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Virtual Participants
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About Us \'
e Sl

 Vision: A Just and Healthy Community

CENTER

* 31,000 patients/year
* Over 100 providers

* Serve 57 languages YTD22

e Large Immigrant, Refugee, Non-English-
speaking population.

* 45% patients served in language other than
English

* Top Langua%es: Spanish, Portuguese, Khmer,

Swahili, Arabic

* Both in house staff interpreters & external
interpreter service




The Problem

* In-house interpreter
services underutilized

* Workflows complex and
time-consuming

* High cost for external
service




@ Cultural competency

Why in-house

Community knowledge

interpreters?

Health center familiarity
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Workflows to Request an Interpreter (2021)
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Interpreters

External
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Request
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requires number
interpreter
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Wait for
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be available

Interpreter
call provider




“discouraging to see the queue
with no expected wait time”

“long wait times due to

Feed back logistical issues that negatively
affected patients and providers”

“Sometimes the staff takes a
long time to find an interpreter or
there is not an interpreter available.”



How can we make
this process

easier?

J Simplify workflow

J Encourage best
practices

J Apply technology
(JEngage partnerships




Spanish Specific Fhone #

Solution:
Interpreter Call
Tree

Simultaneows Ring to All Spanish
Interpreters

v v ¥

Spanish Interpreter 1 Spanish Interpreter 2 Spanish Interpreter 3
{in house) {im house) (in housz]

If o in house interpreters answer

outside Vendor spanish #




Optimized Workflow to
Request Interpreter (2022)

From 12 Clicks to <4 clicks

al Verizon LTE 4:18 PM

Interpreters
Arabic (978) 746
Dari (978) 746- . | d
- Pilot Expan
Kikuyu 978) 746 |
Other/ PI (833) 741 |
Pashto (978) 746-
Portuguese (978) 746—-
Spanish (978) 7&6—-
Swahili (978) 746
Urdu (978) 746—-
+ Add Interpreter
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In-House Interpreter Productivity
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Impact on Patient

ACCGSS % Video Appointments by Language
80%
70%
e 3-way calls 60%
* Provider time 50%
* Training on telehealth 40%
system 30%
20%
10%
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English Spanish Portuguese Khmer
WmAug-Oct21 B Nov 21-lan 22 M Feb-Apr 22

May-Jul 22 W Aug-Oct 22 M Patient Population



New
Interpreter
Services
Workflow
Feedback

“allows everyone to make best use of their time”

“I can be in an out of different consult rooms within
seconds, and | have been able to push myself
to take on more patients in a day than ever!”

“I can’t think of a more efficient way to offer
interpretation than the new phone system”

“When one doesn't understand the language, they
give us an interpreter. They give us options.”



Lessons Learned

WORKFLOW  LISTEN & ACT  PARTNERSHIPS  PERSISTENCE




Questions
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