
 
 
 
FOI REF: 21/372 
 
 
26th August 2021 
 
 
 
 
 
 
 

FREEDOM OF INFORMATION ACT 
 
I am responding to your request for information under the Freedom of Information Act.  
The answers to your specific questions are as follows: 
 
We would be very grateful if you could help by providing the following information, 
under the provisions of the Freedom of Information Act (2000):  
  
1. Please confirm your Trust’s overall spending on Translation and Interpreting 

Services, for each of the financial years: 
 

a. 2018-19 
 
b. 2019-2020 
 
c. 2020-2021 
 
Please see the table below for the financial spend on Translation and Interpreting 
Services for the years requested, broken down by face to face, Translation and Video 
and Telephone: 
 

 
2018/19 2019/20 2020/21 Grand Total 

Face to Face 
            

35,469.48   61,237.47   23,557.00   120,263.95  

Absolute Interpreting Ltd 
 

26,174.96     5,822.82     31,997.78  

BSL Link For Communication Ltd 
            

35,188.68   35,062.51   17,734.18     87,985.37  

Vandu Language Services Ltd 
                

280.80  0 0         280.80  

Translation 
              
2,854.22     4,626.05     5,665.57     13,145.84  

Translation Empire Limited 
              
2,854.22     4,626.05     5,665.57     13,145.84  

Video & Telephone 
              
8,118.95   18,930.19   31,085.41     58,134.55  

Languageline Solutions 
              
8,118.95   18,930.19   31,085.41     58,134.55  

Grand Total 
            

46,442.65   84,793.71   60,307.98   191,544.34  
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2. If available, for the financial years specified in Question 1, please provide a 

breakdown of:  
 

a. Total spend on written translation  
 
b. Total spend on telephone interpreting 
 
c. Total spend on video interpreting 
 
d. Total spend on in-person/face to face interpreting (i.e. pre-booked 

consultations)  
 
e. Breakdown of spending between inpatient vs outpatient services  

 
 Please see the table in question 1 and note that we do not hold this information 

broken down by inpatient vs outpatient services. 
 
3. If available, please provide a breakdown of the:  
 

a. Total number of in-person/face to face interpreting sessions booked 
(break down by language, specialty, and clinical area)  

 
 Please see the attached document. 
 
b. Please confirm what is the current process for clinical or administrative 

staff to book: 
 

i. An in-person / face to face interpreting consultation  
 
 Staff complete an online form via the extranet which is then sent to the 

Equality Department. 
 
ii. A telephone interpreting session 
 
 No pre-booking required – staff call the company direct when an 

interpreter is required. 
 
iii. A video interpreting session  
 (for example, via Intranet, digital / app based, phone call) 
 
 For the Attend Anywhere video appointments, staff completes the extranet 

booking form as they would for a face to face interpreter.  For instant video 
interpreting at a hospital appointment, an app is used. 

  
4. Do you employ your own in-house / face-face interpreters? If yes: 
 
 No. 
 

a. How many interpreters do you have on payroll (breakdown by substantive 
and bank)?  

 
 Not applicable. 
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b. What languages do they cover?  
 
 Not applicable. 
 
c. What is the hourly pay for in-house interpreters  
 
 Not applicable. 

  
5. Do you outsource interpreting services to an external provider? If yes:  
 
 Yes. 
 

a. Which provider(s) do you currently use? 
 
 Foreign language face to face and video link interpreters - Absolute. 
 
 Telephone interpreting and ipad video (‘interpreter on wheels’) – Language 

Line. 
 
 British Sign Language face to face and video link interpreters – BSL Link 4 

Communication. 
 
b. Are you able to provide approximate fee / interpreting session for: 
 

i. In-person/face to face interpreting 
 
ii. Telephone interpreting 
 
iii. Video interpreting  
 
Whilst the Trust holds the information requested, it is applying a Section 43(2) 
exemption in relation to this part of the request as the release of the information 
is likely to prejudice its commercial interests. 
 
In applying the exemption consideration has been given to the public interest in 
enabling scrutiny of public sector decision making and the general public 
interest in accountability and transparency.   
 
In this instance, we consider that the public interest in withholding the 
information is greater than the public interest in disclosing the information. 
 

6. If you outsource the provision of interpreting services to an external provider, 
could you please confirm:  

 
a. Whether the provider was contracted via a national framework? If so, 

which one?  
 
 No. 
 
b. When does the current contract expire?  
 
 2023. 
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c. Is there is an exclusivity clause, which would prevent the trust from 

piloting additional / complementary interpreting services during the 
duration of your contract with your existing provider? 

 
 Yes. 

  
7. From which budget within your organisation are interpreting services funded? 

Which staff member/role is responsible for signing off that budget?  
 
