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Language recognition Chart

For language assistance, please point to your language. English English
Pér ndihmé me gjuhén, ju lutemi té tregoni gjuhén tuaj Shaip Albanian
il ) LY ela 1 @Aadl) 8 sse b e J guanll Ay yal) Arabic
OTE AR TS IF, IEAT FA ICEE S W AT I REAT Bengali
3a nomoly c NpeBoA, MONA NOCOYEeTe CBOA 3UK. 6barapcku Bulgarian
MR EFHE ) - SR SRS R H Cantonese
Potfebujete-li jazykovou pomoc, ukaZte prosim na vas jazyk. Cesky Czech
€ o )Ll 3 d ) 4o Gl () ap adasl ) 0 S8 @il o 6l TS Dari
BSOS o)l 3 D) o soaz ) g SO ) S ) sl Farsi (Western)
Pour obtenir une assistance dans votre langue, veuillez montrer celle-c du doigt. Frangais French
auuigla Hee 12, Heotll 2l 4l oM d2g ARea 52 ARl Gujarati
o Hertf WA ¥ o, I St 9 = o '@y a iy & Hindi
Amennyiben nyelvi segitségre lenne sziiksége, kérjiik, hogy mutasson az anyanyelvére! Magyar Hungarian
Per assistenza linguistica, vi preghiamo diindicare la vostra lingua. Italiano Italian
o] A go] PaFAHE A3l A& A E3HA Q. o] Korean
ALY ) U a8l ) B Ay ST daile ) s )l el B (s osm) 2o Kurdish Sorani
Lai sanemtu valodas palidzibu, lidzu, noradiet savu valodu LatvieSu Latvian
Norédami gauti su kalba susijusios pagalbos, parodykite j savo kalba. Lietuviy k. Lithuanian
mns S heh, RN EMEHENES. i Mandarin
HINTAT FEIATHT A, FUAT A HIWTATS S@TSFRTaT| aAurelr Nepali
58y e )l 45 (2 s Gl o (e (S s g (252 Sy Pashto
Aby uzyska¢ pomoc ttumacza, prosze wskazac swoj jezyk. Polski Polish
Para assisténcia com o idioma, indique o seu idioma. Portugués Portuguese
I Tt ForfesT s, fagur aea mrust s v Aa s fe€ Vet Punjabi
Pentru a primi asistentd in limba dvs., vd rugam s specificati care este aceasta Romana Romanian
ECnm Bam HyKHbI YCNYTYM NEPEBOAYMKA, NOXKANYICTA, YKAXKUTE CBOM A3bIK. Pycckui Russian
Airson taic canain, comharraich do chanan fhein Gaidhlig  Scottish Gaelic
Ak potrebujete jazykovi pomoc, ukate na svoj jazyk. Slovendina Slovak
Si lugaddaada laguugu caawiyo, fadlan farta ku fiiq lugaddaada Soomaali Somali
Seleccione el idioma correspondiente si necesita ayuda en su lengua. Espariol Spanish
OMh 2. g6l UAD HWar QLIS 2 misei WATHIWME & LIS &ML LamrLa. ulp Tamil
L RIR AT RFELATHI SO SIS 23 havAkT rICE Tigrinya
Dil yardimi almak igin liitfen konustugunuz dili belirtiniz Tirkce Turkish
WS (LG (S Ob) ) S ol ) S s Blade ) 520 Urdu
Dé duoc hé tro dich thuat, xin chi cho biét ngdn ngi clia quy Vi Tiéng Viét Vietnamese
| gael cymorth gyda iaith, pwyntiwch at eich iaith. Cymraeg Welsh
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Interpretation and translation policy

1. Introduction

Stockport Council is committed to ensuring that all service users of any age,
background, community or with any disability are enabled to have equal access
to information and services.

There is a legal duty under the Equalities Act 2010 which requires organisations
to provide information in the most appropriate ways, so that people from black
and minority ethnic communities and those with disabilities have access to the
same quality of information and receive fair and appropriate services.

