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Guidelines for professional users

Of the interpreting facilities
I
What interpreting facilities are available at NERS

North of England Refugee Service has used sessional interpreters for over a decade. With the assistance of Comic Relief, we have set up a centralised register and booking system, operated from our Jesmond Office.

As a result, some 200 sessional interpreters for over 50 languages have been placed on the register.  This is not only used to provide interpreting services, but also to monitor and assist the interpreters to develop their skills.  This approach is designed to provide for today’s client needs and to improve tomorrow’s. The register is constantly updated and new interpreters are being added to reflect the changing linguistic needs of our clients. 

At the moment, interpreters for the following languages are available from the NERS’ register:

Afrikaans
, Albanian, Amharic, Arabic (Various), Assyrian, Azeri, Bembe, Bengali, Berber, Bulgarian, Czech, Dari, Dutch, Farsi, French (Various dialects), Fullah, Hebrew, Hindi, Kikongo, Kinyarwanda, Kirundi, Kurdish (various dialects), Lari, Latvian, Lingala, Lithuanian, Mandarin, Mirpuri, Ndebele, Pashto, Pashtu, Polish, Portugese (European, African and South American), Punjabi, Pushto, Pushtu, Romanian, Russian, Serbo-Croat, Shona, Sinhalese, Slovak, Soso, Spanish (European, African and South American), Swahili (Various), Tamil, Tigrinya, Turkish, Ukrainian, Urdu, Zulu
The service covers the whole area of the Northern Counties, including Cumbria Northumberland, Durham, Tyneside, Teesside and Wearside. Interpreters are willing to travel throughout the Northeast, regardless of their location of residence. This provides us with wider choice of interpreters to meet varied needs of professional users of our service.

II
How to book an interpreter 

All interpreters are sessional workers and are used when and as needed. It is therefore advisable to make the booking as much in advance as possible, and at least 48 hours in advance. Urgent bookings are possible in exceptional circumstances; however, the possibility of matching the needs of the client to the available interpreters as regards sex, age and/or other particulars of the interpreter is diminished.  

Please book through our office in Newcastle upon Tyne, on telephone number:

(Tel) 0191 245 7313.

Unless you already have one, the person taking the bookings will fax you a blank copy of our booking form which should be used on each occasion you require an interpreter. In the booking form you should indicate the following:

· date, time and venue of the interpreting session

· approximate length of the session

· nature of the session

· background information on the client

Please make sure that you indicate the exact dialect spoken by the client, where appropriate, and, in sensitive cases, the country where the client comes from (the same language might be spoken by different hostile nationalities).Once filled in, the booking form should be faxed back to our office for action:

(Fax) 0191 245 7314

NERS will confirm the booking of an interpreter by faxing the booking form back to you, with the indication ‘CONFIRMED’ on top of the form, providing the name of the interpreter to the professional user.

Cancellation of the interpreting session requires at least 24-hours notice.  If the professional user fails to provide the minimum notice period for cancellation, NERS will invoice the professional user for one hour of the interpreter’s work.

III
The interpreting session
Prior to the session, the professional user should determine whether briefing with the interpreter might be necessary. The needs for the briefing could be different, i.e.:

· to clarify cultural differences

· to explain specialised terminology which might prove difficult to translate into the second language

· to explain the course of the session as envisaged by the professional user

· to give the interpreter a possibility to raise any issues he/she might envisage occurring during the course of the interview.

The professional users should make sure the seating positions enable smooth three-way communication. The interpreter should be sitting either between the interlocutors, or in any other central position that would not hinder the audibility of the interpretation.

Once the client is in, the professional user should introduce him/herself and the interpreter. The eye contact should be maintained with the client, rather than with the interpreter and the whole length of the interview conducted in direct, first-person speech.

The client has the right to refuse the service of a particular interpreter without stating the reasons. The interpreter is to inform the professional user of this decision immediately and, if necessary, help rearrange the interview. 

III
Documentation
At the end of the session, the professional user will be asked to fill out the Interpreter’s Payment Form and the Interpreter’s Monitoring Form, which will form part of the invoice sent to them at a later stage by NERS. Please note that the start of the session will always be marked as booked by the professional user, even if the session was delayed due to no fault of the interpreter. 

The following parts have to be filled by the professional user:

· in Part 2: 

· Name of professional user, 

· Signature of professional user, 

· Name of organisation / business (i.e. name of surgery, firm of solicitors etc) – most organisations have their stamp with this information, 

· full name of the client and 

· the start and finish time of the session.

Please note that the address where the interpreting session takes place is rarely the invoicing address. Please indicate both clearly on the booking form.

The interpreter will take the payment form with them at the end of the session.

In the case of the client not turning up, the interpreter will be paid for the first hour of work and, if applicable, the travel expenses, providing he/she has attended the session in full compliance with the booking.

Should an occasion arise when the interpreter does not attend for the interpreting session, this should be reported to the Interpreting Service Co-ordinator at earliest possible convenience. The Co-ordinator will take all necessary measures to ensure this practice is not repeated.

IV
 Invoicing 

NERS will invoice the user of the service with the standard form, clearly indicating the dates and the times of the sessions in question. NERS expects the payments to be made no later than 28 days from the receipt date.

Our Current Prices are as follows:
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Hours

weekday

weekend

first hour

25.00

37.50

each next 15 min

6.50

9.50

first hour

37.50

44.00

each next 15 min

9.50

11.00

Charge for the user

8:00 - 18:00

18:00 - 08:00

Face-to-face interpreting


Please note that late cancellation (less than 24 hour notice) will be charged the minimum rate of £25.00. This also applies to the situations when the client does not turn up for the session. Please sign the ‘Interpreter’s Payment Form’ (a copy attached) to confirm the interpreter’s attendance in such cases.

V
Monitoring of the Service

In order to continually improve the Service, we monitor the performance of the interpreters and amend the practice accordingly. Your feedback is valuable to us, and for that purpose we have devised a ‘Monitoring Form for Users’ (a copy attached) to be filled out and returned to the Co-ordinator of the Interpreting Service when deemed necessary.
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Albanian, Amaharic, Arabic, Assyrian, Azeri, Bengali,Berber, Bosnian, Cantonese, Croatian, Czech, Dari, Farsi, French, Fullah, Hindi, Kikongo, Kurdish, Lingala,  Lithuanian,  Mandarin, Mirpuri, Pashtu, Polish, Portugese, Punjabi, Romanian, Russian, Serbian,Sinhalese, Slovak, Soso, Spanish, Swahili,Tamil, Tigrinya, Turkish, Ukrainian, Urdu.
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