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1.0 Purpose 

Halton Healthcare must ensure our patients and families can communicate with the care team effectively, 

regardless of their preferred language. Interpretation and translation services must be used when indicated 

in all patient care settings, arranged by the hospital and at no cost to the patient, to promote effective 

communication, ensure quality and safety in patient care, ensure accurate consent conversations, and to 

minimize potential adverse events. The purpose of this Policy and Procedure is to outline the process and 

guidelines for the use of interpretation and translation services, including available options. 

 

2.0 Scope  

All staff, physicians, and volunteers. 

 

3.0 Policy 

3.1 Staff will ensure that a patient’s preferred language is identified and documented.  

3.2 Patients and families should be offered the use of professional interpretation services whenever the 

need is identified, particularly whenever clinical information is being discussed and regardless of 

setting (i.e. group sessions) (see options on Page 2-3). 

3.3 Family/friends should only act as interpreters if the patient declines a professional interpreter and if 

appropriate based on the healthcare provider’s clinical judgment.  

3.4 Alternative interpretation services (i.e. Google translate) are not permitted to be utilized on 

hospital-owned devices. 

3.5 Patients and families may choose to use their own devices to access alternative interpretation 

services, however, they should be cautioned about the potential privacy, security and accuracy risks. 

This discussion should also be documented in the patient’s health record. 

3.6 Consent must be obtained from the patient or their substitute decision maker prior to initiating any 

conversations that involve personal health information (PHI) and confidentiality must be upheld 

throughout the conversation in accordance with the Privacy Policy. 

3.7 Professional translation services should be utilized when developing any patient/family materials in 

languages other than English (see options on Page 2-3). 

3.8 Healthcare providers must ensure documentation reflects the use of interpretation services within 

the health record. 

3.9 Staff must make all reasonable efforts to provide an interpreter if requested/indicated, in accordance 

with the Accessibility for Ontarians with Disabilities Act, 2005, Canadian Multiculturalism Act, 1985, 

and the Ontario Human Rights Code, 1990. Efforts should also be documented in the patient’s 

health record. 

 

4.0 Procedure 

4.1 If a patient and/or family member has been identified (either by themselves or a staff member) as 

needing interpretation services, staff should accurately determine the preferred language. Staff can 

utilize the Preferred Language Selection Sheet (Appendix A) if assistance is needed to identify the 

patient’s preferred language.  

https://est.omni-assistant.net/hhs/Handlers/FileStreamer.ashx?PK_Data_File_Trans=18510
https://www.ontario.ca/laws/statute/05a11
https://laws-lois.justice.gc.ca/eng/acts/C-18.7/
https://www.ontario.ca/laws/statute/90h19#BK2


Interpretation & Translation Services Policy and Procedure 
 

Page 2 of 13 
A printed copy of this document may not reflect the current, electronic version. Prior to use, paper versions must be cross - 

checked with the electronic versions 
 

4.2 Staff should ensure the health record is updated to include the patient’s preferred language, utilizing 

a Patient Registration Order (if using Meditech). 

4.3 When utilizing interpretation services, employ the following tips for effective communication (see 

Appendix B for more details): 

4.3.1 Speak to the patient directly in the 1st person 

4.3.2 Speak in short segments and pause 

4.3.3 Take turns when speaking. 

4.4 Upon completion of the interpretation session, the interaction must be documented in the patient’s 

health record in a timely fashion and in an appropriate location (i.e. “Interpreter/Language 

Assessment” or other applicable location). Documentation must include the type of interpretation 

service utilized and any additional relevant details (i.e. name/ID number of the interpreter, other 

family members present during the discussion, etc.). 

4.5 Staff must document attempts to provide/locate an interpreter in the patient’s health record. 

Documentation should include agencies contacted, date/time of requests for interpretation, and any 

identified barriers to accessing an interpreter. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

PROFESSIONAL INTERPRETATION & TRANSLATION SERVICE OPTIONS 

 

VOYCE Global Interpretation Services* 

This online/application-based interpretation service provides on-demand access to medically trained 

interpreters in an audiovisual format and can be used to ensure appropriate review of clinical information, 

clinical procedures, and patient consent. VOYCE offers interpretation in >240 languages including 

American Sign Language, Trilingual (Spanish-English-ASL), Certified Deaf (ASL CDIs) and Quebec Sign 

Language (LSQ) interpretation. Services can be accessed 365 days/year, 24/7** on any internal landline 

phone, tablet, desktop, or mobile device (including Spectralink phones). 