This is further enforced by the Care Act 2014 which states that all local
authorities ‘must ensure that their information and advice service has due regard
to the needs of local people who have particular requirements’, these include:

[1 People who speak English as an additional language
[0 People who have disabilities including sensory impairments

Interpretation and translation should be provided free at the point of delivery, be
of a high quality, accessible and responsive to the individual’s linguistic and
cultural identity.

The Council’s Ethnic Diversity Service includes Stockport Interpreting Unit which
organises the provision of interpretation and translation services:

1 Spoken language interpretation: telephone, video and face to face
1 Communication support services: British Sign Language, lip readers
1 Translation

SIU 24/7 Tel 0161 477 9000 email: siu.bookings@stockport.gov.uk

2. Scope of the Policy

This guidance applies to all situations where a service user, of any age, requires
verbal or non-verbal interpretation, translation or transcription support.



3. Quality standards

All communication professionals commissioned through Stockport Interpreting
Unit meet recommended minimum standards required in relation to qualifications,
insurance, disclosure and barring checks, membership/accreditation with an
appropriate professional body and where appropriate, supervision and continual
professional development opportunities particularly in relation to information
management, safeguarding and health and safety in line with Stockport Council
related policies. See Appendix 1 for details of minimum requirements. See
section 5 for links to Stockport Council Data Protection/Health and Safety and
Safeguarding Policies.

4. Responsibilities

4.1 Stockport Interpreting Unit (SIU)

SIU is responsible for the overall running of the interpretation and translation
service, the training and recruitment of interpreters, the maintenance of contracts,
the provision of statistical information pertaining to the services provided, and the
maintenance of quality standards and the invoicing of customers.

SIU 24/7 Tel 0161 477 9000 email: siu.bookings@stockport.gov.uk

4.2 Managers

Council Managers are responsible for ensuring that staff are aware of the
Council’s policy for the provision of interpretation and translation and that they
implement this policy. They are also responsible for bringing any issues which
may affect its implementation to the attention of the Stockport Interpreting Unit
Team Leader.

4.3 Staff

Council Staff are responsible for implementing the Council’s interpretation and
translation policy and bringing any issues which may affect its implementation to
their manager. They also need to recognise where a language need exists and
book an interpreter or request a translation. SIU provides language recognition
charts for this purpose. See section 7 for guidance to staff. Staff should also
provide a cost centre code at the time of booking and sign the interpreter’s job
sheet when a face to face interpreting session has taken place stating the exact
duration of the session and any feedback in respect of the service provided.



4.4 Interpreters

Interpreters are responsible for arriving punctually (for video and face to face
appointments), interpreting accurately and impartially, keeping all they hear
confidential and explaining cultural differences where appropriate. They should
not be asked to give their own opinion, nor should they give it; they should not be
asked to act as chaperones for clients, nor should they advocate on behalf of
clients. In summary, they should adhere to the Interpreter Code of Conduct at all
times. See appendix 2 for full details.

5. Links with other Policies and Procedures

Link to SMBC Statement on Equality and Diversity 2018-22

Link to SMBC Health and Safety Policy

Link to SMBC Safequarding Policy

Link to SMBC Data Protection Policies and Procedures



https://assets.ctfassets.net/ii3xdrqc6nfw/3cFOpi1Y9ATfGLk0r0v4RI/72c301ea4b49ef7ec801c610143ec5c5/Statement_on_equality_and_diversity_2018-22_.pdf
http://connect.stockport.gov.uk/kb/Documents/Health%20Safety%20Wellbeing/healthandsafety.pdf
http://connect.stockport.gov.uk/kb/pages/service.aspx?q=Workforce%20Development#AdultSocialCareandSafeguarding
http://connect.stockport.gov.uk/kb/pages/service.aspx?q=IT%20and%20Data%20Protection&s=Data%20Protection#DataProtection
http://connect.stockport.gov.uk/kb/pages/service.aspx?q=IT%20and%20Data%20Protection&s=Data%20Protection#DataProtection

6. What is interpretation and translation?

Interpretation facilitates verbal or Sign Language communication between two
or more people and conveys the meaning, intention and feeling of what each
party wants to convey. An interpreter is not just someone who is bi-lingual, or can
speak more than one language. An interpreter is fluent in more than one
language or British Sign Language (BSL) and has received approved training
(see Appendix 1) which provides formal interpreting skills and additional
knowledge in other specialist areas, eg social care. An interpreter can interpret
face to face or via telephone/video.

