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FOREWORD

Over the past few years, the NCCRI has been involved in working with Government bodies
to improve services to members of minority ethnic groups. This work has ranged from
involvement in drafting the National Action Plan Against Racism (2005-2008) (NPAR)
and in contributing to intercultural strategies arising from commitments in the NPAR,
such as the Health Services Executive’s National Intercultural Health Strategy 2007-2012;
to managing cross-border research on improving services to minority ethnic groups in
Ireland, Scotland and Northern Ireland.' Throughout this work, a recurring theme has
been the need for professional, accurate, high quality interpreting and translating services
for people with low proficiency in English; this was confirmed in the NCCRI Advocacy
Paper Interpreting, Translation and Public Bodies in Ireland: The Need for Policy and Training
in 2007.

Many migrants to Ireland speak some English or attend English language classes; however,
this does not necessarily mean they have sufficient English to interact effectively with
Government bodies; this is particularly true in stressful and critical situations, for example
in a health care or justice setting.

The increasing diversity in languages spoken in Ireland today means
that provision of interpreting and translating has become a pressing
need if people with low proficiency in English are to experience
equality of access and outcomes in their interaction with key
Government services such as health, justice, education and housing.

Recognising that there had been little research on the need for, and experiences of,
interpreting and translation services in Ireland to date, the NCCRI approached the Office
of the Minister for Integration seeking support for the current study. The Office recognised
the need for reflection on this issue and was supportive of the need for the research.
Similarly, a high level of interest and commitment was expressed by representatives from
key Government service providers, linguistic experts, NGOs, and minority ethnic groups
who were approached to join an Advisory Group for the project.  would like to take this
opportunity to thank all of those involved for their contribution to the project, (Advisory
Group members are listed at Appendix B of this report). I would also like to acknowledge
the valuable input made by the NCCRI’s Research and Policy Officer, Fiona McGaughey,

"Watt, P & McGaughey, F. (eds) (2006) Improving Government Service Delivery to Minority Ethnic Groups, NCCRI.
*Written by Mary Phelan from Dublin City University.
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who recognised the need for a focus on this area based on her experience of working with
NGOs and Government bodies in the anti-racism and refugee area in Australia and who
was instrumental in setting up the project.

The research finds that best practice international models for interpreting and translating
services indicate that certain minimal requirements should to be met in order to have a
coherent, high quality service for Government, including the existence of policies, standards,
and training, as well as promotion of services to end users. The absence of the foregoing in
the Irish context gives rise to a number of concerns, including variability in quality, a lack
of coherence across Government, gaps in service, a lack of professional advisory services,
alack of training, and poor pay and conditions of employment in the sector. All of these
impact on service quality and delivery.

A key recommendation from the research is the development of a national policy framework
for the provision of interpreting and translating services, to be developed in conjunction
with Government Service Providers and other stakeholders. It is also recommended that

a code of practice, accredited training (including anti-racism and intercultural training),
and standards be developed and that arrangements be put in place to develop a register

of accredited interpreters and translators which Government Service Providers can use

to source practitioners.

An encouraging finding from the research is that a key strength is Government service
providers’ openness and awareness of the needs of clients and adapting to their needs. The
NCCRI wishes to acknowledge and thank the Minister for Integration, Mr Conor Lenihan
TD, and senior officials within his Department, in particular Diarmuid Cole, John Haskins,
and Martina Glennon for supporting this initiative. The NCCRI is working with the Office
of the Minister and key stakeholders to actively follow up on key recommendations
within the report in order to improve equality of access and outcomes for people with
low proficiency in English in their interaction with key Government services such as
health, justice, education and housing.

Philip Watt
Director NCCRI
September 2008
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GLOSSARY OF TERMS

NCCRI:

RIA:
NPAR:
ITIA:
GSP:
CILT:
NGO:
I&T:

Interpreting:

National Consultative Committee on Racism and Interculturalism

Reception and Integration Agency (now part of the Office of the Minister for Integration)
National Action Plan Against Racism

Irish Translators and Interpreters Association

Government Service Provider

National Centre For Languages (UK)

Non-Governmental Organisation

Interpreting and Translating

Interpreting, is an activity that consists of establishing, either simultaneously or consecutively, oral or gestural
communications between two or more speakers who are not able to use the same set of symbols or language.

Interpreter:

the practitioner who orally translates for and between parties conversing in different languages. Interpreters
should convey all elements of meaning, and the intentions and feelings of the original, source language speaker.
The end result is an intermediate stage of spoken communication, which aims to allow target language listeners
to hear, perceive, and experience the message in a way that is as close as possible to the experience of those
who understand the original, source language.

There are different types of Interpreting:

* Face to Face Interpreting: All parties are present at the session. This type of interaction is essential for
some for situations.

* Consecutive Interpreting is when the interpreter translates or summarises (in total or in sections) after
each of the speakers’ contributions to a conversation. It is appropriate for one-to-one and small informal
group interpreting and requires no specialised equipment. It is a relatively slow process, since all
contributions to the conversation are repeated in real time.

* Telephone Interpreting: Telephone interpreting is useful for emergency situations and for setting up
appointments. It should not be used for counselling sessions or giving bad news.

* Relay Interpreting: In some cases it is impossible to locate an interpreter who speaks both English and
the required language. Therefore a bridge language is required.

* Simultaneous Interpreting is when the interpreter’s version is delivered almost at the same time as the
original source, with a delay only as long as it takes for the interpreter to digest the meaning of the source.

*  Whispered Simultaneous Interpreting: Is used particularly in legal cases where the interpreter
whispers the translation to the defendant.

* Sight Translation: The translation of a document by an interpreter; for example a patient could have
a document about medication which an interpreter would be asked to read into English.

* Community Interpreting: is provided face to face and / or over the phone in the spheres of health, law,
education, social and other government related services.



Translation:

Translation is an activity comprising the interpretation of the meaning of a text in one language — the source
text —and the production of a new, equivalent text in another language — called the target text, or the translation,
that communicates the same message.

* Literal translations follow very closely the grammatical and lexical forms of the source text language.

* Idiomatic translations are concerned with communicating the meaning of the source text using the
natural grammatical and lexical items of the receptor language.

*  Unduly free translations add to the source text or change certain information for a specific affect.

Translator:

The translator decodes the meaning of the source text and re-codes this meaning in the target language. In
order to decode the complete meaning of the source text, the translator must consciously and methodically
interpret and analyse all its features requiring a thorough knowledge of the grammar, semantics, syntax,
idioms and so forth, of the source language, as well as the culture of its speakers. The translator needs the
same in-depth knowledge to re-encode the meaning in the target language.

ix



EXECUTIVE SUMMARY

1. Overview of the Study

1.1 | Introduction

This is the executive summary of the report The
Development of Quality, Cost-effective Interpreting
and Translation Services for Government Service
Providers in Ireland. This report was prepared
jointly by FGS Consulting, CILT (the National
Centre for Languages in the UK), and Dr. Jacqueline
Turton of the University of Essex.

