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1. Introduction 

This document sets out Northern Devon Healthcare NHS Trust’s system for 
ensuring measures are in place to support communication with non-English 
speakers, people for whom English is a second language and sign language 
users. It describes arrangements for both telephone based and face to face 
interpreting and for the translation of written material. It provides a robust 
framework to ensure a consistent approach across the whole organisation, 
and supports our statutory duties as set out in the NHS Constitution.  

Arrangements for the provision of information in other formats such as large 
print, audiotape, easy read, symbols etc. are beyond the scope of this 
document and are described in the Trust’s Procedure for Producing Patient 
Information. 

2. Purpose 

The Trust is committed to ensuring that non-English speakers, patients whose 
first language is not English and deaf or hearing-impaired people receive the 
support and information they need to access services, communicate with 
healthcare staff and to make informed decisions about their care and 
treatment.  

Northern Devon Healthcare Trust receives on average more than 300 
requests for communication to be interpreted or translated per year.  

Implementation of this policy will ensure that: 

 The essential practices and processes for the proper provision of 
interpretation and translation services are described. 

 Awareness of interpretation (including sign language) and translation 
needs are raised and staff are encouraged to plan proactively for these 
needs. 

 Staff have knowledge of how to access interpretation and translation 
services and the confidence to use them. 

This policy has been developed to ensure a consistent approach to good 
practice, whilst allowing variation in local processes.  

The policy applies to all Trust staff and carers.  

3. Definitions  

3.1. Interpreting 

Interpreting is defined as the oral transmission of meaning from one 
language to another, which is easily understood by the listener. This 
includes the conversion of spoken language into British Sign 



Interpretation & Translation Policy  
                                                                               

 
Customer Relations Department  
 
   Page 5 of 22 

Language, (which is a recognised language in its own right) and other 
sign languages. 

Interpreting can be provided face to face or by telephone.  

It should be noted that interpreting is quite different from advocacy and 
should not be used as a form of advocacy, which is intended to further 
the views and interests of the service user.  

3.2. Translation 

Translation is defined as the transmission of text from one language to 
another, which is easily understood by the reader. This includes the 
conversion of information into large print, braille, audio, CD.  

4. Responsibilities 

4.1 Role of the Patient Experience Matron  

The Patient Experience Matron is responsible for: 

 Ensuring that staff have easy access to supporting materials and 
information to allow them to offer an interpretation and translation 
service to patients 24 hours a day, seven days a week. 

 Ensuring that all relevant documentation is kept up to date and 
consistently available on the Trust’s Intranet site. 

 Ensuring staff receive assistance, advice and support in liaising with 
Language Line. 

 Monitoring expenditure and the number of interpreting/translation 
assignments to build up a picture of local language need.  

4.2 Role of Executive Directors  

The Executive Directors are responsible for: 

 Ensuring that there is access to a trained interpretation and 
translation service provided by approved, independent 
organisations. Trained interpreters are bound to maintain 
confidentiality and are required to sign non-disclosure agreements 
before an assignment.  

 Overseeing the implementation of the policy 

 Ensuring that a replacement main contact is identified should the 
original author be re-deployed or leave the organisation. 

4.3 Role of Staff  

All Trust staff are responsible for: 

 Familiarising themselves with this policy and how to access 
interpretation and translation services on behalf of their patients. 
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5. Interpretation and Translation policy 

The ability to communicate with healthcare staff is fundamental to clinical 
care. Ideally therefore the referring practitioner will have highlighted the need 
for language support during the first point of contact, and this need will be 
flagged throughout the patient’s journey of care.  

Should this not have happened, then it is the responsibility of the person 
delivering the care of the patient to:  

 Recognise that a language need exists 
 Assess and make provision for that need in liaison with the patient 
 Record the requirement for an interpreter in the written healthcare 

record and on the relevant computer system. 

6. Language Identification  

Language Identification cards are widely available and displayed across the 
Trust (see Appendix A) to help staff identify the language being spoken. 

The requirement for an interpreter should be annotated in the healthcare 
record and on TrakCare.  Stickers highlighting the need for an interpreter are 
also available for the outside of the healthcare record (See Appendix D). 

