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Executive Summary

Equitable access to high-quality health care is one
of the fundamental principles of our Canadian health
care system. However, many Canadians who are

not proficient in at least one of Canada’s two official
languages, English and French, face substantial
health inequities due to language barriers.

Although addressing health inequities must be
considered an ethical and legal obligation, the perceived
cost of providing interpreting services combined

with a lack of legislation, or legal impetus to act,
represents a major health system-level challenge.

In 2009, a network of health care experts under

the auspices of Access Alliance commissioned a
literature review with the purpose of analyzing the
impact of failing to provide language interpreting

in health care. The present document provides

an update on the previous research, making a
compelling and evidence-based ‘business case’ for
investing in professional interpreting services.

This new literature review explores findings from over 120
sources, examining research done in Canada (including
findings from British Columbia (BC), Manitoba, Ontario,
Quebec, and Nunavut) and around the world, with

more than 50 items published since 2010. It organizes
the literature in alignment with the four goals of the
Quadruple Aim Framework: Better Health Outcomes,
Improved Patient Experience, Improved Staff Experience,
and Lower Cost of Care. The result advances the
argument that language interpreting services lead to

a higher performing Canadian healthcare system.

Better Health Outcomes is discussed relative to patient
safety, quality and appropriateness of care, hospital

and physician utilization, inappropriate procedures, and
medication errors. Here, it is demonstrated that patients
with language barriers are less likely to receive effective,
evidence-based treatment, and more likely to receive
untimely care. In consideration of the aim of Improved
Patient Experience, non-English speakers in Canada
are reported to be less satisfied with their medical
treatment than their English proficient counterparts.
This indicates that language support plays an important
role in the patient experience. Exploring the goal of
Improved Staff Experience, the literature finds that
provider satisfaction is overall higher when access to
professional language services is available. The final
section, Lower Cost of Care, examines how language
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barriers decrease the efficiency of the health care
system and increase health care costs. Professional
language support is associated with increased
savings due to factors such as reduced emergency
department use and more efficient use of staff time.

Overall, findings from the literature highlight the
substantial social and economic benefits resulting
from effective use of professional interpreting support.
When quantified, these benefits outweigh the costs
of implementing such services. More importantly, there
is a consensus in the literature that the provision of
language access services within health care should not
be viewed as a separate ‘add-on’ program. Rather, it
must be understood as an essential component of a
strategy to meet broader health systems goals.

Based on the findings presented in this document,
the following recommendations are being made:

1.  Mandate education for all health system employees
- from leadership to front line — on the costs and
risks of failing to address language barriers and
the rationale for investing in interpreting services.

2. Integrate language access into the standards
of practice and policies of Canadian
health care institutions, and performance
measures of the health system.

3. Establish core government funding for health
care institutions to ensure that interpreting
services are included in standard budget lines.

4. Call on research institutions to develop
reliable ways to quantify the costs and
benefits associated with investing in language
support within the health care system.



Introduction

Equitable access to high-quality health care for

all is one of the fundamental principles of our
Canadian health care system, yet many Canadians
who are not proficient in at least one of Canada’s
two official languages experience significant
health inequities because of language barriers.

Addressing health inequities, including
those related to language access, must be
considered an ethical and legal obligation.

In the United States, Title VI of the Civil Rights

Act protects against discrimination based on
national origin which, according to Perkins et

al., incentivises medical institutions to provide
interpreting and translation services', and in
California the Health Care Language Assistance Act
requires health plans and health insurers to provide
interpreting services and translated materials.?

A 2017 Wellesley Institute publication® asserts that
The Canadian Charter of Rights and Freedoms*
and the Ontario Human Rights Code® obligate
service providers to deliver health care without
discrimination, yet Canada lacks enforceable
national standards for interpreting services in
health care for people with limited English and/
or French proficiency (LEP/LFP) and is well
behind other jurisdictions such as the U.S., the
U.K., and Australia in providing such services.
The report described Canada’s system for
delivering medical interpreting as “haphazard
and inconsistent”, and asserted that health care
providers receive little guidance or financial
support for providing these essential services.

