CORONA
REGIONAL

MEDICAL CENTER

Hospital Policy and Procedure

Section:  Rights and Responsibilities of | Policy No: 1500
the Individual Date Issued: 10/05
Title: Interpretation Services Date Reviewed: 08/10, 02/11,04/12

Date Revised: 11/05, 08/069, 04/08,
07/08, 07/09, 10/09, 2/12

. Scope:
Corona Regional Medical Center
1. Purpose:

To ensure that all patients, patient’s representatives and family members, including the hearing
impaired are provided language interpreter services.

. Policy:

Upon identification there is a an individual has limited communication barrier or the patient has
limited English proficiency , reasonable arrangements shall be made for interpretation services to
ensure adequate communications. Individuals are informed that the services of qualified
interpreter are available to him/her at no additional charge. These services are posted on signs
throughout the facility. The utilization of any translation services should be documented
appropriately.

IV. Procedure:
Interpretation Services

1. Video Remote Interpreting

a. Laptops are used to access interpreters remotely. A laptop is located in the House
Supervisor Office on the Main Campus.

2. Employees as Interpreters

The Human Resources Department maintains a list of Hospital Staff who are competent to
provide interpreter services for our non-English speaking patients, clients and family
members. This list is located on the Directors Drive and printed for posting in the House
Supervisors’ office.

a) Only those employees who are fluent in both English and Spanish or another
language who can accurately speak, and readily interpret in Spanish or another
language and English, and who have passed a competency assessment, will be
allowed to provide such services.

b) These employees will provide this service in their working area; they will only be
expected to go to other departments with approval of their supervisor.
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c) The PBX Operator can assist in locating interpretation assistance by contacting one of
the individuals on the list.

Phone Interpreters

a) Staff can access a qualified interpreter using as telephone based interpreter services
A live interpreter is accessed 24/7.

b) Telephones are located in patient care areas on Main and Magnolia campuses for
staff use.

Sign Language

a) Language Services. The telephone number: (877) 274-9745 then enter facility code #
4508267

b) Please notify Human Resources of services ordered and rendered with the date and
time of services and the name of the patient (form attached)

c) Sign Language Interpreters are also available on laptops via video remote interpreter
services.

Hearing Impaired

A telephone for hearing impaired individuals (T.D.D. phone) is located in the Emergency
Room to access service call 1-800-735-2929.

The House Supervisor at the Main Campus will coordinate use of the T.D.D. phone for Rehab
Hospital Staff.

Use of a communication board or a willing family member may help with communication.
Procedure:

a) All hearing impaired patients will receive a copy of Notice to Deaf and Hearing-
Impaired patients as part of the admitting packet (attachment A). This notice
should be placed in the patient's medical record.

b) Hearing impaired patients will be provided with blank paper and pen at bedside.

c) All staff (nursing and clinical ancillary departments) needs to be well versed on
alternative communication methods and location of auxiliary aids.

Visually Impaired

CRMC staff will communicate the content of written materials concerning benefits, services,
waiver of rights, and consent to treat forms by reading them out loud to visually impaired
persons.

Persons who are uncomfortable with staff members reading documents to them may have a
friend or family member complete this task, as long as an employee remains at the patient’s
side and is available to answer all questions.

Patients Who Lack the Ability to Use A Standard Call Light

a. The “Soft Touch Call Light System” will be provided to the patient. This is an air activated
geriatric call cord.

Page 2 of 11



VL.

These call lights are available through the Engineering Department, and are to be returned to
that department when the patient has been discharged. The Engineering work order process
is used to notify the Engineering Department.

8. Speech Impairments

1. The patient will be provided with pen and paper at the bedside.
Documentation of Language and/or Communication Assistance

References:

Attachments:

1. Telephone Interpreter Instructions
2. Video Remote Interpreter via laptop instructions
3. Notice to Deaf and Hearing Impaired Patients Form

Page 3 of 11



= b v b

CALL TOLL FREE 1-877-274-9745

=" When prompted, please enter your 7 digit access code:

=" When greeted by a coordinator please provide your:
1. Department/Unit
2. Calier's Last Name and First Name
3. Medical Record Number
=" Request the language that you need assistance with.
=" Hold momentarily while your interpreter is connected.

=" The coordinator will inform you that the interpreter is now “on the line”, and give you the
interpreter’s ID number.

=" Explain the objective of the call to the interpreter. Then proceed by speaking directly to the
non-English speaker in the first person.
Example: "What is your name?” NOT “Ask her what her name is.”

=" Upon completion of the call, all parties shouid simply hang up. Your time will be
automatically recorded.

B Langusge Services & INTERPRETALK® IRl 4508267

1% 001880 ¢ @ @ hiterpreting by telephone
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IF YOU NEED AN INTERPRETER, PLEASE POINT TO YOUR LANGU

Albanian: Shqip

Nése keni nevojé pér pérkthyes, tregoni gjuhén tuaj.