7. Criteria for Provision of Interpretation Services 

The type of provision to support communication will depend on the nature of 
that communication and the clinical circumstances. Staff should use the 
following table to assess the level of need for interpreting services and to 
select the right type of provision. Contact Details are provided on Appendix E 

Criteria 
 

Examples Type of Provision 

Level of communication 
 
Basic care 

Personal details, 
determining condition, 
discussions/help on 
toileting and feeding 

Use language cards if 
available 
 
The British Red Cross 
Society’s Multilingual 
Phrasebook 
(see Appendix E) 

Level of communication 
 
Advanced care 

When a patient has to be 
advised of medical 
terminology, the process 
of seeking consent to 
treatment and for 
anything complicated 
 

Use approved external 
interpreter:  
 
Language Line 

Level of communication 
 
Discussions about 
protection/ safety issues 

When there are concerns 
about child protection or 
vulnerable adult issues 
under the Mental Health 

Approved external 
interpreter:  
 
Language Line, for basic 
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Act 
 

communication 

Obtaining consent When obtaining written 
consent for an 
investigation or treatment, 
an interpreter must be 
used.  Details of the 
interpreter or service 
used must be 
documented on the 
consent form 
 

Use approved external 
interpreter:  
 
Language Line. 

Length of interaction  
For interactions which will 
last less than 20 minutes 
 
For interactions which will 
last over 20 minutes 
 
For meetings/consultations 
over one hour where Sign 
Language is used, two 
interpreters will be needed. 

Outpatient consultations 
 
Pre-assessment 
appointments, PALS, 
complaints interviews, 
PPI activities. 

Telephonic interpreting 
 
Telephone interpreting. 
Face to face interpretation 
should also be considered. 

Early stages of 
unplanned/unscheduled 
care 

E.g. A&E MIU, Out of 
hours, MAU, Emergency 
maternity admissions 
 
Drop-in clinics 
 

Use of British Red Cross 
Emergency multi lingual 
phrasebook –  
then Telephonic 
interpreting 

 

7.1 Criteria for Provision of Translation Services 

 
The provision of translated material does not replace an interpreter, but 
can act as a backup to reinforce information being given verbally. 
However, the translation of written materials is costly and it should be 
borne in mind that patients whose first language is not English might 
not be able to read their own language either. The use of an interpreter 
to describe the information to the patient, with an opportunity to discuss 
any questions may sometimes be a better approach.  

A list of free-of-charge translation resources/ services is shown in 
Appendix E. If these are not suitable, then all translations must be done 
through an accredited external provider.   

8. Providers of Interpretation Services 

8.1 Use of Trust Staff 

In the interests of accuracy, confidentiality and accountability the Trust 
does not encourage any member of staff to ‘act’ as an informal 
interpreter in any communication between staff and patient. The patient 
should always be offered a qualified interpreter.  
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Bilingual staff can help to communicate basic information about care, 
signposting and information such as visiting times. Staff must not be 
used to interpret clinical information, medical terminology or facilitate 
decision making in relation to care.  

Failure to provide a qualified interpreter may leave the Trust open to 
challenge and should information given by a staff member prove to be 
misunderstood. Through using a qualified interpreter the risk of 
misinterpretation is passed to the agency in the event of any 
subsequent litigation. 

8.2 Use of Carers, Relatives and Friends 

Whilst some carers, relatives and friends may be able to interpret, staff 
must be aware that interpretation undertaken by people involved with 
the patient may be distorted (due to over-protectiveness, bias or 
conflicting interests) and may not be an appropriate way of 
communicating confidential information.  

For this reason, carers, relatives and friends should not be asked to 
interpret. Similarly, when a child cannot understand or speak English, 
parents must not be asked to interpret for the child and an external 
interpreter must be used.  

The patient should be made aware that the organisation has access to 
professional interpreters.   If the patient refuses the use of a 
professional interpreter and asks for the use of family members, this 
request must be verified using a telephone interpretation service and 
advise the patient that: 

1. An approved interpreter is recommended and the Trust cannot 
take responsibility for any errors caused by the use of anyone 
other than an approved interpreter.  

2. The Trust will only pay for approved interpreters booked by our 
approved suppliers.  

This must then be documented in the patients notes that the patient 
understands the risks of not using an accredited interpreter as per 
Trust policy.   

