

It is essential that you provide the following details on the booking form (Appendix 1):

o ID code/ account number (if not known or wish to register, call GRIP on 020 7150 8355)

o Specify language/ dialect required

@ Patient’s details (full name, date of birth, gender, age, NHS no. or hospital no., address and
contact number)

e Patient’s disability status (if any mobility or sensory impairments, e.g. wheelchair user,
blindness, deafness)

® Booking appointment details

- Date, venue, time and duration (how long the interpreter is needed and reasons for
requesting extra time, if appropriate)

- Whether it is a home visit appointment

- Other requests i.e. follow up, particular GRIP interpreter (ID/name),
another meeting point, etc.

e Details of the person making the booking (full name, job title, organisation name, site
address, contact numbers or email address)

GRIP British Sign Language Interpreting Services for Westminster Health
Providers

GRIP NHS provides British Sign Language (BSL) interpreting for \Westminster patients with
hearing difficulties. This is in addition to our face to face interpreting for patients who speak
community languages.

The funding for BSL interpreting is paid by NHS Westminster through internal commissioning
arrangements. This means that your budgets will not be charged but you are responsible for how
resources are used.

How do | book a BSL interpreter?

Booking a BSL interpreter is very much the same as booking another language; just fax your
bookings using the attached GRIP Booking Form on 020 7150 8349, stating “BSL" as the
language required for the patient.

However, because BSL interpreter are few and demand is greater, you will need to give us 14
days notice to book one and 3 days to cancel a booking.
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How can | get the most out of working with face-to-face interpreters?

Phase | - When booking for an interpreter

Ensure the language/dialect requested matches with the patient’s requirement

Ensure all the booking details are fully completed

Phase Il - Before the interpreting session

On arrival, brief the interpreter on any background information
Ask about any cultural related issues

Ask how to pronounce the client’s name

Phase Il - During the interpreting session

Give thought to seating arrangements — e.g. position of chairs, lighting, etc.
Introduce yourself and your role

Allow time for the interpreter to introduce himself/herself

Explain code of practice (Appendix 6)

- Confidentiality

- Accuracy

Not to give advice
- Not an advocate

- The choice of the patient

Talk to the patient directly

Use short sentences

Pause frequently

Use simple language

Encourage the interpreter to feel able to interrupt during the consultation if necessary
Allow enough time for interpreting

Check whether the patient has understood everything and whether they want to ask
anything else

When using BSL interpreters make sure they sit beside and slightly behind the person
conducting the consultation, so that the patient can see both the staff member and the
interpreter.

Phase IV - After the interpreting session

Clarify any necessary points with the interpreter
Discuss how the consultation went
Check if there are any issues e.g. cultural differences that the interpreter would like to raise

Ensure that you have completed the Timesheet for the interpreter
(Appendix 2 and 3)

o
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How much does it cost? Who pays?

You do not need to pay anything; all cost is covered by NHS Westminster.

Who certifies?

You certify!

At the end of the session, the interpreter hands their Timesheet (Appendix 2) to the health
provider/staff. It is essential that the health provider completes and countersigns Section

2 in the Job Form to certify that the interpreting session took place as claimed.
Otherwise, the system may be open to misuse.

How do I cancel a booked interpreting session?

Staff can cancel a booking by sending a fax notification which must be done 24 hours or more
before the booking time otherwise it will be charged. Staff can also cancel by telephone if short
notice but must be backed up with a fax notification.

To cancel a booking staff must provide the following booking information when faxing or
telephoning:

Date

Time

Language

Patient name

Service details

Details of person cancelling

What qualifications do face-to-face interpreters have? What training do
they receive?

All GRIP interpreters are recruited through the organisations strict recruitment and selection
process and according to the person specification criteria for the post based on the NHS
Knowledge Skills Framework. This includes thorough screening for occupational health,
immigration and CRB checks.

All GRIP interpreters also undertake extensive induction training before they can work. This
covers NHS policies, GRIP operational and administrative procedures including information on the
NHS service providers and healthcare staff expectations.

In addition to the above all GRIP interpreters must sign and agree to adhere to the GRIP
professional code of ethics and practice and confidentiality policy (appendix 8).

GRIP interpreters are also performance managed by a designated GRIP member of staff,
undertaken by the GRIP Interpreting Development Lead.

11
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Telephone Interpreters

What is a telephone interpreter?

A telephone interpreter is a professional who is available over the phone to convey spoken
information from one language into another. The service is available within minutes of
telephoning Language Line, 24 hours a day, seven days a week.

Only a telephone is required — staff can simply pass the handset between them and the patient.
Alternatively they can plug two telephones into one line, or use a hands-free telephone.

When is it suitable to use a telephone interpreter and for how long?

Telephone interpreters are best used when pre-booking is not possible. Staff can ring telephone
interpreters when staff and patients are together in the same place or when the patient is in a
different location, e.g. at home. Telephone interpreters are ideal for:

® Making or changing appointments

@ First contact with a patient

® Emergencies

Telephone interpreting is not suitable for medical or surgical consultations. Telephone

interpreting should be kept as brief as possible up to a maximum of 10 minutes. Only in special
circumstances, may calls last longer.

