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Executive Summary
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This project was undertaken as part of a wider national project orchestrated by
Healthwatch England. You can find their national report, containing the research
undertaken by Healthwatch Liverpool and other local Healthwatch, here:
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https://www.healthwatch.co.uk/sites/healthwatch.co.uk/files/Lost%20
for%20Words.pdf

Healthwatch England state that the Accessible Information Standard (AlS)
ensures people with a learning or sensory disability can understand and
communicate with healthcare providers. However, they found that this does not
currently cover the needs of people who have limited or no English.

bk o B B A ] B AR B AR (ATS) AemEIRAA S BURE PRAEA N LB
W B RS SR O IR, L REZERAR M EIE . AR, M SEIRIE H AT AN B
AEERE RE A IR BN S8 N 75K

This research delves into the experiences of people from minority ethnic
communities who live in Liverpool and find it challenging to communicate with
the NHS because they don’'t speak English well or at all. This report will also look
into the issues faced by healthcare staff when caring for such people.
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Healthwatch Liverpool interviewed 22 people and 5 members of staff between
October and November 2021. Healthwatch England produced our interview guide
following discussions with the local Healthwatch and a panel of “experts by
experience’ from Doctors of the World - an independent humanitarian movement
that aims to empower excluded people to access healthcare.
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Our evidence, along with evidence gathered as part of the national project via
other local Healthwatch, concluded that people who experience language
barriers struggle at all points of their healthcare journey. They find it difficult to
register with a GP, access urgent care, navigate large healthcare premises,
explain their problems, or understand what the doctor says.
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Interpreters were difficult to access for patients and service users, and some did
not even know that they were entitled to them during healthcare appointments.
When patients and service users did receive language support, it was often
inadequate. Interpreters sometimes did not show up, or individuals were provided
with inappropriate support; interpreters who spoke an incorrect language or
dialect, or interpreters who were not of the appropriate gender for a patient to feel
comfortable when speaking about sensitive issues. Some patients were told to
utilise family and friends for interpretation, whilst other said they were not allowed.
Sometimes patients preferred using friends and relative to support them whilst
others thought it was inappropriate. When not provided with support,
appointments had to be cancelled, rescheduled. Some patients had to rely on
their own limited English, utilise other means to communicate such as hand
gestures, or record consultations discussing their medical issues either via a
device or on paper to be later translated by somebody else.
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Staff also felt constrained when trying to support patients with a language barrier.
Staff told us that there was not an efficient or appropriate way to record and
communicate to other services patient’s language support needs. Staff
mentioned other constraints such as staffing, time, resources, and budgets to
justify why they thought patients were not being adequately supported with their
communication. Patients and staff suggested various changes that could be
made to improve support such as automatic alert systems to flag people’s
language needs, easier access to translated resources, and flexible support
based on individual needs.
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At the end of our research, Healthwatch Liverpool recommends that there should
be clearer guidance made available systemwide to ensure that there is
consistency when offering patients language support including the option to
record and enact personal preferences for support where possible. We would also
recommend that NHS staff should be routinely trained to be aware of cultural
sensitivities and the importance of addressing language support needs in
healthcare consultations. Additionally, there should be more options for general
healthcare advice and information to be translated into community languages in
primary and secondary care settings.
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If you would like to contact us about this research, or anything you have
read about the project, including similar issues you have experienced,
please give us a call. Healthwatch Liverpool can arrange an interpreter
for you to be able to speak to us.
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Healthwatch Liverpool Telephone number
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Call: 0300 77 77 007 between the hours of 09:00 - 17:00 Monday to
Friday.
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Healthwatch Liverpool email address: enquiries@healthwatchliverpool.co.uk
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