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I. SCOPE 
 

Housewide for all hospital clinicians caring for patients and surrogate decision makers who are proficient (LEP). 

 

II. PURPOSE 
 

Palmdale Regional Medical Center (PRMC) understands the importance of effective communication between 

patients and their providers of care, treatment and services. Effective patient-provider communication is the right 

of every patient and necessary for patient safety.   

 

The purpose of this policy is to ensure that all Limited English Proficient (LEP) patients as well as their surrogate 

decision makers are provided a mechanism whereby they are able to understand their medical conditions and 

treatment options and receive quality care. 

 

III. DEFINITIONS  
 

A. Limited English Proficient (LEP) – A limited ability or inability to speak, read, write or understand the 

English language at a level that permits the person to interact effectively with health care providers. 

B. Interpretation by Telephone – A form of remote interpreting that offers the delivery of interpreter services 

through telephone technology. The interpreter is at a different physical location than the patient. Telephone 

interpreting allows for an audio connection between the patient, physician or other caregiver and interpreter. 

C. Video Remote Interpretation (VRI) - ASL and Spoken Language Video Interpretation:  Real-time video 

interpretation using state of the art technology for live, real-time interpretation.  These interpreters are 

medically certified to interpret any medical situation.  Wait time for a live interpreter is cut from hours into 

minutes.  These video units can be taken anywhere in the hospital 

D. Financial Number (FIN) – A number assigned to a patient that is specific to one encounter to the hospital. 

E. Talk To You (TTY) / Text Telephone Device (TTD) - A twenty-four (24) hour telecommunication device 

which can connect the caller to all extensions. 

 

IV. POLICY 

 

A. PRMC Respects the patient’s right to receive information in a manner he / she understands. 

B. LEP patients of PRMC and / or their surrogate decision-makers shall have services provided to them in their 

primary language or have interpreter services provided to them during the delivery of all significant 

healthcare services. 

C. Patients of PRMC and / or their surrogate decision-makers are informed and encouraged to participate in their 

treatment and plan of care. The basis for determining whether a barrier to communication exists is based upon 

the patient’s / family statement of need and / or the assessment of the healthcare provider. 
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D. In assessing whether a barrier exits, PRMC shall identify the patient’s oral and written communication needs 

including the patient’s preferred language for discussing health care. 

E. New employees of PRMC will be trained on this policy and the acquisition of interpreter services during their 

new hire orientation. Training on this policy and procedure for current PRMC will be incorporated into other 

ongoing trainings. 

F. The translation of written documentation into a language other than English will occur throughout he 

contracted language services provider. Translations from web sites or other institutions will not be adopted by 

PRM use without going through the contracted language service provider for translation. 

G. PRMC will inform the LEP patients that the availability of a qualified medical interpreter and / or language 

assistance is legally guaranteed, free of charge, and available within a reasonable time frame. 

H. IF the staff or the physician speaks the same language as the patient, no interpreter is necessary for social 

conversations, to conveying / receiving simple messages, or for basic questions and / or general instructions 

(i.e. instructing patient that you wish to bathe them, telling them the medicine is for treating their pain, etc.). 

Any interpretation that requires asking or giving detailed medical information and / or informed consent 

requires the use of a qualified medical interpreter available through the contracted language services provider. 

I. Language Line Services or VRI shall be used for all medical communication needs. Family members are 

discouraged from interpreting information other than basic conversational information. 

J. Should patients / surrogate decision-makers insist upon the use of a friend or family member to provide them 

with interpretation, PRMC personnel shall additionally have the patient sign a waiver stating that they wish to 

use their own interpretation and refuse the services offered.  PRMC personnel shall additionally procure one 

of the VRI units to ensure that the interpretation represents an accurate portrayal of the information conveyed 

to hospital staff and patients. 

K. Minor children and other patients will not be used to interpret medical information. 

L. PRMC provides access for LEP patients and their surrogate decision-makers in all clinical and support areas 

and this services is available during all hours of operation at no cost to the patient and / or family. 
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