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1.
Introduction

This guidance has been developed by the city-wide NHS Interpreting group.  It will be reviewed from time to time and updates distributed as they become available.

Leeds Teaching Hospitals Trust is committed to equal access and is signed up to a city-wide NHS strategy to meet the language needs of people using our services.

Leeds Teaching Hospitals Trust commissions services from a defined list of providers of interpreting services and this guidance provides information about how to access them.  

Please remember that it is not appropriate to use family members as interpreters or translators

2.
Approved interpreting service providers

The following are Leeds Teaching Hospitals Trust’s approved interpreting service providers:

Interpreting Service Provider
Description of service

Leeds Language Link
LTHT’s in-house interpreting service for face-to-face interpreters.  Also provides services to Leeds Primary Care Trust and Leeds Partnership Foundation Trust

Language Line Services
National 24 hour telephone interpreting service

Leeds Sign Language  and Interpreting Service
Interpreting service that provides Sign Language interpreters, deaf/blind communicators and lip speakers and note takers for deaf/blind, deaf and hard of hearing people

3.
Interpreting service providers – further information and contact details

Leeds Language Link (LLL)

Leeds Language Link is the local NHS interpreting service provider and should be used by all Trust staff requiring face to face interpreting

Leeds Language Link

2nd Floor, Stables Block

The General Infirmary at Leeds

Leeds

LS1 3EX

Tel: 0113 392 5114

Fax: 0113 392 5112

Language Line Services

Language Line is a national 24-hour telephone-operated interpreting service.  Language Line should be used in the following circumstances:

· When contact is very short (e.g. to confirm details of an appointment)

· Speaking to a non English speaking patient by telephone

· If a patient requests this service (i.e. this may be to ensure anonymity)

· Emergency situations.

Language Line Services

25th floor

40 Bank Street

Canary Wharf

London

E14 5NR

Tel:0800 028 0073

Tel (customer services):  020 7520 3484

Fax:  0800 783 2443


Leeds Sign Language Interpreting Service
Leeds Sign Language Interpreting Service offers a Sign Language interpreting service, deaf/blind communicator guides and lip speakers and note takers for the deaf/blind and hard of hearing community.  


Braille & Large Print Service 


4.
How to book an interpreter

4.1 Face to Face

The following provides a step-by-step guide for Trust staff accessing face-to-face interpreting services from Leeds Language Link. 

Trust staff should always book at least a week in advance wherever possible.

Bookings can be made via post, fax or telephone.

Trust staff should provide the following information to the interpreting provider:

a. The language/communication method and dialect (if relevant) the person speaks

b. Name of patient/service user

c. Your name and contact number

d. Your clinical management team

e. Cost centre code for the requesting department

f. Date of the assignment 

g. Time of the assignment

h. Location of the assignment

i. The type of assignment (e.g. mental health, sexual health etc.)

j. Estimation of how long the assignment will take

k. The latest date by which you will need to know if an interpreter cannot be found

l. If it is essential to have a male or female interpreter

This information will help the interpreting service make sure they get the most suitable interpreter to match your needs.

For home visits it is appropriate to meet the interpreter outside the patient’s house.  It is important to make sure that you check the identity of all face to face interpreters who arrive for the assignment.  All face to face interpreters employed by Language Link are issued with identification badges.  It is sometimes necessary to use agency interpreters who may not have an ID badge but they will have another form of photo ID.  Please check the identity of the interpreter before proceeding with the assignment.  If you are in any doubt at all, please contact the relevant personnel listed in Section 12 below.


4.2  Sign Language Interpreter

Trust staff should ring the Leeds Sign Language Interpreting Service on the number given above and ask for an interpreter, giving details of the time, date and location of the appointment.

The service usually requires 10 days notice.  However, it is recognised that in health care, it is not always possible to provide this amount of notice.  The service will try to accommodate short notice requests but if at all possible, please try to book well in advance.

5.
Trust staff role at the interpreting assignment

Trust staff should:

· Complete the time duration on the interpreters claim form

· Sign the interpreters claim form

· Keep a copy for your own records

· Give the signed form to the interpreter who will return it to the service provider

6.
Booking the same face to face interpreter for follow-on assignments 

Interpreting service providers will always aim to book the same interpreter for a follow-up assignment when requested
.

In order to provide continuity of care, it is possible to book interpreters for follow on assignments. These must normally be booked through the interpreting provider.  They must not be booked with the interpreter as an independent assignment, as they will not be covered by the same policies and procedures  (e.g. complaints etc.).  

If, however, it is more practical to book the follow on appointment at the end of an assignment, you can do so with all providers in this protocol.  