A recent petition to the Government
of Canada seeks to federal action to
address these concerns, calling for:

e An action plan for training and recruiting
qualified medical interpreters;

e Federal-level policy enforcing the use of trained
interpreters in health care settings; and

e Mandatory training for health care providers
on how to effectively work with interpreters.®
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In addition to the lack of legislation, or legal impetus
to act, the perceived financial costs associated
with providing interpreting services has been
identified as a major health-system challenge

in Canada and the U.S.” 8 ° Further, at both the
provider and institutional levels there is a need to
build organizational capacity regarding interpreting.
According to Schenker et al. this includes
developing policies and practices to inform patients
of their rights to professional interpreters and other
language services they are entitled to receive.!

In 2009, a network of health care organizations,
under the auspices of Access Alliance,
commissioned a literature review on the costs

of not providing interpreting in health care.

The report, which reviewed over 75 studies,
concluded that failing to address language
barriers through the provision of professional
interpreters had significant consequences in terms
of health care quality, efficiency, and cost."

This document presents an updated literature
review and makes a compelling case for the
benefits — in terms of health outcomes, patient
and provider satisfaction, and cost savings to
the system — obtained through the provision
of professional interpreting services.

This review uses the Quadruple Aim framework
(see Conceptual Framework, below) to assess
the benefits associated with the implementation
of professional interpreting services. In doing so,
the study supports and advances the argument
that the provision of professional interpreting
services is critical to overcoming linguistic
barriers in health care, thereby contributing to
improving the health of patients, enhancing the
experience of care for both service users and
providers, and reducing the costs of health care.



The Quadruple Aim framework is used in this study
to organize and assess the benefits associated
with the implementation of professional interpreting
services. Building on the Institute for Healthcare
Improvement’s (IHI) triple aim framework for the
delivery of high-value health, the Quadruple Aim

is centred on four goals: improving the health

of populations, enhancing the experience of

Conceptual Framework

health care.'> 13 14.15.16 |t has been argued that
if individual health care providers pursue and
achieve these goals, the general performance
of the health care system will improve.

This review of the literature analyzes the
impact of language barriers and the benefits of
providing professional interpreting against nine

distinct indicators. Table 1 makes use of the
Quadruple Aim to organize these indicators.

care for individuals, improving the experience
of providing care, and reducing the cost of

Table 1 - Quadruple Aim Goals and Indicators

Goal Indicators

Better Health Outcomes e Patient Safety

e Quality and Appropriateness of Care

e Hospital Utilization

e  Physician Utilization

e Inappropriate Procedures and Medication Use
e Adverse Events

Improved Patient Experience Patient Satisfaction

Improved Staff Experience Provider Satisfaction

Lower Cost of Care Cost Savings

While the impact of language barriers and the
benefits of providing professional interpreting are
discussed relative to each indicator, it is recognized
that the lines between indicators are often blurred.
For example, compliance with treatment protocols
directly impacts on, not only patient outcomes,

but also the care experience and the cost of care.
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Similarly, hospital utilization rates are frequently used
as an indicator of cost but can also be considered a
quality indicator. As noted by Bowen, in examining
the benefits of language interpreting on health

care it is important to be aware of the relationships
between key constructs, and to critically analyze the
strengths and limitations of the available evidence.”



Research Findings

Better Health Outcomes

Patient Safety

Patients should not be harmed by health care that
is intended to help them, and they should remain
free from accidental injury, misdiagnosis, and
inappropriate treatment. Ensuring patient safety
requires that patients be informed and participate
as fully as they choose to, and that patients and
their families should not be excluded from learning
about uncertainty, risks, and treatment choices.®

Effective communication is critical to the delivery
of safe, high-quality care. Many studies suggest
that language barriers limit the process of informed
consent and contribute to preventable morbidity
and mortality.’®20-2.22 Ag such, barriers in patient-
provider communication are a common root cause
of adverse events in health care,?® as described

in more detail under Adverse Events, below.

