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1.0 INTRODUCTION 
 

Wishaw and District Housing Association recognises that it operates in a multi-cultural society with 
a diversity of community languages.  The Association also recognises that the aging population 
and the integration of people with specific needs and disabilities into the community introduces 
a wide range of communication needs from tenants, prospective tenants and other users of the 
Association’s services.  Factors such as different languages, ability to read and/or understand the 
written word, cultural differences and difficulties in hearing the spoken word very often create 
barriers that prevent individuals from fully participating in the community and, more specifically, 
from making use of the resources and services the Association provides. 
 
However, the Association is committed to ensuring that everyone has equality of access and 
opportunity and that the services it provides to individuals and communities are inclusive and 
accessible to every person, regardless of nationality, race, colour, culture or disability.  The 
Association will, therefore, seek to ensure that articles of communication and information can be 
made available in formats, languages and styles that meet the needs of any individual for whom 
the routine methods are not suitable. 
 
The policy on Translation and Interpreting is intended to demonstrate the Association’s commitment to 
providing services to meet the needs of people with communication difficulties as well as provide 
guidance on when and how these services should be utilised. 

 
 
2.0 THE LEGAL FRAMEWORK 
 

In all aspects of its provision of services and information, the Association will seek to conform and 
comply with all legislation, performance standards, guidance and good practice that directly or 
indirectly affects its activities. 

 
 
3.0 AIMS AND OBJECTIVES 
 

The primary aim of the policy on Translation and Interpreting is to ensure that all the resources and 
services the Association provides to tenants, applicants for housing and members of the public are 
accessible and understandable to everyone.  In doing so the Association aims to promote equality 
of opportunity and social inclusion. 
 
Arising from these overall aims the key objectives of the policy are; 
 

• To ensure that the Association can effectively communicate with any person that may require 
its services. 

• To promote the Association to all sectors of the community, thereby ensuring that those that 
are in most need of the services the Association provides are aware of the services available. 

• To provide communication support where required and to ensure that information and advice 
can be provided in an appropriate format quickly and accurately. 
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• To have procedures in place that ensure that professional interpreting, translation and other 
communication facilities are made available within a reasonable timescale. 

• To promote the availability and the right of access to the Association’s interpreting and  
translation services to tenants, prospective tenants and members of the public that may benefit 
from the Association’s activities. 

• To ensure that the Association is seen as being open, transparent and accountable to 
everyone in the community. 

• To encourage resident participation and to ensure that no one is excluded from participation 
because of communication difficulties. 

 
 
4.0 PROVISION OF TRANSLATION AND INTERPRETING SERVICES 
 

It is accepted that it is not practical or feasible to hold all the Association’s written material in all 
possible languages or mediums.  Similarly it is not possible to provide an interpreter ‘in-house’ as a 
staff member of the Association.  However, the Association will ensure that the required material 
will be translated into the most appropriate form and/or language or make available an interpreter 
as quickly as possible on request from individuals. 
 
The Association will endeavour, wherever possible, to provide the required service within 24 hours 
of a request being made. 
 
The services of a translator and/or interpreter may be requested by any tenant, applicant for housing 
by the Association or member of the public that uses the Association’s facilities and has difficulties 
communicating with the Association due to; 
 

• English not being that person’s first language 

• Difficulties hearing the spoken word 

• Speech problems 

• Difficulties understanding the written word 

• Inability to read 

• Learning difficulties 
 
Although provision of translating and/or interpreting services will normally be at the request of the 
tenant or member of the public, staff of the Association may request the services of a translator or 
interpreter where they feel there are communication difficulties in their dealing with an individual. 

 



F:\working files\Policies & Procedures\WORD DOCUMENTS - RESTRICTED FILE\Cross Departmental Services & PR\Translating & Interpreting Policy.doc

 3 

 

5.0  FORMATS OF INFORMATION AND COMMUNICATION 
 
 5.1 Written Material 
 

When required the Association will make written material available in the most appropriate 
medium, format or language to meet the individual’s specific needs.  This will include 
translation into different languages, providing material in Braille and on audio-tape and will 
apply to all information leaflets, application forms, letters and notices, application forms 
and public documents. 

 
5.2 Verbal Communication 

 
In the vast majority of cases, the first contact that is made with members of the public is 
through verbal enquiries at the office.  For people whose first language is not English, are 
hard of hearing, registered deaf, have speech difficulties or learning difficulties, this can 
present a number of problems of communication.  Similar problems arise for tenants of the 
Association that may need to deal with staff members on issues relating to their tenancy. 

 
The Association will seek to make available a translator or someone trained in sign language 
to facilitate communications where appropriate. 

