Accessing an Interpreter or Translator Policy and Procedure
(SS1)
Policy Statement
This policy describes Banksia’s translation and interpreter services at Banksia.
The purpose of the Accessing an Interpreter or Translator Policy at Banksia Care is to:
· describe the scope of translation and interpreter services and the role they play;
· clarify who is providing the services to our consumers and staff; and
· provide a procedure to access these services.
Scope
This policy applies to all Banksia Care staff working with translation/interpreter services to maintain high quality care. Banksia translates written texts as needed and provides interpreter services for consumers when required.
Background
Banksia Care must always meet the Commonwealth’s Aged Care Quality Standards while working in the aged care sector. These standards describe the acceptable standards of care that Aged Care facilities must deliver. These standards are audited by the Aged Care Quality and Safety Commission to ensure that elderly in home or in an aged care home are supported:
1. They are treated with dignity, and respect and, as individuals, make informed choices about their care and lifestyle.
2. They are a collaborator in their ongoing assessment and services.
3. Safe and appropriate personal and clinical care is provided to them.
4. Daily living services and support for Aged Care consumers assist health and wellbeing.
5. They understand and can rely on the services we provide to be regular and consistent in quality.
6. They know they can provide feedback and are encouraged to provide suggestions or make complaints. Further, feedback is acted on, and appropriate and timely action is taken.
7. Receive quality care from skilled, capable, and knowledgeable Banksia staff.
8. They are confident in the services and care we provide.
This policy responds to Aged Care Quality Standards to:
· ensure Banksia staff can communicate clearly with our consumers and make informed decisions about the Banksia services consumer’s access
· ensure Banksia staff can assist our consumers in understanding external communications and making informed decisions
· deliver reliable quality services at all times
· always take a collaborative approach in the delivery of our services
· listen to the people we care for to gather feedback and address complaints.
Legislative Requirements
· The Occupational Health and Safety Act 2011 and applicable State/Territory WHS legislation
· Aged Care Quality and Safety Commission Act 2018 and Aged Care Act 1997
· Racial Discrimination Act 1975
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. The policy addresses the needs of consumers and carers.
Note that Banksia Care staff may be hired who have come from a NESB (Non-English-Speaking Background). To provide safe, quality care, it is a requirement that the English literacy skills of staff are tested and pass IELTS literacy examination.
In Relation to Consumers
The Aged Care Act 1997 states that:
“To facilitate access to aged care services by those who need them, regardless of race, culture, language, gender, economic circumstance or geographic location” (Chap 1 Div. 2.1).
For Banksia Care to meet this requirement, consideration of NESB (Non-English-Speaking Background) consumers is a priority.
At all times – written, aural, visual and any other communication with consumers who natively speak a LOTE (Language Other than English) must be offered translation and interpreter services in their native language. A consumer may express that English is an acceptable language for all or some communications and not require this service.
Translation and interpreter services are provided as need assist with:
· reading documents
· writing communications (email/letter/responding to internal Banksia and external correspondence)
· conversation (talking to Banksia staff and external parties).
In Relation to Carers
Some consumers will engage through carers with Banksia Care staff.
Where carers translate or interpret on behalf of consumers:
· Any Banksia service delivery requirement that requires a consumer’s signature must be provided in a document in the native language of the consumer. Additionally, conversations between Banksia Care and consumers must be interpreted by a Banksia Care approved service as needed.
· If a carer acts in a legal capacity on behalf of a consumer, due to a consumer being incapacitated, and carer requires translation or interpretation services, these will be provided by Banksia Care.
Ensuring understanding and collaboration
All Banksia Care staff are to ensure that consumers are informed and collaborated on any matter regarding Banksia Care’s service delivery before any change in service is implemented. Similarly, where carers act on behalf of consumers, they must be fully informed and collaborated with before any change is implemented. If a Banksia Care staff member believes consumers or carers are either unaware or misunderstand an intended change in service, Banksia Care staff are to refer the issue to their management BEFORE any change in service is agreed to by the consumer or carer.
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Links to other Policies and Documents
· Administration of Medication Policy and Procedure
· Skills Development
· Safety and Risk Management Policy and Procedure
· Incident, Injury, Trauma and Illness Policy and Procedure
· Duty of Care Policy and Procedures
· Staff Health and Wellbeing Policy and Procedure
· Workplace Health and Safety Policy and Procedure
· Emergency Management Policy and Procedure
· Health and Nutrition Policy and Procedure
Induction and Ongoing Training
· Banksia Care requires that induction and ongoing training of all staff include the Record Keeping Policy to enable staff to fulfil their roles effectively.
· Banksia Care promotes information sharing at staff meetings, sharing of information received from industry trends or changes in legislation, and in consultation at policy review sessions.
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Accessing an Interpreter or Translator Procedure
· Banksia Care 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.
· Banksia relies 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 Banksia Care staff or by consumers/carers for assistance regarding Banksia Care service delivery.
· Translation services may be requested by Bankia Care staff as needed for written documents.
· Consumers/carers may use Banksia Care’s translation and interpreters’ services for non-Banksia Care related business as a fee for service which is billed monthly.
Translation
When booking translation services, Banksia Care staff are to allow one working day to gather approval from Banksia Care management.
Once a booking is approved, staff must provide the following to 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.
Banksia Care expects all translations to be completed within 72 hours of engaging a service.
Preferred Translation Services (Monday to Friday, 9 a.m. to 5 p.m.)
Babel ready –    Phone 1300 000 432
Any Words? –    Phone 1300 600 987
Any documents are considered private and not to be shared in any form with other parties when Banksia staff are assisting in translation.
Interpreting
When booking Interpreting services, Banksia Care staff are to allow one working day to gather approval from Banksia Care management.
Once a booking is approved, staff must provide the following to the chosen interpreting service:
· the consumer’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, legal, individual or group session)
· Banksia’s service number for billing
· the approximate duration of the appointment
· whether you or the client wish to have a specific interpreter for continuity of care reasons
· the telephone system (fixed, mobile, speaker) being used.
If a Consumer or Carer refuses to use a translation service and, in the opinion of Banksia Care staff, one is required, then:
· 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, Banksia Care staff are to defer and not force consumers/carers to use an interpreter.
Preferred Interpreter Services (These are 24-hour services)
Babel ready –    Phone 1300 000 432
All voice –         Phone 13 19 00
Emergency Interpreter
If an emergency requires an interpreter:
· Do not wait for an interpreter before calling emergency services. Always call an emergency service as a first priority.
· When the situation allows, refer to the Banksia Care 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 that they understand that you require immediate emergency assistance. Ensure the service understands the nature of the emergency.