 

To access a VOYCE telephone interpreter (See Appendix C for more details): 

1. Dial CHAT (Ext. 2428) from any internal phone.  

2. Select the desired language. You will be connected to an operator. 

3. Provide your hospital site, unit name and staff name. 

4. You will then be connected to the appropriate interpreter. Use the “speakerphone” function 

on the phone to include the patient and/or family in the conversation. 

 

To access a VOYCE video interpreter (See Appendix C for more details): 

1. Obtain a designated tablet or device that has the VOYCE Global application available. 

2. Open the VOYCE application and select the desired language.  

3. Provide your hospital site, unit name and staff name. 

4. Tap “Additional Options” to choose Interpreter Gender Preferences (optional). 

5. Tap “Next” to be connected to an interpreter. If additional parties need to be added, this can 

be done once the call is connected. 

6. Ensure the patient and/or family can see/hear the interpreter on the screen. 

 

Halton Healthcare will be billed directly by VOYCE Global Interpretation Services. 

*For Professional/Credentialed Staff wishing to use the VOYCE Global application for the purposes of 

providing care to current Halton Healthcare patients on a personal device, please contact Quality & 

Patient Relations at Ext. 4138. 

**Less common/low-diffusion languages may require pre-booking. Refer to Appendix D for the VOYCE 

List of Languages and Appendix E for the VOYCE Appointment Request Tip Sheet. 
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PROFESSIONAL INTERPRETATION & TRANSLATION SERVICE OPTIONS CONT’D 

 

Halton Multicultural Council Connections Interpretation and Translation Services (HMCIT) 

This interpretation service is available for in depth, in person sessions, such as patient assessments (e.g. 

Occupational Therapy/Physiotherapy, Social Work/Discharge Planning, family meetings, etc.) in >130 

languages. The interpreters have been approved by Citizenship and Immigration Canada and have police 

clearance. Many have completed specialized medical terminology interpretation training. While available 

24/7, the service often needs to be booked in advance. HMC also offers translation services. 

 

To book the requested interpreter or for translation services, contact HMCIT: 

Phone:  1 (877) 844-4179 

 (905) 842-4179 

 (905) 842-2486 Ext. 256 

 For Urgent/Emergency Requests Only: (647) 223-0087 

Website: http://hmcconnections.com/interpretation-translation/ 

 

You will need to provide the desired language, date, time, duration, and location of the appointment you 

require an interpreter for, as well as the name and title of the attending healthcare professional. 

 

The unit/program/department requesting this service will be billed directly by HMC Connections. 

 

 

Canadian Hearing Society (CHS) 

This service provides on site and in-person American Sign Language (ASL)-English interpretation services 

for appointments or meetings that are scheduled in advance. 

 

To access an in-person ASL Interpreter: 

 

Pre-book a Sign Language interpreter for scheduled meetings and appointments: 

Use Ontario Interpreting Services (through Canadian Hearing Society): 

• Please make your request a minimum of 3 business days in advance 

• Interpreters are available during business hours, evenings, weekends and over holidays 

• Anyone can request the service 

o Monday to Thursday – 8:00am to 8:00pm, Friday – 8:00am to 5:00pm 

Phone: 1 (866) 518-0000 

Email: interpreting@chs.ca 

Fax: 1 (855) 259-7557 

Website: https://www.chs.ca/service/chs-interpreting-services 

 

The unit/program/department requesting this service will be billed by CHS. 

 

For urgent access to an ASL Interpreter, utilize the process noted above to access a VOYCE Video 

Interpreter. In the unlikely event an ASL Interpreter is unavailable through either means, you must obtain 

agreement from the patient and/or family member to use an alternative communication method. Efforts 

to locate an interpreter must be documented on the patient’s health record along with the request to 

use an alternative communication method (i.e. family, written) as well as the patient and/or family 

agreement to use this alternative. 

 

The unit/program/department requesting this service will be billed directly by CHS. 

