@
. How to Access an

Toll-free: 1.844.350.8224

On-Demand Telephone Interpreting

@ 00 0 000 000

Call toll-free: 1.844.350.8224
Select the language required

Enter your code: Visit the member login area
or email us to obtain your access code.

State the your first and last name

Wait for the interpreter to come on the line
If the client is with you, use speakerphone;
if not, use the conference function on your
phone to conference-in the client

Once connected, introduce yourself,

your role, and the context of the call

to the interpreter

Ask the interpreter to introduce
themselves to the client

available
in more than

150

languages

Tips for Working with an Interpreter

An interpreter acts as a language conduit,
rendering an oral message from one language
into another

Speak directly to the client; the interpreter
will speak in the first person

Allow time every few sentences for
the interpreter to interpret

The interpreter will interpret everything
said during the session

Compliments/Complaints

Call 1.877.228.2557
Email PLSQualityAssurance@phsa.ca

Proceed with the conversation, speaking include:
directly to the client, not to the interpreter . your contact information
. . interpreter name/ID number

When finished, announce the end _— .

. . incident date/time
of the call to all parties

. any other important details
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English I English

Please point to your language. An interpreter will be called.

= HiEiE / HiE
TEE / BE
TR A E S, AT N2 H D3
A ) A TR, JRAMDR R s 22 HER s B
Punjabi 15 st
fHoggat a9a MUt 3T % feraT &g
373 BE EFHIT § g I3 A=
Vietnamese I Viét Ngiv
Xin chi vao ngén ngr cua quy vi.
Chung t6i sé goi thong dich vién.

ﬂ%’ua_u)\é

Mandarin

Farsi
Bas) oo a4 40 2y i Lkl
sy e yie U )0

Arabic IS
lide Ul an ey Jaals Cog izl ) il

Japanese 15 HAREE
CHEDEBERELTEELY,
BEBERICEOLELET,
Korean e S

ALgEhA = ol E FHEA FAA L.
FYAE BeseAEy ok

I Portugués

Por favor, indique seu idioma e
chamaremos um intérprete.

Portuguese

Somali 15> Soomaali

Farta ku tag afka aad ku hadasho. Turjubaan ayaan
laguugu yeerayaa.
Tamil IS g0l

HWeyOlFUIg 2 BigeT Clomflewuid &TL L 6yLb.
ErHELIWTLILITETT 6p(HeuT ewLpddLILI(ReuTT

9
Toll free: 1 844 350 8224

Visit us online: pls.phsa.ca
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French I=" Francais

Montrez-nous quelle langue vous parlez, s'’il vous plait.
Nous vous fournirons un/e interpréte.

Hindi 15 &
FCIT JUAT WINT T T FHhd FI| AU
(T grgares T gerrar S|

IS° Pycckuum

Cantonese =

Russian

MNokaxkuTe, KakKMM A3bIKOM Bbl BriageeTe.
Bac coeguHAT ¢ nepeBoaYMKOM.

Spanish

Por favor senale su idioma y
llamaremos a un intérprete.

IS Espanol

Tagalog I Tagalog

Pakituro mo ang iyong wika.
Magpapatawag ako ng ‘interpreter’ (tagasalin ng wika).

= |taliano

Indicare la propria lingua.
Verra' chiamato un interprete.

Polish > Polski

Wybierz jezyk, ktérym sie postugujesz.
Wezwiemy dla Ciebie ttumacza.

Italian

Karen 1= ;pd
do0:13503180 503583 HEa03100071.

ooﬁm&:%ﬁc?lglmo%urﬁgoéooﬁ%ﬁogh

Hungarian " magyar

Kérjik, mutasson ra az On altal beszélt nyelvre.
Tolmacsot fogunk hivni.
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Acholi
Afar
Afrikaans
Akan
Akateko
Albanian
Ambharic
Anuak
Apache
Arabic
Armenian
Assyrian
Azerbaijani
Bahasa
Bahdini
Bahnar
Bajuni
Bambara
Bantu
Barese
Basque
Bassa
Belorussian
Bemba
Benaadir
Bangali
Berber
Bosnian
Bravanese
Bulgarian
Burmese
Cantonese
Catalan
cebuano
Chaldean
Chamorro
Chaochow

09/2017

Chin Falam
Chin Hakha
Chin Mara
Chin Matu
Chin Senthang
Chin Tedim
Chipweyan
Chuukese
Cree
Croatian
Czech
Danish
Dari
Dewoin
Dinka
Duala
Dutch
Dzongkha
Edo
Ekegusii
Estonian
Ewe

Farsi

Fijian

Fijian Hindi
Finnish
Flemish
French
French Canadian
Fukienese
Fulani
Fuzhou

Ga
Gaddang
Gaelic-Irish
Faelic-Scottish
Garre

Gen
Georgian
German
Gheg
Gokana
Greek
Guljarati
Gulay
Gurani
Haitian Creole
Hakka China
Hakka Tawain
Hassanlyya
Hausa
Hillgaynon
Hindi
Hindko
Hmong
Hunanese
Hungarian
Ibanag
Icelandic
Igbo

llocano
Indonesian
Inuktitut
Italian
Jakartanese
Japanese
Jarai
Javanese
Jingpho
Jinyu

Jula

Kaba
Karmba
Kanjobai

List of Languages

Kannada
Karen
Kashmiri
Kayah
Kazakh
Kham
Khana
Khmere
Kikuyu
Koho
Korean
Kunama
Laotian
Latvian
Liberian Pidgin English
Lithuanian
Luganda
Luo

Maay
Macedonian
Malay
Maltese
Mandarin
Mandinka
Manobo
Marathi
Mbay
Mipuri
Mixteco
Mizo
Mnong
Mongolian
Napoletano
Navajo

... and more! Call us for details if you do not see a language listed.