In the case of acute emergencies, staff may use the accompanying 
person to elicit and communicate basic information such as ‘what 
happened?’, ‘how did you get here?’, or necessary demographic 
information such as ‘where do you live?’ An interpreter must be 
requested at the earliest opportunity.  

In the event of an emergency situation, consent or treatment decisions 
must be made in the patients best interests by a clinician and should 
not be delayed waiting for an interpreter. This must be documented in 
the patients’ medical records and an interpreter must be requested.  
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8.3 Children 

Under no circumstances should a child under the age of 18 be used as 
an interpreter. If the patient brings a child to interpret, they should be 
discouraged from interpreting and the option of a professional 
interpreter offered. Even in the case of acute emergencies, staff should 
only use the accompanying child to elicit and communicate basic 
information - as detailed above. 

8.4 Safeguarding Adults and Children 

Where there are concerns about the welfare of a child and they may be 
at risk of harm or neglect (Children Act, 1989/2004) or when an adult 
has care and support needs and as a result of these is unable to 
protect themselves from abuse and neglect (Care Act, 2014) an 
approved external interpreter should be used, even for basic 
communication.  

When a person lacks mental capacity 

The underlying philosophy of the MCA is to ensure that those who lack 
capacity are empowered to make as many decisions for themselves as 
possible and that any decision made, or action taken, on their behalf is 
made in their best interests. A key principle of the MCA is that a person 
must be given all practicable help to make decisions for them-selves 
before anyone makes decisions for them. If a person’s mental capacity 
is in doubt then an external interpreter should be used for any mental 
capacity assessment. This should also be the case if a Deprivation of 
Liberty Safeguards (DoLS) Liberty Protection Safeguard (LPS) 
authorization is to be made.    

8.5 External Providers 

All patients who are non-English speakers, whose first language is not 
English or who are sign language users, should be offered access to 
an independent approved interpreter.  

The Department of Health preferred providers for telephone 
interpreting and translation services to the NHS are Bowne Global 
Solutions Ltd or Language Line. Although both offer face to face 
interpreting (including sign language), these services are not yet 
available in the South West. This Trust uses Language Line’s 
telephone translation service.  

9. Procedure for Booking an Interpreter/Translation 

9.1 Interpretation Services 

A flowchart summarising the decisions and key steps for arranging 
Interpretation Services is shown in Appendix B. 
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 Face-to-face interpretation must be booked in normal office hours 
with at least 2 weeks’ notice, sometimes more for less common 
languages and the cost agreed by the relevant department. Staff 
must not contact other agencies or individuals outside of these 
arrangements, as the Trust does not hold a contract with other 
providers and there is no agreement in place regarding 
confidentiality and indemnity.  

The external provider will require the following information via email 
to arrange such services: 

 Language required and any dialectal requirement 

 Name of patient  

 Date, time and venue of the consultation 

 Expected length of appointment  

 Whether a male or female interpreter is required; for example, if 
care relates to a particular gender (as in gynaecology) or if there 
is a cultural requirement for a specific gender. 

 

 Telephonic Interpreting: Staff may book telephonic interpretation 
directly when required, using the approved provider. Although 
telephone interpreting is available 24 hours, wherever possible 
advance booking should be given, particularly for unusual/ 
infrequently used languages. 

9.2 Translation Services  

Electronic copies of the document should be forwarded to 
communications department along with details of the language 
required.  

Staff should ensure that any information submitted for translation is: 

 Written in clear, plain English meeting the criteria given in the 
Trust’s policy on information to patients and the public and the 
Department of Health’s Patient Information Toolkit 
https://www.england.nhs.uk/nhsidentity/ 

 In line with current policy, clinically accurate and not about to 
change.  

Patient Information Leaflets which have not gone through the Trust’s 
checking and approval process will not be put forward for translation. 
For details on the approval process please contact the communications 
team.  

http://www.nhsidentity.nhs.uk/patientinformationtoolkit
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10. Equality Impact Assessment  

10.1. The author must include the Equality Impact Assessment Table and 
identify whether the policy has a positive or negative impact on any of 
the groups listed.  The Author must make comment on how the policy 
makes this impact.  