The research project was managed by the National
Consultative Committee on Racism and Intercul-
turalism (NCCRI) and funded by the Reception and
Integration Agency (RIA), as a result of recent policy
change in 2007, it should be noted that the main
functions of RIA are now part of the Office of the
Minister for Integration. The research was guided
by an Advisory Group drawn from key Government
departments and agencies, representatives from
non-governmental organisations (NGOs) and from
academic and professional bodies in the area of
interpreting and translation. A list of Advisory
Group members is presented in Appendix B.

Itis important to note that the provision of interpret-
ing and translation services is only one part of the
overall approach to integration in Ireland. The
provision of English language education and training
is another important part of Ireland’s overall policy
response. Around the time this study was
commissioned the Department of Education and
Science commissioned a separate review on the
development of a National English language training
policy and framework for legally-resident adult
immigrants.

1.2 | Specific Research Objectives

The Terms of Reference for this study set out
four overall research objectives as follows:

1. To map the current provision of interpreting
and translating services by Government service
providers in Ireland;

2. To identify aspects of current service provision
that work well or are unsatisfactory from the
perspective of service users and other stake-
holders (including availability of service, actual
levels of usage of service when provided,
reasons for non-usage where that occurs);

3. To describe models of ‘good practice’ based on
international review;

4. To develop preferred options for quality cost
effective interpreting and translating services
for Government service providers in Ireland,
taking into account the policy, structural and
financial dimensions of these options.

FGS Consulting delivered research objectives 1, 2 and
part of 3. The international case studies undertaken
in relation to Terms of Reference point 3 were
produced by CILT (the National Centre for Languages
in the UK), and by Dr. Jacqueline Turton of the
University of Essex. FGS Consulting, CILT and

Dr. Jacqueline Turton jointly developed research
objective Point 4.



EXECUTIVE SUMMARY

1. Overview of the Study

1.3 | Study Scope

Interpreting is the conversion of speech from one
language to another. For the purpose of this study it
does not include the various forms of sign languages
(this topic is dealt with by Comhairle —-now the
Citizens Information Board in the report Review
of Sign Language Interpretation Services and Service
Requirements in Ireland, 2006). In addition, this
study is focused on interpreting in English and
foreign languages and the scope of the study does
not include the Irish language.

Translation is the conversion of written texts from
one language to another. For purpose of this study
translation does not include Braille and other tactile
forms of writing. In addition, this study is focused
on translation of English and foreign languages and
the scope of the study does not include the Irish

language.

1.4 | Study Methodology

The key methods used during this study are

summarised below. More detailed discussions of our
methodology are provided in individual chapters as
relevant. The four key methods used are as follows:

Literature Review: As part of this study we under-
took an extensive review of Irish and international
literature. The methodology for the review of
literature is described in more detail in Chapter 6.

Consultations: As part of this study we undertook
demand side consultations with organisations and
people who use interpreting and translating services,
specifically Government service providers, NGOs
and representative bodies of people in need of these
services. We also undertook supply-side consultations
with stakeholders on the supply side, namely those
who supply interpreting and translation services

to the Government service providers. A range

of consultation methods were used, including

a standardised written questionnaire and a number
of face to face and telephone interviews. Our
methodology for consultations are discussed in more
detail in Chapter 3 and Appendix B lists people and
organisations consulted during the study.

Focus Groups: We undertook four focus groups
with members of minority ethnic groups who had
no English or a low proficiency in English. Focus
group participants were drawn from four countries
identified as likely to have the greatest number of
people living in Ireland with no English or low
proficiency in English. These were members of the
Polish community; members of the Lithuanian
community; members of the Latvian community;
and members of the Chinese community. Our
methodology for the focus groups is discussed in
detail in Chapter s.

Case Studies: We undertook a number of case
studies. The case studies were based on a review
of available literature and a series of telephone and
email consultations. Additional details on our
methodology are provided in Chapters 8, g and 10.

xi
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EXECUTIVE SUMMARY

1. Overview of the Study

1.5 | Report Structure

The remainder of this report is structured around the
key study issues and is divided into four parts as
shown below.

Part B: Background

Chapter 2 discusses the Legislative Provision and
the Policy context in Ireland. It also highlights some
key demand side issues and a number of supply side
issues. In addition, it briefly discusses some of the
key findings from previous Irish research in the area.

Part C: Provision of Interpreting and Translation
Services in Ireland

Chapter 3 presents our mapping of professional
interpreting and translation services provided by
key Government service providers. It also discusses
their experiences of provision, their views on key
strengths and weaknesses and their views on future
improvements.

Chapter 4 discusses the views of suppliers of inter-
preting and translation services to Government
service providers, their views on key strengths
and weaknesses along with their views on future
improvements.

Chapter 5 presents our findings on the experiences
of members of minority ethnic groups on using
interpreting and translation services along with
their views on future provision of interpreting and
translation services.

Part D: International Experiences of the
Provision of Interpreting and Translation
Services

Chapter 6 summarises the key findings from the
international literature on the experiences of
minority ethnic groups and of public service
providers of interpreting and translation services.

Chapter 7 presents key findings from the international
literature on country level interpreting and translation
policies and practices. It provides a discussion of
practices in Australia and Sweden and also provides
areview of the cross country ‘Aequitas’ research on
legal interpreting.

Chapters 8, 9 and 10 present three case studies
examining provision of interpreting and translation
provision in England, in the Netherlands and in
Northern Ireland.

Part E: Conclusions and Recommendations
for the Future

Chapter 11 presents the conclusions from this
review, and recommendations and proposals for
future options for the provision of interpreting
and translation services by Government Service
Providers (GSPs) in Ireland.



EXECUTIVE SUMMARY
2. Key Findings
2.1 | Part B: Background

2.1.1 | Legislation & Policy 2.1.2 | Demand Side Issues

There is some legislation around interpreting
and translation provision in Ireland arising from
obligations under: the European Convention on
Human Rights which must be adhered to with
regard to the legal process; The Refugee Act
1966; and more generally, the Equal Status Acts
2000-2004;

The National Action Plan Against Racism (NPAR)
aims to provide strategic direction to combat
racism and to develop a more inclusive and
intercultural society in Ireland. Interpreting and
translation services are related to the achievement
of Objective 3 of the NPAR which refers to
“Accommodating diversity in service provision”.
Other Government bodies are developing their
own intercultural strategies which are likely to
address the issue of interpreting and translating,
for example the Health Services Executive’s
National Intercultural Health Strategy 2007-2012;

There is no specific provision for the provision
of interpreting and translation services for
Government service providers in the Programme
for Government but there are references to
supporting those minorities with little or

no English, in the context of workers rights,
asylum and integration; and education policy;

The National Development Plan 2007-2013
does not have specific investment priorities
aimed at the provision of interpreting translation
and communication support services but

does provide for integration of migrants and
language support;

A number of previous reports in Ireland have
highlighted the barriers facing migrants as a
result of low-English proficiency and the gaps
in current interpreting and translation services.