How do | book a telephone interpreter? (Appendix 11)
Staff can telephone Language Line on 0845 310 9900. An operator will answer the call and
before connecting staff with an interpreter, you will be asked the following:

® ID code (Contact your line manager if unsure, alternatively call Language Line on 0800 169
2879 to speak to client services team)

Organisation/department name
Language/dialect required
Specify the gender for the interpreter if needed

Caller's name

The location of the patient. If the patient is not with the staff, you will need to provide the
name and telephone number of the patient.

® Patient’s name

How can | get the most out of telephone interpreters?

® Make sure that you have at hand patient’s details, e.g. name and telephone number,
especially when the patient is not with you.

e Always write down the interpreter’s ID number of identification and follow up, so that if you
need to call again, you can quote the ID number to request for the same interpreter.

o
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® Do not leave the telephone off the hook under any circumstances, as every minute counts
towards the cost of the interpreter. If you need to get paperwork while talking to the patient
through the interpreter, end the call and then telephone once you have all paper work; or
have everything ready before you make the call.

@ Briefly introduce yourself and the interpreter of the background information, say what
telephone you are using, e.g. single/dual handset, speakerphone or mobile.

@ Try your best to keep the background noise to the minimum

What qualifications do telephone interpreters have? What training do they
receive?

Language Line Services recognise national and international language qualifications and industry
related bodies and looks for the relevant qualifications in Phase1 of its selection process

For example Language Line Services recognise the Diploma of Public Service Interpreting (DPSI)
awarded by the Institute of Linguists (loL). It should however be noted that the DPSI is only
available in 56 languages including variants and does not include a Telephone Interpreting based
test or assessment.

Possession of qualifications and membership of recognised industry organisations does not
preclude interpreters from having to pass our internal but externally validated ‘Interpreters Skills
Assessment’ as this is the only way to ensure that there has been no “skill fade’.

Prior to orientation, all newly-hired interpreters receive training materials including an orientation
handbook, glossaries of industry-specific terminology, and various documents to support
interpreting. Orientation training covers:

® The basics of interpreting
The role of an Interpreter and the Interpreter Code of Ethics
Methods and Procedures of call handling, Personnel Guide, and other administrative matters.

Interpreting skills and customer service skills.

Review of industry standards.

Language line Services' Interpreters are observed on a regular basis. The Language Resources
Department monitor live calls without the Interpreter being informed. Individual performance
issues resulting from customer feedback will require a higher frequency of monitoring/feedback
for the Interpreter and other courses of action, such as one-on-one mentoring, refresher courses,
further training in any given area, spot-checks, etc.

Language Line Services Translators are monitored and scored on every project that is performed.
This information is held in a database and will give the Translator an average scoring. This will
then determine the Translators grading level.

13
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How much does it cost? Who pays?
You do not need to pay anything; all costs are covered by NHS Westminster.

How long does it take to connect to an interpreter?
The connection time is on average less than 40 seconds to an interpreter.

How do | make a complaint or provide feedback?

You can raise a complaint by speaking to the Client Services Team on 0800 169 2879 or email
them at customersupport@languageline.co.uk . Language Line aims to respond to all
feedback within 48 hours and resolve any issues within 5 working days, although this also can be
challenging depending on interpreter shift patterns.

You can also give feedback online via their websites: www.languageline.co.uk — simply click
on Contact us and complete the feedback form.
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Frequently Asked Questions (FAQs)

Will an interpreted consultation session or telephone call take longer than
usual?

Yes, working with interpreters takes more time but greatly improves the communication between
health providers and patients, which leads to an efficient use of resources and greater patient
satisfaction.

What are the benefits of using an interpreter?
® Improved access for patients to services

Reduced patient anxiety and distress in using health services

@ Shorter waiting times and consultations

® Less time wasted through inefficient consultations or missed appointments

@ Improved risk management such as: breaches of NHS confidentiality policy, ineffective
treatment or misdiagnosis, litigation association with race relations or child protection issues

® Improved patient compliance with treatment

® More effective referrals for follow-up investigation or treatments

® Reduction in the inappropriate use of healthcare services

@ Cost savings to the NHS in the long term through improving efficiency, patient satisfaction

and reducing wastage
Parity in pay and terms and conditions for interpreters across the two boroughs

Access to a training and development programme for all local interpreters and bi-lingual
advocates.

Can face-to-face and telephone interpreters translate written documents for
us?
No, unless previously authorised by us. The legal and financial accountability by both types of

interpreters only involve spoken interpreting services.

Translation (written version) relies upon the literacy level of the target language. It also requires
longer time and more advanced level of qualifications. Depending on the kind and length of the
document, it normally takes up to four weeks to process translation.

If you require health-related leaflets, such as healthy eating, smoking cessation and sexual health,
etc. The Public Health Information and Resources Unit (PHIRU) (page 5) at NHSW stores a large
collection of health-related leaflets in different community languages.

NHSW staff can obtain immediate translation of individual appointment letters by using
www.communicate-health.org.uk. This is a multilingual online appointment card where staff
can write details of appointments in English and then having them translated and printed into
anyone of 30 other languages.