Table 1: Equality impact Assessment 

Group 
Positive 
Impact 

Negative 
Impact 

No 
Impact 

Comment 

Age   X  

Disability   X  

Gender   X  

Gender Reassignment   X  

Human Rights (rights 
to privacy, dignity, 
liberty and non-
degrading treatment), 
marriage and civil 
partnership 

  X  

Pregnancy   X  

Maternity and 
Breastfeeding 

  X  

Race (ethnic origin) X    

Religion (or belief)   X  

Sexual Orientation   X  

11. Monitoring Compliance With and the Effectiveness of 
the Policy 

11.1 Process for Monitoring Compliance and Effectiveness 

Monitoring compliance with this policy will be the responsibility of the 
Patient Experience Deputy Manager. This will be undertaken by 
regularly contacting managers and operational staff to check the policy 
continues to be practical and meets the needs of patients. 

Where non-compliance is identified, support and advice will be 
provided to improve practice.  

11.2 Standards/ Key Performance Indicators 

Key performance indicators comprise: 

 Percentage of interpretation and translation interactions which 
comply with new policy – target 100% from November 2017. 

 Customer satisfaction survey of those staff and departments that 
have used the service to be completed. 

 Review of contract with Language Line to ensure the Trust receives 
the best service. 
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12. References  

 Disability Discrimination Act 

 Guidance on Developing Local Communication Support Services and 
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 NHS Consent Policy 

 Race Equality Schemes 
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https://www.northdevonhealth.nhs.uk/about/declarations/equality-diversity/
https://www.northdevonhealth.nhs.uk/wp-content/uploads/2015/12/Safeguarding-Children-Policy-Apr19.pdf
http://ndht.ndevon.swest.nhs.uk/wp-content/uploads/2012/05/Safeguarding-Adults-Policy-V5.0-JAN16.pdf
http://ndht.ndevon.swest.nhs.uk/safeguarding-adults/cqc-safeguarding-mca-dols/
http://ndht.ndevon.swest.nhs.uk/wp/wp-content/uploads/2011/07/MCAataglance05.pdf
http://ndht.ndevon.swest.nhs.uk/wp/wp-content/uploads/2011/07/MCAataglance05.pdf
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Appendix A – Language Identification Card 

☛ 
Point to 
your 
language.  
  
We will 
get an 
interpreter 
on the 
telephone 
to help us. 
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Appendix B – Steps for Booking an Interpreter 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Note Due to limited interpreters in the South West and diversity of languages now spoken, face-to-face interpretation may  

not always be available and telephone interpretation may be the only option.  

Your patient – are they? 
 

Identify language need – using language 
identification card or as detailed on original GP or 
clinical referral.  Record requirement  on electronic 
patient record and healthcare record. 

Look on BOB under interpretation and 
translation services for details of how to 

access British Sign Language or Speed 
texting or contact PALS for support. 

Is an interpreter needed 
immediately? 

Use telephone interpreter 
– available  
24 hours-a-day 

Is the session likely to be more than 20 minutes or 
require an in-depth conversation?  For example 
obtaining consent, some mental health assessments, 
speech therapy or a complaint meeting 

To book an accredited face-to-face 
interpreter look on BOB under 
interpretation and translation 
services or contact PALS for support. 

Is accredited face-to-face 
interpreter available for the 
required appointment? 

Book appointment with approved interpreter via BOB 
and state: 
 Language required 

 Name of patient 

 Whether male/female interpreter is required 

 Date and time of appointment 

 Appointment location 

 Contact name and telephone number 

 Telephone Language Line on 0845 310 9900 
and state: 
 
 Language required 

 Your return telephone number and Dept. 

 Date and time required 

 Special instructions 

Interpreter provided and telephone call 
ended in the usual way.  Annotate in 
patient’s records details that an interpreter 
was used. 

Are you trying to communicate 
simple information or tasks e.g. get 
into bed, pointing to the toilet or 
conveying basic information? 

Demonstrate basic information through 
actions or: 
 use language cards or family 

members 

 staff in department as part of their 
normal duties 

Are there any 
concerns around 
child protection, 
vulnerable adult or 
the Mental Health 
Act? 

Following appointment annotate in patient’s records details 
that an interpreter was used and note interpreter’s name 
and time they were with patient. 

