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[bookmark: _Toc145935255]Introduction
[bookmark: _Toc495852825][bookmark: _Toc145935256]Policy statement

[bookmark: _Hlk49604850]There will be occasions when patients who attend Sheerwater Health Centre will require the services of an interpreter and/or a translator and they may fall into the following categories:

a. Patients for whom English may not be their first spoken language and who have difficulty in communicating

b. Those who communicate using sign language

c. Patients who return home from overseas having previously needed to rely upon that nation’s healthcare facilities

[bookmark: _Hlk49770555]For the purposes of this policy, an interpreter is someone who translates speech orally or into sign language whereas a translator is a person who will translate written text from one language into another. 
[bookmark: _Toc48579911][bookmark: _Toc48579936]
The NHS is committed to providing high quality, equitable, effective healthcare services which are responsive to all patients’ needs. The NHS England (NHSE) document titled Guidance for commissioners: Interpreting and Translating Services in Primary Care states that patients should be able to access primary care services in a way that ensures their language and communication requirements do not prevent them from receiving the same quality of healthcare as others. 

This guidance outlines that the responsibility for commissioning interpreter and translator services lies with the Integrated Care Board (ICB). Furthermore, it provides information on how all those working at this organisation adhere to the requirements of NHSE’s Accessible Information Standard (AIS).  

[bookmark: _Toc48579913][bookmark: _Toc48579938]There is an expectation from the CQC that these services will be available and provided in general practice in support with CQC GP Mythbuster 20: Making information accessible. Supporting information can also be found in both the Accessible Information Standard Policy and the Deaf Patient Access Policy.

Accessible Information Standard eLearning is available in the e-learning platform, Blue Stream Academy. 


[bookmark: _Toc145935068][bookmark: _Toc145935257][bookmark: _Toc145935069][bookmark: _Toc145935258][bookmark: _Toc145935070][bookmark: _Toc145935259][bookmark: _Toc48579915][bookmark: _Toc48579940][bookmark: _Toc145935071][bookmark: _Toc145935260][bookmark: _Toc145935072][bookmark: _Toc145935261][bookmark: _Toc145935073][bookmark: _Toc145935262][bookmark: _Toc145935074][bookmark: _Toc145935263][bookmark: _Toc145935075][bookmark: _Toc145935264][bookmark: _Toc145935076][bookmark: _Toc145935265][bookmark: _Toc145935077][bookmark: _Toc145935266][bookmark: _Toc145935078][bookmark: _Toc145935267][bookmark: _Toc145935079][bookmark: _Toc145935268][bookmark: _Toc145935080][bookmark: _Toc145935269][bookmark: _Toc145935086][bookmark: _Toc145935275][bookmark: _Toc145935087][bookmark: _Toc145935276][bookmark: _Toc145935088][bookmark: _Toc145935277][bookmark: _Toc145935089][bookmark: _Toc145935278][bookmark: _Toc145935090][bookmark: _Toc145935279][bookmark: _Toc145935101][bookmark: _Toc145935290][bookmark: _Toc145935108][bookmark: _Toc145935297][bookmark: _Toc145935114][bookmark: _Toc145935303][bookmark: _Toc145935115][bookmark: _Toc145935304][bookmark: _Toc145935116][bookmark: _Toc145935305][bookmark: _Toc145935117][bookmark: _Toc145935306][bookmark: _Toc145935118][bookmark: _Toc145935307][bookmark: _Toc145935124][bookmark: _Toc145935313][bookmark: _Toc145935125][bookmark: _Toc145935314][bookmark: _Toc145935126][bookmark: _Toc145935315][bookmark: _Toc145935127][bookmark: _Toc145935316][bookmark: _Toc145935128][bookmark: _Toc145935317][bookmark: _Toc145935129][bookmark: _Toc145935318][bookmark: _Toc90979847][bookmark: _Toc145935330][bookmark: _Toc495852829][bookmark: _Hlk49764220]Status

The organisation aims to design and implement policies and procedures that meet the diverse needs of its service and workforce, ensuring that none are placed at a disadvantage over others, in accordance with the Equality Act 2010. Consideration has been given to the impact this policy might have regarding the individual protected characteristics of those to whom it applies. 