Regarding translation of other individual letters or reports, we can advise you how to get the best

15
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value of translation services, but your department will have to cover the costs. For further
information, please contact the Equality, Diversity and Human Rights Team (page 5).

How to make sure your interpreting session goes well

To help ensure your face to face interpreting session goes well it is important for all healthcare
staff to consider the following:

@ Interpreters are there to provide the interpreting service as part of a professional team.

® They will work in partnership with the healthcare staff and not work for the patient to deliver
the necessary healthcare services and reduce risks to patient safety.

Brief your interpreter before commencement of the session
Agree appropriate seating and acoustic arrangements.

When dealing with the patient healthcare staff should speak directly to the patient at all
times using the first person speech technique (e.g., where do you feel pain; do you smoke;
your next appointment will be)

® Be fully aware that whatever is said will be interpreted by the interpreter and whatever is not
to be interpreted should not be said.

® Ask the interpreter for clarification of anything that is not fully understood requesting
interpretation of this also be made to the patient.

What do | do if things do not go well?

Interpreting may not always happen as smoothly as we would like and can be due to some of
the following examples:

® The interpreter seems to lack the language skills to interpret effectively

® Thereis a conflict between the interpreter and the patient

® The interpreter takes over the consultation by answering for the patient or expressing his/her
own opinion without allowing time for the patient to answer questions

® Misconception of interpreter’s role

® The healthcare staff is inexperienced in the use of interpreters

e There is a conflict between the healthcare staff and the patient
® The healthcare staff seems to be in a rush and at times dismissive

If these or any other problems arise you or the interpreter may interrupt the consultation, not
forgetting to inform the patient, to have a word privately to raise either concerns and negotiate a
solution. If this is not feasible or does not work, it is best to end the interview if possible,
reschedule the patient’s appointment and re-book with an alternative interpreter.

Ideally, by following this guide, things should not go smoothly. However, if you feel it necessary
to make a complaint (Appendix 7) or provide valuable feedback about the interpreter used or the
interpreting service received at your session your comments will be most welcomed. Please feel
free to contact the Equality, Diversity and Human Rights Team, or GRIP or Language Line (for
contact details see page 5).
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Good Practice Guide For Using Interpreters

Ideally, if you follow the steps outlined in this guide, you should not experience any problems
when using an interpreter. Here we provide with you a few extra tips to maximise the use of an
interpreter:

Complete all information required on the Booking Form.

® Be punctual: keep waiting times to a minimum when using face-to-face interpreters.
Interpreters should arrive at the venue at least 10 minutes prior to the appointment.

Do not leave the telephone off the hook when using telephone interpreting.

® Remember to request an interpreter of a specific gender if appropriate. GRIP and Language
Line will meet your request wherever possible.

® Make a note of the interpreter’s name or ID number. This will enable you to use the same
interpreter next time or to raise your concerns if you were not satisfied with the service.

® Always speak directly to the patient (e.g. ‘what’s your name?’ or ‘How may | help you?’) and
use simple and plain language. Addressing the patient directly improves communication and
trust. Do not speak to the interpreter, saying ‘Please tell him/her...", ‘Please ask him/her....’
This is time consuming and reduces directness. However, do not be put off it, while you are
speaking, the patient watches the interpreter rather than you, especially if the interpreter is
not standing close to you.

@ Bear in mind that it may take time for the interpreter to interpret the language spoken into
English and vice versa (finger spell for BSL), so a short time lag in interpretation can occur.
Allow for this in your timing and interjections.

@ End the interview by checking that the patient has understood everything. Ask the patient if
there is anything else s/he may want to know (e.qg. ‘is there anything else you would like to
ask me?’)

® Check that decisions taken during the interview are clear for everyone (follow-ups,
appointments, medication doses, etc.). Finally, be aware that the interpreter has the
responsibility to interpret all comments made in any setting, whether the comment is made
directly to the patient or not.

o Complete the Timesheet fully.

17
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Important Information

Confirmation Standard: GRIP will book an interpreter immediately. If you wish to confirm
that your fax has been received, please ring 020 7150 8355 quoting your GRIP ID, language,
appointment date and time and patient/client names.

Online Booking: NHS providers can book and view their booking status online at no extra
charge, please ring 020 7150 8257 to register.

Please FAX your Cancellations 24 hrs in advance, otherwise they would be charged.

Please complete ALL sections writing clearly. Failure to do so may delay booking an
interpreter.

Your GRIP Account / ID No:

. Patient/Client Details

Language Required (dialect if known)

First Name Surname

DOB (dd/mm/yy) Country of Birth Gender: Female[ | Male[ ]
NHS No. Hospital No. Disability: Yes[ ] No[]
Patient’s Address

Post Code Tel

Booking/Appointment Details
Interpreter Gender: Female[ | Male[ ] Either[ ] Appt. Date

Contact Tel Time Duration

Address Venue (if different from site address)

Post Code Home Visit? Yes[ | Nol[ ]

Other requests i.e. follow up, particular GRIP interpreter (ID/name), another meeting point etc.