 
 
6.0 THE USE OF AN INTERPRETER 
 
 6.1 The Role of Interpreter 
 

The role of the interpreter is to facilitate communication between the Association and a 
tenant or member of the public.  The interpreter is expected to maintain impartiality throughout 
the proceedings and will not be permitted to; 

 

• Negotiate or advocate on behalf of either party 

• Intervene inappropriately in the communication process 

• Act as advisor or counsellor for either party 

• Act as educator for either party 

• Attempt to influence the outcome of any exchange between the parties 

• Voice any personal opinion in the validity of the discussions 
 

Where appropriate, the interpreter may be able to give guidance and advice to the Association 
on any cultural norms and differences but only if qualified to do so.  Such advice will be sought 
when these cultural norms and differences may have an effect on the smooth running of 
proceedings or where a fuller understanding between the parties is believed to be 
necessary to facilitate better discussions. 
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 6.2 The Qualifications for an Interpreter 
 

The Association believes that the use of professional, qualified interpreters will promote 
trust and confidence in the service amongst potential users and will, therefore, seek as far 
as possible to use an independent, qualified interpreter with recognised qualifications and 
who is fluent in the languages of both parties.  Ideally the interpreter will have an awareness 
or familiarity with the work of Housing Associations and housing issues.  Interpreters will 
also be expected to demonstrate sensitivity and understanding in dealing with situations 
that are often tense, stressful, sensitive and emotional. 

 
The Association will not normally make use of informal interpreters such as family members, 
friends or acquaintances, children or untrained staff members although informal interpreters 
may be used at the point of initial contact in order to allow the Association to determine 
exactly what services are required.  Informal interpreters may be used when the individual 
requiring the services specifically requests it. 

 
 6.3 Preparation for use of an Interpreter 
 

It is the responsibility of the Association to engage a suitably trained interpreter and to fully 
brief the interpreter about the issues, the background and the practical purposes of the  
discussions with the individual.   Prior to the meeting the interpreter will also be advised of 
any frequently used jargon or ‘housing’ phrases in order to allow the interpreter to determine 
the most suitable translation where there is not a literal translation. 

 
The Association will also be responsible for ensuring that the interpreter is clear on issues 
such as; 

 

• His/her role in the discussions 

• The need for confidentiality 

• The standard of behaviour and conduct expected 
 

In order to maintain some continuity and quality in the service as well as build up a trusting 
relationship with the individual, the Association will endeavour to use the same interpreter 
throughout its dealings with the individual. 

 
 6.4 Refusal by the Interpreter 

 
The interpreter would be expected to decline the job when they know the client personally 
outwith the arrangements of the particular assignment and feel that it would be inappropriate 
for them to be involved. 

 
The interpreter may also withdraw his/her services if they are subjected to unreasonable or 
unacceptable demands from the individual or where they are subjected to abuse, violence 
or the threat of violence from either parties. 
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 6.5 Refusal of Service by Association 
 

The Association will immediately withdraw the services of an interpreter and refuse to 
provide any further service to an individual where that individual has subjected either the 
interpreter or staff members to abuse, violence or threats of violence.  

 
 
7.0 USE OF TRANSLATOR 
 

Where the individual requires written material to be provided in another format, the Association will 
consider the best medium to meet the needs of that individual and the Association.  Formats that 
will be considered will include; 

• Audio tape 

• Braille 

• Video 

• Personal dictation or reading 

• Translation into writing in another language 
 

In determining the most suitable medium the Association will consider the benefit and cost effectiveness 
of translating individual documents against the use of an interpreter or audio presentation.  Where 
a written translation of an individual document is required, the Association will also consider the 
need to translate the document in full or if a shortened, summary version will be sufficient. 

 
 
8.0 DETERMINING THE SERVICE TO BE PROVIDED 
 

Although the Association must always seek to provide a cost effective and best value service, the 
needs of the individual requiring the service will always be paramount.  When engaging interpreting 
or translating services, the Association will endeavour to ensure that matches for language and dialect 
are taken into account and that gender issues are addressed. 

 
 

9.0 FUNDING THE SERVICE 
 

The Association will ensure that funding for the provision of translating and interpreting services is 
made available when required. 

 
 

10.0 ADVERTISING THE SERVICE OF TRANSLATOR & INTERPRETERS 
 

The Association will publicly display its commitment to offering translating and interpreting services 
in the most suitable and practical medium. 

 

Although it is not possible to advertise the service in every language and format, it will be displayed 
in the language of the ethnic groups most common in the West of Scotland. 
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11.0 REGISTER OF TRANSLATORS AND INTEPRETERS 
 

In order to ensure that the Association can engage the services of an interpreter and/or provide the 
required documents to tenants and members of the public as quickly as possible, the Association 
will hold a register of organisations, individuals and companies that can offer translation and 
interpreting services. 

 
As far as possible, the Association will use local providers of translating and interpreting services in 
order to facilitate providing a speedy service to tenants and members of the public. 

 
 
12.0 IMPLEMENTING THE POLICY 
 

It is understood that it can be extremely distressing and embarrassing for people that have 
communication difficulties due to different language or disabilities.  Staff will take a sympathetic 
and tolerant approach and will endeavour to ensure that individuals are comfortable in asking for 
assistance with their communication problems and/or the Association to provide translating or 
interpreting services. 

