Accessing an Interpreter or Translator Policy and Procedure
(DR5)

Policy Statement
This policy outlines the guidelines and procedures for ensuring effective communication with individuals with limited proficiency in Health United’s primary language, English.
The purpose of the Accessing an Interpreter or Translator Policy at Health United is to:
· describe the scope of translation and interpreter services and the role they play
· clarify who is providing the services to our patients and staff, and
· provide a procedure to access these services.

Scope
This policy applies to patients, staff, management, medical professionals, students and visitors of Health United.

Background
An interpreter and translator policy promotes cultural competence by acknowledging and respecting linguistic diversity. It ensures that individuals with limited English proficiency or those who speak a different language are provided with equitable access to services.
Effective communication between healthcare providers and patients is crucial for ensuring patient safety and the delivery of quality care. In cases where patients have limited proficiency in the primary language used in the facility, interpreters and translators help bridge communication gaps, ensuring that patients understand their medical conditions, treatment options, and instructions for follow-up care.

Legislative Requirements
· Privacy and Personal Information Protection Act 1998 (NSW)
· Health Records and Information Privacy Act 2002 (NSW)
· Privacy and Personal Information Protection Regulation 2019 (NSW)
· Privacy Code of Practice (General) 2003 (NSW)
· Health Records and Information Privacy Regulation 2022 (NSW)
· Health Records and Information Privacy Code of Practice 2005 (NSW)
· National Registration and Accreditation Scheme (NRAS)
· Health Practitioner Regulation National Law (NSW)
· Private Health Facilities Act 2007
· Health Services Regulation 2013

Principles that Inform our Policy
All decision-making about our Accessing an Interpreter or Translator Procedure is carried out in accordance with the principles of our Accessing an Interpreter or Translator Policy.
Health United staff are required to seek Interpreter and Translation services in the following circumstances:
· Limited English Proficiency (LEP): When patients have limited proficiency in the primary language spoken by healthcare providers at Health United, they may struggle to communicate effectively about their medical history, symptoms, and treatment preferences. In such cases, an interpreter or translator is necessary to facilitate communication and ensure that patients understand their diagnosis, treatment options, and instructions for follow-up care.
· Cultural and Linguistic Diversity: Health United serves diverse populations with varying cultural backgrounds and languages. Even if a patient can communicate in the primary language of the facility, cultural differences may impact communication and understanding. An interpreter or translator with cultural competence can help bridge these differences and ensure communication is culturally sensitive and effective.
· Deaf or Hard of Hearing Patients: Patients who are deaf or hard of hearing may require sign language interpretation services to communicate with healthcare providers effectively. Sign language interpreters facilitate communication between patients who use sign language and Health United staff who do not have proficiency in sign language.
· Complex Medical Terminology: Healthcare discussions often involve complex medical terminology that may be difficult for patients to understand, especially if they have limited health literacy. An interpreter or translator with knowledge of medical terminology can help simplify explanations and ensure that patients comprehend important medical information.
· Informed Consent Process: Informed consent is a critical component of healthcare decision-making, requiring patients to understand the risks, benefits, and alternatives of proposed treatments or procedures. Patients with limited language proficiency may struggle to understand informed consent documents or discussions without the assistance of an interpreter or translator.
· Telehealth and Remote Consultations: The need for language assistance services remains essential in the era of telehealth and remote consultations. Health United providers may require access to remote interpreters or translators to facilitate virtual appointments with patients who have language barriers.
· Emergency Situations: Clear and efficient communication is crucial for timely and appropriate medical care. Health United ensures staff access to interpreters or translators who can assist in emergency situations, ensuring that patients receive the care they need regardless of language barriers.
· Family Members or Health United staff as Interpreters: While family members, friends or staff at Health United may be available to interpret for patients, relying on untrained interpreters can pose risks to patient safety and confidentiality. Health United will prioritise the use of qualified interpreters or translators to ensure accuracy, impartiality, and confidentiality in communication.

