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1 PURPOSE 
 
To provide guidance on our responsibilities to staff, volunteers, patients and carers who 
may require support from interpretation or translation services.  This policy describes 
arrangements for face to face interpreting, and for the translation of written material.   
 
To ensure patients accessing our services understand the information given in accordance 
with the Equalities Act and the NHS England directive Patient’s Accessible Information.  
 
2 TARGET AUDIENCE 
 
This policy is intended to ensure that measures are in place to support communication with 
everyone with hearing difficulties and whose first language is other than spoken English.  It 
applies to all staff within the Blackpool Teaching Hospitals NHS Foundation Trust. 
 
3 PROCEDURE 
 
3.1 Identifying the type of interpreting service needed 
 
Staff in a number of varying circumstances will identify the need for an interpreter.  These 
will range from Outpatient consultations, community consultations, emergency situations to 
an inpatient stay. 
 
It is essential that the correct type of interpreting service is provided for the patient, or 
those with responsibility for the patient if the person is a child or does not have mental 
capacity to make decisions.  
 
The interpreter should be acceptable to the patient, and match their gender, religion and 
age as closely as possible (Code of Practice, Mental Health Act 1983 Paragraph 1.6) and 
other protected characteristics (under the Equality Act 2010)  to promote effective 
interpretation and translation.  
 
The clarity of roles and boundaries should be agreed at the outset and interpreters should 
be briefed and debriefed before and after each contact.  
 
Good practice when working with an interpreter is listed below: 
 

• When the interpreter arrives check that they are who you are expecting – they should 
be carrying an Identity Card (with photograph). 

• Ensure they are DBS (Disclosure and Barring Service) checked to enhanced level. 

• Always speak clearly, using plain language and stop after every sentence to allow 
the interpreter to communicate what has been said to the person using services. 
Remember the interpreter will interpret the words you say.  If you don’t want it 
interpreting, don’t say it! 

• At the end of the session sign the Interpreter’s timesheet to confirm attendance and 
the length of time that the Interpreter was needed. 

• Record the use of an Interpreter in the patients notes.  
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• Report non-attendance or any concerns about the interpretation session to the 
appropriate Manager and members of the Patient Experience Department on 01253 
95 5520. 

• Be prepared to provide feedback about the interpretation session if requested. 

 
3.2 Use of relatives / carers for interpreting   
 

Relatives and carers may wish to act as interpreters. They have the advantage of knowing 
the patient and speaking the same language. However extreme caution needs to be 
exercised and it is advisable not to use family members, carers or other persons except in 
exceptional circumstances when no other alternatives are available.  
 
Relatives and carers are not trained interpreters and while they may be able to 
communicate in a social situation there is no guarantee they have the level of proficiency 
required to interpret in a health care situation. There are serious risks of information being 
filtered either deliberately or because the family member or carer cannot interpret 
accurately. This is especially so in situations that might give rise to embarrassment or 
which run counter to cultural norms. 
 

If a patient firmly expresses a wish to use an adult family member or friend to interpret 
then it must be explained to the patient why a professional interpreter is important and that 
the Trust cannot take responsibility for any errors caused by the use of anyone other than 
an approved interpreter.  
 
This communication exchange should be done with the use of a staff interpreter or the Big 
Word to clarify the patient’s wishes. If the patient still refuses the services of a professional 
interpreter then this must be documented in the patient’s records. A competent patient has 
the right to make this choice.  
 

Staff should be aware that there are situations, such as child abuse or domestic violence, 
where it would be inappropriate or present an additional risk to the patient to have a family 
member interpreting. Because of these risks healthcare staff should make use of an 
approved interpreter. Even when the patient has chosen to use a relative or carer the 
responsibility for ensuring effective communication remains with the healthcare staff.  
 
3.3 Use of children for interpreting   
 
A professional interpreter must be used if the patient is under 16 years old or not deemed 
as Gillick competent (able to consent to his or her own medical treatment, without the need 
for parental permission or knowledge). This does not prevent the family from being present 
to provide support as they would do in other circumstances.  
 
