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COVID-19 Telehealth Visits With Interpreters
For telehealth visits that require an interpreter during the COVID-19 Reactivation period the following solutions are available to incorporate a 3rd party into your telehealth visits. While the interpreter services options available are slightly different between NMG and RMG, the below sections outline options. We know this isn’t a perfect solution, and continue to evaluate alternatives to ensure our non-English speaking patients can get the care they need.  
Interpreter Services Available
Northwestern Medical Group (NMG)
· Call NMH/NMG Interpretation Services at 312-926-2521 available Mon-Fri 7am-5pm
· Call the LanguageLine at 877-546-3401
· Select the language needed
· Provide 4 digit cost center #4059
· Provide Full Name, Dept or Unit Name
· If asked, the Client ID is  #294016

Regional Medical Group (RMG)
· RMG offices with VRI (Video Remote Interpreting) devices can use these for telehealth visit conducted from offices
· Call the LanguageLine at 630-933-4300 (3-4300)
· Select the language needed
· Provide 4 digit cost center #
· Provide Full Name, Dept or Unit Name
· If asked, the Client ID is  #294016
Telehealth Interpreter Solutions
Video Visits
Doximity, Doxy.me, Microsoft Teams do allow for adding 3rd participants to video visits. However, they all have considerations with requiring the 3rd party to accept text messages, join from a link, or call into a conference line which are not easy options for LanguageLine. Instead, we recommend mimicking the in-office process of using an additional device (VRI, iPad, office line, personal land line, etc) to contact an interpreter to participate in the visit. 
1. Contact interpreter service (based on NMG or RMG options) via land line, office line, or iPad speaker phone and secure appropriate interpreter
1. Use Doximity App to initiate video visit with patient
1. Confirm that speaker phone volume is up and both interpreter and patient can hear clearly
1. Conduct video visit

Telephone Visits 
Conducting a telephone-only telehealth visit with an interpreter allows for a simple and streamlined process.
0. Contact interpreter service (based on NMG or RMG options) via office phone or personal device 
0. Have interpreter call patient and conference in physician
0. Confirm that all parties are connected and can hear clearly
0. Conduct telephone visit

For NMG Only
For patients needing a Spanish interpreter, NMH/NMG Interpretation Services team can be leveraged. 

· Schedulers or PSRs fill out the Language and Interpreter fields in Epic:
· The Language field = “Spanish” 
· The Interpreter Needed = “Yes” 
· When those fields are filled in NMH/NMG Interpretation Services staff will be aware of the appointment
· Appt Notes will indicate that an NMH/NMG Interpreter has been scheduled for the visit with instructions to call 312-926-2521 at the time of the appointment to include them 
· If there are no Appt Notes please contact LanguageLine 
· On the day and time of appointment all parties would connect

Additional Resources
NMI COVID-19 Telehealth Resources
Physician Forum Telehealth Resources
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Language Line
Telephonic Interpreter

NM West Region facilities will begin using Language Line for
telephonic interpreting on 3/25/2016 at 9am.

What do in need to do to dial a telephonicinterpreter?
Use the same number and PIN you currently use.
e Dial 630.933.4300
e Provide your Department SpecificPIN
e Provideyour Department Name
e Identifythe Language for whichyou wouldlike an
interpreter
e Patientroom phonescontinue to have “Interpreter
Services” button preprogrammed to dial telephonic
interpreting

What if| need to include a conference call?

e Afteryou connect to the interpreter, inform them that
you needto conferencein a 3™ party. The Language Line
Interpreter can conference in numbers based in the
United States. For calls to other countries please
coordinate with telecom for your specific facility and
then involve the Language Line Interpreter.

What Languages does Language Line Support?
Language Line offers interpreters for over 200 languages, many
of which offer24/7 support.

Questions regarding use of telephonic interpreting? Please call
Interpreter Services at 630.933.2317

Concerns regarding the quality of interpreting experience? Please
complete a UOR including the interpreter # or name and the
specifics including call date/time/language and specifically define
the concerns with the quality of interpreting. We follow up on all
expressed quality concerns.

Department Specific PIN:

RMGP Elgin Internal
Medicine

PIN: 9031
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Interpreter Assistance for Telehealth Appointments

NMH/NMG Interpreters are available to assist with provider and patient telehealth needs including the set up of calls. 



Determine the language of patient. It is listed in Epic in the Preferred Language field. 

For Spanish needs, we have in house staff who can interpret. 

For other languages, we can assist in setting up a call with the LanguageLine in the preferred language of the patient. We will then conference in the provider and the patient.

For ASL (American Sign Language) contact Interpretation Services at 312.926.2521. We can set up video interpretation services with a contracted ASL interpreter. 

For CART (Communication Access Real Time translation –written assistance) contact Interpretation Services at 312.926.2521. This option is for patients hard of hearing but not ASL proficient. 

If providers prefer to conference in the NMG LanguageLine themselves, please call 1-877-546-3401.

Select the language you need 

Press 1 for Spanish 

Press 2 for all other languages and state the name of the language you need 

Press 0 for assistance if you do not know the language 

Provide: 4-Digit Cost Center #4059

Provide: Full Name of the Caller

Provide: Department or Unit Name 

You will be connected to an interpreter who will provide his/her name and ID number, please document this information in your note.

In the event that you are asked, this is the Client ID# 294016 
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