Translation is the written translation of text and produces an accurate equivalent
in the required language. Translation takes into account local colloquialisms and
intent (eg sarcasm).

Transcribing is the process of converting something into written form, e.g.
listening to an audio file and writing what has been said down verbatim and in the
same language that the original speaker used.

Note that not all interpreters are translators, as not all interpreters can read or
write the language they are interpreting. If you require an interpreter to do a sight
translation for a client please ensure you state so at the time of booking.

7. Guidance to staff

The most convenient and cost effective option for verbal interpretation is
telephone interpreting. It doesn’t usually require booking in advance unless
there is need for a rare language, it is immediate and it suits most situations.

In certain instances telephone interpreting may be inappropriate or unfeasible, for
example where sensitive information needs to be communicated, or the context
of the situation requires an interpreter to be present (e.g. physio), or where the
duration of the exchange is likely to take longer than 40 minutes at which point it
ceases to be cost-effective. On these occasions a face to face interpreter should
be booked through SIU. Please see the flow chart for guidance on when to book
a face to face interpreter. Please note video interpretation is also an option and
the cost involved is the same as for face to face.

FAQs

Can | ask for the Interpreter’s opinion regarding any part of the meeting or
the responses of the service user?

Interpreters are advised within their training not to offer their opinion or to
comment on a service user’s responses unless they believe there is a
safeguarding issue. You may ask an interpreter questions about cultural



references that may help your understanding of the service user and the
interpreter should be able to answer these to the best of their knowledge.

Can | ask a family member or friend to interpret?

No. The use of informal interpreters such as family members or friends is not
good practice. The use of children as interpreters for their parents is, in most
circumstances, inappropriate and should be actively discouraged. This also
applies to adult children where their involvement as an interpreter may cause a
conflict of interest. Friends and family should only be asked to interpret either in
an emergency or on a very basic level, e.g. helping to make an appointment,
where a professional interpreter will be present.

Can | ask a colleague to interpret?

Colleagues who are bi-lingual may use their language and communication skills
to assist service users in making appointments or identifying communication
requirements (language brokering) but should not, other than in emergencies,
take on the role of an interpreter unless this is part of their defined job role and
they are qualified to do so. Staff used as interpreters this way must be covered by
indemnity insurance.

Why can’t | ask colleagues, friends or family to interpret?
For the majority of circumstances, there are many reasons why you shouldn’t ask
colleagues, family or friends to interpret:

e The person may not have any formal training in interpretation and
translation

e The person won'’t have insurance indemnity protection

e The person may find certain technical concepts and jargon difficult to
translate and may mistranslate as a result, e.g. at a meeting regarding
dementia, the informal interpreter translated ‘dementia” as ‘memory
loss’

e It may not be clear whether the responses given are those of the
informal interpreter or the service user (using family or friends can
create awkwardness and a biased response)

e There are issues of confidentiality and possible conflict of interest

e Asking colleagues to interpret will detract them from their core
responsibilities

e If a child is asked to interpret, this could mean that questions and
answers may not reflect the true nature or seriousness of the situation
in an attempt to shield the child or, alternatively, asking a child to
interpret for a serious situation may create unnecessary fear and
anxiety

What do | do if the Interpreter doesn’t arrive on time or at all?

If your interpreter doesn’t turn up at the appointment as expected, ring/email SIU
to find out what is happening. All interpreters are told to inform SIU if they are
delayed for any reason. SIU will be able to give you the most up to date
information on the situation and offer an alternative such as a telephone
interpreter.



Who do | contact with any queries about translation and interpretation?

Please contact SIU on 0161 477 9000 or email siu.bookings@stockport.gov.uk

What do I do if | need an interpreter out of office hours?