There has been an unprecedented rise in the
number of people whose nationality is not Irish
now living in Ireland, up to 413,000 or 10% of
the population according to the last Census,
although the actual numbers are likely to be
higher. According to the 2006 Census, EU
countries accounted for 66% of the population
whose nationality was not Irish. The UK
accounted for 27% and three new EU member
states accounted for 21% (Poland with 15%,
Lithuania with 6% and Latvia with 3%). People
from Asia accounted for 11% of the population
whose nationality was not Irish, and Africa
accounted for 8%;

An estimated 200 languages are spoken in
Ireland;

There has been little research on the need for
and experiences of interpreting and translation
services. What has been done suggests lack of
interpreting and translation services is a barrier
and there are issues with aspects of current
service provision.

2.1.3 | Supply Side Issues

There are no written regulations or legislation
governing the industry; nor are there any
accreditations, standards, or qualifications;

The industry is characterised by a number of
professional agencies and large number of
freelance interpreters and translators. There are
no official figures on the numbers of interpreters
or translators operating in the market.

xiii



Xiv

EXECUTIVE SUMMARY

2. Key Findings

2.2 | Part C: Provision of Interpreting & Translation Services in Ireland

2.2.1 | Provision of interpreting &
translation services by Government
Service Providers (GSPs)

Key Findings

* Key areas of service provision were identified for
the purposes of this research — Moving to Ireland;
Engaging in the Labour Market; Accessing
Education; Interacting with the Justice System;
Accessing Health, Housing; and Emergency
services. The majority of GSPs in these areas did
not report providing professional interpreting
services on a systematic basis. Where it is
reported to us as being provided, it is primarily
in the area of immigration, policing and the
judiciary, and health;3

*  The majority of GSPs providing translated
materials were those organisations in the areas
of in immigration, asylum and justice. Almost
all of the GSPs identified under the heading
“Engaging in the Labour Market” reported
providing translated material. However, very
few of the other GSPs reported having translated
information available for non-English speaking
users of their services;

*  Asregards satisfaction with interpreting services,
the response was mixed. Some GSPs expressed
concern over quality, availability and costs
incurred when providing interpreting services
to clients. With translation provision, all GSPs
were either satisfied or very satisfied with the
translating services provided;

*  Akey issue of concern was that of the lack of
quality checking, or the means to do it;

*  The main problems faced when establishing
interpreting services in the organisation were
budgetary constraints; estimating the level
of service provision required; and persuading
frontline staff of the benefits. As regards
translation, most reported problems were to
do with time delays in getting work done;

A key strength is that GSPs are displaying an
openness and awareness of the needs of clients/
customers and adapting to their needs;

Outsourcing the provision of interpreting and
translation services was perceived to work well;

Key weaknesses identified were the absence of
a coherent overall policy; lack of quality control;
lack of appropriate training for staff; lack of
awareness; and costs and delays;

Changes for the future focussed on developing
a code of practice and accreditation standards
for professional interpreters and translators;
similarly, appropriate training for GSPs on
using languages services but also anti-racism
and intercultural training; learning from best
practice examples in other countries especially
vis-a-vis accreditation, qualifications, and
standards; performance and quality monitoring;
development of working group and establishing
an overall government policy.

2.2.2 | Views of stakeholders of

interpreting & translation
services to public service providers

Views of NGOs and Representative Groups on
Interpreting and Translation Services

NGOs felt that there are not enough professional
interpreting and translation services provided
by/for GSPs to help non-English speakers and
those with low English proficiency access public
services in Ireland. The impact of this lack of
availability in most cases limits and prevents
those with lowEnglish proficiency to benefit
fully from public services. There can be a high
use of children and friends, and especially where
limited services are available;

An absence of quality control; a lack of independ-
ent monitoring; and no measurable standard
or basis for selecting interpreters, are viewed as

s3It should be noted that not all GSPs provided responses to the questionnaires.
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2. Key Findings

key weaknesses. The approach of GSPs is poorly
coordinated, with over-reliance on outsourcing
to private suppliers;

* Theviews of NGOs on future changes focussed
on quality control; developing a measurable
standard or set criteria that interpreting and
translation staff/professionals must achieve
before being utilised by GSPs; designing
procedures and training for GSP staff that
engage with both clients and interpreting and
translation professionals;

* Having a more cohesive holistic approach across
the public service is needed as well as publicity
around availability and access to interpreting
and translation services, via information/
awareness campaigns through minority ethnic
groups and associations, and the media.

Views of Suppliers

* Thereisa mixed view on the tendering and
contracting process. It is seen as a key strength
by some suppliers and subject to criticism by
others as the tendering process can lead to
suppliers being chosen on the basis of cost
rather than ability to provide quality services;

*  GSPsare not fully aware of the limitations and
complexities of providing interpreting and
translation services, in terms of time and
availability of interpreters and translators
for rare languages and specialist areas;

*  GSPsare using interpreting services without
making any changes in the processes to
accommodate for that added service;

* Keyimprovements needed across the public
service provision of language services concern
quality control including introducing standards
and recognition of qualifications; changes in the
processes whereby GSPs engage with professional
interpreting and translation suppliers; and the
training of GSPs;

As regards the industry itself, the key strengths
are thatin Ireland it is a growing industry and
that there is access to a large potential pool of
interpreters and translators to work from;

Without relevant legislation or government bodies
taking responsibility for training, accreditation,
and evaluation; no binding industry standards
or best practice models exist and the overall lack
of standards and accreditation in the industry is
leading to poor quality work;

The work is poorly paid, and the attrition rate is
high. There is also a lack of appropriately trained
and qualified people working as interpreters
and translators;

There is a need for the design and delivery of
accredited training for interpreters and translators
and having formal standards in place would
prevent the contracting of companies and
individuals providing low quality service.

Commonality on:

The need for a cross-departmental collaborative
approach involving all stakeholders to devise a
policy framework;

The need for standards and accreditation and
devising a Code of Practice for interpreting and
translation professionals;

Need for training for interpreting and translation
professionals and for GSP front line staff engaging
with those with low English proficiency;
training should involve cultural competency.

XV
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2. Key Findings

2.2.3 | Views of Minority Ethnic Groups Key issues from the point of view of members
of minority ethnic groups with regard to the
future development of interpreting and

translation services are as follows:

Key findings from our focus groups are as
follows:

Language is a barrier for many members of
different minority ethnic groups when trying
to access public services. Barriers in accessing
services can arise due a complete lack of English
competency or due to limited English
competency. In the case of the latter technical
or specialised terminology is a particularly
acute barrier;

There is a high incidence of people with low
English proficiency using friends or family
members or making do by themselves when
trying to overcome language barriers;

There is low awareness of the right to and
availability of interpreting and translation
services. There is also a perception among
many of the participants that using professional
interpreting and translations services to help
them access and use public services would be
expensive for them#;

The service experience of those who used inter-
preting and translation services is mixed. Some
report good service and well translated material.
Some indicate they had no way of telling if the
service was good or not, while others could point
to poor and very poor quality of interpreting
services or translation of written material;

Cultural factors prevented some participants
reporting poor translation of materials. Therefore,
reliance on “customer feedback” alone as a means
to judge the quality of interpreting and translation
services is problematic.