 

http://hmcconnections.com/interpretation-translation/
mailto:interpreting@chs.ca
https://www.chs.ca/service/chs-interpreting-services
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5.0 Safety Precautions  

Devices should be cleaned in accordance with the Cleaning/Disinfection of Mobile Patient Care Equipment 

including Portable ICT Equipment in Clinical Areas Policy. 

 

 

6.0 Roles/Responsibilities  

Registration Staff: 

• Ensure patient’s health record accurately reflects their preferred language at the time of registration. 

All Staff, Physicians, and Volunteers: 

• Ensure patient’s health record reflects patient’s preferred language. 

• Ensure interpretation services are utilized as appropriate for patients or families whose preferred 

language is not English.  

All Staff and Physicians:  

• Document the use of interpretation services in the patient’s health record. 

 

7.0 Definitions  

 

Interpreting: the process of understanding and analyzing a spoken or signed message and re-expressing 

that message faithfully, accurately and objectively in another language, taking the cultural and social context 

into account. The purpose of interpreting is to enable communication between two or more individuals who 

do not speak each other’s languages. (See References) 

 

Translation: the conversion of a written text into a corresponding written text in a different language. 

Within the language professions, translation is distinguished from interpreting according to whether the 

message is produced orally (or manually) or in writing. (See References) 

 

 

8.0 Related Documents 

8.1 Privacy Policy 

8.2 Cleaning/Disinfection of Mobile Patient Care Equipment including Portable ICT Equipment in Clinical 

Areas Policy 

 

9.0 Key Words  

Interpretation, interpretation service, interpreter, translation, translator, preferred language, language, 

hearing, communication, Voyce, voice, language line. 

 

10.0 Reviewed by/Consultation with  

Refer to engagement/stakeholders/approvals table. 

 

11.0 References   

 

ASTM, Standard Guide for Language Interpretation Services (F 2089-01 (reapproved 2007). 

 

The Terminology of Health Care Interpreting: A glossary of terms, The National Council of Interpreting in 

Health Care Working Papers Series 

https://www.ncihc.org/assets/documents/NCIHC%20Terms%20Final080408.pdf 

 

Accessibility for Ontarians with Disabilities Act, 2005 

https://est.omni-assistant.net/hhs/Handlers/FileStreamer.ashx?PK_Data_File_Trans=20906
https://est.omni-assistant.net/hhs/Handlers/FileStreamer.ashx?PK_Data_File_Trans=20906
https://est.omni-assistant.net/hhs/Handlers/FileStreamer.ashx?PK_Data_File_Trans=18510
https://est.omni-assistant.net/hhs/Handlers/FileStreamer.ashx?PK_Data_File_Trans=20906
https://est.omni-assistant.net/hhs/Handlers/FileStreamer.ashx?PK_Data_File_Trans=20906
https://www.ncihc.org/assets/documents/NCIHC%20Terms%20Final080408.pdf
https://www.ontario.ca/laws/statute/05a11


Interpretation & Translation Services Policy and Procedure 
 

Page 5 of 13 
A printed copy of this document may not reflect the current, electronic version. Prior to use, paper versions must be cross - 

checked with the electronic versions 
 

Canadian Multiculturalism Act, 1985 

 

Health Care Consent Act, 1996 

 

Ontario Human Rights Code, 1990 

 

Personal Health Information Protection Act, 2004 

 

12.0 Appendices 

 

Appendix A – Preferred Language Selection Sheet 

Appendix B – VOYCE Global Tips for Effective Communication 

Appendix C – VOYCE Global User Guide 

Appendix D – VOYCE List of Languages 

Appendix E – VOYCE Appointment Request Tip Sheet 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://laws-lois.justice.gc.ca/eng/acts/C-18.7/
https://www.ontario.ca/laws/statute/90h19
https://www.ontario.ca/laws/statute/90h19#BK2
https://www.ontario.ca/laws/statute/04p03
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Appendix A – Preferred Language Selection Sheet 
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Appendix A Cont’d – Preferred Language Selection Sheet 
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Appendix B – VOYCE Global Tips for Effective Communication 
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Appendix B Cont’d – VOYCE Global Tips for Effective Communication 
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Appendix C – VOYCE Global User Guide 
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Appendix D – VOYCE List of Languages 
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Appendix D Cont’d – VOYCE List of Languages 
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Appendix E – VOYCE Appointment Request Tip Sheet 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