If you know in advance, please send the request as usual by emailing
siu.bookings@stockport.gov.uk

If the need for an interpreter arises during out of office hours, please ring SIU on
0161 477 9000 and our 24/7 service will take care of your request over the
phone.


mailto:siu.bookings@stockport.gov.uk
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Yes ——

Can the client
(guardian if the
client is a minor)
communicate
in English

Is the client’s English
adequate to explain
their concern and
understand what help
is available

When to use interpretation services

Client has a sensory
disability

Client speaks a language
other than English

Yes " Normal appointment, no
interpreter needed
Client uses Use a hearingloop if
ahearing R available or book Sign
aid Language interpretation if
not available
Hearing
Clientis i Bot')k Sign Lanfguage
profoundly interpretation
deaf
. Use alternative format for
Visual + X L
written communication
Appointment Y Book face to face
over 40minor > = o interpretation
discussing
sensitive
matters

» =P  Use telephone interpretation



7.1  Telephone Interpretation

Over the phone spoken language Interpretation can be provided instantly without the
need for booking In three easy steps...

1. Dial the free phone number: 03333449473

2. Enter your ACCESS CODE followed by the # key
| | | | | | l [ # |

Each SMBC department has its own code

Your Manager should be able to provide your service’s access code. Stockport
Interpreting Unit (0161 477 9000) has a list of services' codes if required.

3. Enter the LANGUAGE CODE from the list below for the language you require
followed by the # key

Most frequently requested languages/codes...

Language Code Language Code
Arabic 92 Oromo 796
Bengali 706 Polish 5
Cantonese 93 Portuguese 996
Czech 710 Punjabi 749
Farsi (Persian) 94 Romanian 750
Farsi (Afghan) 712 Russian 102
French 95 Slovak 755
German 4 Somali 757
Italian 995 Spanish 1
Japanese 96 Tamil 729
Korean 3 Turkish 764
Lithuanian 735 Urdu 999
Mandarin 97 Vietnamese 139
HELP LINE 0 LANGUAGE 700

IDENTIFICATION

If you don’t know the language, ask your client to point to the language they need on
the Language Identification Poster supplied in Appendix 3. If you still do not know
the language you require, dial 700 for the team of language identifiers, who will listen to
your patient, identify their language, and put you through to an interpreter within 2 minutes.

If your patient has specific requirements (e.g. a male or female Interpreter or certain
dialect or they are not present and need to be called) dial 0 and you'll be connected to a
Customer Support Representative.

11



7.2 Face to Face Interpretation

Face to Face interpreting should be used for sensitive or long appointments, for
example when giving bad news or the appointment lasting longer than 40 minutes.
You can book a face to face spoken language interpreter through Stockport
Interpreting Unit by completing the SMBC Request Form for Interpreting, Spoken
Language Interpreting Booking Form and emailing it to
siu.bookings@stockport.gov.uk For data protection purposes it may be appropriate
to password protect the document. Please note you also need to do this if you want
to book a video interpreting session and you need to state clearly your request is for
video.

A minimum of 2/3 days’ notice is usually required but emergency requests will be
dealt with urgently.

It is important that the form is completed fully with all the relevant details for your
appointment so that SIU can supply you with the most suitable interpreter. They may
contact you on receipt of your request if they need to clarify any details with you.

Please note that cancellations within 2 hours of the booked appointment will
incur full charges.

7.3 Out of office hours requests

If you know in advance, please send the request as usual by emailing
siu.bookings@stockport.gov.uk

If the need for an interpreter arises during out of office hours, please ring SIU on

0161 477 9000 and our 24/7 service will take care of your request over the
phone.

12


https://assets.ctfassets.net/ii3xdrqc6nfw/2BgdCZ2mnq4CgMAeMscoKO/8719dbefcba96bc24d01efe1b64b7209/Spoken_language_interpreter_-_Booking_form.pdf
https://assets.ctfassets.net/ii3xdrqc6nfw/2BgdCZ2mnq4CgMAeMscoKO/8719dbefcba96bc24d01efe1b64b7209/Spoken_language_interpreter_-_Booking_form.pdf
mailto:siu.bookings@stockport.gov.uk

7.4 British Sign Language Interpretation

BSL is also provided by Stockport Interpreting Unit. Complete the SMBC Request
Form for BSL in the link below

BSL Booking Form and email it to siu.bookings@stockport.gov.uk

For data protection purposes it may be appropriate to password protect the
document.