Customer/Caller Details

Full Name Job Title

Organisation Name:

Directorate/Department/ Specialty

Site Address

Post Code

Mobile/Tel FAX

EMAIL
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This Time Sheet has 2 main sections:

@ Section 1 is for the Interpreter and Section 2 is for the Health Provider.
® The bottom section is for GRIP (administrative) use only.

Section 1 - To be completed and signed by GRIP interpreter. 220001

Frevious Job Mo, Job Ko,

Interpretar's Mame Interpretar Mo,

Appt Date: Appt Thme; Arrival Time;

PatientiClisnt Mame

HosprNHS Mo. DoB

_ Organisation/Department

Cutcome 0O Out of Hours O Late Cancellation O Health Care Provider DN&

Comments:

| confirm this job was authorised by GRIP and the above infermation Is acourate.
Interpreter's Signature:

SECTION 1:
TO BE COMPLETED BY THE INTERPRETER ONLY

GRIP Interpreters only MUST FULLY COMPLETE this section with the information given to them
by the Operations Officer when the booking is confirmed with them.

@ A full timesheet completion guide for the interpreter is printed on the inside cover of the
timesheet pad.

@ Interpreters are responsible to ensure that the timesheet is fully and correctly completed by all
parties before leaving the booking. Failure to do so will result in non-process for payment.
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NG
INHS I

RIP NHS

nguage Services Central London

Community Healthcare

Section 2 - To be completed and signed by the Health Care Provider ONLY

Interview | Started: Fimished:
Outcome | Ink=preier was: O Punctual' O Late! O Very O Late Cancellgtion | O FPetient D&
|t

interpreter's performance; O Excellent (4) O Good (3) O Poor (2} O Weak (1]

Enter Follow-up If required: | Date Tirme Duration

venue (if diffarant)

Camplimants!Complaints

SECTION 2:
TO BE COMPLETED BY THE HEALTH PROVIDER ONLY

Health Providers are asked to kindly co-operate TO FULLY AND CAREFULLY COMPLETE this section.

Health providers MUST not ask the interpreter to fill in any part of section 2. Any indication
found as otherwise may lead to investigation of potential fraud by the interpreter.

Health provider ONLY must enter interview start and finish times.

Follow-ups must be entered by the health provider only and not the interpreter. And any
change in venue MUST be fully and accurately stated.

Amendments or alterations made to information once written in this section must be
countersigned or initialled by the health provider.

Any changes made to information in this timesheet in reference to the booking must be
notified by the interpreter to the GRIP office for authorisation.

Compliments or complaints about interpreting services provided must be recorded in the
section provided for interpreter performance monitoring purposes. This will also help with
service improvement and quality.

Health providers must clearly print name, sign and date this section, checking that all grey
areas are completed before doing so in order for the interpreter’s attendance to be
confirmed and authorised.

I, the health care provider, confirm that information in Sections 1 and 2 is cormect

Print Namie: Signature Data
White capy GRIP Blus copy Health Care Providen/Patient's fils Pink copy Interpreter
GRIP COffice Uss Onky: Inilials Comments

BOTTOM SECTION: Is for GRIP use ONLY

o
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GRIP OPENING TIMES & PHONES

OFFICE HOURS
Mon to Fri 9am to 5pm

With a 24 hrs voicemail system for out hours service and when lines are busy

INTERPRETING HOURS
Standard: Mon to Fri 8:30am to 6pm

Out of hours: 6pm to 8:30am, weekends & bank holidays

GRIP PHONES

BOOKING FAX Line: 020 7150 8349 for all your bookings with a GRIP ID account (which can
be made with less than 24 hours notice)

All Languages Queries: 020 7150 8355

Asian, Far East and Farsi Languages: 020 7150 8350
African & Middle East Languages: 020 7150 8329
European & Horn of Africa Languages: 020 7150 8328

GRIP Online Operations Lead: 020 7150 8327 regarding customers’ accounts, registering with
GRIP and online queries

GRIP Interpreting Development Lead: 020 7150 8347 for interpreters’ recruitment,
performance and complaints.

GRIP Business Co-ordinator: 020 7150 8346 for invoices or payment queries and general
information



GP interpreting pack2:Layout 1 19/2/10 17:30 Page 22 $

pauage Sarvicas Central London

+iGRIP NHS
NHS[P

Community Healthcare

Appendix 4

22

The Department of Health Core Standards for Better Health (CS4BH) ‘describe a level of service
which is acceptable and which must be universal’ throughout the NHS. Recognising this, GRIP
NHS has incorporated the 7 domains of these standards across policies and practices so that
anybody using GRIP services and public in general know what to expect from GRIP staff and
interpreters, as follows:

1. Patient Safety: GRIP interpreters prevent or reduce the risk of harm to patients by
professionally removing language barriers between patients and providers, and by following
policies and procedures that promote patient safety including Child Protection and Domestic
Violence, NHS Confidentiality and Incident Reporting. GRIP interpreters are professionally
qualified and have CRB, immigration, health clearances and receive regular health checks and
vaccinations.