Risk management considerations and the
potential for litigation also provide strong
arguments for addressing language barriers,
including the implementation of professional
interpreting services.? A study by Goode et al.
presents evidence that health care providers
may be financially liable for damages as a result
of treatment in the absence of informed consent
or the failure to convey treatment instructions
accurately.?® Further support for this conclusion
comes from a study of 1,373 malpractice
claims, which found that one of every 40 claims
was related, all or in part, to failure to provide
appropriate language interpreting services.?®

While less common in Canada, malpractice suits
have occurred because of a failure to address
language barriers. As documented by Bowen, the
BC Supreme Court found a physician negligent
and awarded a patient $1.3 million because of
misdiagnosis resulting in the amputation of a limb.?”
Language factors, specifically the absence of
interpreting services during her first visit to a family
doctor, were also identified as contributing to the
death of a pregnant woman in Courtenay, BC%;
and the importance of interpreter’s role in obtaining
consent was raised in the case of pediatric cardiac
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deaths in Manitoba.?® Research conducted in the
Windsor-Essex region recommends that health care
organizations should “develop practice standards
for professional interpreters and translators to
ensure consistency and enhance patient safety”.®

The risk of medical malpractice is reduced
when competent medical interpreting

is provided and should be considered
because the costs of malpractice are high
when an adverse event occurs.®°

Research confirms that patient safety is improved
with the use of professional interpreters. Downing’s
study of the impact of using untrained, non-
professional (“ad hoc”) interpreters found that the
error rate among untrained interpreters, including
family and friends, was sufficiently high to make

it more dangerous in some circumstances to use
untrained interpreters than no interpreter at all.®’
More recent studies identified numerous problems
associated with ad hoc interpreters, including
issues of confidentiality and errors in interpreting
such as false fluency, editorial comments,
omissions, substitutions, and additions.3?

Quality and Appropriateness
of Care

All patients should receive care that uses
evidence-based guidelines to determine whether

an intervention would produce better outcomes.
Included in this principle is the integration of
research evidence with clinical expertise and patient
values, which relies on effective communication

to identify each patient’s unique health state

and diagnosis, individual risks and benefits of
interventions, as well as patient values, expectations,
and preferences about clinical decisions.

Several studies indicate that patients with language
barriers are less likely than those without language
barriers to receive effective, evidence-based
treatment and more likely to receive less timely
care.?® 34 For example, a study by Galbraith et

al. of adult patients with LEP experienced longer
waiting times to see a physician in the emergency
department (ED) and delays in surgery, and

were less likely to receive renal transplantation
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than patients without language barriers. Similar
findings were reported for pediatric patients.%®

Research also examines the impact of language
barriers on quality care for specific practice
groups. For example, a study of oncologists in

a hospital setting by Granek et al. found that

the quality of end-of-life care was affected by
language barriers, primarily by making already
difficult communication even more challenging.®®

The impact of limited language proficiency on the
quality of care in psychiatry has also been examined.
A systematic review conducted by Bauer & Alegria
found that psychiatric evaluation in a patient’s
non-primary language could lead to incomplete

or distorted mental status assessment whereas
assessments conducted via untrained interpreters
may contain interpreting errors.®” While the evidence
is not conclusive, the use of professional interpreters
may improve disclosure and attenuate some
difficulties. The study concluded that clinicians
should become aware of the types of quality
problems that may occur when evaluating patients

in a non-primary language or via an interpreter.®®

Communication difficulties in health care

services may potentially lead to a wide range of
negative consequences, including misdiagnosis,
inappropriate treatment, and the inadequate use of
medication.® “° Two studies conducted in the US
demonstrated that ethnicity would have an influence
on the amount of pain medication administered

for long bone fracture in emergency departments,
with Hispanic individuals being twice as likely not

to receive it at all.*' It is suggested by the authors
that English language fluency may have played an
important role here, which supports the need to
consider language when examining disparities based
on other socio-demographic factors such as race
and ethnicity. Research has explicitly demonstrated
that language barriers are associated with the poor
management of acute and chronic conditions such
as gallstones, asthma and diabetes,*? 43 44.45.46 g
well as with a lower likelihood of patients receiving
appropriate follow-up appointments.*” 48 4950, 51,52, 53

Overall, the literature review finds that the use of
professional interpreters improves clinical outcomes
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and reduces inequities in utilization of services.>*
%.%6 |n fact, many studies found that the use of
professional interpreters raised the quality of care
received by patients with language barriers to
the same level as received by English-speaking
patients.®” 58 %° A recent systematic review found
that language-concordant care consistently
improved outcomes, with minor exceptions.®® In
some medical areas, such as psychiatry, Bauer
& Alegria found that professional interpreters
facilitate the disclosure of sensitive material

and help to minimize distortions and errors to
over- or under-estimation of psychopathology.®'

