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(OPEN TO THE PUBLIC)
ITEM No.



REPORT OF THE DIRECTOR OF PERSONNEL AND PERFORMANCE TO THE LEAD MEMBER

ON MONDAY 28 OCTOBER 2002

LANGUAGE LINE

EXECUTIVE SUMMARY

· This report advises of the benefits and costs associated with a subscription to Language Line throughout the Council



FURTHER DETAILS CAN BE OBTAINED FROM
Marcus Roe Senior Personnel Officer - Tel: 0161 793 3536



IF YOU HAVE ANY QUERIES PLEASE CONTACT:

Jean Carter: 0161 793 3536

Marcus Roe: 0161 793 3536
BACKGROUND DOCUMENTS
(Available for public inspection)
Language Line publicity material



RECOMMENDATIONS

THAT it is agreed that Personnel and Performance agree a contract with Language Line for the provision of a translation service within the Council

1. Background

Originally established as a charity project in April 1990, Language Line has pioneered telephone interpreting in the UK. It now has a substantial track record of almost 12 years as a provider of both telephone interpreting and document translation, specialising in supplying the UK public sector with innovative language solutions. Its telephone interpreting service operates 24 hours, seven days a week, all year round.  Currently holding contracts with more than 2,000 UK public and voluntary sector customers, Language Line’s existing client base includes:

· NHS healthcare services, including NHS Direct 

· Private healthcare providers

· Charities 

· Housing organisations

· Police, fire and ambulance services, including London Ambulance Service

· Emergency planning services

· Local government authorities

It is also the sole provider of telephone interpreting to all UK Benefits Agency and Employment Service offices and to the Child Support Agency under contract to the Department of Work and Pensions. Other nation-wide contracts cover Citizens Advice Bureaux, HM Prisons and HM Immigration Service.

The company is London based and employ around 50 staff. In addition to this they have around 1200 interpreters who work for them on a regular basis. 

The interpreters used are fully trained and where available hold the Diploma in Public Service Interpreting. In addition to this they go through a rigorous recruitment process to ensure only the best interpreters are recruited. 

Whilst employed, the interpreters follow a program of continual professional development which requires them to attend a minimum of 3 refresher days per year. The aim of these is to update their knowledge of changes in the public sector and familiarise themselves with new terminology.

The company pride themselves on a high standard of service and this is demonstrated by them being awarded International Standards Organisations approval (ISO9002) and also hold corporate membership of the Institute of Translation and Interpreting. As the latter industry standard demands, language Line is comprehensively insured, including £1 million non-compulsory professional indemnity insurance

The main service offered by Language Line is that of telephone interpreting. This is a service that operates 24 hours a day in over 100 languages. After an initial registration fee the service is a 'pay as you go' service which suits an organisation such as this. The 'pay as you go ' service would enable the council to optimise the mix of interpreting services in the organisation and not overlap with existing provision from Salford Link Project.

It is envisaged that this service could be used for frontline services and Salford Direct. This service would seem to be most appropriate for first contacts with service users and could enable us to provide a seamless service to those members of the community who do not speak English. Using the service in this way would be cost effective and save time and enable us to use face to face interpreters more effectively for longer sessions after the preliminary problem  or need has been established.

The service is operated in 2 ways. When the organisation is faced with a service user who does not speak English, the employee phones up Language Line. They are then asked for a pin number (each Directorate would have their own pin number and be billed separately for their usage), name and the language needed. When this information is provided, they put you on hold and obtain an interpreter from their list of currently available interpreters. This usually takes in the region of 30-60 seconds. Then the interpreter comes on the line and the worker introduces themselves to the interpreter and briefs him/her on the situation. After this the conversation is undertaken with the interpreter being used as a go between. The other way it can happen is that Language Line set up a conference telephone call between the parties. In practical terms it would be useful to have extra handsets in all offices which are likely to use the service. This could be most cost effectively done by using splitter sockets on existing telephone lines.

2. Cost

There are 2 levels of service and as a large Local Authority it would be expected that we take the second level which is designed for large organisations who may use interpreters on average once a week.

.

The cost for this is as follows

Yearly management fee




£575

This includes:

1. Unlimited  and immediate access to professional, qualified interpreters in over 100 languages 24 hours a day.

2. Access to text to speech - 24 hour over the phone translation for clients English/Non English documents.

3. Invoicing to up to 10 individual budget holders (including itemised call statements).

4. Unlimited resource materials for staff, including language identification cards.

5. A regionally based account manager with full support from their head office.

A choice of 2 out of the following 3 training packages:

1. Cascade training package: This is a comprehensive training package designed to be cascaded by managers within the organisation. This includes all resources necessary to cascade instruction on telephone interpreting throughout the organisation

2. On site training day: Up to 3 tailored sessions on one day led by a professional Language Line Trainer.

3. Language Line internet resource centre: This web based package provides details of all Language Line services including usage instructions. 

In addition to the yearly management fee there is a charge for each minute the translation service is used. The charges are as follows:


First 15 mins
Next 16-30 mins
Further mins 31+

0800-1800 Monday-Friday
£2.25per min
£1.85per min
£1.60per min

All other times
£2.55per min
£2.25per min
£1.95per min

3. Conclusion and Recommendation

The main benefit of using this service is that it provides an improved service to residents of Salford who do not speak English. The use of this service will remove delay, frustration and stress by resolving language difficulties immediately. Whilst essentialy for use in unplanned situations, it could also be cost-effective where quick communication means we can provide a service to our citizens without the need to organise additional meetings with the service user with staff and interpreters present.

Further it would improve equality of opportunity in our service delivery by guaranteeing non-English speakers that what they say will be fairly and accurately interpreted immediately. Untrained interpreters (such as family members or members of staff) are often tempted to offer their own opinion, or to translate only what they think is necessary. In addition to this there maybe issues around confidentiality.

It is recommend that the yearly management fee be paid out of the equal opportunities budget and that call charges are billed separately to the relevant Directorate as the scheme allows. 

In the assessments undertaken for the Race Relations (Amendment) Act 2000, the language issue was continually referred to by directorates as a barrier to effective service provision and as such the introduction of this service would go some way to addressing this.

It is recommended that this service be adopted and introduced by the Council at the earliest opportunity as a measure to improve our service delivery to the BME community.