Itis felt thatitis important to prioritise the key
public services where interpreting and translation
services are provided. Key priority areas include
health, justice (Garda, Courts etc), taxation, and
employment rights and conditions;

The need to ensure that interpreting and
translation services for key public services is
provided at no monetary cost to people who
need these services;

Participants indicated a need to use a range of
methods for the provision of interpreting services.
While face to face interpreting services were felt
to be preferable in most cases, it was also felt
that the availability of a dedicated telephone
service (in the case of emergencies or to assist

in routine queries) would be very helpful;

The importance of developing information and
awareness campaigns specifically targeted at
minority ethnic groups was widely stressed.

It was felt that information and awareness
campaigns need, in particular to explain the role
of the interpreter, convey the benefits of using an
interpreter and provide clear information on costs,
availability, how to access interpreting services
and on the availability of translated material,

Participants also stressed the importance of
ensuring that front line public service staff have
friendly and positive attitudes so that members
of minority groups are not discouraged from
using available services;

The need to think about the overall service process
and the role of interpreting and translation
services to assist in this process was stressed. In
particular, it was felt that interpreting and trans-
lation services should not be viewed as an “add on’
to key public services, but rather they should be
integrated into the service provision processes.

)

4#NOTE: not all public bodies provide interpreters and in some cases clients would have to provide and pay for their own
interpreter — for example in the Labour Court.

xvi
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2. Key Findings

2.3 | Part D: International Experiences of the Provision of Interpreting

& Translation Services

2.3.1 | Key findings from the

international literature

Key findings from the international literature
on the experiences of minority ethnic groups
and of public service providers of interpreting
and translation services are as follows:

There is a strong unmet need for interpreting and
translation services especially in health, housing,
asylum seeker support, and education. Across all
public services difficulties with language can be
a significant deterrent to members of minority
communities in their communication with
officialdom, in either the voluntary or state sector;

Provision of interpreting and translation tends
to focus on provider rather than user. There is
very little literature representing the service
user perspective. Even representative groups
can be more concerned with policy matters, so
often literature from them does not provide
direct access to the experiences, concerns and
interests of the groups they serve;

Users are not an homogenous group and their
diverse and individual requirements need to be
addressed in the provision of services;

Understanding the rationales for choosing
informal help rather than seeking professional
assistance can aid the tailoring of interpreting
and translation services more closely to users’
needs. For example, users can be reluctant to
engage with professionals because of feelings
of guilt, blaming themselves for the language
barrier. However, disadvantages and concerns
over the use of informal interpreters remain;

There is limited research on users’ views of
services but a range of issues have emerged
from the research. Also, users often prefer
informal interpreters because they are readily
available and do not require payment; the
user/can trust someone they already know
and they will have a history of shared under-
standings and obligations;

A number of delivery models for interpreting
and translation provision in public bodies exist
including: in-house services; outsourcing to
private sector or not-for-profit organisations;
partnership/shared resources; having a managed
database of providers; brokerage services; and
‘bring your own’ interpreter;

A useful distinction is between “high stakes”,
where the consequences of mis-communication
are very serious to “routine context” everyday
activities such as form filling; with professional
help more appropriate for the former and informal
more acceptable in relation to the latter;

Under use of available professional interpreting
and translation services when provided is
common across providers due to low levels

of awareness amongst people with low English
proficiency and difficulties in accessing
professional interpreters for those who know
how to access them. Often when information
isavailable, users need to have some knowledge
of English in order to seek interpreting assistance;

Difficulties in assessing the quality of professional
interpreting services in the public sector prevail
and much literature draws attention to the need
for standards, appropriate training and quality
control.
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2.3.2 | International literature on
country level interpreting &
translation policies & practices

AUSTRALIA - Key Findings

*  With regard to being an example of “best practice”,
Australia has quite clearly defined policies and
practices in place, through both the Federal, and
State and Territorial Governments, providing
language services to individuals with little or
no English language proficiency. The progress
towards having such a comprehensive policy
has been underway since the middle of the last
century;

* The state of Victoria has developed a framework
for the provision of language services with a
particular focus on enhanced access and continuing
quality improvement through the provision of
language services in the areas of: the supply and
quality of interpreters, including in regional areas
and emerging languages; client services through
awareness training for government agency staff;
data collection to enable reliable assessments of
need; and funding and purchasing administration
to improve the availability of interpreters;

* The Queensland Government Language
Services Policy represents a whole-of-Govern-
ment commitment to the development of
communication strategies to inform eligible
clients of services and their entitlements and how
they can obtain them. These strategies include
the engagement of professional interpreters in
circumstances where clients have difficulties
communicating in English;

* InNew South Wales (NSW), the Language
Services Division within the Community
Relations Commission for a Multicultural
NSW provides a wide range of interpreting
and translating services in over 75 community
languages. The main functions of the Language
Services Division are: to act as the principal
provider of interpreting for State Government
agencies, health interpreting services, and legal
interpreting services in NSW, providing services

to Courts, Legal Aid, Community Legal Centres,
the Director of Public Prosecutions and legal
practitioners; and to provide on-site interpreting
services to private organisations and individuals,
including personal documents, transcription

of tapes, technical and complex materials and
multilingual documents;

The Western Australian Government Language
Services Policy requires Government agencies to
develop policies, programmes and services that
are equally accessible to all Western Australians
and to implement strategies that are responsive
to their diverse clientele including people who
require assistance in English from the Indigenous
(Aboriginal and Torres Strait Islander) community
and people with impaired hearing. The Office of
Multicultural Interests provides advice to both the
Government and NGO sectors on issues relating
to this policy. The Language Services Policy is a
resource for Government agencies, introducing
strategies for more effective communication
with clients;

Training and accreditation for translation and
interpreting professionals in Australia is set
by the National Accreditation Authority for
Translation and Interpreting (NAATI). NAATI
accreditation is the only credential officially
accepted for the profession of translation and
interpreting in Australia. All government
translation and interpreting services require
translators and interpreters to be NAATI
accredited where possible;

The Translating and Interpreting Service (TIS)
which operates nationally, is the Commonwealth
Government language service provider and

is part of the Department of Immigration and
Citizenship (DIAC). The services offered by
TIS include: telephone interpreting and on-site
interpreting (face-to-face interpreting); an
automated telephone interpreter service
(ATIS); and a service suitable for clients with

a high interpreter need which is designed to
allow English speaking clients to access an
interpreter in 18 high demand languages without
assistance from a TIS Contact Centre operator.
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SWEDEN - Key Findings

