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1. What languages are available through the service?  All of the languages that we offer are shown on the language drop down list on each of the booking forms. You can also see all of the languages we offer by clicking the link below Language Codes (2).pdf 
2. Is the service available 24/7, including bank holidays? Yes, our service is available 24/7 including bank holidays.
3. What are the response times for each type of booking (urgent vs routine)? For each booking placed through the portal, you will receive an immediate booking acknowledgement to notify you that the booking has been placed. On the booking form, you can specify a date and time that you would require confirmation that an interpreter has been assigned which we will aim to meet. Any urgent bookings that are made (scheduled to take place within 24 hours) will be worked on by the team immediately. 
4. How do we request your services? All of our interpreter requests must be made through our online booking portal however, to access the log in portal you will require some log in details. If you do not have your log in details to hand, please email in to bookings@empire-groupuk.com.
5. What is the process for escalation if we encounter issues accessing the service? Please contact the Customer Service team on 03302020270 to raise any issues accessing our service.
6. What happens if the interpreter does not turn-up or join the remote appointment? We will always do our best to inform you if an interpreter is running late. If an interpreter has not arrived and you have not heard from us, please contact the Customer Service team straight away on 03302020270 to allow us to resolve the issue and/or source a new interpreter if needed. Please also have the booking reference to hand. 

🔒 Data Protection, Confidentiality & Governance
 
1. How is patient confidentiality ensured during interpreting sessions? Upon registering, all of interpreter have to sign and adhere to our confidentiality policy. They are also required to take refresher CPD coursing including confidentiality. Our Scheduled telephone booking calls are not recorded and all interpreter notes are to be destroyed following the completion of a booking.
2. Is the service GDPR-compliant? Yes – our service follows all GDPR guidelines. If you would like to receive any documentation for evidence, please feel free to email bookings@empire-groupuk.com.
3. Are your interpreters DBS-checked? Yes – all our interpreters are required to provide us with at least a Standard DBS check and require enhanced DBS checks for most of our contracts.
4. How do you handle safeguarding disclosures made during interpreted sessions? If the interpreter is made aware of any safeguarding disclosures during the session, they are expected to inform the professional to allow them to make their own judgement of how they would like to proceed. If this matter is identified after the session has been completed, the interpreter is required to contact LE immediately. We will then get in contact with the local safeguarding board.
5. What information governance measures are in place for video and telephone sessions?All information is stored on our secure system which meets our ISO 27001 standards.
6. What information do you store on our clients? We do not store client names (except for British Sign Language requests) and only ask for an agreed case/hospital reference and initials. Nothing is identifiable to any of our staff or interpreters. The information is only held as long as required and safely destroyed in accordance with our ISO guidelines.

📱 Booking & Access
1. Can patients or carers book interpreters directly? Unfortunately, our services are not available to the general public. Any interpreter requests must be booked by individuals who have been authorised access to the booking portal. Carers may be allowed to make bookings on behalf of individual organisations if this has already been pre-approved by said organisation.
2. What is the process for out-of-hours or emergency bookings? All bookings must be placed through the Online Booking Portal as normal however, any interpreters that are requested within 24 hours will be flagged as a 'Urgent' booking on our system and will be worked on by the team within a few minutes of the booking being placed.
3. What systems or platforms will be used for booking and accessing the service? The booking portal can be accessed on any device through our website but you can also access the booking portal by downloading the Language Empire App which is available to download for IOS and Android.
4. Can bookings be amended or cancelled, and what are the cut-off times? All bookings can be amended or cancelled but these must be requested by email to bookings@empire-groupuk.com. In terms of cancellation windows, these will vary between contracts but you can ask for this information from the Customer Service team either via email or by phone. 
5. What the minimum advance time needed for requesting a Translation of a document?  This would depend on the size of the document requiring translation. Please contact our Translation team on 03302020273 for a more accurate answer.
6. What is the minimum advance period needed for booking an interpreter for in-person, telephone and video appointment? For Spoken Languages we do not have a minimum period which you would need to provide for us to be able to source you an interpreter, we would just ask for as much notice as possible. In regards to Non-Spoken languages, we have a general rule of 2 weeks notice due to there being a small pool of interpreters for these languages and they are often booked up well in advance. If it is not possible to provide 2 weeks notice, we will still try our best to fill your request.
7. Can we request an interpreter on-demand (when we need it) and how quick can you provide an appropriate interpreter? We do offer an On Demand telephone service which can be used for an immediate telephone interpreter. If you are unsure whether your service has access to our On Demand Service, please feel free to contact the Customer Service team to find out. If you do not have access to the On Demand but would like more information on how the service works and to gain access, the Customer Service team can help with this also.
🗣️ Feedback & Complaints
1.          How can staff or patients provide feedback on the service or interpreters Feedback can be provided by each booking once the booking has passed. An email is sent out after the booking has finished with a feedback form attached which you can provide all relevant information in regards to the booking whether that be positive or negative. Please also feel free to send any feedback to bookings@empire-groupuk.com and we can look into it. This can be both positive or negative feedback.
2.          What is your complaints process and escalation route? The process for submitting a complaint initially starts by emailing complaints@empire-   groupuk.com with the booking reference and the complaint you wish to make. This will be picked up by our team who will then investigate further and contact you on the matter. We aim to have all complaints logged within the first 4 hours. Depending on the level of complaint, it may also be passed on to our Linguist manager so they can investigate with the interpreter.We aim to resolve all complaints within 5 working days.
👥 User Training & Support
1. Will you provide training for our staff on how to use the service? Training is provided at the start of your contract with us. We set up Teams meetings with the trust and advise anyone who would like to join that they can do so. If for whatever reason you miss the training session you can request a user guide from us if you send an email in to bookings@empire-groupuk.com. You can also book a training session with us by clicking the link below: 
🧾 Reporting, Invoicing & Performance
1. How is time tracked and recorded for each booking? For scheduled telephone bookings, our conferencing system keeps a log from the time each person joins and leaves the call. This information is then stored on our internal system. For face to face and video requests, we rely on the information that has been provided on the interpreters job sheet. It is important that the timings on the job sheet are accurate before signing. If the information on the job sheet does not correspond with the information submitted on the booking form, an email will be sent to the requestor to verify the details
2. How are no-shows or cancellations charged?
Cancellations charges are set out when you join with us within your contract, you are welcome to call in to customer services on 0330 20 20 270 to confirm what your charges may be for cancellations. 
👩‍⚕️ Interpreter Quality & Standards
1. What qualifications and accreditations do your interpreters hold?
We will try and assign interpreters with a qualification of Level 3 Community Interpreting. Some interpreters have higher qualifications than others, however some rarer languages are more difficult to provide for so may offer as a last alternative a lower band interpreter, you can decline this if you wish and you are always informed if we have to use a lower band. 
2. Can we request the same interpreter for continuity of care?
Yes, you can request interpreters to attend for the same patient as this helps build a level of trust. We have high amount of customers who prefer to do this.
3. Can we request the same gender or faith for the interpreter to provide culturally appropriate care? Our booking forms allow you to request your preferred gender and dialect as well as specific interpreters if you know an interpreter you prefer to use. It is ok to specifically request a certain individual, however you have to be mindful that they may not always be available to attend so you may be offered an alternative. 