Children must never be used to act as interpreters. Children lack the linguistic and 
cognitive abilities to reliably interpret in technical or stressful situations. Like other family 
members they also may be too embarrassed to interpret or the patient may be too 
embarrassed to give information or discuss specific issues.  
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3.4 Working with internal translation services  
 
If a translator is required staff should ask the patient or family / carer about the best way to 
communicate with them and identify the exact language and dialect of spoken language 
they wish for.  If a staff member has received a verbal interpretation request a spoken 
language identification card are available to help staff to identify the correct spoken 
language and dialect (Appendix 1).  
 
In the first instance staff should consider whether a staff interpreter would be appropriate 
to translate the information. 
 
The list of staff interpreters is kept in the 002 bleep holders shared drive, staff should 
contact 002, to ascertain if a staff member is on the list and is free to offer the services to 
interpret (the 002 bleep holder can be contacted by staff working outside the hospital 
setting via the Trust switchboard 01253 300000).  
 
Staff interpreters can be asked to communicate basic information about care or personal 
details but must not be used to interpret clinical information, medical terminology or to 
facilitate decision making about clinical care. If more than basic information is needed for 
translation purposes staff should use our external translation company the Big Word.  
 
To become a staff interpreter Trust staff must complete an application form (Appendix 7) 
and send it to a member of the Patient Experience Department.  
 
Our staff interpreters have the right to withdraw or decline from interpretation at any time.  
If they are doing this after involvement with a patient, they must record in the case notes, 
when and what they have interpreted, and sign and date the records.  They must also 
notify the Patient Experience Department if they do not wish to interpret in the future.   
 
3.5 Working with external translation services  
 
The Trust has an established contract with the Big Word under the Crown Commercial 
Services Framework. Their booking process can be found in Appendix 2.   
 
The Big Word has access to 250 languages for medical interpreting, with over 600 
dialects.  The service is available 24 hours – 7 days a week. The service can be used for 
telephone and face to face interpreting, and translating written materials, if you are unsure 
what service you require please refer to Appendix 2 to identify your interpreter need.  
 
3.5.1 Telephone Interpreting  
 
The Big Word can be accessed for telephone interpreting by calling 0800-757-3053. There 
will be a recording prompting you to enter an 8 digit access code followed by the # key. 
This access code can be obtained from your clinical matron / head of department or the 
002 bleep holder for out of hours requests. For out of hours requests in the community you 
will need to contact the hospital switchboard on 01253 300000 and ask for the on call 
community manager.  
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You will then be asked to enter the language code you require followed by the # key 
before you are connected to an interpreter. The language codes can be found in Appendix 
3, along with the step by step process.  
 
When using the Big Word for telephone interpreting you must ensure you are using a 
phone which has a loud speaker in the system, this should be done in the most 
appropriate area ensuring confidentiality can be maintained.   
 
The Patient Experience Department also holds a number of dual handsets which can be 
loaned out and plugged into any telephone in the Trust. The dual handsets are specifically 
designed to improve clarity, reduce background noise and echo, whilst also allowing a 
third party to listen into a conversation and speak to the interpreter allowing for multi-
functionality. The Department can be reached on 01253 955520 / e-mail: 
Eleanor.Walsh@bfwhospitals.nhs.uk if you would like to loan one. 
 
3.5.2 Face to Face Interpreting  
 
The Big Word can be accessed for face to face interpreting by using the online booking 
portal which can be located here or on the intranet homepage.  
 
You will need an access code, username and password log on to access the portal.  You 
can obtain your access code from your clinical matron and head of department, or the 002 
bleepholder for out of hours.  If you do not have a user name or password please complete 
the form in Appendix 4 and send it to the e-mail address listed.   
 
You can book an interpreter on the online booking portal in two ways. From the calendar 
view on the dashboard menu or by clicking the ‘Create Booking’ link which is also situated 
on your navigation menu to the left of your screen. Both access points will lead you to the 
booking form. 
 
You will need to enter the venue location or call up the details of a saved venue and add 
any additional information to help the Big Word to source the right interpreter for your 
needs and also to help equip the interpreter with any specialist requirements you may 
have. 
 