It is important that the form is completed fully with all the relevant details for your
appointment so that SIU can supply you with the most suitable interpreter. They may
contact you on receipt of your request if they need to clarify any details with you.

Please note that cancellations within 7 days of the booked appointment will
incur full charges

7.5 Translation

Email the document to be translated to SIU siu.bookings@stockport.gov.uk

for a quotation stating the language/languages the document needs to be translated
into. Once the quotation has been approved SIU will ask you to provide a cost centre
code and will let you know the time-scale for completion. SIU will email the translated
document back to you once ready.

For data protection purposes it may be appropriate to password protect the
document.

Before asking for a document to be translated please consider the following:

e Does the whole document need to be translated or just relevant sections?
e Is a translation of this document already available from other organisations?
e Could a version be produced in simplified text with translated captions?

e What are the service user’s literacy skills?
e How often might the document need to be changed?

Other Implications

8.1 Health and Safety

SIU interpreters are subject to Council policies and procedures when interpreting at
Council premises or on home visits with Council officers. Council staff should ensure
that any health and safety precautions they take are applied to the interpreters as
well.

13


https://assets.ctfassets.net/ii3xdrqc6nfw/6Nl70V6O6ku4kEQcaCagEe/f875bacd16030c81e060ba505e562435/BSL_Interpreter_-_Booking_form.pdf
mailto:siu.bookings@stockport.gov.uk
mailto:siu.bookings@stockport.gov.uk

8.2 Safeguarding

Interpreters are required to undertake L1 safeguarding training and have access to
the Learning Pool training available to council staff. If during the course of an
interpreting assignment an interpreter’'s concerns are raised that there may be a
safeguarding issue in respect of a child or a vulnerable adult, the interpreter has the
duty to report this concern to the officer present at the end of the interpreting
session. The interpreter will also inform the officer present their intention to report
their concerns to the Stockport Interpreting Unit Team Leader in line with the
interpreter’s code of practice in relation to safeguarding.

8.3 Data Protection

Interpreters are required to undertake L1 Data Protection training and have access to
the Learning Pool training available to council staff. Interpreters are aware of how to
handle and dispose of sensitive data in line with DPA 2018: Data Protection Act 2018
and GDPR: the General Data Protection Regulation (Regulation (EU) 2016/679)

0. Resources

See below full language list codes for telephone interpreting, language recognition
chart and tips for successful telephone interpreting

Language list codes for telephone interpreting

Language Code Language Code Language Code
Afar 535 Hausa 721 Pashto 98
Afrikaans 701 Hebrew 722 Pidgin, Nigerian 522
Akan 723 Hindi 994 Polish 5
Albanian 702 Hmong 744 Portuguese 996
Alcholi 728 Hungarian 724 Pothwari 523
Ambharic 91 Ibo 759 Pulaar 746
Arabic 92 Icelandic 725 Punjabi 749
Armenian 772 llocano 726 Romanian 750
Asante 510 Italian 995 Russian 997
Assamese 504 Japanese 96 Rwandan 519
Assyrian 502 Jula 517 Samoan 104
Azerbaijani 778 Kachchi 534 Serbo-Croat 752
Indonesia 727 Kanjobal 694 Shanghainese 515
Basque 705 Karen 704 Shona 753
Belarussian 779 Kashmiri 508 Sinhala 754
Bengali 706 Kazakh 786 Slovak 755
Berber 530 Kinyarwanda 519 Slovene 756
Bulgarian 707 Kirghiz 787 Somali 757
Burmese 708 Kirundi 70 Spanish 1
Cambodian 991 Kongo 518 Sudanese 542
Cantonese 93 Korean 3 Swabhili 998