2. Clinical and Cost Effectiveness: GRIP is committed to meeting the needs of patients and
health providers, by offering highly competitive and transparent rates, the same for all languages
and all inclusive. GRIP delivers services using clear performance targets supported by transparent
financial systems (triplicate timesheets), guaranteeing best value for money and full
accountability to our commissioners, customers and public in general.

3. Governance: GRIP NHS is a fully regulated service with systems that challenge discrimination
and promote equality in accordance with Human Rights legislation. GRIP interpreters accountable
for their services and work under a tailored regulated framework which includes commissioners’
service level agreements, interpreters’ terms and conditions, the interpreter’s handbook admin
procedures, the interpreters’ job description and the interpreters’ person specification.

4. Patient Focus: GRIP is driven to meet the needs of all patients and works with providers to
improve the patient’s experience of health care. GRIP endeavours to provide interpreter that
match a patient’s gender, dialect or disability e.g. providing the same interpreters for patients’
follow-up appointments as per the patients needs.

5. Accessible and Responsible Care: GRIP provides equitable and accessible services to
respond to continuity of care for all patients across all sectors. GRIP interpreters can be arranged
with less than 24 hours notice, and if an interpreter fails to attend, GRIP will arrange for phone
assistance up to 10 minutes free of charge. GRIP’s current provision rate is 97% of all bookings
received. GRIP takes complaints seriously and learns from mistakes by implementing corrective
measures to improve service provision.

6. Safe Working Environments: GRIP interpreters follow strict NHS health and safety
regulations, and NHS confidentiality principles. They are also trained to take steps to minimise
environment risks to patients, staff and visitors by reporting any incident that may compromise
their safety.

7. Public Health: GRIP works to improve access to health services while reducing health
inequalities by minimising the risk of clinical misdiagnosis, under referral and ineffective
treatment of patients with language needs. In case of major emergencies such as flu pandemics
and other major incidents, GRIP takes active involvement in the development and execution of
NHS contingency plans to ensure continuity of NHS services.

o
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10.

11.

12.

13.

14.

15.

16.

The interpreter shall interpret truly and fairly between the parties to the best of their ability
without anything being added or omitted.

The interpreter provides the service as part of the professional team. They shall work in
partnership with the professional and not work for the patient.

The interpreter shall only undertake assignments, which they are competent to accomplish in
a satisfactory way and they shall only work in the languages/dialects in which they have
been assessed and recruited.

The interpreter shall not throw light on cultural factors, beliefs, assumptions, and values in
the delivery of face-to-face interpreting service, unless asked to by the professional.

The interpreter shall comply with the laws of the country and have due regard to its customs
and practices.

The interpreter shall have regard and respect for all health care practitioners and their work
environment.

The interpreter shall have regard and respect for the values and spiritual beliefs of the clients.

The interpreter shall always seek to improve their skills and knowledge within the profession
and they shall always avail themselves to opportunities of training in order to improve the
efficiency and effectiveness of their work.

The interpreter shall treat any information that may come to them in their course of their
work as strictly confidential and sign a pledge to the confidentiality policy.

The Interpreter shall not take personal advantage of any information obtained in the course
of their work.

The interpreter shall be involved with the clients only by consultation and agreement with
appropriate health care practitioners. They shall also avoid any abuse of the privileged
relationship with the clients or the privileged access to their property, residence etc.

The interpreter shall not accept any form of reward (gift, favor or hospitality) for interpreting
work other than payment from GRIP Language Services.

The interpreter shall work as part of a team and shall offer each other any reasonable
assistance.

The interpreter will comply with the Health and Safety at Work Act 1974 and its subsequent
provisions, and Health and Safety Commission approved codes of practice.

The interpreter shall avoid advertising, signing an advertisement and the encouragement of
the sale of commercial products or service.

The Interpreter must switch off his/her mobile phone before the start of an interpreting
session.

23



GP interpreting pack2:Layout 1 19/2/10 17:30 Page 24 $

NG
INHS T

24

1.

RIP NHS

Language Services Central London

Community Healthcare

Allocation of Interpreting

When accepting work from GRIP Language Service the interpreter must ensure that he/she has
the complete information to enable him/her to meet the requesters need. The interpreter must
equip themselves with an up to date diary, a London A-Z guide and a job form booklet (having a
mobile phone would be an advantage). The interpreter will accept the offer to carry out an
interpreting session competently.

1.1.

1.2

1.3

2.2

Availability — The interpreter should regularly update the GRIP office about their
availability, i.e. informing GRIP office of the weekday, time, and the areas the interpreter
wishes to cover.

Language Competence — The interpreter should be competent in the chosen
language/dialect with good knowledge of medical terminology in order to maintain the
quality standard of the service. Interpreters would only interpret in the languages/dialects in
which they have been assessed and recruited.

Partiality - The interpreter should ensure that he/she will be, and be seen to be, in a
position of neutrality. For instance, interpreters should not accept assignments involving
relatives, or people with whom they are closely involved with at work or at home, or in
situations where their partiality might be challenged.

Preparation: Interpreter and Client

The interpreter should, if enough notice is given, make what preparations are possible for
specific vocabulary medical terminology.

On arriving at the appointment venue, the interpreter shall get in touch with the client in
order to:

Check the right language/dialect of the client.