Leeds Language Link – please note that Leeds Language Link use a ‘direct booking form’ which should be completed and sent to Leeds Language Link so it can be processed through the usual means.  Interpreters should have a ‘direct booking form’ with them.  Interpreters are not able to accept direct bookings from staff without the appropriate form being completed by the member of staff.  If the interpreter does not have a direct booking form, the assignment must be booked through Leeds Language Link.

Interpreters from other agencies than in those specified in this guidance, should never be booked for follow on appointments.

7.
How to use Language Line telephone Interpreting service

Language Line provides a telephone interpreting service.  The service can be accessed using an identification number
.  

In order to access Language Line NHS staff should:

a.
Ring the operator and give your ID number, your name and the language you require.  Stay on the line, while an interpreter is contacted.

b.
Introduce yourself to the interpreter and brief her or him about the situation.

c.
Go ahead and start your conversation, using the telephone receiver as a go-between.

d.
No special equipment is required– only a telephone. 

e.
For 3-way telephone conferences, a conference call is set up so that you, the interpreter and the non-English speaker can all be on the line together - just give our operator the telephone number of the person you wish to contact. They will connect you to the interpreter, then contact your client.

8.
Out of hours contacts for face-to-face interpreting and ID codes  

If you need a face-to-face interpreter outside office hours please contact the clinical site matrons on the following numbers:
Leeds General Infirmary

4.30 p.m. - 7.00am Mon - Fri 

24 hours cover over weekends and Bank Holidays

Contact numbers for LGI clinical site managers – 07776 228723    

Office location – Operations Room, Opposite the Chapel, Old Site, LGI
St. James
4.30pm - 7.30am Mon - Fri 

24 hours cover over weekends and Bank Holidays 

Contact number for SJUH clinical site managers – 07776 230473 

Office location – Operations Room, Level 04, Gledhow Wing, St James 


To obtain an ID code for accessing Language Line during office hours, contact the Leeds Language Link office on the telephone number listed above.  Out of office hours the code can be obtained from the site matrons using the above contact details.

You will not be able to access the telephone interpreting service with a valid ID code number.

9.
Translations

Currently, there is no central resource to fund translations. If you require any materials translating, you must find the necessary funds from within your own budget.  It is important that you make sure the material is simple to understand and easy to read.  You should always get any translated document checked by patient panels, relevant service users or members of the public to whom the materials are targeted before you authorise a print run.

All information that is available for people who read and speak English should be made available in languages and formats (eg large print, Braille) for non-English speakers. You should translate materials on request. Translations can be expensive and prices vary according to language grouping.  Translations are usually costed on word count.  Please note that it is not always necessary to translate every single document into many languages in advance.  You should consider whether there will be a large demand for translated materials.  

You should consider very carefully what you need translating.  Sometimes, it may be appropriate to translate key points.  Ask yourself whether the individual is literate in their mother tongue and whether there is an immediate demand for the translated material.

For further information, please see the ‘Guidelines for translating written information’ on the Interpreting Services pages of the Trust intranet.

10.  
Audio Tapes & Braille

It may also be appropriate to use audio tapes and/or Braille to reach communities who cannot read their native language or people who are blind or partially sighted.

For information about producing information in Braille or audio formats contact:

Elizabeth Alarcon-Rhodes

Patient and Public Support Services

Trust Headquaters

St James Hospital

(0113 20) 66785
11.
Sign Language Interpreting

Should your patient require a sign language interpreter, lip speaker or note taker, please contact Leeds Sign Language and interpreting service on

Voice:  0113 2469990


     

minicom: 0113 243 9900

Please give as much advance notice as possible.  Please note that patients can directly access this service so check with the patient to avoid a duplicate booking.

When you use the service, please state which Trust you are ringing from and the location the assignment will take place.

You may also wish to communicate with deaf and hard of hearing patients by using BT Text Direct.  

To use BT Text Direct dial #6 192 followed by the UK area code (e.g. 0113) and the telephone number. 

12.
Queries, concerns or complaints
If you have any queries, concerns or complaints about any of the services, please contact the following as soon as possible so that we can resolve your issue:

Suzy Hansford

Interpreting Service Manager

Leeds Language Link

2nd Floor Stables Block

Leeds General Infirmary

Tel:
0113 392 2120

Fax:
0113 392 5112

suzy.hansford@leedsth.nhs.uk



Leeds Sign Language Interpreting Service


Centenary House


North Street


Leeds


LS2 8AY


Tel: 0113 2469990





Elizabeth Alarcon-Rhodes


Admin Officer


Patient and Public Support Services


Trust HQ


St James Hospital


Tel: 0113 206 6785








� It may not always be possible to meet this request, particularly if the interpreter is from another agency


� Please see section 8 for information about how to obtain a code.
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