14



Catalan

Cebuano
Chaldean

Creole (Haitian)
Czech

Danish

Dinka

Dutch
Esperanto
Estonian

Ewe

Fanti

Farsi (Afghan)
Farsi (Persian)
Finnish
Flemish

French

French (Canada)
Fukienese
Fulani

Fuzhou

Ga

Garre

Gaelic (Scottish)
Georgian
German

Greek

Guijarati

Hakka

15

506

768
503

780
710
711
748
713
529
783
771
509
712

94
716
501

95
511
715
745
546
505
774
545
784

993
738
513

Krio
Kurdish
(Kurmanji)
Kurdish (Sorani)
Kurdish
Bandinani
Laotian
Latvian
Lingala
Lithuanian
Lugandan
Macedonian
Mai Mai
Malagasy
Malay
Malayalam
Maltese
Mandarin
Mandinka
Marathi
Mirpuri
Mongolian
Mwini, dial
Ndebele
Nepali
Norwegian
Nuer
Oromo
Pashto
Pangasinan
Papiamento

720

520
730

731
732
733
734
735
718
775
548
736
737
507
512

97
739
714
533
790
516
521
741
742
796
796

98
514
743

Swati

Swedish
Sylheti

Tagalog
Taiwanese
Tajik
Tamil
Telugu
Thai
Thmne
Tibetan
Tigrinya
Tongan
Trukese
Tshiluba
Turkish
Turkmen
Twi
Ukrainian
Unknown
Urdu
Uzbek
Vietnamese
Welsh
Wolof
Yiddish
Yoruba
Zulu

525

761
526

762
763
788
729
532
992
527
798
773
792
740
760
764
791
709
765
700
999
793

531
747
528
794
770
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Language recognition Chart

For language assistance, please point to your language. English
Pér ndihmé me gjuhén, ju lutemi té tregoni gjuhén tuaj Shqip
Sl 5 LY ela 1 Aall) i Sactaa e J eaall el
S A TATSTT I, IESTAT FAC ACEE SR R AFATT FFA R
3a nomoly, ¢ NpeBoj, MO/IA NOCOYeTe CBOA e3UK. 6barapcku
WIFREEE S e SR ECRATEES RIS
Potfebujete-li jazykovou pomoc, ukaZte prosim na vas jazyk. Cesky
€0 Ul 2 o) Lkl (L) Akl S il sl TS
AEOS o)l 3 F () e ez )0 5 BUIR) Sy ) ol
Pour obtenir une assistance dans votre langue, veuillez montrer celle-ci dudoigt.  Frangais
ausla Hes HIZ, HEolAL 594 dHiZl s dzg 4R2a 520 aspdl
o1 Hereft Fewar ¥ fore, o St W §T SR g a St Eci

Amennyiben nyelvi segitségre lenne sziiksége, kérjik, hogy mutasson az anyanyelvére! ~ Magyar

Per assistenza linguistica, vi preghiamo diindicare la vostra lingua. ltaliano
o] Zglo] F 2 3AIH 3= Qdoj& H e Q. g0
ALY ) U saSAL ) 3 Ay ST daile ) s )l d ey B (silodm) 288
Lai sanemtu valodas palidzibu, lGdzu, noradiet savu valodu LatviesSu
Norédami gauti su kalba susijusios pagalbos, parodykite j savo kalba. Lietuviy k.
mWEE e, RSN, i
HIGTAT FEIATHT AR, FUAT A HIWTATS S@TSFRraT | Arefr
(58 o M 45 () la Gl ol (Fuse (S 4d 4 )0 s
Aby uzyska¢ pomoc ttumacza, prosze wskazac swoj jezyk. Polski
Para assisténcia com o idioma, indique o seu idioma. Portugués
T & AoTfesT BEt, fagur aga mrust 3w e Aa s fel Vet
Pentru a primi asistentd in limba dvs., va rugam sa specificati care este aceasta Romana
Ecnum Bam Hy)XHbl YCNYrv NEPeBoAYMKa, NOXKANYINCTA, YKAXKUTE CBOM A3bIK. Pycckui
Airson taic canain, comharraich do chanan fhein Gaidhlig
Ak potrebujete jazykovi pomoc, ukaite na svoj jazyk. Slovencina
Si lugaddaada laguugu caawiyo, fadlan farta ku fiiq lugaddaada Soomaali
Seleccione el idioma correspondiente si necesita ayuda en su lengua. Espariol
ATH 2 86l UAD swear OIS 2 misei WATHWME LIS ST LarL. AT
S RIR AT RPFLATHS SAOL SRS RIR ookt TIACE
Dil yardimi almak igin liitfen konustugunuz dili belirtiniz Tirkce
S (L8 (S ) i) pS o ¢ S 30 GBlaia e 04 )
Dé duoc hé tro dich thuat, xin chi cho biét ngén ngtr cta quy vi Tiéng Viét
| gael cymorth gyda iaith, pwyntiwch at eich iaith. Cymraeg