Nepali
Norwegian
Nupe
Ojibway
Oromo
Pampangan
Paplamento
Pashto
Polish
Portuguese
Portuguese Brazilian
Pulaar
Punjabi
Quechua
Quichua
Rade
Rakhine
Rohingya
Romanian
Samoan
Sango
Serbian
Shanghainese
Shona
Sicilian
Sinhala
Slovak
Somali
Sorani
Spanish
Sudanese Arabic
Sunda
Swahili
Swedish

Call 604-297-8400 Toll Free 1-877-BC TALKS (1-877-228-2557) Web www.phsa.ca/pls

Tagalog
Taiwanese
Tajik

Tamil

Thai
Tibetan
Tigrinia
Toishanese
Tooro
Turkish
Tzotzil
Ukranian
Urdu
Uzbek
Viethamese
Visayan
Welsh
Wodaabe
Wolof
Wuzhou
Yiddish
Yoruba
Yunnanese
Zapoteco
Zarma

Zo

Zyphe



“\%
‘ PROVINCIAL
LANGUAGE SERVICE

b L Provincial Health
\ \ Services Authority
ALY

Telephone Interpreting for BC General Practitioners
Frequently Asked Questions

1. What type of equipment should be used for telephone interpreting?
Phones with two receivers, commonly known as dual handset phones, can enhance audibility and
improve the quality of the communication. Another option, if available, is to use cordless phones
with two handsets. Most handsets have the option to connect a headset, allowing both the patient
and the provider to move around freely without being restricted by telephone cords. It is important
to sterilize the equipment before and/or after each use. Disposable mouthpiece and earpiece covers
are also advisable.

If you do not have a dual handset phone, use the speakerphone function for phone interpreting. Do
not pass a single receiver back and forth between the patient and provider. When using a
speakerphone, reduce background noise as much as possible to ensure the interpreter is able to
properly hear both speakers.

2. What is the process for making a call?
PATIENT WITH YOU IN PERSON:
a. Dial the designated toll-free number. Once connected you will be prompted for the
following information:

e Language Needed*
e Access Code
e Your Name (and City in some cases)

b. You will be placed on hold briefly, and connected to an interpreter.

PATIENT ON THE PHONE:
a. Use the conference hold feature if the patient is on the phone.
b. Once the patient is on conference hold, dial the designated toll-free number. Once
connected you will be prompted for the following information:

e language Needed*
e Access Code
e Your Name (and City in some cases)

¢. You will be placed on hold briefly, and connected to an interpreter.

*If the patient’s language is unknown, show them the Language ldentification Card and let them
point to the language they speak. If the patient’s language is not listed on the Language
Identification Card you may request the assistance of our customer service associates who are
skilled in determining target languages.

3. How long will it take to get an interpreter on the line (connection time)?

Average connection time is between 30 to 60 seconds, depending on the language. Connection time
is measured from the time that a language selection is made and interpreter is brought on the line.

Adapted from Telephone Interpreting in Health Care Settings: Some Commonly Asked Questions By Nataly Kelly
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4. How often are languages not available?
There are over 200 languages available through this modality. It is rare that a language that is
required in BC is not available. Some languages are rare and therefore are not available on demand,
but rather need to be pre-booked.

N

5. s it true that telephone interpreters cannot perceive any non-verbal cues?
No. A great amount of non-verbal information can be perceived through tone of voice, inflection,
breath patterns, hesitations and other auditory input. Interpreters who work via telephone are
trained specifically in listening skills that enable them to better perceive and process this type of
non-verbal information. Interpreters working via telephone cannot perceive visual cues, such as
gestures and facial expressions.

6. How necessary is the visual aspect of interpreting?
It depends greatly on the context and the circumstance. For some settings, such as a setting where
patient education is being provided, an interpreter might benefit from seeing the process that is
being described in order to accurately interpret.

When telephone interpreting is the only option the session and accuracy can be enhanced by the
health care provider being more descriptive in their instruction, e.g. rather than ‘this is an EpiPen’,
say ‘what am | holding in my hand is an EpiPen, which injects a chemical that reverses symptoms of
a severe allergic reaction.”

7. How can | ensure that confidentiality and privacy of health information are maintained when
using telephone interpreters?
Professional interpreters are always guided by a code of ethics and standards of practice. The three
cornerstone standards of interpreting are confidentiality, impartiality and accuracy.

8. Should | document any information related to the call? If yes, what?
In order to follow up on an issue related to a call (e.g. a quality concern), we need the following

information to allow us to track the call:

the call time, i.e. the start and end time of a call with an interpreter,
the name of the interpreter,

the interpreter’s identification number, if possible, and

your contact information.

9. Can a telephone interpreter help me convey written information (patient education materials,
consent forms, prescriptions, etc.)?
Telephone interpreters can listen to the health care provider read information aloud from a written
source document, and then render it into another language. However, this service is limited and
documents for this purpose are not to exceed 3 pages.

10. Will each division of family practice receive its own usage data?

Yes, each division will receive its own usage data, which will include data related to: call length,
language requested, and date and time of call.

Adapted from Telephone Interpreting in Health Care Settings: Some Commonly Asked Questions By Nataly Kelly
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