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Engaging interpreters checklist

Taking the time to identify the need for language services from the beginning of a person’s
health journey means more efficient services and improved quality of health care for the
consumer.

This checklist will help determine when and how to engage an interpreter, and how to brief and
debrief with an interpreter.

When to engage an interpreter?
Establish the following:

Yes No
1. O Does the person have limited English language proficiency? O |
2. O Is the person Deaf or do they have hearing difficulties? O O

Language proficiency can be determined by:

+ asking the person

» using a telephone interpreter (contact TIS National on 131 450) or other agency
provided by the relevant Health Service Provider (HSP) Language Service
Coordinator.

+ reading the person’s ‘| need an interpreter card’ (some consumers will present this
card)

» checking the details on the person’s referral documentation.

For more information
Refer to the supporting information document: Decision making tree for engaging an interpreter.




How to book an interpreter?

Each major metropolitan hospital has a Language Service Coordinator, that can be contacted
for bookings on site.

Most HSPs also have guidelines available.

For workplaces that do not have a centralised language service on site, please visit the
Department of Finance’s Common Use Arrangement at (CUAITS2017) to access interpreting
and translating services.

Before the appointment
Ensure the following information is available before booking an interpreter, including:

0 contact details of the requesting staff member

O consumer details including the person’s Unit Medical Record Number (UMRN)
O language and dialect needed

preferred gender and/or ethnicity of the interpreter

mode of interpreting required (face to face, video conferencing or telephone)

appointment time and location

o 0O o O

appointment length (including time for briefing and debriefing)

O appointment reason and nature (be specific particularly if it may be confronting for interpreter
e.g. FDV, end of life care, etc)

O information on anyone else attending e.g. other family members, allied health staff or support
workers.

Items to check
O ensure enough time has been scheduled to brief and debrief with the interpreter
O the appointment room has enough space and appropriate seating to accommodate the

interpreter, e.g. triangle seating for spoken language or quad seating for deaf relay interpreters
(see diagrams in Section 7.4 Language Services Guidelines)

O all equipment required for the appointment such as laptops, telephones and microphones
are in good working order

0 any necessary personal protective equipment for the interpreter has been organised.



How to engage with the interpreter?

Briefing
Before the appointment begins, take a few minutes to chat with the interpreter and explain:

[ the purpose of the appointment
[1 any medical procedures that will take place

O any forms or tools that might be refered to, so the interpreter can alert you of any potential
challenges and help resolve them

any medical terminology or specific concepts unique to the setting
any complex issues already known, including potentially sensitive or controversial ones
any potential risks or safety concerns, and how this will be managed

when breaks can be taken (if the appointment will be lengthy)

O 0O o 0o Od

that the interpreter can stop and ask for clarification during the session if anything is unclear.

Debriefing

After the appointment, take a few minutes with the interpreter to discuss how the appointment
went. Make sure to:

O ask the interpreter for feedback

O ask the interpreter how they felt — did the session trigger any issues for them?
[0 discuss any issues experienced

O clarify any issues or questions

[0 advise the interpreter to contact their relevant Language Service Provider's Employee
Assistance Program (EAP) service, if required

(] advise the interpreter of the complaints and feedback mechanisms available, if required

0 document the appointment and any issues raised in relevant medical records.

For more information
Refer to the supporting information document: Language Services Guidelines.

This document can be made available in alternative formats
on request for a person with disability.
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