This document and any procedures contained within it are non-contractual and may be modified or withdrawn at any time. For the avoidance of doubt, it does not form part of your contract of employment. Furthermore, this document applies to all employees of the organisation and other individuals performing functions in relation to the practice such as agency workers, locums and contractors.
[bookmark: _Toc145935142][bookmark: _Toc145935331][bookmark: _Toc145935143][bookmark: _Toc145935332][bookmark: _Toc145935144][bookmark: _Toc145935333][bookmark: _Toc145935145][bookmark: _Toc145935334][bookmark: _Toc145935146][bookmark: _Toc145935335][bookmark: _Toc145935147][bookmark: _Toc145935336][bookmark: _Toc145935148][bookmark: _Toc145935337][bookmark: _Toc48579917][bookmark: _Toc48579942][bookmark: _Toc145935149][bookmark: _Toc145935338][bookmark: _Toc145935150][bookmark: _Toc145935339][bookmark: _Toc145935151][bookmark: _Toc145935340][bookmark: _Toc145935152][bookmark: _Toc145935341][bookmark: _Toc145935153][bookmark: _Toc145935342][bookmark: _Toc145935154][bookmark: _Toc145935343][bookmark: _Toc145935155][bookmark: _Toc145935344][bookmark: _Toc145935156][bookmark: _Toc145935345][bookmark: _Toc145935157][bookmark: _Toc145935346][bookmark: _Toc145935158][bookmark: _Toc145935347][bookmark: _Toc145935160][bookmark: _Toc145935349][bookmark: _Toc145935161][bookmark: _Toc145935350][bookmark: _Toc145935162][bookmark: _Toc145935351][bookmark: _Toc145935163][bookmark: _Toc145935352][bookmark: _Toc145935164][bookmark: _Toc145935353][bookmark: _Toc145935165][bookmark: _Toc145935354][bookmark: _Toc145935166][bookmark: _Toc145935355][bookmark: _Toc145935167][bookmark: _Toc145935356][bookmark: _Toc145935168][bookmark: _Toc145935357][bookmark: _Toc145935169][bookmark: _Toc145935358][bookmark: _Toc145935170][bookmark: _Toc145935359][bookmark: _Toc145935171][bookmark: _Toc145935360][bookmark: _Toc145935172][bookmark: _Toc145935361][bookmark: _Toc145935173][bookmark: _Toc145935362][bookmark: _Toc145935174][bookmark: _Toc145935363][bookmark: _Toc145935175][bookmark: _Toc145935364][bookmark: _Toc145935176][bookmark: _Toc145935365][bookmark: _Toc145935177][bookmark: _Toc145935366][bookmark: _Toc145935178][bookmark: _Toc145935367][bookmark: _Toc145935179][bookmark: _Toc145935368][bookmark: _Toc145935180][bookmark: _Toc145935369][bookmark: _Toc145935181][bookmark: _Toc145935370][bookmark: _Toc145935182][bookmark: _Toc145935371][bookmark: _Toc145935183][bookmark: _Toc145935372][bookmark: _Toc145935184][bookmark: _Toc145935373][bookmark: _Toc145935185][bookmark: _Toc145935374][bookmark: _Toc145935186][bookmark: _Toc145935375][bookmark: _Toc145935187][bookmark: _Toc145935376][bookmark: _Toc48579921][bookmark: _Toc48579946][bookmark: _Toc145935377]Policy

[bookmark: _Toc145935378]Outline

In its guidance, NHSE outlines what is reasonable under the Equality Act 2010 in the AIS to ensure that patients can receive the necessary support to enable them to communicate effectively with health services.

Since July 2016, NHS funded providers must, by law:

· Identify patients by asking them if they have any information or communication needs and find out how these can be met

· Record these needs in a clear and consistent way on the patient’s clinical record

· Record what the patient’s information or communication needs are on their clinical record and how these will be met

· Following consent having been given, share with other health and social care providers both the information and communication needs of any patient

When undertaking an inspection, the CQC will look at how organisations are meeting the AIS obligations. It is important to make the distinction between:

· People who have a disability which makes communicating in spoken and/or written English difficult or impossible, and

· People whose first language is not English

Within the Equality Act 2010, there are extra requirements to make reasonable adjustments for disabled people. This means that interpreting and providing written information in alternative formats is likely to be a legal requirement for GP organisations, for example, large print on request. Organisations can consider the ‘reasonability’ of each case. There is no reasonable adjustments requirement for interpreting and translation because of race or nationality. The Equality Act does not specifically mention people whose first language is not English. 

The General Medical Council’s Good Medical Practice 2013 states that “You should make sure that arrangements are made, wherever possible, to meet patients’ language and communication needs”.
[bookmark: _Toc145935379]Principles for high quality services

NHSE lists eight principles for high quality interpreting and translation services that can be used to help to agree priorities and ambitions for improving these within an organisation’s catchment areas. 

Primary care organisations must read the guidance in detail to ensure that they fully understand and comply with their responsibilities as defined within Principles 1 to 7 whereas Principle 8, quality assurance and continuous improvement, is the responsibility of the ICB. Further reading of the QA requirements can be found at Annex 1 to the NHSE guidance document.

The eight principles are:

