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Bilingual Staff at the Women’s Project

Theme:  Language Services (bilingual staff in health and community services)
The Royal Women’s Hospital (the Women’s) cares for a diverse community.  Each year at the Women’s approximately 200,000 appointments are made by women from 165 countries who speak 60 different languages.  The Women’s Language Service (interpreters) experiences high demand to meet the needs of these women
.
As part of the Cultural and Linguistic Diversity Action Plan 2009-2010, the Women’s is completing the Bilingual Staff at the Women’s Project.  This Project is possible thanks to the funding of the Victorian Multicultural Commission.  Running from March 2009 to October 2010, the project explores an innovative approach to improving communication in a health service.  For six months it will pilot and evaluate the use of bilingual staff.  A pool of existing staff with bilingual skills will be NAATI credentialled and trained to work as Language Aides in the hospital.  While completing their regular duties, Language Aides will be on call to assist patients who speak a language other than English with non-clinical communication.

The project aims to define the role of a Language Aide, identify the value of this role in health service settings, and identify issues that need to be considered in the employment, management, and retention of bilingual staff.  It will explore the extent to which bilingual workers can assist with communication about non-medical issues, therefore improving women’s satisfaction with care, and supporting interpreters to prioritise attendance at clinical encounters. 

The Project is being developed and implemented in partnership with external stakeholders in government, higher education, and non-government agencies.  The evaluation will explore outcomes for a range of stakeholders, especially those who want an increased understanding of the risks, opportunities and benefits of expanding this model of bilingual communication into other health services.
Bridget O’Brien

Manager – Workforce and Organisational Development

� 2009, Quality of Care Report – Safe Care, Your Right, Our Responsibility, The Royal Women’s Hospital, page 6-7.
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