*  The Swedish interpreter service started in the
late 1960’s when there was an influx of migrants.
State authorisation of community interpreters
has been in existence since 1976, and in 1978 a law
was established that any administrative branch
of the Government should provide interpreting
for those who needed it, leading to the establish-
ment of an organised profession with specific
functions and accreditation systems;

* Inthe1990’s the Interpreter Service in Sweden
was de-regulated leading to a number of private
service provides entering the market, and to
many municipal agencies being privatised, or
closed down. The number of interpreter service
agencies in Sweden is about 60; the majority,
40, are run by towns and municipalities, and
20 are privately owned;

o Itis estimated that there are 5,000 community
interpreters in Sweden, in over 100 working
languages. To provide interpreters in an acute
situation, an on-call service has been set up in the
largest municipalities. There are also a number
of agencies that offer remote interpreting by
telephone or video. Itis also estimated that every
day, 3,000 hours of interpreting are provided,
mainly in medical care and social welfare services.
The yearly cost of interpreting amounts to over
€45m, mainly financed by public funds;

* There are two types of interpreter training
programmes in Sweden, academic courses at
Swedish universities, and vocational training
courses at adult education centres and voluntary
educational associations. These are overseen
by the Institute for Interpreting and Translation
Studies at Stockholm University which is
responsible for all interpreter training in Sweden,
including community, conference and sign
language interpreting.

* The Legal, Financial and Administrative
Services Agency publish the God Tolksed (Good
Interpreting Practice). These rules are similar to

those for international conference interpreters:
only accept a commission one is competent for;
remain neutral and impartial; observe the
obligation to secrecy; strive to maintain and
develop one’s ability as an interpreter and
perform one’s commissions conscientiously
and accurately.

CROSS-COUNTRY LITERATURE -
the Aequitas Project on Legal Interpreting

The Aequitas project: This project concerned
the analysis of the provision of legal translators
and interpreters in the EU. Four member-states
participated in the project — the UK, Spain,
Denmark and Belgium — and the findings were
published in 2001 (Hertog, E., Ed, 2001, Aequitas:
Access to Justice across Language and Culture in
the EU, Antwerp, Lessius Hoogeschool);

Language Rights: Across all four countries
defendant have the right to use their own
language in criminal proceedings;

Costs: In both Belgium and Demark the cost of
interpreting is borne by state in criminal cases
but by the plaintiff or defendant in civil cases;

Lists of interpreters: Most of the countries
operated national, regional or local registers
of interpreters;

Quality Control: Quality control was generally
not very sophisticated.
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2.3.3| CASE STUDY 1:

Provision of interpreting &
translation provision in England

Overall Policy and Sector Wide Factors —
Key Findings

While England has a number of number of pieces
of domestic legislation and statutory instruments
relevant to the provision of interpreting and
translation services specific requirements are
particularly detailed under The Human Rights
Act1998 which incorporates the European
Convention on Human Rights of 1950 (ECHR)
into English law. Interpreting and translation is
essentially unregulated in England; however,
England has considerably more highly developed
standards and guidelines than Ireland and these
are discussed below;

England has had a National Register of Public
Service Interpreters (NRPSI) since 1994. The
NRPSI aims to provide public service organisa-
tions with access to a bank of appropriately
qualified and experienced interpreters, capable
of working in public service contexts such as
health, local government and the legal sector.
The NRPSI is maintained by NRPSI Ltd, a not
for profit subsidiary of the Chartered Institute
of Linguists, the UK’s largest professional body
for linguists. It is not mandatory for public bodies
to use the NRPSI, even within the criminal justice
system, but it is recommended good practice, to
which the majority of criminal justice system
agencies have voluntarily committed;

England has established National Occupational
Standards (NOS) in interpreting and translation.
CILT, the National Centre for Languages is the
UK’s Standards Setting Body for languages and
has since the 1990s developed and maintained
NOS in languages for the workplace, interpreting
and translation. These have been created in
collaboration with professional bodies,
practitioners and end-users, to provide up-to-date
definitions of competent performance, and

the skills and knowledge needed, as well as
accompanying information on the role of
the interpreter/translator and principles of
professional practice;

England has more highly developed education
and training routes than Ireland. Much of the
professional training in interpreting and
translation is provided by the Higher Education
sector, while the Chartered Institute of Linguists’
(IoL) Educational Trust’s Diploma in Translation
(DipTrans) and Diploma in Public Service
Interpreting (DPSI) are the most significant
alternatives to university Masters qualifications.
The DipTrans is a postgraduate-level qualification
regarded by many as the “gold standard” in
translation awards. However, although Lord
Justice Auld in 2001 recommended the central
funding of courses for interpreters, in particular
in the DPSI (Lord Justice Auld, Review of the
Criminal Courts, of England and Wales, 2001.
Available at: http: //www.criminal-courts-review
org.uk), individuals are frequently obliged to fund
provision themselves; the expense is undoubtedly
a deterrent for some would-be interpreters. The
reported shortages of interpreters and translators
outside London indicate a shortfall in appropriate
and accessible training provision;

England also differs from Ireland in that there is
a written National Agreement since 1997 setting
out detailed guidance on the use of interpreters,
(and to a lesser extent, translators) in criminal
justice investigations and proceedings. The
National Agreement has no legal status but
appears to be widely recognised in the sector.
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Metropolitan Police Service, London, UK -
Key Findings

*  The Metropolitan Police Service (MPS) has
developed clear guidance for its staff on
commissioning and working with interpreters
and on arranging translation. It has also produced
guidance on agreed standard rates, and guidance
on payment of travel expenses;

*  The MPS operates a dedicated MPS Official List
of interpreters and translators. To get on the list
interpreters must be on the National Register of
Public Service Interpreters (NRPSI) and pass
additional selection and vetting criteria. The MPS
Official List is available electronically 24 hours
a day and includes the days/times when
interpreters are available for work;

*  Onbeingaccepted onto the MPS Official List,
interpreters are given an induction to MPS work;

* A process has been putin place to avoid repetition
of the same piece of translation work in different
units;

* There are systems for capturing data on
interpreting and translation, including
expenditure, number of assignments, languages,
and percentage of interpreters and providers
used who are on the MPS Official List;

*  Two consultative groups, composed of relevant
stakeholders and representatives of sign and
spoken language interpreting, meet on a
quarterly basis to advise Language Services
on developments;

* Thereis ongoing independent review and
assessment to improve future provision.

Her Majesty’s Courts Service, England and
Wales - Key Findings

Operational issues are handled locally/regionally,
but the central Crime and Enforcement Directorate
of Her Majesty’s Courts Service (HMCS) has
policy responsibility for the day-to-day
running of criminal courts, including provision
of interpreting services. This has involved the
introduction and maintenance of systems for
encouraging best practice in the use of interpreters.
These are summarised below.