Once you have completed and submitted the booking form, an IMS will go out to the 
selected interpreter or those within the local area to ensure linguist sourcing and invoicing.  
 
A step by step guide on the online booking portal can be found in Appendix 5.  
 
It is always advisable to get the interpreter to meet with you beforehand to allow you to 
brief them in a safe environment and to ensure the interpreter is not alone with the patient.  
 
For follow up appointments you can request and use the same interpreter to maintain 
familiarity with the patient and help them feel reassured. However they will still need to be 
briefed beforehand and are not to be left alone with the patient. 
 
In booking follow up appointments always ensure you make the booking with the Big Word 
directly (if using external services), not with the interpreter.  
 

mailto:Eleanor.Walsh@bfwhospitals.nhs.uk
https://gms.thebigword.com/
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3.5.3 Translating written materials 
 
The Trust is required to make written information available to patients in their own 
language.   
 
Although this is not a frequent request for the Trust, there needs to be a system in place in 
order to supply information as timely as possible.  It is accepted that on occasions this may 
not be made available instantly. 
 
If there is a need to provide patient information in an alternative language, there are a 
number of options available. 
 

1. Ensure the information is not already available on the Trust Intranet site 
http://fcsp.xfyldecoast.nhs.uk/trustdocuments/Pages/PatientInformationLeaflets.asp
x . There are some leaflets available in a small number of languages. 

2. Click on www.patient.co.uk  the A-Z section contains patient information leaflets and 
professional articles about particular conditions. After selecting an item, there is the 
option to translate the materials into one of the 90 languages listed. 

3. Approach the Big Word, e-mailing your request to ukgov@thebigword.com. The 
Matron or Head of Service must agree to this before ordering as there is a cost 
implication. The cost of the leaflet will be quoted within 24 hours to the matron and 
the Directorate must agree to the payment. The order can then go ahead and the 
department will be invoiced appropriately. Once received, it can be made available to 
the patient and a copy must also be sent to the Trust’s Procedural Document and 
Leaflet Coordinator, trustpolicyteam@bfwhospitals.nhs.uk for storage for access in 
the future. 

 
3.6 Alternative formats of information  
 
Since 1st August 2016 all NHS organisations are legally required to follow the Accessible 
Information Standard. 
 
The standard aims to make sure that people who have a disability, impairment or sensory 
loss are provided with information that they can easily read or understand and with support 
so they can communicate effectively with health and social care services. 
 
3.6.1 Booking Makaton or British Sign Language (BSL) interpreters  
 
The Trust has a number of staff who are Makaton and British Sign Language trained.  The 
list of staff interpreters is kept in the 002 bleep holders shared drive, staff should contact 
002 for the details to ascertain if a staff member on the list is free to offer the services to 
interpret.  
 
If a staff Makaton or BSL interpreter is not available, the Trust holds a contract with a local 
sign language interpreting service called Co-Sign.  The Matron or relevant Head of Service 
will contact Co-Sign on 01204 811392 to book the appointment.  Details of the 
appointment and the fact that an interpreter has been arranged will then be sent, by the 
relevant service manager, to the individual.  The Patient Experience Department will also 

http://fcsp.xfyldecoast.nhs.uk/trustdocuments/Pages/PatientInformationLeaflets.aspx
http://fcsp.xfyldecoast.nhs.uk/trustdocuments/Pages/PatientInformationLeaflets.aspx
http://www.patient.co.uk/
mailto:ukgov@thebigword.com
mailto:trustpolicyteam@bfwhospitals.nhs.uk
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be notified by Co-Sign of the booking to document it on their internal database. A booking 
flow chart is attached in Appendix 6.  
 
In the event of an interpreter being required out of these hours there is a contact list of 
registered interpreters located in the Accident and Emergency department (Triage), and 
via Switchboard.   
 