Introduce his/her role in order to make the client feel at ease.

Inform the client if he/she has to bring something with him/her.

When meeting a client for the first time:

The interpreter should introduce him/herself and clarify his/her role.

The interpreter should inform the client that all that should be said would be interpreted,;
whatever is not to be interpreted should not be said.

@ The interpreter should hold a very brief conversation with the client in order to ascertain
that he/she is competent in the language or dialect required. If the interpreter at this
point does not feel competent for any reason, he/she must inform the health care
practitioner immediately.
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Preparation: Interpreters and Health Care Practitioner

The interpreter should check the appointment details and location prior to the actual
appointment date in order to ensure that he/she arrives at the venue promptly.

On arriving at the appointment venue, the interpreter shall report to the requester or health
care practitioner in order to:

@ Receive a short brief about the appointment.

@ Confirm that the client is present.

@ Introduce his/her role in order to understand the health care practitioner’s expectations.
°

Inform the health care practitioner that whatever said would be interpreted; whatever is
not t be interpreted should not be said.

The Interpreting Session

The interpreter shall be punctual at all times and report to a named contact person at the
appointment venue.

If for any reason the interpreter cannot carry out the contracted work he/she has accepted,
he/she must inform the Manager of GRIP Services immediately and ask if the work may be
delegated to another interpreter.

The interpreter will adhere to the Professional Code of Ethics.

The interpreter will present him/herself in a neat and formal dress in accordance to the
agreed dress code of GRIP and behave in a professional manner at all times.

The interpreter will use his/her skills to make communication between the health care
practitioners and the client as direct as possible.

Appropriate seating and acoustic arrangements should be decided. The interpreter can ask
the professional to speak directly to the client and when appropriate he/she can use the first
person interpreting technique.

The Interpreter may intervene for the following reasons:

e To ask for clarification if he/she has not fully understood the concept he/she is being
asked to interpret.

@ To point out if a client has not understood a message although interpretation was
correct.

e To offer information to the public service official to counter culturally inappropriate
advice, discussion and assumptions.

@ To report all incidents of racism or other discrimination.

In any intervention the interpreter must explain to both parties why he/she has intervened
and explain to the other side what he/she has said.

25
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5. Confidentiality

All information given to the interpreter by a client in the course of the interpreting work is strictly
confidential. Interpreters may share this information only with the GRIP manager.

6. Post Review

At the end of the interview, the interpreter should satisfy himself/herself that the clients’
requirements has been reasonably fulfilled and make note of any follow-up appointment where
he/she will be needed.

7. Keeping Records

The interpreter is expected to keep the accurate details of the session as required on each job
form.

The interpreter should follow the operational procedure and GRIP administrative policy at work.

The interpreter should feedback any difficulties encountered and concerns on the job form as
appropriate.

7.3 After the interpreting session, the interpreter should forward details of the work undertaken
on a daily or weekly basis. All queries will be treated in the strictest confidence.
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Commercial in confidence

Please complete the following section. You will keep a copy of this document for your record and
return the other copy to the GRIP office.

Full name

Language/s

| have read and understood the professional code of ethics and practice of the GRIP Language
Service and fully agree to comply and adhere to every detail attached. | understand that any
breach of the code may lead to a disciplinary procedure being held against me.

Signed

Date

27
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CONFIDENTIALITY POLICY

Please complete the following section. You will keep a copy of this document for your record and
return the other copy to the GRIP office.

Confidentiality Statement:

Full name

Language/s

| have read and understood the confidentiality policy document of the Trust and | fully agree to
comply and adhere to the information thereof. | understand that any breach of the code may
lead to a disciplinary procedure being held against me.

Signed

Date

28
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GRIP customers receive...

® A dedicated and experienced operations team who process and confirm bookings at
very short notice. Bookings can be made 24/7 by faxing a completed booking form, as for
NHS providers, they can also access the GRIP online services to make bookings directly.

® Qualified interpreters recruited with a strict selection process, and who have immigration,
CRB and Occupational Health clearances (vaccinations, health checks, etc)

o Reliable and punctual interpreters who will attend at the appropriate venue and will
introduce themselves using a GRIP NHS ID card.

@ Simple and transparent charges inclusive of all expenses i.e. travel and waiting time, and
the same for all languages. Payments are charged per booking in full for the first
interpreting hour, subsequent hours are paid pro rata and rounded up to the nearest 15
minutes.

e 60 days of Interest free payment period: monthly invoices are sent to customers after
the service has been provided, and payment is due within 30 days of the invoice being
issued.

e Fully itemised report with the invoice, listing details of each booking for the required
payment. In addition annual analysis reports of language use/trends, department use, cost
analysis, booking outcomes, etc are available upon request.

For further information please contact:
GRIP Online Operations Lead

WPCT - GRIP NHS Language Services
15 Marylebone Rd, London NW1 5JD.

email ute.michel@westminster-pct.nhs.uk
Tel 020 7150 8257
Fax 020 7150 8349

© 2008 GRIP NHS Language Services. All Rights Reserved.
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GRIP Complaint Standards

GRIP encourages and welcomes feedback from all registered customers (both compliments and
complaints). Your feedback helps us to improve.

