[image: image1.jpg]


TIPS FOR USING TELEPHONE INTERPRETERS
1. Give the telephone interpreter context and do introductions.
· Get the interpreter’s name and/or ID number.
· Who are you and what is the goal of the discussion? 
· Is the client on the phone, present with a speaker or dual handset phone, or do you need the interpreter to conference call the client? 

· Introduce the client to the interpreter and explain the role of the interpreter.  

2. Be brief.   Organize yourself before the interpreter is on the phone so you can have a focused discussion.  You’re being charged by the minute!  Consider an in-person interpreter instead if the call may exceed 30 minutes.

3. Use your training on how to work with an interpreter.  
· Speak directly to the client using first person, speak clearly and in short sentences.  
· Speak in plain English and avoid legal jargon, slang, idioms and technical terms. 

· Pause after each sentence to allow for complete consecutive interpreting.  Instruct the client to pause for the interpreter as well. Remember, the client can’t see the interpreter.  

· Explain any terms that are location specific, many telephone interpreters are based in other states and may not understand local references. 

4. Supervise the interpreter during the session.  The quality and training of typical phone interpreters varies widely.  Although some amount of training can be expected with any paid phone interpreter, you are likely to encounter sloppy technique and inadequate language skills on some occasions.  
· Feel free to instruct the interpreter to speak in first person, interpret everything that is said, avoid side bar conversations, etc.  
· It is appropriate to interrupt exchanges between the client and the interpreter that are proceeding without your input.  

· If things are really bad, you can end the call with the interpreter and call back to request a different interpreter.
· Make a complaint in accordance with your program’s protocols immediately following the call if you encounter problems. Your organization should not be billed if the interpreter stepped out of their role or was not interpreting correctly. 

5. Test the client’s understanding indirectly.
· Ask if the client has any questions or has anything else to say.  
· Ask some open ended questions or use restatements to test the accuracy of the client’s understanding of what you said as well as the interpreter’s rendition of the client’s statements.  For example, “Let me describe the problem and please tell me if I have it right.”  “Please explain what steps you will take next.”  
· Avoid overly direct or leading questions like: “Do you understand?” 
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