Armenian: Zujkpki

b[ﬂh l}lllf IDlllllqlilllﬁlléll lllllllllf lllﬁl‘if, }Uﬁll]lllllr liﬁf l[lulllﬁ[llﬁchl dlill ll’qullﬁ:

Cambodian: fgs
tﬁﬁﬁ'imﬂﬁﬁjimrgﬁﬁﬁELﬁ B EEHAITS MSMANIUNIgs
Dutch: Nederlands

Als u een tolk nodig hebt, wijs dan uw taal aan.

Finnish: Suomi
Jos tarvitset tulkin, osoita haluamaasi kielivalintaa.

German: Deutsch

Bitte zeigen Sie auf Ihre Sprache, wenn Sie einen Dolmetscher brauchen.

Gujarati: %A

B dAR @UNdRSAl 22 SlU dl dald etnl drs <AL
Hebrew: nmay

.027Y NOWN 2V WRaND [naINNYT 0'PIZT 021N OX

Hmong: Hmoob

Yog koj xav tau tus neeg pes lus, taw tes rau koj yam lus.

Ibo: Ibo

Oburu na ichora onye nkowa okwu, tuo aka na asusu gi

Japanese: HA&E

BEREBBLDES MEREZBZIBURLTESL,

Lagtian: : a#19g9290 L. ‘

nadieIninanduagacs 398 8wagaiiniadeqna

Norwegian: Norsk

Pek pa ditt sprak hvis du trenger hjelp av en oversetter,
Portuguese: Portugués

Se precisa de um intérprete aponte para o nome da lingua que fala.
Romanian: Romana

Daca aveti nevoie de un interpret, va rugam indicati catre limba vorbita
Serbian: Cpncku

Axo Bam je notpeban nperogunal, osHauute Baiu jesuk.

Spanish: Espariol

Si necesita un intérprete, sefiale su idioma.

Tagalog: Tagalog

Kung kailangan ninyo ng interpreter o tagasalin, ituro ang inyong wika.
Thai; Tng . . .

WINVIUAINIFAT NFAUNTNNHIBAINU

Yiddish: ermr

IRIOYW WK [X DAMY YU PWOYNTRT R 'R )T 004 IR 1R

Simplified Chinese

Cantonese BiE B
Chaochow BN E FHMEE
Fukienese BEE BEF
Fuzhou BMAE BMEE
Mandarin LEiE G
Shanghai g LiERE
Taiwanese ABE =
Toishanese B BIlEE
Ning Po TR ek

MREFEER , BEALNES,

g :Arabic
Dslball &2l J] 51 oz ke J) dole § oS 13]
Bosnian: Bosanski
Ako vam je portreban prevodilac, oznagite vas jezik.

Croatian: Hrvatski
Ako vam je potreban prevodilac, oznagite vas jezik.

&8 :Farsi

20 O 1) 393 L) CeiSil b L) wls i) gorie 4y S
French: Francais
Si vous avez besoin d'un interpréte, indiquez votre langue.
Greek: EAANvIKaG
Edv xpeaiadeate dieppnvea, Tapakal Sei€te T yAwooa oac.
Haitian Creole: Kreyol Ayisyen
Si w bezwen yon entéprét, montre ki lang ou pale.
Hindi: =&
Tfe I B AR AFAEE T ATTLTBaT &1, A ST A AT AR FIRT B |
Hungarian: Magyar
Ha tolméacsra van sziiksége, mutasson anyanyelvére.
ltalian: ltaliano
Se avete bisogno di un interprete, puntate alla vostra lingua.
Korean: &= 01
SoiAHIATL E2 s 2H0{E M5t AAS.
Latvian: LatvieSu
Ja Jums ir vajadzigs tulks, lidzu, noradiet JOsu valodu.
Polish: Polski
Jesli potrzebujg Panstwo ttumacza, prosze wskazaé na swoj jezyk.
Punjabi: st
" 3% R gt ¥ w7 3. 37 faour 9@’ w3 Tm HAZ @l
Russian: Pycckui
Ecrin Bam HyxeH nepeBofuuK, YKaxuTe CBOI A3bIK.
Somali; Soomaali
Hadaad u baahan tahay qof kuu turjuma, tilmaamo lugadaada.
Swedish: Svenska
Om du behéver tolk, var god peka pa ditt sprak.
Tamil: g6p
GuomfQuuin) Comatuammed sHusala G GBI 8.
Vietnamese: Tiéng Viét
Né&u can thdng dich vién xin hay chi vao ngdn nglr cha quy vi.
Yoruba: Ede Yoruba
Ti o ba nilo ogbufo, jowo toka si ede re

Traditional Chinese

" Language Services

RETALK®

MRAETRRR , BEQEWES.