English
Albanian
Arabic
Bengali
Bulgarian
Cantonese
Czech

Dari

Farsi (Western)
French
Guijarati
Hindi
Hungarian
Italian
Korean
Kurdish Sorani
Latvian
Lithuanian
Mandarin
Nepali
Pashto
Polish
Portuguese
Punjabi
Romanian
Russian
Scottish Gaelic
Slovak
Somali
Spanish
Tamil
Tigrinya
Turkish
Urdu
Vietnamese
Welsh



Top 10 Tips for Telephone Interpreting

Here are 10 Top Tips for successful communication between you, your customer
and the interpreter.

Once connected:

1.

Identify yourself and your purpose clearly and distinctly — speaking a little
slower than usual.

Consider the interpreter as a human language link, facilitating communication
between languages and cultures. Make sure you direct your questions to your
client, as opposed to the interpreter.

Give the interpreter a brief outline of the situation.

Be prepared to hear accented English from some interpreters. Feel free to ask
the interpreter to repeat a response.

Allow the interpreter a few moments to introduce themselves to your
customer.

Let the interpreter know the information that you wish to deliver or obtain from
the limited English speaker.

Understand that there may be some delay before the interpreter can elicit the
information you need from the limited English speaker due to cultural
differences, or a need on the part of the limited English speaker to establish
trust.

Be aware of linguistic differences. Different languages often require a different
number of words.

Expect occasional periods of what might appear as idle chatter between the
interpreter and the limited English speaker as the communication bridge is
built. Please be patient; the interpreter will get back to you but feel free to
interrupt if you believe it appropriate.

10.Request input from the interpreter as to what extraneous information the
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limited English speaker is conveying.



10. SIU contact details

Ethnic Diversity Service
Enterprise House
Oakhurst Drive
Cheadle Heath
Stockport SK3 OXT

Telephone: 0161 477 9000 (in office and out of office hours 24/7)

Email: siu.bookings@stockport.gov.uk

Office hours: Mon-Thu 8:30-17:30, Fri 8:30-16:30

Please note we only accept requests via email and only deal with email requests

during office hours. You can pre-book appointments for evenings, weekends and

public holidays via email. For emergency bookings out of office hours, please ring
our 24/7 service on 0161 477 9000.

If you require any further information, please contact:

SIU Team Leader Quality/Recruitment: Maribel Garcia Vidal
SIU Team Leader Finance/Operations: Darren Grecian
EDS Head of Service: Stephanie Longson
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Appendix 1 - Interpreter minimum qualification standards

Where a need for support from a communication professional is identified, services
must ensure that such support is arranged / provided and that interpreters and other
communication professionals are suitably skilled, experienced and qualified. This
should include verification of accreditation, qualification and registration with a
relevant professional body.

Services must ensure that all communication professionals (including British Sign
Language interpreters and deafblind manual interpreters) used in health and adult
social care settings have:

appropriate qualifications, (see table below)

Disclosure and Barring Service (DBS) clearance,
Professional indemnity insurance

Are signed up to a relevant professional code of conduct.

Minimum Qualifications, Experience & Training Requirements for Interpretation and

Translation

Spoken Language
Interpreters

Spoken Language Interpreters should have a recognised
qualification such as the Diploma of Public Service
Interpreting (DPSI) or affiliation to the National Register
Public Service Interpreters (NRPSI) or Community
Interpreting Certificates (CIC) or a bachelors degree in
Interpreting and Translation.