Deaf 
A non-English speaker 
English is not their 
first language 
 

Yes Yes 

No 

Yes 

Yes 

No 
No 

No 

Yes 

Yes 
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Appendix C - Working with Face to Face interpreters- Good 
Practice Guidance 

 

1)  Before starting the interpreting session please 

 Ensure the Interpreter understands the service 

 Clarify your role within the service 

 Allow the Interpreter time to introduce themselves and their role to the client 

 Arrange seating for the most direct communication between you and the client 

 Explain the purpose and most likely outcome of the meeting 

 Ensure the Interpreter is aware of the meanings of technical terms 

  

2)  During the Interpreting session please 

 Allow enough time for the interview 

 Avoid ambiguous or complex grammar 

 Use “sign-posts” like “for example” or “lastly” to explain the purpose of your speech 

 Avoid colloquial expressions which might be difficult to translate 

 Explain the purpose of questions you ask 

 Use short sentences 

 Moderate the speed of speech 

 Check assumptions and clarify impressions 

 Summarise and check what you have understood 

 Allow the Interpreter time to intervene where necessary 

 Try to use words which you think the Interpreter and client will understand 

 Keep eye contact with the patient rather than the interpreter 

 

3)  Concluding the interpreting session please 

 Check with the client that they have understood everything 

 Allow the client to ask supplementary questions or seek clarification 

 Make any necessary follow up sessions and then confirm with the Co-ordinator by 
sending a Booking Form 

 If the session has been traumatic, offer the Interpreter support and notify the Co-
ordinator 

 Feedback to the Co-ordinator if there have been any difficulties 

 Complete and sign the relevant sections of the Interpreter’s Assignment Form 

 

4)  Helpful things to remember 

Interpreting is the oral transmission of meaning from one language to another, which 
is easily understood by the listener. This covers the conversion of speech from one 
language (including British Sign Language and other sign languages) to another.  
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Translation is the written transmission of meaning from one language to another, 
which is easily understood by the reader. This covers the conversion of written texts 
from one language to another.  

 

 Interpreting meaning requires more than word for word processing. Time should be 
allowed for accurately interpreting unfamiliar concepts. 

 

 Please check with the Interpreter before assuming that they are distorting or adding 
to your meaning. 

 

 Trained Interpreters attempt to bridge the communication gap, which is made up of 
cultural knowledge, power and information as well as language. 

 

 The pressure is on the Interpreter. 

 

 The responsibility for the interview is yours. 

 

 The Interpreter is not an advocate or a community representative. 

 

 Do not assume that the Interpreter is automatically a skilled translator. 

 

 Please read out documents to be interpreted slowly. Please do not pass documents 
and forms to the Interpreter and delegate responsibility for their explanation. 

 

 Your power as perceived by the Interpreter and the client. 

 

 To be patient and show compassion in a demanding situation. 

 

 Working with an Interpreter requires twice as long (do you need to book a double 
appointment?). 

 

 To be aware of your own racial and cultural attitudes. 

 

 The Interpreter should be treated as a professional. 

 

 

 

 



Interpretation & Translation Policy  
                                                                               

 
Customer Relations Department  
 
   Page 17 of 22 

Appendix D - Working with Telephone Interpreters - Good Practice 
Guidance 

 
(Source: Language Line ) 

 
Guide to using Telephone Interpreters 
 
1) When your customer is with you: 
 
 Telephone Provider on [enter name & telephone number of Trust external provider] 

The operator will ask you for: 

 Your ID Code  

 Your organisation name (and department where appropriate) 

 Your name (initial and name) 

 The language you require* 

 The location of your customer 

 

 You will be put on hold 

 Approximately 90 seconds later the operator will connect you to an interpreter 

 Make a note of the interpreters ID number 

 

 Brief the interpreter (e.g. explaining Who? Where? and What?) 

 Advise the interpreter what phone set up you have e.g. single handset, speaker phone, 
two handsets 

 Ask them to introduce you and themselves 

 Follow this with your lead question e.g. How may I help you? 

 

 Proceed with the conversation 

 The interpreter will relay the information between you 

 

 End the call by saying 

 “I have all the information I need, is there anything else you would like to ask me?” 