3.6.2 Arranging translation for the visually impaired 
 
Translation of information for the visually impaired into braille, or audio format such as 
Compact Discs (CD) or memory sticks can be carried out on request.  In all instances the 
relevant matron or Head of Service’s approval should be sought in working hours to 
authorise this and the 002 bleep holder for out of hours. N-Vision, the Blackpool, Fylde and 
Wyre Society for the Blind will undertake this work on behalf of the Trust.  They can be 
reached on Tel: 01253 362692, e-mail: info@nvision-nw.co.uk  
 
If a patient has an audio request they must be supplied with the material within 48 hours.   
When required, we will also arrange for written information to be made into enlarged print, 
this means minimum 16 point using an upright bold version of Arial and preferably printing 
in black on yellow paper. 
 
3.6.3 Using the Big Word  
 
The Big Word can provide the following alternative formats for any interpreting requests 
you may receive. If you require a format listed below please e-mail your request to 
ukgov@thebigword.com, ensuring you have sought the Matron or Head of Service’s 
approval before hand as there is a cost implication. 
 

• Moon  

• Signing DVD  

• BSL video remote interpreting (VRI)  

• BSL interpreter who use Sign-Supported English (SSE)  

• BSL interpreter – hands-on signing  

• BSL interpreter – visual frame signing  

• Lip speaker  

• Lip reader  

• Note taker  

• Speech-to-text reporter (STTR)  

• Deafblind intervenor  

• Tadoma  

• Text Relay  

• Makaton  

• Voice Output Communication Aid (VOCA)  

mailto:info@nvision-nw.co.uk
mailto:ukgov@thebigword.com


Blackpool Teaching Hospitals NHS Foundation Trust ID No. CORP/PROC/022 

Title: Interpretation and Translation Procedure Revision No: 6 Next Review Date: 01/04/2020 

Do you have the up to date version? See the intranet for the latest version 

Page 9 of 23 

• Advocates  

• Braille  

• British Sign Language  

• Deafblind communication  

• Easy read  

• Makaton  

• Palantypist  

• Large print  

• Speech-to-text reporter (STTR)  

• Text Relay  

• DVD creation  

• Transcription (English) 

 
3.7 Training and Awareness 
 
All staff will receive training on Equality and Diversity as part of their Induction and ongoing 
awareness training will be provided as part of the Trusts Learning and Development 
programme. 
 
The Trust Equality and Diversity and Inclusion Implementation Meeting will continue to 
ensure that the provision of interpreters is appropriate for written and verbal translation. 
 
The Corporate Patient Experience Team will be available to promote the interpreting 
service and to help and advise staff. 
 
3.8 3.8 User and Carer Group Involvement 
 
It is the intention of the Blackpool Teaching Hospitals NHS Foundation Trust to encourage 
and develop involvement of users of the services and this will be beneficial in promoting 
effective communication and identifying further needs. 
 
 

4 ATTACHMENTS 

Appendix Number Title 

Appendix 1 Spoken Language Identification Card 

Appendix 2 Using Big Word 

Appendix 3 How To Book An Interpreter For Co-Sign Language Interpreting 
Services 

Appendix 4 Guideline For Staff To Volunteer As Trust Interpreters 

Appendix 5 Equality Impact Assessment 

 

5 PROCEDURAL DOCUMENT STORAGE (HARD AND ELECTRONIC COPIES) 

Electronic Database for Procedural Documents 

Held by Procedural Document and Leaflet Coordinator 
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APPENDIX 2: TELEPHONE INTERPETING OR FACE TO FACE  

 



APPENDIX 3: BOOKING A TELEPHONE INTERPRETER 
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APPENDIX 4: ACCESS FORM FOR THE BIG WORD PORTAL 

 
Blackpool Teaching Hospitals NHS Foundation Trust 

 
The Big Word Face to Face Online Portal Log in Request Form 

 
 
All Face to Face booking’s must be made via the Big Word’s online booking portal.  

