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This paper sets out to prove how outcomes for non English speaking patients can be improved by investing in a strong language services department; such an investment will also lead to considerable cost containment for the health service. A well organized language services department guarantees improved cultural competence: clinicians will be more sensitive to cultural differences, will use interpreters more consistently, and in turn this will have positive effects on non-English speaking patients’ length of stay and readmission rates.
The key initiatives implemented by Northern Health to improve the organisation’s cultural competence were: 
· Creation of clear language policies;

· Strengthening the base of in-house interpreters. In-house interpreters are fully qualified, specialized in health, and $24.41 cheaper than agency interpreters per patient seen. 
· Creation of an avant-garde booking system interfacing inpatient and outpatient bookings, and collecting reliable data;
· The establishment of transcultural training to better understand the needs of the non-English speaking patient. In 2009 over 60 sessions were held. Transcultural training has also lead to a more consistent use of interpreters;
· Establishment of a Translations Database which contains material translated internally for the specific needs of the health service’s community. This too has lead to considerable cost containment;
· Creation of a Cultural & Staff Diversity Committee to promote diversity within the health service, attended by senior management and community stakeholders;
· Introduction of video-interpreting; 

· Student placements;
· A monthly electronic TALS Newsletter;
· Research;
· Community Consultations

The results of such an overhaul were excellent, staff and patient satisfaction reached record levels. Savings for the Health Service well exceeded $200,000 in the last year alone. At the November 2009 Accreditation the Northern Health Transcultural & Language Services Department was awarded a rating of OA (Outstanding Achievement) by the Australian Council on Healthcare Standards.
