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1.1 AIMS AND OBJECTIVES OF THE SERVICE

The aim of this service is to:

a) Assist NHS  employees to communicate with people who have specific communication
needs including:
• people from all cultural and ethnic backgrounds
• disabled people (including people with sensory impairments, people with learning disabilities and deaf and
deafblind people)
• families/children and young people within the social care system
• people with mental health issues
b) Enable service users, including members of the general public, carers,

communication barrier to:
-

lation services
• have equal access to the local services and information

• participate in and contribute to the services they receive (for example,
social care visits/assessments of vulnerable adults or children, which
can be very sensitive or volatile situations, such as child protection is-
sues or if the service user has been subject to abuse
c)
d) Achieve the highest level of competence
e)
f) Maintain professional conduct and comportment
g) Provide timely access to interpretation and translation services
h) Provide high levels of satisfaction from non-English speakers
i) Provide high levels of satisfaction from health and social care profes-
sionals
j) Provide positive responses and actions for non-English speakers and peer feedback on service improvement.

Introduction
Language Empire  recognises the importance of timely 
and effective interpretation and translation services for 
the provision of quality care to service users who may 
require this due to a disability or language 
requirement. People who use our services and their 
carers have the right to effective communi-cation in a 
form, language and manner that enables them to 
understand the information provided to them. Where 
necessary and reasonably practicable, this includes the 
right to a competent interpreter. People who speak 
little or no English need interpreters

in order to use health, legal, social welfare and 
education services. Using interpreters is crucial to 
ensure people with little or no spoken English can 
access services and receive an appropriate 
standard of care.
In general, interpreting means bridging a language 
and cultural gap between two people who need to 
communicate with each other but who may have 
dif-ferent cultural backgrounds, do not share a 
common language and therefore may be unable to 
communi-cate effectively.
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1.2 DEFINITIONS

Service user:
Carer: 

Telephone interpreters: 

Face-to-face interpreter:

Translation: 

1.3 PURPOSE AND SCOPE OF THE GUIDANCE 

-
ephone interpreters

-
ers, carers or people in local communities

1.4 ROLES AND RESPONSIBILITIES 

Managers and team leaders will:

-

will:

translation services

The role of the interpreter is:
-
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-

2.2 WHEN IS IT APPROPRIATE TO TRANSLATE INFORMATION?  

-

Translating information for groups of service users or people in local communities:   
-

tion: 
Is translating written information the best way of communicating the information? 

-

What translated information already exists? 

Who is the intended recipient of the translated informa-
tion? 

-

-

What are the costs of translation?  

2. Translations
 2.1 WHAT KIND OF INFORMATION COULD NEED TRANSLATING? 
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2.3 HOW DO YOU REQUEST A TRANSLATION? 

3. When to use an Interpreter
-

guage is not English and: 

care

-
ment or uses sign language

-
cal records indicates that someone needs an inter-
preter

-

IMPORTANT:  

-

What language does the person speak?
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-

Inaccuracy of interpretation:

Lack of completeness:
-

-

-

might not pass on information they do not agree with.
Advice giving or advocacy:

Availability cannot be guaranteed:

Lack of training: 

5. Telephone interpreting
5.1 TELEPHONE INTERPRETING 
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5.2 WHEN IS IT APPROPRIATE TO USE A TELEPHONE INTERPRETER? 

-

-

5.3 HOW DO YOU BOOK A TELEPHONE INTERPRETER? 

5.4 HOW SHOULD YOU WORK WITH A TELEPHONE INTERPRETER? 
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backgrounds would not be suitable as the interpreter needs to be able to keep focused at all times.

6.2  

support.

6.

6.1 WHEN IS IT APPROPRIATE TO USE A VIDEO INTERPRETER?

Customer services: 

meetings you may have. They would also be appropriate for a 
meeting with a strong internet connection and quiet venue. 

suitable as the interpreter needs to be able to keep focused at 
all times.
If your meeting requires moving around, it's important to bare 
this in mind and ensure you have a portable screen and camera 
which can be easily moved. The screen size must also be large 
enough to see the interpreter clearly, especially for British Sign 
Language bookings.
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-

are: 

-

.2 HOW DO YOU BOOK A FACE-TO-FACE INTERPRETER? 

-
-

. Face-to-face interpretation
-

-

-

.1 WHEN IS IT APPROPRIATE TO USE A FACE-TO-FACE INTERPRETER? 

Customer services: 
0330 20 20 270 / 0845 370 2002

10

Customer services: 
0330 20 20 270 



Best Practice Guide
To Using Interpreting 
and Translation Services

. How should you work with
a face-to-face interpreter?
There are three stages involved in a face-to-face interpreted session. 

.1 STAGE 1: BEFORE THE SESSION 

-

-

.2 STAGE 2: DURING THE SESSION 

-

 
 -

 

 

-

 

 -
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.3 STAGE 3: AFTER THE SESSION 

. What can you expect from professional
interpreters?

.1 PROFESSIONAL INTERPRETERS SHOULD: 

-

-
ogy, including psychiatric terminology

.2 INTERPRETERS SHOULD NOT:

end
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. Good practice for working
with an interpreter

-

-

-
ments in any setting whether the comment is made directly to the service 
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11. Compliments and complaints

WHAT SHOULD YOU DO IF SOMETHING GOES WRONG WITH AN INTERPRETER? 
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1 . Key Contacts
LANGUAGE EMPIRE 

Face-to-face interpreting 

an interpreter there in person at your meeting so that 

-

-
-

-

Customer services telephone: 

0330 20 20 270 (0845 370 2002, 0808 160 1786)
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Translation services
 

include:

video or pictorial English and normal print

 
 

 

 

Contract management team 

Contract management team telephone: 0330 20 20 348
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LE-LSM™ online portal: www.language-empire.net 

Dedicated email: translations@language-empire.com

Email: contract.management@empire-groupuk.com 
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