 
When implementing the policy on translating and interpreting, staff will at all times strive to ensure 
that the individuals are provided with the same level and standard of service as any other tenants 
or member of the public that uses the Association’s facilities. 

 
 
13.0 APPEALS AND COMPLAINTS 
 

Any appeals or complaints in relation to this policy, its implementation or its operation will be dealt 
with in line with either the Association’s Appeals procedures or its Complaints procedures as  
appropriate. 
 
A copy of both the Complaints and Appeals procedures will be made available from the office on 
request. 
 
 

14.0 CONFIDENTIALITY 
 

By its very nature, the intervention of an external third party into the Association’s dealings with an 
individual means that the confidentiality of the proceedings may have to be waived by that individual.  
However, wherever possible the Association will treat all requests for the provision of an interpreter 
and/or translator and any subsequent proceedings with the strictest confidence. 
 
The interpreter and/or translator engaged by the Association will only be given information about 
the individual and the case required to adequately carry out the role of interpreter and/or translator. 
The person engaged will also be expected to treat any personal information divulged at any pre-
meetings, as part of the discussions with the individual or during the course of providing the service 
with the strictest confidence. 
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15.0 ACCESS TO PERSONAL INFORMATION 
 
Under the Data Protection and access to information legislation, service users have the right to 
request access to information held by the Association pertaining to their tenancy and/or former  
tenancy or their dealings with the Association.  Requests for access will be processed in line with 
the Association’s relevant policy and procedures. 

 
 

16.0 EQUAL OPPORTUNITIES 
 
 Wishaw and District Housing Association is committed to the principals of Equal Opportunities and 

equal access to the services it provides.  It will therefore endeavour to ensure that the implementation 
of this policy is done in an equal and undiscriminating manner. 
 
In particular, the Association will not discriminate on the grounds of race, colour, culture, age, gender, 
religious beliefs, sexual orientation, national or ethnic origin, political affiliations or beliefs, disability, 
marital status or social background and medical conditions (including those with AIDS or are HIV 
positive). 

 
 

17.0   CONSULTATION 
 
The Association will seek to carry out a consultation exercise on any proposed review and/or 
amendment to the Translating & Interpreting Policy and, where appropriate, will seek comments 
and views from interested and affected parties.  All appropriate and relevant comments and views 
formally expressed and submitted to the Association as part of the consultation exercise will be 
considered by the Board of Directors. 
 
However in order to allow the Association to provide as high a standard of service as possible the 
proposed reviewed and/or amended policy may be implemented as an interim policy during the  
consultation period. 

 
 

18.0 REVIEW OF THE POLICY 
 

The full Translating and Interpreting Policy will be reviewed at least once every three years.  
 

Document History 
 
First adopted by Board of Management  - 26 August 1998 
First revision by Board of Management  - 2 April 2002 
Second Revision by Board of Directors  - 26 April 2005 
Third Revision by Board of Directors  -           12 August 2008 
Fourth Revision by Assistant Chief Executive - 2 August 2013 
 
Policy Review 
Agreement for all review dates to be rolled forward 7 August 2018 
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TRANSLATION & INTERPRETING SERVICES 
COMPANY ADDRESS PHONE NUMBER EMAIL 

ELITE 
LINGUISTS 

10 YORK PLACE 
EDINBURGH 
EH1 3EP 

0141 530 5508 
0131 516 3937 

info@elitelinguists.co.uk  

GLOBAL 
LANGUAGE 
SERVICES 

CRAIG HOUSE 
2ND FLOOR 
60-64 DARNEL STREET 
GLASGOW 
G41 2SE 

0141 429 3429/8 mail@globalglasgow.com 
 

CORDIA 100 BARRON STREET 
PORT DUNDAS BUSINESS PARK 
GLASGOW 
G4 9XE 

0141 276 6850 guida.torretti@cordia.co.uk 
 

GLOBAL 
VOICES 

SCION HOUSE 
INNOVATION PARK 
STIRLING 
FK9 4NF 

0845 130 1170 info@globalvoices.co.uk 
 

SCOTTISH 
INTERPRETING 
SERVICE 

BARBARY VILLA 
9 KING STREET 
STONEHOUSE 
SOUTH LANARKSHIRE 
ML9 3EQ 

01698 471585 
07757 618861 

enquiries@scottishinterpretingservices.com 
 

GLOBAL 
CONNECTS 

3RD FLOOR 
180 HOPE STREET 
GLASGOW 
G2 2UE 

0141 332 8889 info@globalconnects.com 
 

 
 
 
23/12/2014 
 
(Note WDHA now have membership with HTT and as such have appointed Language Line Solutions as 
their first point of contact to access an interpreter/translator 
 
Contact No : 0845-310-9900 – interpreter 
Contact No – 02077 152 861 – translator ( or email to translations@languageline.co.uk) 
 
Quote ID Code – 410345 (HTT membership discount will then be applied) 
Customer Account No : 200-0410345 
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