	Principles

	1
	Access to service

	2
	Booking of interpreters

	3
	Timeliness of access

	4
	Personalised approach

	5
	Professionalism and safeguarding

	6
	Compliments, comments, concerns and complaints

	7
	Translation of documents

	8
	Quality assurance and continuous improvement


[bookmark: _Toc145935191][bookmark: _Toc145935380][bookmark: _Toc145935192][bookmark: _Toc145935381][bookmark: _Toc145935193][bookmark: _Toc145935382][bookmark: _Toc145935194][bookmark: _Toc145935383][bookmark: _Principle_2:_Booking][bookmark: _Principle_2_-][bookmark: _Toc145935195][bookmark: _Toc145935384][bookmark: _Toc145935196][bookmark: _Toc145935385][bookmark: _Toc145935197][bookmark: _Toc145935386][bookmark: _Principle_3:_Timeline][bookmark: _Principle_3_-][bookmark: _Toc145935198][bookmark: _Toc145935387][bookmark: _Toc48579925][bookmark: _Toc48579950][bookmark: _Handling_the_media][bookmark: _Toc145935199][bookmark: _Toc145935388][bookmark: _Toc145935200][bookmark: _Toc145935389][bookmark: _Guidance][bookmark: _Toc145935201][bookmark: _Toc145935390][bookmark: _Toc145935202][bookmark: _Toc145935391][bookmark: _Toc145935203][bookmark: _Toc145935392][bookmark: _Toc145935204][bookmark: _Toc145935393][bookmark: _Toc145935205][bookmark: _Toc145935394][bookmark: _Toc145935206][bookmark: _Toc145935395][bookmark: _Toc145935207][bookmark: _Toc145935396][bookmark: _Toc145935208][bookmark: _Toc145935397][bookmark: _Toc145935209][bookmark: _Toc145935398][bookmark: _Toc145935210][bookmark: _Toc145935399][bookmark: _Toc145935211][bookmark: _Toc145935400][bookmark: _Toc145935212][bookmark: _Toc145935401][bookmark: _Toc145935213][bookmark: _Toc145935402][bookmark: _Toc145935214][bookmark: _Toc145935403][bookmark: _Toc48579931][bookmark: _Toc48579956][bookmark: _RCGP_Continuity_of][bookmark: _Toc145935215][bookmark: _Toc145935404][bookmark: _Toc145935216][bookmark: _Toc145935405][bookmark: _Toc145935217][bookmark: _Toc145935406][bookmark: _Toc145935407]Interpreter services 

[bookmark: _Hlk49179365]As soon as the requirement for an interpreter is known, the member of staff requesting the service is to contact The Big Word on 0333 344 9473 and, when requested, provide our access code 77744123 when following the instructions. 

Deaf patients can make use of the SignVideo app to access the services of a qualified BSL interpreter. Further information can be found in Section 2.5.
[bookmark: _Toc145935408]Translation services 

The following process is to be undertaken for translation services:

· Patients may produce medical records that require translating. This may be for a patient who has recently arrived in this country, or one returning from holiday when they needed to seek the services of a foreign healthcare provider

· Upon receipt of such documents, the originals are to be scanned into the patient’s clinical record and returned to the patient
· The members of staff responsible for having the medical record translated are to contact The Big Word requesting that this is undertaken at the earliest possible opportunity 

· When the translated version of the clinical record is received, it is to be summarised and scanned into the patient’s record in accordance with the organisation’s procedures 
[bookmark: _Toc145935409]Useful resources

The following resources are available to support the understanding and benefits of both translation and interpretation services:

· NHS 111 British Sign Language Service (BSL) outlines the relay service which 111 utilises

· The SignVideo app offers deaf people video access to qualified BSL interpreters so that they can communicate with hearing people at anytime and anywhere in the UK. The app is available for all devices here

· The Parliamentary and Health Service Ombudsman has produced a YouTube video that outlines the case of a deaf patient who was denied access to a British Sign Language interpreter

· NHS 111 British Sign Language Service Case Study Collette’s Story

· Commanding Hands have produced several video clips:

· Basic Sign Language to use while wearing a face mask
· Health and Medical Terminology in British Sign Language
· 100 Basic Signs in British Sign Language (BSL)
· Another 100 Basic Signs in British Sign Language (BSL)
[bookmark: _Toc145935410][bookmark: _Toc145935411][bookmark: _Toc145935412][bookmark: _Toc145935413][bookmark: _Toc145935414][bookmark: _Toc145935415][bookmark: _Toc145935416][bookmark: _Toc145935417][bookmark: _Toc145935221][bookmark: _Toc145935418][bookmark: _Toc145935222][bookmark: _Toc145935419][bookmark: _Toc145935223][bookmark: _Toc145935420][bookmark: _Toc145935224][bookmark: _Toc145935421][bookmark: _Toc145935225][bookmark: _Toc145935422][bookmark: _Toc145935423]Supporting information in different languages 
[bookmark: _Toc145935424]CQC expectations

The CQC advises in CQC GP Mythbuster 20 that it expects all GP practices to ensure that services are to be responsive to the needs of the population. 

This does not always mean that the CQC would expect all GP organisations to have information leaflets in multiple languages. The key point is that services should be responsive to the needs of the population they serve that will vary between practices, although each organisation should be aware of the needs of the people on its patient list. 

This organisation is to consider how it provides information about its services. This might mean making printed information available in different languages. It may also mean making sure people who use interpretation and translation services and those close to them can access these.
[bookmark: _Toc145935228][bookmark: _Toc145935425][bookmark: _Toc145935229][bookmark: _Toc145935426][bookmark: _Toc145935230][bookmark: _Toc145935427][bookmark: _Toc145935231][bookmark: _Toc145935428][bookmark: _Toc145935429]Supporting information 

The following posters are available to support translation and interpreter services:

· Translation services poster
· British Sign Language interpreter 
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