How to triple use of interpreter services – lessons from the successful implementation of the Queensland Health Interpreter Service (QHIS)

Community and internal reviews in 2004 found poor use of interpreter services, presenting significant risk to both staff and patients who are not proficient in English.  These patients are at double risk of some adverse health outcomes.  Queensland Health’s response was to introduce a statewide interpreter service.  The Queensland Health Interpreter Service was implemented in three phases: 
· Phase 1 comprised establishment of dedicated staffing for interpreter coordination and quality monitoring, establishing the funding model, the development of resources required for implementation of a statewide change management strategy, and the change implementation.  
· Phase 2 included the commencement of the Queensland Health Interpreter Service through paper-based process and the finalisation of the development of an electronic Interpreter Service Information system (ISIS). 
· Phase 3 involved the introduction of ISIS, enabling staff to make online requests for interpreters, statewide awareness raising and communication strategies conducted on how to use ISIS and quality monitoring of interpreter service provision through ISIS.  Resources developed to support the implementation include guidelines, fact sheets, posters, a Language Identification Card, websites, a community information booklet, and training programs for interpreters on health interpreting, and staff on how to work with interpreters and on how to use ISIS.   
The Queensland Health Interpreter Service is a very successful service with a 200% increase in bookings since implementation, equating to thousands of interpreting sessions.  The improved community access to interpreters comes with increased monitoring of the quality of interpreters being used and greater cost-effectiveness that the previous arrangement.  The service is sustainable with the necessary staffing and IT infrastructure established.  QHIS is now being investigated for possible transferability to a whole of government service and was awarded the AUSIT national award for excellence in government service delivery. 
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