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SUBJECT:

APPLICATION:

PURPOSE:

DEFINITION:

POLICY:

Interpreter Services and Services for the Sensory Impaired
Enterprisewide

To provide patients and their families with information in a manner tailored to
the patient’s age, language and ability to understand.
Translation/interpretation services assist them in communicating and
understanding healthcare concerns, ensuring they make informed decisions
about their care.

Interpreting — The oral or signed rendering of one language into a second
language and vice versa to facilitate the exchange of communication between
two or more persons speaking different languages. Interpreting requires
triadic (group of three) communication involving the healthcare interpreter,
patient, and provider.

Translation — The conversion of a written document into a written document
in a second language corresponding to and equivalent in meaning to the
verbiage in the first language.

Certified Interpreter - Bilingual employees who have been determined
linguistically qualified to provide basic interpreting services.

Bilingual Care Provider — An employee/care provider who identifies him or
herself as bilingual, fluent in a language other than English, may
communicate directly with patients in the non-English language, however they
are not considered a certified interpreter for PIH Health.

The patient has the right to receive information in a manner he or she
understands. The hospital provides information to the patient who has vision,
speech/language, hearing or cognitive impairments in a manner that meets
the patient’s needs.

Notice of Interpreter Services are posted on the PIH Health website and will
be posted in lobby entrances.

Interpretive services and other aids for persons with hearing, vision or speech
impairments are available. This may include sign language, interpreters,
telephone amplification and TDD number for deaf or hearing impaired.
Telephone or video conferencing will be used to provide interpretation
services for non-English speaking patients, their families, and/or legal
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representatives, when a certified PIH Health staff member is unavailable or
patient/family requests a third party interpreter. Sign Language interpretation
will be provided for hearing impaired/deaf patients.

All interpretation services are provided at no cost to the patient.
PROCEDURE:

1. The ability to communicate with health care staff is fundamental to patient care. At the time of
registration, the patient’s primary language will be documented in the medical record. The
nurse admitting the patient will assess and document the patient’s preferred language in the
Patient Profile.

2. It is the health professional’s responsibility to offer to his or her patients with limited English
proficiency the use of trained professional interpreters at no cost to the patient.
2.1. Refer to the Language Identification Card under the Links section of PIH Health Connect
to assist with the identification of the correct language/dialect (Attachment).

3. PIH Health will not require a person to provide their own interpreter. Interpretation by friends
or family may be inaccurate and impartial due to lack of language skills, emotional involvement
and conflicting interests. It may also break confidentiality with the patient.

3.1. The patient’s family or friends may be used as interpreters at the patient’s request. If the
patient requests to use a family member to translate, the name of the designated
translator is documented as well as the relationship.

3.2. Minors should not be used to interpret for any patient. Adult children may not be
appropriate translators for sensitive subject matter.

4. If an interpreter is needed staff will follow to the procedure listed below:

4.1. Staff should determine the type of communication needed (see #6)

4.2. Staff should determine if an appropriate interpreter is available on their unit who can
assist with interpretation within a reasonable amount of time.

4.3. If no one is available to assist with interpretation, then staff should use telephone
interpreting or video conferencing as needed.

4.3.1. When using a telephone language interpreter, consider the most appropriate
equipment -- dual handset, speaker phone or iPad; consider confidentiality and
need for participation of family/caregivers.
4.3.1.1. Telephone interpreting is available via the iPad or by calling

877-746-4674.
4.3.1.2. If above equipment is needed and not located on your unit, contact the
help desk.

4.4. If telephone interpreting or video conferencing is unavailable staff should then consult the
certified interpreter list provided by Human Resources. The Certified Translator List is
available through PIH Health Connect > PIH Health Hospital-Whittier > Human
Resources > Certified Translator List located on the left side index.
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Staff may also contact certified translators on Vocera by utilizing their Vocera badge or by
dialing extension 14000 and saying the command, “(language needed) Translator” (e.g.

Spanish Translator).

