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Think Equality and Diversity (T.E.D)

Guidance on using interpreters and translators
Prepared by the Equality and Cohesion Team
Introduction
As public sector organisations in Cumbria we are committed to making sure that all members of the public can access our services. Some may require an interpreter or translator to do this.

	Cumbria’s BME (black and minority ethnic) population is rising steadily every year and currently 3% of the school population are BME pupils. There are currently nearly 1000 pupils in Cumbrian schools who speak English as an additional language . It is estimated there are over 44 different languages spoken in Cumbrian schools.


It is essential that all of services know how to access interpreters (for the spoken word) and translators (for the written word).
	In Carlisle a hospital social worker was supporting a Hungarian person with a brain tumour who had been thrown out of her job in the hotel industry. As her condition became terminal she lost the capacity to speak English and without an interpreter it would have been impossible to support her. 


What does the law say?

The Race Relations (Amendment) Act (2000) and the Disability Discrimination Act (2005) place a duty on local authorities to make our information accessible to all. These requirements are expected to continue under the Equality Act (2010).
The Human Rights Act (1997) only requires a right to an interpreter or translator when a person has been arrested.
The Freedom of Information Act (2005) gives everyone the right to request information on any aspect of our work in any language or format. 
Where possible we are committed to making information and services available on request, with minimum delay and in alternative formats, including via interpreters.
The law also recognises that our response should be is proportionate.

Government Guidance on use of Interpreters

Use of interpreters and translators can be expensive, and in 2007 the Department for Communities and Local Government issued guidance on the use of interpreters and translators that balances fair access against cost:

http://www.communities.gov.uk/documents/communities/doc/628928.doc
The document outlines the following principles:

· There is no legal reason for all materials to be translated. 

· Translation can never be a substitute for learning English. 

When would a professional service be required?

A paid professional interpreter or translator should be considered when:
· Accessing private and confidential services where the user needs to make choices about their welfare – for example GP consultations and child protection meetings. 

· Emergency situations where basic information is needed to be conferred by telephone or through language cards – for example attending a fire or road traffic accident.

· In situations where there may be a need for conflict resolution or mediation between an English and non-English speaker.

· For documents that are aimed primarily at a group who speak limited English, where their views are being sought.

Responding to requests

It is important that people can approach services and request information in another language or format, or request an interpreter. This means that the following people need to be aware of how to access interpreters and translators:

· All reception staff in public facing settings (including GP surgeries, libraries, one-stop shops and locality offices for major services). 

· Case workers who may be carrying out home visits or other sensitive work with individuals and families. 
Key things to consider when responding to a request:

· If it is a large document find out if all that they need is the executive summary or a section of the document.

· If it is a non-confidential service or piece of information, ask if they have any friends or family who can interpret the document on their behalf. 

Using Informal contacts
Sometimes it is cost effective and swifter to use family members, friends, neighbours or colleagues to interpret or translate. We only recommend this when: 

· The information is public and not confidential.

· The person is not at risk or vulnerable.

· Accuracy is desired rather than critical.

Applied Language Solutions

Cumbria County Council and NHS Cumbria have a Service Level Agreement with a company called Applied Language Solutions (ALS). They can provide the following services:
· Face to face interpreters 

· Telephone interpreters

· Written translation – see note below
Contacting Applied Language Solutions
By telephone:

1. Dial  0800 004 2000 to be connected to Applied Language Solutions

2. Use # key to select Option 1 (Translations) 2 (Telephone interpretation) or 3 (face to face interpretation).
3. Enter the PIN code for the service area i.e. Children’s Services. 

4. You will now be asked to enter the language code for your desired language (see below)

5. If you’re not sure of the language required, or have specific requirements (e.g. a certain dialect or male or female Interpreter) dial 0 to be connected to customer services

You will then be connected a service. If you are using a telephone interpreter you will be connected to an interpreter and can have a conversation with your client by using a speaker phone, dual handsets or by passing the phone between you.
If it is necessary for an international call to be made, Applied Language Solutions will initiate the call.  However, if you are making direct contact overseas yourself you must get authorization to make an inetnational call from your line manager, he/she can arrange this facility by contacting Agilisys, who will set this up for you.