 
You will need a username and log on to access the portal. To request this please 
complete this form 
 

Full Name  

Email  

Telephone  

Job title  

Department/Hospital site  

 
When this form is complete please email it to: Emily.lynn@thebigword.com  

 

 
  

mailto:Emily.lynn@thebigword.com
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APPENDIX 5: INSTRUCTIONS ON USING THE BIG WORD PORTAL 
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APPENDIX 6: HOW TO BOOK AN INTERPRETER FOR THE DEAF 

 

• Establish that there is a need for an interpreter. 

• Obtain verbal / written consent from the individual patient to contact the interpretation 
services and pass on any information that they require.  If consent is given verbally, 
then document that the patient has agreed to the interpreting services in their case 
notes.  If written consent has been given then ensure this is placed in the patient’s 
case notes. 

• Obtain authorisation for the use of the service from the matron or 002 bleep holder 
and complete form. 

• Decide how long the interpreter needs to be booked for; 

• 1 hour,  2 hours, 3 hours,  6 hours (classed as full day). 

 

 
Contact Co-sign Interpretation services on 

 
Tel 01204  811392  Mon-Fri 9 – 5pm 

 

 

• Inform Co-sign of the individual’s details, what the interpreter is required for (e.g. 
appt, in-patient) and the date, times required.  

• Co-sign should be requested to send their invoice to Trust Headquarters, Blackpool 
Teaching Hospitals NHS Foundation Trust. 

• If you need to cancel an interpreter please contact Co-sign as soon as possible. 
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APPENDIX 7: GUIDELINE FOR STAFF TO VOLUNTEER AS TRUST INTERPRETERS 

 
Thanks you for agreeing to be placed on the Trust database of staff interpreters. 
 
Interpreting is a professional skill and all staff need to recognise that there are risks 
particularly in relation to consent. 
 
In order to minimise these risks, the following principals should be adhered to:- 
 

• Staff who have agreed to be translators will be listed on the database kept by the 002 
bleep holders and within the Corporate Patient Experience Team office.  The list will 
not be distributed directly to ward staff.  If an interpreter is needed, then staff must 
contact their Matron or the 002 bleep holder who will check the data list and arrange 
where possible. 

• Staff must not interpret for their family members or friends in order to minimise the 
risk of breaching confidentiality.  

• It is your responsibility to update the Patient Experience team as and when changes 
are made to your circumstances / contact details. 

• Staff can only be contacted when on duty, and must not be taken away from their 
work, if their own area needs them, suitable times will be negotiated with their 
manager and the manager in the area requesting a staff interpreter. 

• Staff should not interpret beyond their capabilities, particularly in relation to medical 
interpreting and terminology, and can withdraw, or decline anytime.  However they 
must record in the case notes, when and what they have interpreted, and sign and 
date the records. 

 
I agree to the guidelines above: 

 
 
 

Name:------------------------------------------------------------------------------------------------------ 
 
 
Work Area: ----------------------------------------------------------------------------------------------- 
 
 
Contact Telephone: ------------------------------------------------------------------------------------ 
 
 
Languages Spoken: ------------------------------------------------------------------------------------ 
 
 
Competency:      Basic....... Moderate........ Advanced.......... 
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APPENDIX 8: EQUALITY IMPACT ASSESSMENT FORM 
Department Patient Experience Service or Policy CORP/PROC/022 Date Completed: March 2014 

GROUPS TO BE CONSIDERED 
Deprived communities, homeless, substance misusers, people who have a disability, learning disability, older people, children and families, young 
people, Lesbian Gay Bi-sexual or Transgender, minority ethnic communities, Gypsy/Roma/Travellers, women/men, parents, carers, staff, wider 
community, offenders. 

EQUALITY PROTECTED CHARACTERISTICS TO BE CONSIDERED 
Age, gender, disability, race, sexual orientation, gender identity (or reassignment), religion and belief, carers, Human Rights and social economic / 
deprivation. 

QUESTION RESPONSE IMPACT 

Issue Action Positive Negative 
What is the service, leaflet or policy 
development? 
What are its aims, who are the target 
audience? 

To enable staff to access a Language 
Interpreter for people using Trust 
Services. 

Review and improve use of 
interpreting services to 
improve access to services 
for patients. 