4.5 Auxiliary aid guides are located on the intranet links section.

5. Documentation of interpreter services should include

5.1. The name of interpreter

5.2. The type of interpreter service used (i.e. family, bilingual care provider, certified
interpreter, telephone interpreting or video conferencing)
5.2.1. If telephone interpreting or video conferencing is used document ldentification

number of interpreter.

5.3. For documentation of interpreter use on paper forms (i.e. consent, discharge instructions,
etc.), the name of the interpreter and interpretation service used must be completed on

the form.

6. Summary of Interpreter Use

Type of Communication

Examples

Type of Provision Available

Basic Needs

Personal demographic details,
discussions/help on toileting and
feeding

Language cards can be used.
Bilingual care provider, certified
interpreter, via telephone or face to
face (in-person or video
conferencing)

If family members interpret for basic
needs, it is important to consider
accuracy and confidentiality. If there
are any concerns about
safeguarding these issues a
certified interpreter must be used for
basic communication.

Intermediate and Advanced
Needs

Assessment, investigations,
treatment, explaining diagnosis,
referral to other services, patient
education and discharge
instructions, complicated issues or
situations

Bilingual care provider, certified
interpreter, via telephone or face to
face (in-person or video
conferencing)

The professional’s clinical judgment
should determine the method used

Obtaining Consent, Advance
Directive, sensitive End of Life
discussions

When obtaining consent for a
treatment, procedure or
investigation, an interpreter must be
used to ensure that the patient or
legally authorized representative
(parent or guardian) fully

understands the procedure planned.

Discussions regarding Advance
Directive and sensitive End of Life
topics

Medically Certified interpreter, via
telephone or face to face (in-person
or video conferencing)

Documentation of the interpreter,
interpretation service or family
member used must be completed
on the consent form.
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REFERENCES:

External References:

California Hospital Association. Consent Manual. (2015)

The Joint Commission. Comprehensive Accreditation Manual. (2015)
Americans with Disabilities Standards (ADA), Section 1557 ACA (2010)

Supersedes policy #100.87200.601; Change policy number, updates throughout to reflect
changes in technology and work flow to obtain an interpreter.
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Attachment
[Borope ]