GRIP Assurance - Whatever your complaint GRIP will:

1. Ensure your confidentiality
Acknowledge your correspondence within 24 working hours

Investigate the issue thoroughly and give you a full response within 20 working days

A W N

If we need more time because the problem is complex will tell you 5 working days before
the completion of the 20 days

Talk it over with you if your complaint needs special action
Deal with you in a polite and courteous manner

Always give you a contact point, name and telephone number

© N o u

Consider the appropriate form of redress whenever necessary

If you wish to feedback with a compliment or a complaint, please contact:

GRIP Interpreting Lead
WPCT - GRIP NHS Language Services
15 Marylebone Rd, London NW1 5JD.

email sharon.angol@westminster-pct.nhs.uk
Tel 020 7150 8347
Fax 020 7150 8349

© 2008 GRIP NHS Language Services. All Rights Reserved
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Code of Ethics

Language Line Services’ Interpreter shall comply fully, at all times with this Code of Ethics, during
the course of their work. Where an Interpreter fails to comply with these codes and or brings
Language Line Services into disrepute, they may be subject to disciplinary measures and or
removal from Language Line Services’ database of interpreters.

Confidentiality

The interpreter shall respect all confidences received in the course of interpretation.

All information gained by the Interpreter in the course of his/her professional duties shall
remain strictly confidential.

This includes any notes which are taken through the course of the interpretation, these
must be destroyed appropriately, and immediately after use.

The information shall not be communicated, published or in any way divulged to any
organisation or person, other than the organisation or person engaging the services of the
Interpreter.

The Interpreter must not take any personal advantage of any information obtained in the
course of their work, at any time.

Accuracy & Completeness

® The Interpreter shall interpret truly & faithfully to the best of their ability between the
parties.

® The Interpreter shall render, to the best of his/her ability, a complete and accurate
interpretation without altering or omitting anything that is stated.

@ The Interpreter shall not add to what is said nor provide unsolicited explanation.

Impartiality

® The Interpreter shall be impartial and unbiased at all times whilst interpreting and shall
refrain from conduct that may give an appearance of bias.

® He/she shall not allow personal opinions to interfere with his/her duties nor add unsolicited

comments or make recommendations except to assist communication.

Conflict of Interest

The Interpreter shall disclose any real or perceived conflict of interest.

He/she shall not take personal advantage, financial or otherwise, this includes accepting any
form of reward for interpreting work, other than payment from Language Line Services.

o
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Disqualification & Impediments

The Interpreter shall, at all times, assess his/her ability to maintain Language Line Services'
highest standards for professional interpretation.

He/she shall immediately convey any reservations about his/her ability to successfully
complete the assignment for the customer.

The Interpreter shall decline any assignment he/she believes to be beyond his/her technical
knowledge or linguistic ability.

The Interpreter should only undertake an assignment which they are competent to
accomplish in a satisfactory manner.

Professional Courtesy

The Interpreter shall provide excellent customer service. He/she shall maintain a professional
demeanour.

The Interpreter shall be courteous and use the tone of voice appropriate to the situation.
The Interpreter shall defer to instructions from clients.

Professional Development

The Interpreter shall continually improve his/her skills & knowledge.

The Interpreter shall maintain and improve his/her Interpreter skills and knowledge through
activities such as professional training or education and interaction with colleagues and
specialists in related fields.

The Interpreter shall keep informed of, adhere to and conform his/her practices to
Language Line Services' policies and guidelines that relate to his/her professional duties.

High Standards of Conduct

The Interpreter shall always safeguard the professional standards of Language Line Services
in every practicable way.

The Interpreter shall act at all times in accordance with the standards of conduct and
decorum appropriate to his/her profession a telephone/face to face Interpreter.
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How to use the telephone interpreting service

Non-English
speaker
connected
to interpreter

Give ID code,
organisation Request The non-English speaker
name Ianguage is with you

to operator

The non-English speaker
is not with you

Give
non-English
speaker
phone no.
to operator

Operator
calls

non-English

speaker

Non-English
speaker
connected
to interpreter
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EUROPE EUROPE
Albanian Shqgip <1 Icelandic Islenska &1
Tregoni me gisht gjuhén gé flitni. Bentu 4 pitt tungumal.
Do té gjejmé njé pérkthyes pér ju. Pad verdur hringt i tulk.
Armenian QwgtinkG €1 Italian Italiano <&
8nyg wmktp n"p ¥y jkgmbG Yp juouhp' Faccia vedere qual € la sua lingua.
npwtugh pwpguwGhs vp Yubst) wnwip. Un interprete sara chiamato.
Basque Euzkera € Lithuanian Lietuviy Kalba <gq

Zeure izkuntza atzamarragaz erakutzi.
Euzkeratzail bateri deituko deutsagu.

Parodyk tavo kalbama kalba.
Vertéjas bus pakviestas.

Bulgarian
IMocouere Bamms e3uK.
Hue we u3Bukame npeBogau 3a Bac.

Bparapcku e3uk €

Macedonian Makedonski &1
Posocete molim Va3 jezik.