Where an Interpreter does not meet the minimum
requirements outlined above, SIU must first notify and gain
the agreement of the Purchasing Authority before providing
the face to face interpretation service.

BSL Interpreters

SIU must ensure that all British Sign Language (BSL)
interpreters servicing this contract are registered with the
National Register for Communications Professionals
working with Deaf and Deaf blind people (NRCPD) and are
able to provide evidence of re-registration on a yearly basis.
SIU must only provide services of BSL interpreters who are
Registered Sign Language Interpreters (RSLI) as per the
Purchasing Authorities request and at the agreed rate.

Telephone/Video
Interpreters

Telephone Interpreters should have an internationally
recognised qualification such as the Diploma of Public
Service Interpreting (DPSI) or affiliation to the National
Register Public Service Interpreters (NRPSI) or Community
Interpreting Certificates (CIC) or a bachelors degree in
Interpreting and Translation.

Where an Interpreter does not meet the minimum
requirements outlined above, SIU must first notify and gain
the agreement of the Purchasing Authority before providing
the telephone interpretation service.
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Appendix 2 - Interpreter Code of Conduct

1.

2.1
2.2
2.3

2.4

3.1

3.2
3.3
3.4
3.4.1
3.4.2
3.4.3
3.4.4
3.5

3.6
3.7

4.1

4.2
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Introduction

Public service Interpreters are expected to abide by the Code of Conduct to
which they are signatories. The standards in the Code set a framework for
interpreting in the public services, upheld if necessary by professional and
impartial disciplinary procedures. The objective of the Code of Conduct is to
make sure that communication across language and culture is carried out
consistently, competently and impatrtially, and that all those involved in the
process are clear about what may be expected from it. This Code of
Conduct is registered with the Office of Fair Trading (Registration No.
RMS/2151).

Competence

Interpreters admitted to the register are expected to:

have a written and spoken command of both languages, including any
specialist terminology, current idioms and dialects;

understand the relevant procedures of the particular discipline in which they
are working;

maintain and develop their written and spoken command of English and the
other language;

be familiar with the cultural backgrounds of both parties.

Procedure

Interpreters will:

interpret truly and faithfully what is said, without anything being added,
omitted or changed; in exceptional circumstances a summary may be given
if requested, and consented to by both parties;

disclose any difficulties encountered with dialects or technical terms, and if
these cannot be satisfactorily remedied, withdraw from the assignment;

not enter any discussion, give advice or express any opinion or reactions to
any of the parties;

intervene only:

to ask for clarification

to point out that a party may not have understood something

to alert the parties to a possible missed cultural inference

to ask for accommodation for the interpreting process;

not delegate work, nor accept delegated work, without the consent of the
client;

be reliable and punctual at all times;

must state (in a criminal trial) if they have been involved in interpreting at the
police station on the same case.

Ethical and professional issues

Interpreters will:

respect confidentiality at all times and not seek to take advantage of any
information disclosed during their work;

act in an impartial and professional manner;



4.3

4.4

4.5

4.6

5.2

not discriminate against any parties, either directly or indirectly, on the
grounds of race, colour, ethnic origin, age, nationality, religion, gender or
disability;

disclose any information, including a criminal record, which may make them
unsuitable in any particular case;

disclose any business, financial, family or other interest which they might
have in the matter being handled;

not accept any form of reward, whether in cash or otherwise, for interpreting
work other than payment by the employer.

Disciplinary procedures

Written complaint against an interpreter thought to be acting contrary to this
code may be referred by the Institute of Linguistics to the National Register
Disciplinary Panel. The panel shall consist of at least three interpreters
drawn from the National Register and specialising in language or
professional field which is the subject of the complaint; together with a
chairman appointed by the Institute of Linguistics and a representative of the
public service in question.

The Disciplinary Panel will have absolute discretion to determine the
meaning and apply the provision of the code, and its decisions will not be
subject to appeal. Where a complaint is upheld, the Disciplinary Panel may
admonish, suspend or exclude an interpreter from the National Register.

NB: SIU’s code of conduct is based on National Register of Public Service
Interpreters’ code of conduct
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