70 Albanian Shgip 0 133 Icelandic islenska <& 120 Aklan Aklanon <1
Tregoni me gisht gjuhén qé flitni Bentu & pitt tungumil. Tturo mo ro atong hambae
Do t& gjejmé njé pérkthyes pér ju Pad verdur hringt i nilk Magtawag kami et mag-interprete.
72 Armenian ZwybinkG €1 so Italian Ttaliano <& 127 Fijian Kaiviti <&
Bryg wnkp v'n Uk 1kamG Up oubp' Faceia vedere qual ¢ la sua lingua Dusia na nomu vosa
npugbuqh puipguuilhy dp Yubyhy wwlp. Un interprete sark chiamato ai kacivi edua mi vakavaka dewa,
136 Basque Euzkera g 75 Lithuanian Lietuviy Kalba <gq 113 Hlocano Tlokano <10
ire izkuntza atzamarragaz erakutzi. Parodyk tavo kalbamg kalbg. Trudom iti saom.
zkeratzail bateri deituko deutsagu Verté&jas bus pakviestas. Umayah kam iti interprete.
69 Bulgarian Buarapekn esuk gl 65 Macedonian Makedonski &1 so Indonesian Bahasa Indonesia <&
TNocovere Bawns e3uk. Posoéete molim Vas jezik Tunjukkan bahasamu
Hue e wspneame npesogay 3a Bac Ke vikame prevodilac Vas da doide Jurubahasa akan disediakan
132 Catalan Catala <&11 54 Norwegian Norsk g1 51 Malay Bahasa Malaysia =g
enyali amb el dit el seu idioma. Pek pa ditt sprik Tunjukkan yang mana bahasa anda
s trucard 4 un intérpret. En tolk vil bli tilkalt Seorang jurubahasa akan diberitahu
67 Croatian . Hrvawski <& 6z Polish Polski &g 126 Samoan Gagana Samoa €]
Molim Vas, pokaZite nam Va3 jezik. Prosze wskazac na swoj jezyk ojczysty. Tusi lou ‘a'ao i lau gagana.
Zvat femo tumada za Vas. Thumacz zostanie poproszony do telefonu. O le a vala'auina se tasi e fa'amatala "upu mo 'oe
63 Czech B . Cesky &1 &1 Portuguese Portugués g1 117 Tagal: Tagalog &0
Ukate, kter§ je vis jazyk. Aponte seu idioma Pakituro mo nga ang iyong wika
Zavolame tlumocnika. Providenciaremos um intérprete. Magpapatawag ako ng interprete,
55 Danish Dansk &1 & Romanian Romaneste <&l 12 Tongan Tonga &1
Peg pd dit sprog Indicati limba pe care o vorbigi Tuhu kihe lea 'oku ke lea "aki.
En tolk vil blive tilkaldt Veti fi pus in legdturi cu un interpret. °E fetu'utaki kihe fakatonulea
56 Dutch Nederlands <g3 7 Russian Pycekuii A3wik g
Wijs uw taal aan. Yxamnre, na Kaxom giuike Bu rosopure.
Wij zullen u een tolk geven, Ceituac Bam nuonyT nepenotanta.
77 Estonian Eesti Keel &1 148 Serbian nckn and Caribbean
Niidake oma emakeelele Maonum Bac, noxazure nan Bar jesux
Me muretseme teile 10lgi Srahemo Tymaun 3a Bac.
52 Finnish Suomi 0 i Slovak Slovensky &1 ss French Francais &1
Osoittakaa teidin kielenne. Ukd#te na vasu ret vensky Montrez-nous quelle langue vous parlez.
Tulkki kutsutaan auttamaan reiti Zavolime tlmoénika. Nous vous fournirons un/e interpréte.
s French Frangais @ Spanish Espaiiol 1 12 Baitlan Creole Kreydl Ayisyen &1
Montrez-nous quelle langue vous parlez Sedale su idioma Montre lang ou-a )
Nous vous fournirons un/e interpré Se lamard a un intérprete, Yap voye chéche yon eniepret.
57 German Deutsch <20 53 Swedish Svenska & 144 Navajo Diné &1
Zeigen Sie auf Thre Sprache Peka ut Ert sprik. Saad beé honisinigli nila’ bee bik'idiiniih
Wir rufen einen Dolmetscher an, En tolk kommer att tillkallus. A’ halnet ta” ndbichy hodoonih
71 Greek . EMpvind <0 76 Ukrainian Ykpaincoka Mosa 1 61 Portuguese Portugués
AelETe TOUt YAOOOO WAGTE %L TMokaxiTe, SX010 MOBOK Bi rOBOPHTE Aponte seu idioma
Ba xhnBei évag dleppnvéag. Fapas BUETHUYTL BAM NepeKiamaua. Providenciaremos um intérprete
55 Hungarian Magyar <& 135 Yiddish ™ = i Spanish Espaiiol &3

Vilassza ki az 6n dlal beszélr nyelver.
Kapesoljuk a tolmicsot.

RIS WK UK K TN
SWEVTWK K VAR TR DN Y

fale su idioma
llamard a un intérprete.

Language

dentification

Card

Use this Language Identification Card in a
face-to-face situation, to determine which
language a person speaks. The Language
ID Card lists the languages most
frequently encountered in North
America, grouped by the geographical
region where they are commonly
spoken.

To use the Language ID Card efficiently,
locate the geographical region where you
believe the non-English speaker may be from
(Pacific Islands, Europe, etc.)

Show the person the languages listed for that
region. The message underneath each

language says:“Point to your language. An
Interpreter will be called”

Sample:

o0 English English <&2

Point to your linguage.
An Interpreter will be called.

Refer to your Quick Reference Guide (QRGY
to access an interpreter through Stratus. In
most cases, an interpreter is available within
seconds.