Ke vikame prevodilac Vas da doide.

Catalan Catala €73 Norwegian Norsk €11
Assenyali amb el dit el seu idioma. Pek pa ditt sprak.

Es trucara a un intérpret. En tolk vil bli tilkalt.

Croatian Hrvatski <€ Polish Polski <&11
Molim Vas, pokaZite nam Va$ jezik. Prosze wskaza¢ na swoj jezyk ojczysty.

Zvat ¢emo tumaca za Vas. Ttumacz zostanie poproszony do telefonu.

Czech Cesky €1 Portuguese Portugués &
Ukazte, ktery je vas jazyk. Aponte seu idioma.

Zavolame tlumocnika. Providenciaremos um intérprete.

Danish Dansk <€ Romanian Romaineste €11
Peg pa dit sprog. Indicati limba pe care o vorbifi.

En tolk vil blive tilkaldt. Veti fi pus in legiturd cu un interpret.

Dutch Nederlands <€ Russian Pycckuit SI3p1k <€)

Wijs uw taal aan.
Wij zullen u een tolk geven.

YkaxmuTe, Ha KaKOM si3bIke Bbl rosopure.
Ceiiuac Bam BBI30BYT nepeBOUHKA.

Estonian Eesti Keel €1
Niidake oma emakeelele.

Me muretseme teile tolgi.

Serbian Cprcku 1
Monnm Bac, mokaxure Ham Bamr jesuk.
3BaheMo Tymaua 3a Bac.

Finnish Suomi €[ Slovak Slovensky €1
Osoittakaa teidian kielenne. UkéZte na vaSu rec.

Tulkki kutsutaan auttamaan teitd. Zavolame tlmo¢nika.

French Francais <€J) Spanish Espanol <€
Montrez-nous quelle langue vous parlez. Senale su idioma.

Nous vous fournirons un/e interpréte. Se llamard a un intérprete.

German Deutsch €11 Swedish Svenska <&J)

Zeigen Sie auf Thre Sprache.
Wir rufen einen Dolmetscher an.

Peka ut Ert sprak.
En tolk kommer att tillkallas.

Greek
A€eiETe TOLd YAMOOO WMAATE HOL
Bo «AnBei évag diepunvéac.

EMnvixe €1

Ukrainian YKkpaiaceka Mosa €]
HOKa)KlTI), SIKOI0O MOBOIO B! TOBOPUTE.
3apa3 BUKIIMUYTH BaM IlepeKiafava.

Hungarian
Valassza ki az 6n 4ltal beszélt nyelvet.
Kapcsoljuk a tolmécsot.

Magyar &1

Yiddish
ARIBW YRR MR K U
AYYYTIVATR K VAD7PIK LY yn

v 21




PACIFIC ISLANDS

Aklan Aklanon €1
Ituro mo ro atong hambae.
Magtawag kami et mag-interprete.

Fijian Kaiviti &
Dusia na nomu vosa.
Ena qai kacivi edua mi vakavaka dewa.
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INDIA, PAKISTAN AND
SOUTHWEST ASIA

Bengali BRG]
WA @M SNy W IAE - A |

T TR &) GG WA I |

Ilocano
Itudom iti saom.
Umayab kam iti interprete.

Ilokano <€

Bhojpuri
Qo s & AT ?
dormer @i T AeRe T |

Sregd 21

Indonesian
Tunjukkan bahasamu.
Jurubahasa akan disediakan.

Bahasa Indonesia €j)

Gujarati Yoradl €
Al AL el *aldl.

AHIA HIE2 HINMIAR §61R *NAdl 2w,

Malay Bahasa Malaysia <&j)
Tunjukkan yang mana bahasa anda.
Seorang jurubahasa akan diberitahu.

Hindi R <
g T 3Im @ Ragd |
s fore g garar s |

Samoan
Tusi lou ’a’ao i lau gagana.
O le a vala’auina se tasi e fa’amatala 'upu mo ’oe.

Gagana Samoa €J

Malayalam
mena,_05 B)3ERie)
A&7 a eemallaleamasoad

Qo> E

Nepali ol €1
ST AT ey @ |
qUIEEH! I & ARB Aegd © |

Tagalog Tagalog <&11
Pakituro mo nga ang iyong wika.
Magpapatawag ako ng interprete.
Tongan Tonga €11

Tuhu kihe lea ’oku ke lea ’aki.
'E fetu’utaki kihe fakatonulea.

Punjabi
»udt 8t femd a8 €A |
303 THI UiH 9B T gETeMT AMET |

uwet &

Sinhalese Bowe &1
0k P oS

5B B0DCHDCD) BICCOT) Gl

Tamil sLlp €1
6Thd Gumfulled giefluralser Geouent GBILT

nd afFeured SreniLlsHayb.

$3b5 gluTeisgi ot Bewmay almrals AFUWLILIGL.

Urdu | =1
S s LS St ol epS T
B Sl W S oles s (S ol S e S

=t

Language Line Services also offers
Document Translation.

For more information contact:

Tel: 0207 520 1425

Fax: 0207 520 1450

Email: translations@languageline.co.uk
Web: www.languageline.co.uk
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