This policy will have 
a positive impact for 
services users 
requiring assistance 
communicating. 

 

Does the service, leaflet or policy/ 
development impact on community safety 

• Crime 

• Community cohesion 

N/A N/A N/A N/A 

Is there any evidence that groups who 
should benefit do not? i.e. equal 
opportunity monitoring of service users 
and/or staff. If none/insufficient local or 
national data available consider what 
information you need. 

None currently available. Monitor use of interpreting 
services and the impact on 
accessing services by 
people using interpreting 
services. 

By setting out a 
policy on 
interpreting this 
should have a 
positive impact for 
people who use a 
different language. 

 

Does the service, leaflet or development/ 
policy have a negative impact on any 
geographical or sub group of the 
population? 

There should be no negative impact to 
any sub-group of the population 

Monitor languages used 
across the Trust’s footprint. 

Enable all service 
users equal access 
to services 
irrespective of 
language 
spoken/used 

 

How does the service, leaflet or policy/ 
development promote equality and 
diversity? 

This policy promotes equality and 
diversity by ensuring no service user is 
disadvantaged due to the language they 
use. 

Regularly review the policy 
and ensure interpreting 
services can support 
languages being used. 

Allows better 
communication for 
access to services 

 

Does the service, leaflet or policy/ 
development explicitly include a 
commitment to equality and diversity and 
meeting needs? How does it demonstrate 
its impact? 

Yes, this policy shows a commitment to 
equality and diversity by providing 
access to all services for all services 
users irrespective of the language they 
use. 

Regularly review the use of 
this policy and its impact on  
Service users. 

  

Does the Organisation or service 
workforce reflect the local population? Do 
we employ people from disadvantaged 
groups 

N/A N/A N/A N/A 

Will the service, leaflet or policy/ 
development 
i. Improve economic social conditions 

in 
deprived areas 

ii. Use brown field sites 
iii. Improve public spaces including 

creation of green spaces? 

N/A N/A N/A N/A 

Does the service, leaflet or policy/ 
development promote equity of lifelong 
learning? 

N/~A N/A N/A N/A 

Does the service, leaflet or policy/ 
development encourage healthy lifestyles 
and reduce risks to health? 

Interpreting services allows information 
to be given to patients in a format they 
understand reducing any 
misunderstanding and allowing patients 
to make an informed choice about their 
health. 

Raise awareness of the 
policy to all staff groups. 

Allows patients to 
make informed 
decisions about 
their treatment. 

 

Does the service, leaflet or policy/ 
development impact on transport? 
What are the implications of this? 

N/A N/A N/A N/A 

Does the service, leaflet or 
policy/development impact on housing, 
housing needs, homelessness, or a 
person’s ability to remain at home? 

N/A N/A N/A N/A 
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APPENDIX 8: EQUALITY IMPACT ASSESSMENT FORM 
Are there any groups for whom this 
policy/ service/leaflet would have an 
impact? Is it an adverse/negative impact? 
Does it or could it (or is the perception 
that it could exclude disadvantaged or 
marginalised groups? 

Yes. For services users who do not have 
English as their first language but could 
have the potential to exclude if an 
uncommon language is spoken but no 
interpreter. 

Continually review the policy 
and update languages used 
across the Trust footprint. 

Positive impact for 
services users who 
use a different 
language 

 

Does the policy/development promote 
access to services and facilities for any 
group in particular? 

Yes. By providing interpreting services 
people who do not have English as their 
first language benefit in access to 
services. 

Review the use of the policy 
and its impact on service 
users 

Positive for service 
users accessing 
services. 

 

Does the service, leaflet or 
policy/development impact on the 
environment 

i) During development 

ii) At implementation? 

N/A N/A N/A N/A 

ACTION: 

Please identify if you are now required to carry out a Full Equality 
Analysis 

Yes No (Please delete as 
appropriate) 

Name of Author: 
Signature of Author: 

 Date Signed:  

  

Name of Lead Person: 
Signature of Lead Person: 

 Date Signed:  

  

Name of Manager: 
Signature of Manager 

 Date Signed:  

 

 


