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Guide to using Language Line
The council has an agreement with Language Line which provides telephone translation services.  Language Line can also provide text translations. We do not use Language Line for Face to Face appointments as we do not have a contract for this, please see (link to other services) for arranging a Face to Face appointment. Phone Interpreting is available 24 hours 7 days a week. 
This service is available for all staff to use and should be used for:
· all first point of contact enquiries where a person is unable to communicate effectively in English.
· gathering information from a person to book an interpreter
· arranging an appointment
· emergencies where it would take too long to get an interpreter
Language Line offers interpreters in over 100 languages and provides an instant means of communicating with a customer, helping to establish the nature of their enquiry or to communicate essential information.
Telephone interpreting services open up communication to customers and are easily accessed usually by showing the member of the public a card and asking them to point to the language required using the langauge poster provided. A telephone call is then made to the service provider quoting the user ID reference which can be provided by your Resource representative or by contacting equalities@soutlanarkshire.gov.uk. Interpreting is provided by passing the telephone handset between the customer and the member of staff. This service can also be used via a mobile phone.
Language Line charges on a per minute basis, so it is important to be organised before calling. The call starts as soon as you begin a call, this can include £1.00 if you are under a minute. Please be aware of this as we will not be providing credit notes for these any longer.
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· Before accessing Language Line Services you will need your Resource’s unique, confidential ID number, if you are unsure of this number please speak to your line manager.
· Phone 0845 310 9900 (local rate number) and select option 1
· The operator will ask you for your:
· ID code
· organisation name (and department where appropriate)
· your initial and surname
· your line manager’s initial and surename
· required language (say if you require a specific interpreter; this might be for continuity)
· customer’s location i.e. with you
· The operator will connect you to a trained interpreter; this usually takes about 30 seconds.
· Once connected to an interpreter:
· note the interpreter’s ID code.
· You must now fill in the translation proforma sheet here and send to equalities@soutlanarkshire.gov.uk once your call is complete. ( Add proforma sheet and example sheet to intranet for employee access?)
· introduce yourself;
· brief the interpreter; 
· say what phone you are using e.g. single/dual handset, speakerphone, mobile
· ask the interpreter to introduce you and themselves to your customer,
· give the interpreter your first question or statement
· Give the interpreter time to interpret between you and your customer.
· Continue the conversation.
· Let your customer and the interpreter know when you have finished and end the call.
[bookmark: _Toc475520132][bookmark: _Toc19537363]Making outgoing customer calls
· The operator will connect you to an interpreter, then conference your customer into the call.
· Have your customer’s name and telephone number ready.
· Follow steps 1 and 2 for ‘when your customer is with you’, but advise the operator your customer is not with you.
· Give the operator your customer’s name and telephone number.
· The operator will connect you to a trained interpreter; this usually takes about 30 seconds.
Once connected to an interpreter:
· note the interpreter’s ID code.
· brief the interpreter; 
· explain the operator is phoning your customer.
· ask the interpreter to introduce you and themselves to your customer,
· give the interpreter your first question or statement.
· The operator introduces your customer into the call: the interpreter proceeds as you directed above.
· Give the interpreter time to interpret between you and your customer.
· Continue the conversation.
Let your customer and the interpreter know when you have finished
You must now fill in the translation proforma sheet here (link) and send to equalities@southlanarkshire.gov.uk – ( Add proforma sheet and example sheet to intranet for employee access?)
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If you have conference facilities
· Put your customer on hold using your organisation’s conference call facilities (try to obtain your customer’s telephone number in case they hang up while on hold).
· Follow steps 1 and 2 for ‘when your customer is with you’. Tell the operator your customer is on hold.
· Brief the interpreter, then conference your customer into the call.
If you don’t have conference facilities
· Note your customer’s telephone number, language and, ideally, name.
· Assure your customer that you will call back shortly with an interpreter.
· Following the procedures for making outgoing calls. 
[bookmark: _Toc475520129][bookmark: _Toc19537360]Where can I find more information?
If you require further help and assistance your resource Equality representative, Diversity Liasion Officer or the equalities team who will be able to assist. Or for further details and information on using interpretation and translation services please refer to interpretation and translation information guides.













If you need this information in another language or format, please contact us to discuss how we can best meet your needs. Phone 0303 123 1015 or email equalities@southlanarkshire.gov.uk
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