 

Remember: 

 

 You are in control of the conversation 

 The interpreter will translate the words you say 

 To help the interpreter, break up your questions/information into concise points 

 Use direct speech; where possible avoid jargon and technical terms 

 Do not be afraid to double-check or rephrase if you feel there has been a misunderstanding 

 Interpreters cannot give advice or opinions and are obliged to remain neutral 

 

2) When you are calling your customer 



Interpretation & Translation Policy  
                                                                               

 
Customer Relations Department  
 
   Page 18 of 22 

 

 Telephone Provider on 0845 310 9900 

The operator will ask you for: 

 Your ID Code 

 Your organisation name (and department where appropriate) 

 Your name (initial and surname) 

 The language you require* 

 The location of your customer 

 The name and telephone number of your customer 

 

 You will be put on hold 

 Approximately 90 seconds later the operator will connect you to an interpreter 

 Make a note of the interpreter’s ID number 

 

 Brief the interpreter (e.g. explaining Who? Where? and What?) 

 Advise them that Provider Service is setting up a conference call for you 

 Ask them to introduce you and themselves when the client is connected 

 

 The operator will connect your customer 

 

 Proceed with the conversation 

 The interpreter will relay the information between you 

 

 End the call by saying 

 “I have all the information I need, is there anything else you would like ask me?” 

 

Remember: 

 You are in control of the conversation 

 The interpreter will translate the words you say 

 To help the interpreter, break up your questions/information into concise points 

 Use direct speech; where possible avoid jargon and technical terms 

 Do not be afraid to double-check or rephrase if you feel there has been a misunderstanding 

 Interpreters cannot give advice or opinions and are obliged to remain neutral 

 

3) When your customer calls you and your telephone has conference facilities 

 When your customer calls, take their: 

 Name and Language 

 Telephone number (in case your customer hangs up whilst on hold) 

 Tell them you will get an interpreter on the telephone 

 Follow your company’s procedure for setting up a conference call 

 

 Telephone Provider on 0845 310 9900 
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The operator will ask you for: 

 Your ID Code 

 Your organisation name (and department where appropriate) 

 Your name (initial and surname) 

 The language you require* 

 The location of your customer (i.e. you have them on hold) 

 

 You will be put on hold 

 Approximately 90 seconds later the operator will connect you to the interpreter 

 Make a note of the interpreter’s ID number 

 

 Brief the interpreter (e.g. explaining Who? Where? and What?) 

 Advise the interpreter that you have your caller on hold 

 Ask them to introduce you and themselves to your customer 

 Follow this with your lead question e.g. How may I help you? 

 

 Reconnect your customer 

 The interpreter will introduce you and themselves, and relay the information between you 

 

 End the call by saying 

 “I have all the information I need, is there anything else you would like to ask me?” 

Remember: 

 You are in control of the conversation 

 The interpreter will translate the words you say 

 To help the interpreter, break up your questions/information into concise points 

 Use direct speech; where possible avoid jargon and technical terms 

 Do not be afraid to double-check or rephrase if you feel there has been a misunderstanding 

 Interpreters cannot give advice or opinions and are obliged to remain neutral 

 

4) When your customer calls you and your telephone has no conference facility 

 When your customer calls, take their 

 Name and Language 

 Telephone number 

 Tell them you will call back shortly with an interpreter on the telephone 

 

 Telephone Provider on 0845 310 9900 
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The operator will ask for 

 Your ID Code  

 Your organisation name (and department where appropriate) 

 Your name (initial and surname) 

 The language you require* 

 The location of your customer 

 Your customer’s name and telephone number 

 

 You will be put on hold 

 Approximately 90 seconds later the operator will connect you to the interpreter 

 Make a note of the interpreter’s ID number 

 

 Brief the interpreter (e.g. explaining Who? Where? And What?) 

 Advise that Provider Service is setting up the conference call with your customer. 

 Ask them to introduce you and themselves to your customer 

 Follow this with your lead question e.g. How may I help you? 

 

 The operator will connect your client 

 The interpreter will introduce you and themselves, and relay the information between you 

 

 End the call by saying 

 "I have all the information I need, is there anything else you would like to ask me?" 