Procurement of interpreters is devolved to
individual courts. The HMCS has produced

a Good Practice Guide for court staff, working
in the criminal courts, which provides clear and
detailed guidance on appointing and working
with interpreters;

All courts have access via intranet and a dedicated
password to the National Register of Public
Service Interpreters (NRPSI). Where it proves
impossible to identify an interpreter with the
right language combination from the NRPSI,
staff follow the steps outlined in the National
Agreement. Where these also fail, staff may
approach the Asylum and Immigration Tribunal
Service, which employs a central team to handle
interpreter requests and maintains its own list;

The Good Practice Guide stipulates that the court
should not appoint any interpreter used by
police during investigations unless absolutely
necessary (in which case, all parties must be
made aware and agree to the appointment).

The courts use the Terms and Conditions for
Providing Face-to-Face Interpreting Services,
which outlines minimum daily payments.
They also set out all details of costs payable
to interpreters, including travel time and
cancellation fees;

Face-to-face interpreting is used exclusively
in courts. In the case of speeding offences,

xx1



xxii

EXECUTIVE SUMMARY

2. Key Findings

where a summons is issued automatically and
there is no advance personal contact to establish
language needs, telephone interpreting might
be used to rearrange the hearing;

Where examination of witnesses or defendants
is concerned, interpreting in courts is consecutive.
All Crown Court proceedings, conducted in open
court, are audio recorded. Video-recording is not
used routinely. When a non-English speaking
defendant is in the dock for sentencing, the
interpreter will generally sit beside him/her and
give a whispered, simultaneous interpretation
but this is not recorded;

Where the defendant is not required to attend
court and is being held in custody, it is common
practice for the interpreter to travel to the prison
where the defendant is being held and for the
court to communicate by video link. This may
also be used in the case of witness interviews;

Ongoing systematic monitoring of the quality
of interpreting delivered is not regarded as feasible.
Data on the number of assignments, languages
involved and interpreters appointed are not
routinely recorded. No information is available
on the percentage of interpreters used in court
assignments who are NRPSI registered.

2.3.4 | CASE STUDY 2:

The Netherlands

Overall Policy and Sector Wide Factors —
Key Findings

Article 6 of the European Convention on Human
Rights (ECHR) remains the main basis for the
provision of interpreting in courts. Article 6 states
that everyone charged with a criminal offence has
the right to be informed promptly, in a language
which he understands and in detail, of the nature
and cause of the accusation against him; and to have
the free assistance of an interpreter if he cannot
understand or speak the language used in court.

Itis reinforced by domestic case law related to
ECHR Article 8 on the right to privacy and family
life, which requires the court to appoint an
interpreter as required in cases related to family
law, including protection of children and divorce.
The Immigration Act makes it a requirement for
an interpreter to be used in the case of any
individual applying for the right to remain in the
Netherlands. New legislation — the Dutch Act on
Sworn Interpreters and Translators —is currently
being reviewed by parliament and should be
implemented during 2008;

There has to date been no statutory mechanism
for ensuring the quality or value for money of
interpreting and translation provided in public
services. In the mid 1990s, the Ministry of Justice
came under criticism from the National
Ombudsman for failing to monitor satisfactorily
the performance of interpreters during follow-
up interviews in asylum procedures. This led to
the introduction in 2000 of a quality programme,
which included proposals for the assessment of
all practising interpreters. This was not well
received by languages professionals for a number
of reasons;

A National Register has existed since late 2001
and is accessible without charge to any employee
of a Dutch court, the police or Immigration
Services. There is no compulsion to use the
register, however, and many courts and police
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services maintain their own lists, using these
as the first point of reference;

e The new Dutch Act on Sworn Interpreters and
Translators has been created to provide a firm legal
basis for tackling issues of quality and transparency
in the justice sector. It plans to make the use of the
National Register for Qualified Legal Interpreters
and Translators mandatory for specific justice
agencies — police, courts and immigration services
—and sets out a number of conditions for its
implementation, with the aim of ensuring both
quality of service and value for money;

*  Anew Quality Institute is to be established, which
will advise the Ministry of Justice on policy, the
development of professional training programmes
and other aspects of interpreting and translating.
The Institute will include representation from
language professionals and public service providers.

Courts, Police and Immigration -
Key Findings

*  The Ministry of Justice was, until 2005, responsible
for translation and interpreting provision across
public services in the Netherlands, including
health and social care. Its remit is now limited to
provision in the courts, police and immigration;

* The immigration service appears to have the
most developed system. The service is delivered
regionally, by four dedicated co-ordinators, to
whom investigating officers refer requests for
translators or interpreters.;

* Thereisno centralised system for courts or
police; they tend to maintain their own lists
of interpreters and translators. Geographical
location of interpreters, rather than quality, has
been found to be the biggest consideration for
court officials when appointing professionals;

* Thereis currently no guidance for those working
in the justice system on working with language
professionals. It is recognised that such guidance
is needed, as currently individuals are largely

left to make independent decisions (for example,
on whether to appoint separate interpreters for
investigation and trial) which may well have an
impact on the quality of provision;

There have to date been relatively few complaints
from public service providers about translation
and interpreting provision. Where complaints
have been made the bulk of these relate to
scheduling difficulties, delays etc. The absence
of formal monitoring systems could mean that
problems are simply not being identified by public
service providers as interpreters have expressed
serious concerns about the quality of interpreting;

No reliable information exists about the number
of practising interpreters and translators nor the
number of assignments. In the 2003 calendar
year, almost €54m was spent on interpreting
and translation. Of this, €9m was spent by the
immigration service and €21m by the courts
and police. The remainder was paid to TVCN,
the intermediary organisation responsible for
provision in other public services (e.g. health-
care, housing, education);

A total budget of €720,000 has been earmarked
for the running costs of the National Register
and Quality Institute in 2008. This will cover
development of the website, testing, online
learning and registration;

Fees for interpreting and translation are set
centrally, by the Ministry of Justice. Interpreters
are paid a rate of €43.89 per hour. For certain
types of immigration work only, interpreters
with less than six months’ experience may be
appointed at an hourly rate of €30.22. Travel
costs are reimbursed at €1.55 per km. Rates of
pay are highly contentious. They are reported
not to have increased over a number of years;

While there are differences in how each service
currently handles translation and interpreting,
the new Dutch Act on Sworn Interpreters and
Translators seeks to harmonise provision in all
services under the jurisdiction of the Ministry
of Justice.
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2.3.5| CASE STUDY 3:

Northern Ireland

Northern Ireland Health and Social Services
Interpreting Service (NIHSSIS), Northern
Ireland - Key Findings

XXiv

NIHSSIS provides a g to 5 face-to-face interpret-
ing service. There is no provision for either
telephone interpreting or sign-language.
Although this is about to change, currently
there is no out-of-hours service provision.
Interpreters are employed on a sessional basis;

Preparation time is allocated to interpreting staff
in complex cases. Professional development
sessions have been provided for interpreting
staff. It has a code of ethics for interpreters that
needs to be agreed as part of the employment
package. It employs a computer system that
aligns requests with interpreter availability;

All interpreters are required to undertake a
Pre-employment Consultancy Service Check
(PECS). All interpreters registered with NIHSSIS
have ONC (Ordinary National Certificate) in
community interpreting level 3.

