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Shropshire Community Health NHS

NHS Trust
Interpretation and translation services
Guidance for staff

1. Aims and Scope

The key objective of these guidelines is to ensure that staff are able to use verbal interpreting and written
translation services for their patients where it is not otherwise possible to establish effective
communication.

We have a legal and moral responsibility to ensure our services are equally and easily accessible to all
users, including help with communication where needed.

This policy applies to all staff and Trust services and provides details of how to access and effectively use
interpreting services.

2. Good Practice Points

Health professionals will identify the particular communication needs of their patients on their initial contact with
them and note this in the patient record.

If you have any difficulty in communicating fully with a patient, a suitable interpreter should be arranged through
the Trust interpreting services — see below.

It is not good professional practice to rely on family members to translate, as there are risks in relation to patient
confidentiality and proper understanding/informed consent if not.

Use of an interpreter requires thought and planning in advance. Allow enough time because a consultation with an
interpreter will take longer than usual. Make the interpreter aware of any pertinent points about the patient in
advance eg particular concerns or communication issues.

3. How To Access Interpretation and Translation Services

Absolute Interpreting and Translations Ltd is providing all the interpretation and
translation requirements for the Trust. You can request an interpreter over the phone or via the portal.

How do I book an interpreter?

TWO WAY OR THREE-WAY TELEPHONE INTERPRETING
How to Book an Instant Telephone Interpreter?

1. Dial 0203 870 3548

2. Enter your secure PIN followed by # - if you do not have your PIN, please contact us and we will create
one for you.

3. Immediately, press 0 to mention language by name OR, follow the call commands.

4. You will be connected to an interpreter.

THREE-WAY TELEPHONE INTERPRETING

How to Book a Telephone Interpreter for Pre-booked Appointments (ideal when your client/patient is not with
you)?

For all pre-booked appointments where you need a telephone interpreter please submit your booking via the secure
booking portal at: https://www.calllili.co.uk/client-login.php

1) Click on Book an Interpreter
2) Select the Service Type as “Telephone Interpreting”


https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.calllili.co.uk%2Fclient-login.php&data=05%7C01%7Cnatalie.hughes5%40nhs.net%7Ca708fc51bec94bb7fdab08dbbe73c85e%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638313176852493923%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=8ITpnbKvIepYD%2BlMSZQo14lMhFdnkdKPT%2Fe68zXYFbg%3D&reserved=0

3) Inthe “Special Instructions” text box please write your direct phone number plus extension if applicable,
client’s/patient’'s phone number, and any other instructions for Absolute Interpreting and Translations booking
team for example if you require a specific interpreter or a particular gender.

4)  We will then connect you and your client/patient to your preferred interpreter.

Alternatively, you can also call us on 0121 270 6801 option 2 to provide us all of the above-required information but
for audit purposes it is recommended that requests are submitted via the portal.

HOW TO BOOK A SCHEDULED REMOTE VIDEO INTERPRETER?
For all pre-booked appointments where you need a Remote Video Interpreter please submit your booking via the
secure booking portal at: https://www.calllili.co.uk/client-login.php

5) Click on Book an Interpreter

6) Select the Service Type as “Remote Video Interpreting”

7) Inthe “Special Instructions” text box please write what technologies you will be using to get connected to our
Remote Video Interpreter. For example you could write

a. |l will use Skype: if so then please write your and your client’s/patient’s Skype ID IF the client/patient is not in the
same room.

b. 1 will use Absolute’s Secure Video Portal: if so, please let us know so we can provide you with your login
details to our Remote Video Portal.

c. lwill use Whatsapp: if so then please write your and your client’s/patient's Whatsapp contact numbers.

d. I will use Zoom: if so, then provide your Zoom ID and password OR ask Absolute to provide one.

Alternatively, you can also call us on 0121 270 6801, select option 2 to speak to one of our Customer Service
Representatives. However, for audit purposes it is recommended that requests are submitted via the portal.

How to Book a Face to Face Interpreter?

1. Please log in to your account via the secure booking portal at: https://www.calllili.co.uk/client-login.php
Fill in the booking form

2. Submit your booking - Note: most departments already have their logins but we can resend it required.

| would like to send a letter to my patient in a different language. How do | book a translator?
How to Book a Written Translation, Easy Read & Braille Service?
1. Please email us your document to enquiries@absolute-interpreting.co.uk
2. Include your Account ID.
3. We will proceed with your request.

How to Book an Interpreter for Out of Hours and Same Day Emergency
Bookings?

FOR EMERGENCIES ONLY: you can also call us on 0121 270 6801 select option 2 to book an interpreter or simply
send us your request to bookings@absolute-intepreting.co.uk

What information do | need to provide to book an interpreter?
Regardless of how interpreters are requested i.e. over the phone, fax or by email, please

provide the following information:

Your full name and name of Budget holder/Manager:
Your contact number:

Date(s):

Start Time:

Expected duration:

Venue including full postcode:

Target Language:

Patient’s name OR ID:

Nature of appointment:

Department:

Are there any health & safety hazards on site that our interpreter should be aware of?:
Any special instructions:


https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.calllili.co.uk%2Fclient-login.php&data=05%7C01%7Cnatalie.hughes5%40nhs.net%7Ca708fc51bec94bb7fdab08dbbe73c85e%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638313176852493923%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=8ITpnbKvIepYD%2BlMSZQo14lMhFdnkdKPT%2Fe68zXYFbg%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.calllili.co.uk%2Fclient-login.php&data=05%7C01%7Cnatalie.hughes5%40nhs.net%7Ca708fc51bec94bb7fdab08dbbe73c85e%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638313176852493923%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=8ITpnbKvIepYD%2BlMSZQo14lMhFdnkdKPT%2Fe68zXYFbg%3D&reserved=0
mailto:enquiries@absolute-interpreting.co.uk
mailto:bookings@absolute-intepreting.co.uk

Please remember to always check with your Manager/budget holder before making a request as the
money will come out of your budget and always put the budget holder’s name on the form.

VISS Sign Language Interpreting Service Sign Language Interpreting Service Shropshire By VISS | Deaf &
Deafblind Communication Services is also available:

VISS Sign Language Interpreting Service (Shropshire) Ltd
The Lantern

Meadow Farm Drive

Shrewsbury

SY1 4NG

Telephone : 01743 250 850

SMS : 07890 962898

e-mail : office@viss.org.uk

For out of hours or in emergencies please call the main office

4. Which Trust Department Manages the Interpretation Arrangement

The department contacts and manages the arrangement for an interpreter themselves as permissions must be
sought by the service manager/budget holder


https://www.viss.org.uk/
https://www.viss.org.uk/
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