 

Remember: 

 You are in control of the conversation 

 The interpreter will translate the words you say 

 To help the interpreter, break up your questions/information into concise points 

 Use direct speech; where possible avoid jargon and technical terms 

 Do not be afraid to double-check or rephrase if you feel there has been a misunderstanding 

 Interpreters cannot give advice or opinions and are obliged to remain neutral 

   

 

 

 

Appendix E -          CONTACT DETAILS 

    



Interpretation & Translation Policy  
                                                                               

 
Customer Relations Department  
 
   Page 21 of 22 

PROVIDER TRANSLATION 
TYPE 

CONTACT 
TELEPHONE NO 

CONTACT EMAIL ADDRESS 

 
PALS/INFORMATION 
DESK   NDDH 
(Monday to Friday, 
8.30am to 4.30pm) 

 
Support with 
using the 
providers and  
documentation 

 
01271 
314090/314089 
 

 
Ndht.PALS@nhs.net 

 
MULTI LINGUA 

 
Face to Face 
 
Written 
 
Telephone 

 
01392 276660 
 
Emergency :  
07951 948038 
 
(contact Anil Lee  
24 hours) 
 
Fax: 0872 115 7782 
 

 
info@multilinguadevon.co.uk 

 
LANGUAGELINE 
SOLUTIONS 

 
Telephone 
 
Document 
Translation 

 
0845 310 9900 
 
0800 917 6564 
 
 
 

 
enquiries@languageline.co.uk 
 
translations@languageline.co.
uk 

 
SIGN SOLUTIONS 

 
British Sign  
 
Language to 
English  
 
Interpreters 

 
0843 178 0773 
(including out of 
hours) 
Emergency access 
between midnight 
and 8am try: 0797 
0848 868 
 

 
bookings@signsolutions.uk.co
m 
 
 
Fax: 0843 178 0782 

 
RNIB 
 
(Visually impaired or 
registered blind) 
 

 
Braille, Large 
and Giant Print, 
Audio CD, Easy 
Read, Disc 

 
01733 375370 
 
 
 
 
 

 
businesslink@rnib.org.uk 

 
COMMUNICATIONS 
DEPARTMENT, NDDH 
 

 
Large Print 
Leaflets  
 
(in-house 
patient 
information 
leaflets only) 

 
01271 313970 
 
(Izumi Whitaker,  
ext: 4270) 
 
 
 

 
Izumi.whitaker@nhs.net 

 

Useful Resources 

 

1) Multilingual Phrasebook British Red Cross Society. 

mailto:Ndht.PALS@nhs.net
mailto:enquiries@languageline.co.uk
mailto:translations@languageline.co.uk
mailto:translations@languageline.co.uk
mailto:bookings@signsolutions.uk.com
mailto:bookings@signsolutions.uk.com
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This is for emergency care services and is endorsed by the British association of 
emergency medicine (BAEM). It is translated in to 36 languages and covers over 60 of 
the most common medical questions and terms to help staff communicate with patients 
who do not speak English, helping to make a proper assessment while an interpreter is 
contacted.  

2) Medical Emergency Multi Lingual Questions for the Treatment of Seafarers The 
Merchant Navy Welfare Board www.mnwb.org.uk.  

3) Language Cards available from Communications Department 

4) How to Work with British Sign language (BSL)/English Interpreter Association of 
Sign Language Interpreters www.asli.org.uk 

5) Translated Consent Forms are available via the Department of Health 
website.www.doh.gov.uk  

6) Appointment Letters and for all other written materials, please contact Language 
Line via www.languageline.co.uk as they will need to be done individually. 

7) www.dh.gov.uk/socialcare provides all the Department of Health documents produced 
for professionals and the public,  but it isn't always clear if translations are available 
without checking the last page of each document, where ordering details are given.  If 
unsure, ring their order line on 08701 555455. 

8) NHS Patient Information Leaflets are available ready translated in a range of 
languages and can be accessed via nww.patientinformationbank.nhs.uk translated into 
12 other languages. 

 

9) www.patient.co.uk/translations.asp (Arabic, Bengali, Chinese (Cantonese), Gujarati, 
Hindi, Polish, Punjabi, Somali, Spanish, Turkish and Urdu) 

 

 

 

 

http://www.mnwb.org.uk/
http://www.asli.org.uk/
http://www.languageline.co.uk/