 Interpreting Services are funded through the Strategy Department. Responsibility is 

the Equality, Diversity & Inclusion Lead (EDI), who is currently Pollymarch Mather. 
 

a. Which stakeholders are involved in the decision concerning contracting 
of interpreting services (no need to provide actual names – please only 
provide role and/or job titles)  

 
 EDI Lead, Director of Strategy, Procurement and Finance. 
  

8. If available, could you please provide the following information for the financial 
years 2018-19, 2019-20, 2020-21:  

 
a. Anonymised list of procedures cancelled due to lack of interpreter for key 

stages (for example Consent process), including date when procedure 
was due and date when it was rescheduled (alternatively, if unable to 
adequately anonymise, would you be able to provide us with the 1) total 
count of procedures that had to be cancelled 2) average delay until 
procedure rescheduled 3) break down by specialty (if possible) 

 
  Procedures Average  
  Cancelled Delay 
 
 2018/19 0 0 
 2019/20 8 20 
 2020/21 7 22 
 
b. Anonymised list of outpatient appointments cancelled due to lack of 

interpreter, including date when procedure was due and date when it was 
rescheduled (alternatively, if unable to adequately anonymise, would you 
be able to provide us with the 1) total count of procedures that had to be 
cancelled 2) average delay until procedure rescheduled 3) break down by 
specialty (if possible) 

 
 Please see above. 
 
c. Total number of incidents where one of the contributing factors was 

language barrier  
 
2018/19 18 
2019/20 16 
2020/21 6 
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 The above are numbers of incidents reported on Datix, however we do not 

know if these numbers will correlate with the responses for questions 8a and b 
(cancellation of procedures and appointments) as they would be dependent on 
staff reporting them as incidents. 

 
d. Total number of complaints where one of the contributing factors was 

language barrier  
 

2018/19 0 
2019/20 4 
2020/21 2 

  
9. What is your hospital’s policy on allowing multilingual clinicians or 

administrative staff to perform ad-hoc interpreting for patients?  
 

a. Is this  
 
 1)  not officially allowed  
 
 2)  allowed in exceptional circumstances    
 
 3)  encouraged (alternatively please attach any relevant policies and we 

will review these ourselves) 
 
10. If we would like to engage in conversation with a member of staff in your 

organisation to discuss the innovation we propose to develop, who would be 
the most suitable person to approach? 

 
  Pollymarch Mather, EDI Lead. 
 
If I can be of any further assistance, please do not hesitate to contact me. 
 
Should you be dissatisfied with the Trust’s response to your request, please write to the 
Freedom of Information Department (esh-tr.foi@nhs.net), quoting the above reference. 
 
Yours sincerely 
 
 
 
 
 
Linda Thornhill (Mrs) 
Corporate Governance Manager 
esh-tr.foi@nhs.net  

mailto:esh-tr.foi@nhs.net
mailto:esh-tr.foi@nhs.net


Language 2018/19 2019/20 2020/21

Albanian 26 8 -

Arabic 85 92 -

Bengali 20 18 -

British Sign 214 195 40

Bulgarian 9 10 -

Cantonese 19 6 -

Czech 14 - -

Farsi 20 27 -

Hungarian 6 - -

Italian 6 5 -

Kurdish/Sorani 13 20 -

Lithuanian 14 - -

Mandarin 51 17 -

Polish 58 25 -

Portuguese 37 19 -

Romanian 22 15 -

Russian 33 11 -

Slovak 5 10 -

Spanish 34 9 -

Tamil 5 - -

Thai 5 - -

Turkish 45 20 -

Vietnamese 17 7 -

Other 27 31 2

Number of Face to Face Interpreting Sessions
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Department 2018/19 2019/20 2020/21

AAU - 1 -

Anaesthetics 3 1 -

Audiology 19 23 1

Bladder & Bowel 1 - -

Breast Services 9 - -

Cardiology 20 12 -

Complaints - - 1

Critical Care 3 1 -

Dermatology 5 - 8

Diabetes & Endocrinology 5 1 -

Endoscopy 42 26 3

ENT 12 3 -

Gastroenterology 24 5 -

Gynaecology 39 20 -

Haematology 3 - -

Health Visiting 42 40 1

HR 4 - -

iMSK 12 3 -

Maternity 109 78 14

Maxillofacial 23 30 -

Neurology 6 3 -

Nutrition & Dietetics 8 19 -

Occupational Therapy 1 7 -

Oncology 28 61 1

Ophthalmology 17 15 3

Outpatients 89 76 -

Paediatrics 68 46 -

Pathology 1 - -

Physiotherapy 42 25 -

Podiatry 4 7 2

Radiology 25 22 2

Respiratory 1 2 -

Rheumatology 5 - -

Sexual Health - - 1

Speech Therapy 3 - -

Stroke 3 1 -

T&O 42 1 1

Urology 67 16 4

Number of Face to Face Interpreting Sessions
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