Key Terms
	Term
	Meaning
	Source

	Translation
	The activity or process of changing the words of one language into the words in another language that have the same meaning.
	Cambridge Dictionary

	Interpreter
	Someone whose job is to change what someone else is saying into another language.
	Cambridge Dictionary



Links to other Policies and Documents
· Code of Conduct Policy and Procedure
· Inclusion and Diversity Policy and Procedure
· Networking and Partnering Policy and Procedure
· Referrals Policy and Procedure
· Patient Consent Policy and Procedure
· Communication Policy and Procedure
· Telehealth Policy and Procedure Policy and Procedure

Induction and Ongoing Training
Health United requires that induction and ongoing training of all staff include the Accessing an Interpreter or Translator Policy and Procedure to enable staff to fulfil their roles effectively. In addition, Health United promotes information sharing at staff meetings, sharing of information received from industry trends or changes in legislation, and consultation at policy review sessions.

Policy Created/Reviewed
	Policy Created/Reviewed
	Modifications
	Next Review Date

	Implemented February 2024
	New policy
	February 2025



Monitoring, Evaluation and Review
This policy will be reviewed annually or on the occurrence of any relevant legislative change. Management of Health United will conduct reviews in consultation with educators at staff meetings.


Accessing an Interpreter or Translator Procedure
Health United relies on the Australian Government Language Services Guidelines to provide direction on the provision of interpretation and translation services. Interpretation deals with spoken language in real time, while translation focuses on written content.
Health United will avoid using families and carers as interpreters or translators, especially if the patient is under the age of 18, to avoid bias and misinformation and ensure no conflict of interest arises.
Health United’s primary language is English, but currently has staff able to speak the following languages:
Spanish, Hindi, Arabic, Cantonese and Mandarin.
Depending on the nature of the topic requiring interpretation, Health United staff may assist patients. For Informed Consent or complex medical situations, or where a conflict of interest may arise, Health United will utilise the services of professional agencies.
Health United will rely on language services from suppliers registered with the National Accreditation Authority for Translators and Interpreters (NAATI) or the Australian Institute of Interpreters and Translators (AUSIT).
Interpreter services may be requested by Health United staff or by patients/carers for assistance regarding Health United services.
Translation services may be requested by Health United staff as needed for written documents.

Translation
When booking translation services, Health United staff are to:
· Allow one working day to gather approval from management.
Once a booking is approved, staff are to provide the chosen translation service:
· The information requiring translation
· The language translation required (such as from English to Hindi or from Greek to English)
· The format of the translation they are to provide (e.g. Word document)
· When the translation is required – Health United expects all translations to be completed within 72 hours from engaging a service.

Preferred Translation Services
Enable Us (NDIS patients) – https://enableus.com.au
Deaf Connect – Phone 1300 773 803
Sydney Translation Service – Phone 02 9365 1044
Translationz – Phone 02 9119 2200
All documents are considered private and not to be shared with another party when Health United staff assist in translation.
Interpreting
When booking Interpreting services, Health United staff are to:
· Allow one working day to gather approval from management.
Once a booking is approved, staff are to provide the chosen interpreting service:
· The patient/carer or family member’s name
· The language/dialect required
· The preferred gender of the interpreter
· The date and time the interpreter is required (include time to brief the interpreter)
· The type of appointment (e.g., medical, personal care)
· Health United’s service number for billing
· The approximate duration of the appointment
· Whether you or the patient wish to have a specific interpreter for continuity of care reasons
· [bookmark: _Toc440715254]The telephone system (fixed, mobile, speaker) being used.
If a patient, carer or family member refuses to use a translation service and, in the opinion of Health United staff, one is required, then ensure the following:
· Explain to the person that it is the staff member who requires the language service, not them.
· Speak with family members or friends (carers) to establish the reason why the person is refusing the language service.
· Engage a telephone interpreter to assist in establishing the issues and explain the need for the language service.
If an interpreter is needed and refused, Health United staff are to defer and not force patients/carers to use an interpreter and should seek immediate advice from their manager.

Preferred Interpreter Services
Enable Us (NDIS patients) – https://enableus.com.au
Deaf Connect – Phone 1300 773 803
ONCALL – Phone 02 8986 4100

Emergency Interpreter
If an emergency requires an interpreter:
· Do not wait for an interpreter before calling emergency services. Always call an emergency service as first as a priority.
· When the situation allows, refer to the Health United staff language registry to establish if there is a staff member on-site with the appropriate language skills who can assist.
· Call a preferred interpreter service and ensure they understand that you require immediate emergency assistance. Ensure the service understands the nature of the emergency.