“One Moment Please” Tool

T

£ % o B e w P 88 .

Language:
Albanian:
Arabic:
Chinese:
French:
German;
Gujarati:
Haitian Creole:
Hindi:
ltalian:
Japanese:
Korean:
Polish:
Portuguese:
Russian:
Spanish:
Swahili:
Tamil:

Vietnamese:

http://www.LSAweb.com

Written in Language

Nje minuté ju lutem.

Al e 4880
RirAE it

Un moment s'il vous plait.

Einen Moment bitfe.

3 ©

HeR0{LAL
Tanpri fann von 1 moman.
HTA] T U T B

Un momento per favore.
D BRELEEN,

LR aEdi= =R B
Moment, prosze.

Um momento, por favor.

MoaoxamTe, NOXAAYHCTA.

Un momento por favor.
Subiri kidogo
swey Gleligl sp@ BHIdlLb

Xin ché mét chit

53 s U YA

teen Common Languages

Phonetic Pronunciation

nee-yeh mee-noo-teh you loo-tem

dakika meen fahdlock (masculine)
dakika meen fahdiick (feminine)

ching show hoe

uhn moe-mon seal-voo-play
eye-nen moment bee-teh
meherbani kariné ek pul thobso
tan-pree tan yaw tee moe-maw
kreepya ek pal prateeksha karen
oon moe-mento pair fah-vore-ay
shosho omachi kudasai
jam-kan ki-da-ri-se-yo

moment prosheh

um moe-mento, poor fah-vor
padazhdite, pazhalusta

oon moe-mento poor fah-vor
soo-bee-re key-dough-go
dye-ya-vu seydu oru nimi-dom

sin char moe-chew

JINTERPRETALK®

== Language Services

LX) @ interpreting by telephone
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B Language Services
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LSA VRI Guide

Log onto the LSA website at
hitp//www.L SAweb.com/login.php

Click Client Login - Video Remote Interpreting (VRI)

Sign in with your username and password
Username: CRMC
Password: CRMC

Click on the VIDEO REMOTE INTERPRETING link

INTERPRETRAC > VIDED REMOTE INTERPRETING
“W 4 Next, enter the approprlate mformatlon in the
. fields displayed and click C

\ek.::mh tothe axdec remote |merp(ennq service provided by LSA Piease anter the following information
T —— |
C,:“et‘s Hﬂm& { R “ i
i _— -
ﬁ Languags U_mﬂncsn Slgn Lany Language
|
t

——————— |
T T N e W T RSl o e
455 Business Center Drive - Sui .

Suite 100 ¢ Horsham, PA 19044 = 800.305.9673 * www..SAweb.com

S INTERPRETALK®

® @ @ inicrpreting by telephone
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L1 : .
= Language Services LSA VRI Guide

asspciate s

Once connected, the “Configuration

and Status” window will appear *. I ——
Confirm the proper devices are i
selected for your system and click the ——— - S
App} ] _ Plartions BATS

ppiy button St

*This window appears automatically
the first time you use the application
or when you add or remove AV
hardware from the computer.

Next you will see the main LSA VRI
window. You are now connected to
an interpreter and may begin the
interpretation. See the last page of
this guide for a description of the
toolbar buttons.

Once the interpretation is complete,
click the Disconnact button at top right
to end the session.

Once the session has ended, INTERPRETRAC > VIDEQ REMOTE INTERPRETING
details of the interpretation are
automatically displayed. You may

aISO begin a new interpreta’[ion by L P 1o Service Start Service End Duration

. B s Artetican Siga Language 0000 04.18:42 PM 04:19:57 PM 00:00:14
i R ) o a2
clicking Start a new session.

The VRI call has ended.

Important Note - All technical issues and concerns should be reported to your internal IT help desk.

‘. f 2 -
455 Business Center Drive - Stiite 100 « Horsham, PA 19044 « 800,305.9673  www.LSAweb.com s INTERPRETALK == Language Services
UL Y0 Cciate s

® @ @ nterpreting by teiephone
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® : .
=. Language Services LSA VRI Guide

Toolbar Button Descriptions
Change screen layout (only functions with 3+ participants)
Full screen mode
Share an application window with other participants
Toggle among shared application windows
Turn on/off Self-view (the ability to see yourself), including Picture-in-Picture (PiP)
. Speaker volume-up/down and muted

Microphone volume-up/down and muted

Privacy (turns your camera off and on)
Dialpad for calls to legacy and voice (ielephone) endpoints (via VidyoGateway ™)

Configuration

o’ 1 2 -
455 Business Center Drive - Suite 100+ Horsham, PA 19044 « 800.305.9673 = www.LSAweb.com ¢ INTERPRETALK == language Service
susvuciatdy

® @ @ interpreting by telephone
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