This interpreting service is managed by the
Belfast Health and Social Care Trust (BHSC).
The organisation is guided by an advisory group
representing all interested parties. The adminis-
tration and management of the service is funded
by the Department of Health Northern Ireland.
Interpreter costs are invoiced to the service
provider and paid via the appropriate health and
social care board;

It ensures a good audit trail using a robust booking
and invoicing system. Professional users and
interpreters are required to return a monitoring
form after each assignment as part of the service
evaluation. An interpreter survey run in 2005
provided invaluable feedback about the service.
The booking system is time consuming since
much of this is undertaken by the administrative
staff to ensure the most appropriate interpreter

is assigned to the event;

e There are geographical issues; there may be no
interpreter local to the request, thus involving
longer travel time and costs. Training interpreters
in a variety of locations is helpful but does not
overcome the availability problem;

e Thereis considerable investment in training
interpreters although they are not employees
but sessional workers so may not be available
for the interpreting service when needed;

Police Service of Northern Ireland (PSNI),
Northern Ireland Council for Ethnic Minorities
(NICEM), Northern Ireland - Key Findings

e Thisinterpreting service is managed by a charitable,
non-profit making organisation NICEM. The
service is a self-sufficient business operating
in profit through its social economy company
CONNECT-NICEM. This is a 24-hour, face-to-face
service — so good availability for professional
users avoiding problems for out-of-hours events.
NICEM makes no provision for either telephone
interpreting or sign-language;

*  Only interpreters on the NICEM register are
used, all interpreters are “police-checked” and
all interpreters have to sign the NICEM code
of ethics — so there is knowledge, at least at
service-provider level, about the standard of
service on offer. Interpreters are independent
of the PSNI - this independence is very important
for police and court service provision. NICEM
runs an ONC accredited certificate of community
interpreter training level 3;

*  NICEM has produced a handbook of good
practice for both police officers and interpreters.
Guidelines for working with interpreters is
available for the PSNT users as a single download
sheet from the NICEM website (www.nicem-
interpreting.org.uk/pdfs/Guidelines.pdf). The
PSNI has a point of contact to resolve complaints
and breaches of professional conduct;
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The interpreters are employed on a sessional
basis. Staff are paid by the hour and for travel
expenses — this avoids paying for “waiting” time
and full-employment overheads but does have
disadvantages. In particular NICEM makes a
considerable investment in training its interpreters
but they are not employees and as sessional
workers, may not be available for the interpreting
service when needed;

The service has a very good audit trail. Requests
for interpreters have to be made on a booking
form; the time sheets and invoices are computer
generated for each assignment. Interpreters are
“hand-picked” from a computer held data base
in order to ensure the most appropriate choice.
Although not yet in general use, an important
addition to the service monitoring and evaluation
is the development of an anonymous feedback
form for non-English speakers. This is currently
in the pilot study phase;

The booking system is time consuming since
much of this is undertaken by the administrative
staff to ensure the most appropriate interpreter
is assigned to the event. The invoicing and
payment systems are also time-consuming and
paperwork heavy;

Notall assignments can be met — especially
when emergencies arise. In addition, there are
geographical issues; there may be no interpreter
local to the request involving longer travel time
and costs. Training interpreters in a variety of
locations is helpful but does not overcome the
availability problem;

The most important issue is to do with training
and ensuring that interpreters have the
appropriate level of training to offer the
Government service provider as well as the
opportunity for career development;

Interpreters are not able to be fully employed
especially for the less “popular” languages and
take on other employment thus limiting their
availability. Arrangements for briefing and
de-briefing interpreters prior to and after
assignments are very limited.
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2.4 | Part E: Conclusions & Recommendations

The research findings in this report point to a
number of key issues requiring attention by
government. These are:

Best practice international models for [&T
services indicate that there are certain minimal
requirements to be metin order to have a coherent
government regime. These include the need for
an overall policy context, the setting of standards
and the maintenance of a register in respect of
the education and training of interpreters and
translators, the development of a framework
agreement for service standards and service
provision to which GSPs would subscribe and
the provision of promotional and awareness
services to ensure that end users are aware of their
entitlements and of the means to access services;

The absence of the foregoing in the Irish context
gives rise to a number of consequent concerns.
These include demand exceeding supply,
variability in quality, a lack of coherence across
government as GSPs evolve their own systems
and procedures, gaps in service (e.g. absence of
access to a telephone service, poor mechanisms
for a meeting out of hours requirements etc),

a lack of professional advisory services to GSPs,
lack of training (including training in related
cultural and religious dimensions) for staff in
GSPs, poor pay and conditions of employment
in the sector and a variety of other issues which are
impacting on service quality and service delivery;

At the heart of the issues to be addressed is the
fact that, under current arrangements, there is
no single “owner” of the agenda in relation to
I&T services. Therefore, a variety of different
arms of government and a multiplicity of
GSPs find themselves dealing with the different
aspects of the problems which arise.

Our role in conducting this research project was
essentially to study the situation in Ireland, to identify
options for dealing with the issues arising. It seems
to us that the following steps should be taken:

* Anational policy framework for the provision of
I&T services should be developed in the context
of the contextualisation issues raised earlier in
this chapter. The policy framework would, we
believe, have to be developed in conjunction
with GSPs and with other stakeholders;

e Arrangements should be put in place to develop
aregister of accredited practitioners and for GSPs
to use that register for the purposes of sourcing
I&T service providers. Work would need to be
done with the education and training sectors in
order to develop the standards which would
underpin the register;

e Similarly, a framework agreement needs to be
developed for standards of service provision to
which the GSPs would subscribe. Again, work
would need to be done in conjunction with
service providers, the education and training
sector and with the GSPs in order to evolve
such a framework agreement incorporating
appropriate standards for service provision.
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There are a variety of options for government in
terms of who should take the lead role and where the
unit to undertake the necessary work should reside
within the State structures. We believe that a small,
professional unit could undertake this work. In order
to avoid confusion and duplication, the unit thus
established could also take on the following functions:

*  Providing promotion and awareness services;

*  Providing professional advisory services to
GSPs on meeting their I&T needs;

*  Monitoring trends in supply and demand and
providing advice to government on coherence
across the State services;

*  Monitoring compliance with standards;
* Developing a pilot test for a telephone,

emergency and out-of-hours service which
could service the needs of multiple GSPs.