NB. If you require a document to be translated into another language, please contact the relevant person in your directorate who will arrange to get a quotation for you and who will also authorise payment.  Do not go direct to Applied Language Solutions yourself for written translations. 
Alternatively ALS can be contacted by email: 

· translatethis@appliedlanguage.com
· interpreting@appliedlanguage.com
Who pays for the service?

Each service is responsible for paying to use ALS. Some services have a central budget (Children’s Services, Adults and Local Services and Cumbria Fire and Rescue)
British Sign Language
If you need a British Sign Language Signer contact directly:
Deaf Vision

3 Compton Street

Carlisle

Cumbria

CA1 1HT

Tel: 01228 606434

Braille
If you require a document translated into Braille contact the relevant person in your directorate to arrange and authorise payment, this is usually the person with access to your directorates pin number;
We use

SLSB Enterprises Ltd

92 Stricklandgate

Kendal

Cumbria

LA9 4PU

enquiries@slsb-online.co.uk
Tel: 01539 742634
Do we need to have a multi-lingual statement in all our documents?

If your service is developing public-facing documents then you need to include a multi-lingual statement. 3C’s studios will automatically add this to any documents they produce. If you are producing something in-house and want to include a multi-lingual statement please contact: 3cStudio@cumbriacc.gov.uk
Cumbria Multi-Cultural Service

The Cumbria Multi-Cultural Service are an advocacy service for Black and Minority Ethnic people, and have expertise in areas of advice, information and advocacy. CMCS have trained a bank of Dual Language Advocates. 
The difference between an interpreter and a Dual Language Advocate is that the Dual Language Advocate will provide options, choices and advice for a client, and will take action based on a client’s direction. 

There may be cases where a service needs to employ an interpreter to ensure that they are effectively communicating with a service user, and an advocate to support a service user. 

English Language Volunteer Project
Access to learning English is the Council’s main policy priority, and where possible anyone accessing an interpreter should be encouraged to learn English. 

The County Council’s Adult Education Service and a number of other providers offer ESOL classes, however these are not always accessible in terms of time, location and cost. Also some people’s English is at too basic for them to benefit from a course.

To address this, the Council has formed a project in partnership with Cumbria Volunteer Services to set up a new project that matches English language learners with volunteer tutors.
Machine Translation

The County Council will be introducing a Translation facility on the corporate website. The facility will be available from October 2010. 
Machine translations are imprecise, and should not be used for anything but public information. There may be concerns raised about using Google translate and where possible people need to contact the Council if there is an inaccurate translation. 
Key Contacts for advice and information and feedback
Cumbria County Council:

The following people are responsible for managing the service with ALS and can be contacted. They will also monitor use of interpreters and translators and check for quality. They will know the pin codes for their areas of service.

Adults’ Services: Peter Knock, peter.knock@cumbriacc.gov.uk 01539 773379
Children’s Services: Elizabeth Riddick, elizabeth.riddick@cumbriacc.gov.uk 

01228 226765

Fire and Rescue Service: Suzanne Pender, suzannne.pender@cumbriacc.gov.uk  01539 722627

General: Joel Rasbash, equality@cumbriacc.gov.uk 01228 226639

NHS Cumbria
North and East Localities: Zoe Cowgill, zoe.cowgill@cumbriacc.gov.uk
01228 227159
South and Furness Localities: Pat Edwards, pat.edwards@cumbriacc.gov.uk
01229 404005

West Localities: Stephanie Hodgson, stephanie.hodgson@cumbriacc.gov.uk
01946 834713 
For information about the English Language Volunteer Project contact:
Lynne Metcalfe, lynne.metcalfe@cumbriacc.gov.uk 01900 706108
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