If you are unable to identify the language, our
representative will help you.

a Middls Eon e
RG> ] 7 Amharic NS = 90 Arabic ) il Ll E : Burmese [FLE-LE =]
“A$TLP EPHhE el i 2l sbypt, 7 am 0 e of sem B G Ol 1
LT Nl Al Sy © o B 6§ cutusn
&5 Bhojpuri wogd Bl g0 Aral i | Lall E1 72 Armenian EAT o | s Cambodian mantgr Z1
o s w7 =) JI af = Bnig wmkp n'n ¥EY 1kamG 4 ouhp* AETERIMA =
i o gt e | o o Al gy nputugh pungiwGhy dp Ytk wutp, wfadanngronipungs
4 Gujarati Yoadl 15 Bambara Bamanankan <& 139 Assyrian Laanl E1 Hmong Hmoob &1
aidl sy wanaell “diEn 1 bolo da i fakan kan R Y Thov taw tes rau koj yam lus.
AMIAL HE MIMTAR 43413 Bl Huid. An benna kuma yelemabaga do wele. Lagslapslimise Peb yuav hu ib tug neeg xhais lus rau koj.
s Hindi ] s French Frangais Dari ds ahas: esi
5 cais 11 Dari i | 50 Indonesian Bahasa Indonesia &0
St A gt @ el | Montrez-nous quelle langue vous parlez e 8 s e L e Tunjukkan bahasamu.
S for g e e | Nous vous fournirons un/e interpréte, arls plan s K Jurubahasa akan disediakan
s Malayalam Gowmscs EJ - ; i
22 Hausa Hausa 1 107 Farsi N i Japanese 0AGE E1
m‘:’h“ msmmdﬁ - Nina yarenki/yarenki et G S S o Gy LROETEELES LTS,
o @ droaamailg fseamans nef A 4 kird wafinty it o Lkl BREGEE T,
s1 Nepali . el 21 59 Italian Italiano a1 106 Hebrew Moy &l it Korean FE
st s R o . Faccia vedere qual & la sua lingua 7w DT 7Y vy wle] s B AL
A A e A 8| Un interprete sard chiamato. T DaNN7 KTP BARE EE sodde
“ mﬂ;‘;i o =l 5 Portuguese Portugués 1 Kurdish o5 Bl i3 wEnans Bl
s Elf“,(lﬁ?a ‘Q";z erel;r ot s | Aponte seu idioma. K plss B Sl
L Providenciaremos um intérpreie, Gyl aafar By By S
s Sinhales Botn@
w0 Simhalese = 11 Portuguese Creole  Cabo Verdiano g3 110 Pashto A 51 Malay Bahasa Malaysia &2
Ponta pa bu lingua iy b ik M Tunjukkan yang mana bahasa anda
Un intrepeio @ ser chumado, SEs  tm g3 en be) Seorang jurubahasa akan diberitahu
FRiHlsuin
ARGk 12 Afsomali g1 112 Turkish Tiirkge 1 is Mien Mienh &1
Kendi anadilinizi gosterin. Nugv meih nyei waac mhuox yie livz,
- Size bir terciiman cagnyoruz. yie heuc faan waac mienh bun meih oc
22, E
Aot iy R - [ e
L TR A PEAE R S s o Onyesha lugha yako. reAttieepnice e Tuforme i
Tutamwita mtu atakayekufasiria. W s i
China EREE gl iR . "
x Tigrinya +9¢5 <& . g : i Vietnamese Tiéng Viét =1
§AREThEaNt HRB L i TiHEiE Chi 15 tiéng ban ndi e
R S& c6 mijt théng dich vién ndi chuyén voi ban ngay.
= 31 Cantonese [ % i FEE S E £ . e
20 Wolof Wolof g1
Wan fu sa likk 3 Chaochow # H i WM E 1
Negal dinafiu la wutal ab tekkikat
) . i i
21 Yoruba Yorabi &1 3: Fukienese #EG i Z1
Toka si édé re.
A 6 pe oghify wa 35 Mandarin @  iF %1
57 Shanghai T L By
3 Talwanese & ®if Emil gg
3 Toishanese ¢ [l Ui Za

&9 Printed on recyclad paper. LIS
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