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1.1 AIMS AND OBJECTIVES OF THE SERVICE
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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.

Introduction

The aim of this service is to: 
a) Assist NCC 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, and their
families, for whom English presents a significant language communication barrier to:
 - have access to a high quality and confidential interpretation and translation service
• 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)  Promote best practice in the field of interpreting
d) Achieve the highest level of competence
e) Protect the privacy of all parties and the confidentiality of information
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 professionals
j) Provide positive responses and actions for non-English speakers and peer feedback
on service improvement.
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1.2 DEFINITIONS

Service user: 
Carer: 

Telephone interpreters: 

Face-to-face interpreter:

1.4 ROLES AND RESPONSIBILITIES 
Managers and team leaders will:

1.3 PURPOSE AND SCOPE OF THE GUIDANCE 

will:

Translation: 

translation services

The role of the interpreter is:

ephone interpreters

ers, carers or people in local communities

-

-

-

-

Best Practice Guide
To Using Interpreting
and Translation Services



2.2 WHEN IS IT APPROPRIATE TO TRANSLATE INFORMATION? 

 2.1 WHAT KIND OF INFORMATION COULD NEED TRANSLATING? 
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-

-

-

-

Translating information for individual service users and staff:
It is appropriate to consider translating information into an accessible format to make a reasonable adjustment
in the provision of care to a disabled service user.
It is appropriate to consider translating information that is essential for either a service user or staff member to
have or to be able to provide effective care.

Translating information for groups of service users or people in local communities:
Each decision should be made on a case by case basis by considering the most effective method of
communication.

-

-

2. Translations

• Written information that individual service users and staff need for the provision of care such as assessment and
support plans.
• Written information about your organisation that local people may need to know about, such as leaflets about
services, policies, strategies or events.
The main categories of translated information are:
• Accessible information: information that is provided in a format that makes it accessible to someone with com-
munication support needs related to a disability. This includes audio information, large print and Easy Read.
• Information in other languages: information that is translated from English into another language or vice versa.

Is translating written information the best way of communicating the
information?
• Another way of communication may be more effective. For example, by
attending a group meeting and communicating by using an interpreter or by
working in partnership with another organisation to assist communication.
• Do you know how you will evaluate or get feedback on the usefulness of the
translation?
What translated information already exists?
• Has anyone else translated the information? (Links to some translated leaflets,
resources and information relevant to your organisation may be available on
your organisation´s intranet.) Who is the intended recipient of the translated
information?
• Is there evidence of need for similar translations? For example, high use of
interpreters for a certain language within your organisation?
• Will the translated information be used more than once?
• Will the translated information be relevant to groups of ser- vice users or local
people?
What is the purpose of translation?
• Is it to raise awareness of your organisation´s services, how to access them
and what people should expect when they do?
What are the costs of translation?
• Does the cost seem proportionate to the need?
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2.3 HOW DO YOU REQUEST A TRANSLATION? 

3.When to use an Interpreter
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Requests to translate all documents should be requested through Language Empire´s secure online booking
portal www.language-empire.net.

Details of how to request such translations, translation costs, frequently asked questions, and links to existing
translated information can be found on your organisation´s intranet.

Staff should consider using an interpreter if a
service user or carer is deaf or if their first
language is not English and:
• their command of spoken English compromises
care
• they request an interpreter
• a family member is offering to interpret for the
service user, but this may not be in the service user´s
best interest
• when the person has a limited use of English
• when there is a concern that the person does not
understand the clinical information given in English
• when the person is deaf or has a hearing impairment
or uses sign language
• when information such as a referral form or medical
records indicates that someone needs an interpreter
• when there are concerns that the service user or
carer, family or friend is unable to express them-
selves fully and freely due to language barriers.

IMPORTANT:
• Staff should use qualified interpreters from your
organisation´s interpreting service provider whenever
an interpreter is required.
• Staff should never use children as interpreters.
What language does the person speak?
It is important not to make assumptions about the
language that a person speaks. Where only the
ethnicity is stated or information is sparse, you may
need to check further to ensure a correct match.
There may be sensitivities around ethnic or regional
tensions or dialects. Therefore, if unsure, please check
with the service user.



5.1 TELEPHONE INTERPRETING 
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5. Telephone interpreting

4. Risk of using non-qualified interpreters
Almost all public sector organisations throughout the UK such as NHS &local authorities advocate that professional
interpreting is used where possible before relying on carers, family or friends.
Using a relative, friend, bilingual volunteer or staff member to interpret may seem to have advantages (for example,
availability or being familiar and reassuring to the service user). However, staff should be aware of potentially
significant risks to doing this, such as:

Inaccuracy of interpretation: Vital information from the service user may be left out as untrained interpreters
might not fully understand the service user or might change the information given based on lack of knowledge. They
may not be willing to say that they do not understand something that you or the service user has said for fear of
'losing face´.
Lack of completeness: Friends and family may omit swear-words or abusive language so as not to 'offend´ you (the
practitioner). This information could be vital for example, when assessing someone´s mental state. They may 'censor´
information they may perceive to be 'embarrassing´, 'inappropriate´ or 'shameful´. They may want to protect the
service user from bad news or decide to tell them in private later on. They may try to hide the true cause of a partner
´s bruises or incidents of child or sexual abuse.
Lack of confidentiality: Family members and lay people may not fully understand the need for strict confidentiality.
Furthermore, if a family member is interpreting, the service user might feel forced not to disclose issues about family
problems or conflicts which might be the origin of the current crisis. It may inhibit the service user from discussing
sensitive, embarrassing or traumatic issues or past events. Some service users may be concerned about
confidentiality or stigma from their family or community. They may prefer someone who they do not know to
interpret for them. 
Lack of impartiality or conflict of interest: A relative may 'side´ with the practitioner or the service user, or might
not pass on information they do not agree with.
Advice giving or advocacy: Often with an understandable wish to be 'helpful´ or 'supportive´, friends and family may
misinterpret the practitioner´s instructions or advise the service user what to say.
Availability cannot be guaranteed: This is especially important in an emergency situation or outside working hours.
Lack of training: Most informal interpreters will not have received any interpreting training and although some may
have an instinctive understanding of what is required, others may lack empathy or have a poor grasp of the
language.

Telephone interpreting is where the interpreter delivers the interpreting over
the phone. To increase accessibility to our services for people who don´t
speak English, telephone interpreters should be considered as an option,
however, face-to-face interpretation is considered to be the best option when
dealing with sensitive and complex issues.
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5.3 HOW DO YOU BOOK A TELEPHONE INTERPRETER? 

5.4 HOW SHOULD YOU WORK WITH A TELEPHONE INTERPRETER? 

5.2 WHEN IS IT APPROPRIATE TO USE A TELEPHONE INTERPRETER? 
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-

Telephone interpretation is appropriate for first time contact with service users, when pre-
booking is not possible, for short and straightforward enquiries, or in circumstances that cannot
be planned for, such as when someone visits unexpectedly, emergency situations, when you
need immediate assistance, or when all other attempts to get a face-to-face interpreter have
been exhausted or unsuccessful.
Telephone interpreting can also be used to establish the language spoken and the nature of an
enquiry before a face-to-face interpreter is called.
 
Additionally, it can also be used to remind service users or family members about a meeting
arranged or to communicate brief appointment arrangements.
Alternatively, some service users who do not speak English take great comfort from the
anonymity of a telephone interpreter, particularly in small or closely knit ethnic communities.
Some service users may feel a level of distress due to cultural or social pressures from within
his/her community. If the service user is forced to talk to his/her practitioner with another
member of their community in the room, even if that person is a professional interpreter,
he/she may feel unable to speak openly and honestly.
Telephone interpreting may not be suitable for all assessments or interviews
owing to its complexity or sensitivity. It may not be advisable in a situation that would
exacerbate the services user´s symptoms, such as paranoid delusion or auditory hallucination.
This form of interpreting may also interrupt the flow and
may not be conducive to building rapport between service users and practitioners. To most
service users (and practitioners) this form of interpreting can seem somewhat artificial.
 
Telephone interpreters cannot take account of non-verbal signals and some services users,
carers, family or friends may not be comfortable using the telephone.
 
Telephone interpreting is not suitable for service users with hearing impairment.

All bookings are made through Language Empire's online portal at www.language-empire.net and you will need to
click "+ Schedule Telephone booking" and complete the form. Instructions of how to use this to book a telephone
interpreter and the costs involved can be found on your organisation´s intranet, or you can contact Language
Empire´s customer services department for support.

• Be aware that there is a charge for every minute of the call.
• Before you call the telephone interpreter make sure you have the details of the assignment at hand, as well as any other
relevant background information.
• Always write down the interpreter´s name for identification and follow up.
• Introduce yourself and brief the interpreter on background information and any relevant issues before talking to the
service user.
• Ask the interpreter to introduce participants when the service user is connected.



6.2 

6.1 WHEN IS IT APPROPRIATE TO USE A VIDEO INTERPRETER?
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support.

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.

backgrounds would not be suitable as the interpreter needs to be able to keep focused at all times.

6.
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are: 

-

-

-

-

-

-

-
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7.2 HOW DO YOU BOOK A FACE-TO-FACE INTERPRETER? 

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

.Face-to-face interpretation

To streamline our services and provide a seamless experience, all bookings are now made through our online
portal at www.language-empire.net. The user-friendly interface ensures that you can easily schedule
appointments, manage your account, and access a wide range of language services from the comfort of your
home or office. By centralising the booking process, we aim to enhance efficiency and offer you the most
convenient way to access our expert language solutions. Visit our website today to get started!
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.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 11
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.2 INTERPRETERS SHOULD NOT:

.3 STAGE 3: AFTER THE SESSION 

.1 PROFESSIONAL INTERPRETERS SHOULD: 

.What can you expect from professional
interpreters?

end

ogy, including psychiatric terminology

-

-



.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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12. Key Contacts
 LANGUAGE EMPIRE
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Face-to-face interpreting 

an interpreter there in person at your meeting so that 

-
-

-

-

 Customer services telephone:



Translation services

Contract management team 

video or pictorial English and normal print

Contract management team telephone: 0330 20 20 348
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Email: 

LE-LSM™ online portal: 

Dedicated email: 

www.language-empire.net 

translations@language-empire.com

contract.management@empire-groupuk.com 
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include:
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