In the light of the nature of the conclusions and
recommendations arising from our research itis not
possible, at this stage, to produce anything useful
or definitive on the cost implications. These will be
highly dependent on the option chosen for meeting
the requirements identified. In very broad terms,
the main potential cost elements might be:

e The creation of a small policy and advisory unit,
as recommended, where the bulk of the cost
would be the staffing cost involved;

* The costs associated with the creation and
maintenance of the register;

e The costs of piloting (and, perhaps, subsequently
rolling out) the telephone emergency and
out-of-hours service;

e The costs associated with promoting the
services and of raising awareness;

e Potential additional education and training costs.

There are obviously a variety of means by which such
costs could be met and itis too early in the process
to estimate the likely extent of such costs. However,
itis clear from the work we have undertaken that
any deliberations on cost arising from our research
will have to take account of the following:

* Budgetary constraints are already imparting
on service provision by GSPs;

e Training and education costs are a potential
barrier to entry which could impact on supply;

e Concerns as to potential cost are a barrier to
end users accessing services.
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The overall aims of our recommendations are
as follows:

* To enhance service provision through putting
in place a national standards and regulatory
framework with a light touch approach;

* To support GSPs with a small professional
advisory unit which would have a policy
advisory role to government on interpreting
and translation issues;

e To ensure that GSPs continue to own the
service delivery agenda;

* To ensure that training and education provision
is delivered in line with overall policy and
service provision needs; and

* To provide for a small central competency pool
of expertise in developing an appropriate
national response in a key area of the overall
policy agenda in relation to integration and
interculturalism.

In our view, the next steps in the process are
as follows:

Our report on the outcomes from the research
undertaken should be considered by the NCCRI
and by the Office for the Minister for Integration;

The report should be circulated to the key
stakeholders for comment within a defined
timeframe;

Once feedback has been received the Office for
the Minister for Integration should consider the
issue of establishing the small professional unit
recommended and where within the overall
machinery of existing bodies such a unit should
be located; and

The unit, once established, should be charged
with developing an implementation plan for
giving effect to the recommendations arising
from the research.
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1.1 | Background

This is the final report The Development of Quality,
Cost-effective Interpreting and Translation Services
for Government Service Providers in Ireland. This
report was prepared jointly by FGS Consulting, CILT
(the National Centre for Languages in the UK), and
Dr. Jacqueline Turton of the University of Essex.

The research project was managed by the National
Consultative Committee on Racism and Intercultur-
alism (NCCRI) and funded by the Reception and
Integration Agency (RIA), as a result of recent policy
change in 2007, it should be noted that the main
functions of RIA are now part of the Office of the
Minister for Integration. The research was guided
by an Advisory Group. The Advisory Group was
drawn from key Government departments and
agencies, representatives from non-governmental
organisations (NGOs) and from academic and
professional bodies in the area of interpreting and
translation. A list of Advisory Group members is
presented as Appendix B.

Itis important to note that the provision of
interpreting and translation services is only one
part of the overall approach to integration in
Ireland. The provision of English language education
and training is another important part of Ireland’s
overall policy responses.

1.2 | Specific Research Objectives

The terms of reference for this study set
out four overall research objectives as
follows:

1. To map the current provision of interpreting
and translating services by Government service
providers in Ireland;

2. Toidentify aspects of current service provision
that work well or are unsatisfactory from the
perspective of service users and other stake-
holders (including availability of service, actual
levels usage of service when provided, reasons
for non-usage where that occurs);

3. To describe models of ‘good practice’ based on
international review;

4. To develop preferred options for quality cost
effective interpreting and translating services
for Government service providers in Ireland,
taking into account the policy, structural and
financial dimensions of these options.

FGS Consulting delivered research objectives1, 2
and part of 3. The international case studies
undertaken in relation to Terms of Reference point

3 were produced by CILT (the National Centre for
Languages in the UK), and by Dr. Jacqueline Turton
of the University of Essex. FGS Consulting, CILT
and Dr. Jacqueline Turton jointly developed research
objective Point 4.

5The development of a National English Language Policy and Framework for legally resident Adult immigrants is being
carried out jointly by the Department of Education and Science and the Office of the Minister for Integration.



1.3 | Study Scope

Interpreting is the conversion of speech from one
language to another. For the purpose of this study it
does not include the various forms of sign languages
(this topic is dealt with by Comhairle - now the
Citizens Information Board in the report Review of
Sign Language Interpretation Services and Service
Requirements in Ireland, 2006). In addition, this
study is focused on interpreting in English and
foreign languages and the scope of the study does
not include the Irish language.

Translation is the conversion of written texts from
one language to another. For purpose of this study
translation does not include Braille and other tactile
forms of writing. In addition, this study is focused
on translation of English and foreign languages and
the scope of the study does not include the Irish

language.

1.4 | Study Methodology

The key methods used during this study are
summarised below. More detailed discussions of our
methodology are provided in individual chapters as
relevant. The four key methods used are as follows:

Literature Review:

As part of this study we undertook an extensive
review of Irish and international literature. The
methodology for the review of literature is described
in more detail in Chapter 6;

Consultations:

As part of this study we undertook demand side
consultations with organisations and people who
use and demand interpreting and translating services,
specifically Government service providers, and
NGOs and representative bodies of people in need
to these services. We also undertook supply-side
consultations with stakeholders on the supply side
i.e. those who supply interpreting and translation
services to the Government service providers. A range
of consultation methods were used, including a
standardised written questionnaire and a number
of face to face and telephone interviews. Our
methodology for consultations are discussed in more
detail in Chapter 3 and Appendix B lists people and
organisations consulted during the study;

Focus Groups:

We undertook four focus groups with members of
minority ethnic groups who had no English or alow
proficiency in English. People from four countries
were identified as likely to reflect the four countries
with the greatest number of people living in Ireland
with no English or low proficiency in English namely
members of the Polish community; members of the
Lithuanian community; members of the Latvian
community; Members of the Chinese community.
Our methodology for the focus groups is discussed
in detail in Chapter s;

Case Studies:

We undertook a number of case studies. The case
studies were based on a review of available literature
and a series of telephone and email consultations.
Additional details on our methodology are provided
in Chapters 8, 9 and 10.



1.5 | Report Structure

The remainder of this report is structured
around the key study issues and is divided
into four parts as shown below.

Part B:
Background

Chapter 2 discusses the Legislative Provision and the
Policy context in Ireland. It also highlights some key
demand side issues and a number of point supply side
issues. In addition, it briefly discusses some of the

key findings from previous Irish research in the area.

Part C:
Provision of Interpreting and Translation
Services in Ireland

Chapter 3 presents our mapping of professional
interpreting and translation services provided by
key public service providers. It also discusses
their experiences of provision, their views on key
strengths and weaknesses and their views on
future improvements.

Chapter 4 discusses the views of suppliers of
interpreting and translation services to public
service providers, their views on key strengths
and weaknesses along with their views on future
improvements.

Chapter 5 presents our findings on the experiences
of members of minority ethnic groups on using
interpre