Hospital Utilization

This section presents studies that examine three
important measures of the efficiency of healthcare
delivery: Emergency Department (ED) use; hospital
re-admissions and hospital length of stay (LOS).
Most studies reviewed suggest that the presence
of a language barrier is associated with more
frequent use of the ED®2 and higher hospital
admissions.®* ¢ The presence of a language barrier
is also associated with longer hospital stays for
many medical conditions.®* ¢ Lion et al. reports a
fivefold increase in LOS among paediatric patients
whose parents faced language barriers.®”

These findings were confirmed
in two Canadian studies:

e John-Baptiste et al. investigated the effect of
LEP on LOS and in-hospital mortality through a
retrospective analysis of administrative data at
three tertiary care teaching hospitals in Toronto,
Canada between April 1993 and December
1999.%8 The study analyzed LOS differences,
first by looking at 59,547 records and then by
a meta-analysis comprised of 189,119 records.
The study found that patients with LEP stayed
in hospital longer for seven of 23 conditions
(unstable coronary syndromes and chest
pain, coronary artery bypass grafting, stroke,
craniotomy procedures, diabetes mellitus, major
intestinal and rectal procedures, and elective
hip replacement), and 6% (approximately
0.5 days) longer overall than patients with
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English language proficiency. However, the
study found that patients with LEP were
not at increased risk of in-hospital death.

e Goldman et al. used computerized records of
ED visits at the Hospital for Sick Children in
Toronto over a one-year period to determine
if children whose parents spoke a primary
language other than English, specifically
Cantonese, Mandarin, Spanish or Tamil,
experienced a longer LOS compared to a
random sample of English-speaking families.®®
After adjusting for other variables associated
with LOS, non-English speakers experience
a significantly longer LOS in the ED.

Patient discharge is identified as one of the five
high-risk clinical scenarios where language barriers
can seriously compromise health care results

and therefore require the utilization of a qualified
interpreter for LEP patients. The other four high-risk
scenarios being emergency care, informed consent,
surgical care, and medication reconciliation.”®

" This recommendation is supported by Karliner

et al., who conclude that language barriers in the
hospital setting are associated with lower rates of
understanding of discharge instructions, including
diagnosis, type of follow-up appointments,
medication category and purpose after discharge.”

Unplanned ED return visits and hospital
re-admissions are widely accepted as indicators
of quality of care. Patients with language barriers
are more likely than those without language
barriers to return to the ED within 72 hours’ ™

or be readmitted to the hospital.”® 7 In the US,
hospitals exceeding certain number of avoidable
readmissions are economically penalized according
to the Hospital Readmission Reduction Program,
which is a Medicare framework promoting
improved communication and care coordination
between patients and health care providers.”

One Canadian study used eight years of
retrospective data from two academic hospitals
to examine whether there was a difference in
ED visits and re-admissions for patients with
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and without language barriers for two acute
conditions (pneumonia and hip fracture) and two
chronic conditions (chronic obstructive pulmonary
disease [COPD] and heart failure).”® Patients
with language barriers and heart failure were
more likely to return to the ED after discharge
than patients without language barriers, and
patients with language barriers and heart failure
or COPD were more likely to be readmitted.

The authors speculate that chronic conditions
are more communication sensitive and require
patient focused strategies to improve discharge
communication and post-discharge support.

The literature review found that the use of
professional interpreters is associated with
similar or lower rates of hospitalization.”® 8% &
For example, McNulty & Hampers found that
pediatric patients whose family cannot speak
English without an interpreter are more than
twice as likely to be admitted if not utilizing
professional interpreting services.??

The reviewed research found no differences in

the LOS between patients who have access to
professional interpreters and patients with English-
language proficiency.8® 8 8.86.87 However, patients
who do not receive professional interpreting at

the time of admission, or both admission and
discharge, have a significantly longer LOS compared
to patients who have a professional interpreter

on both days of admission and discharge.®

The use of professional interpreters is also
associated with similar or lower rates of ED use
among adults.8® %" | indholm et al. compared
30-day readmission rates between patients

that had professional interpreting at admission
or discharge and those who did not.% Patients
provided with access to an interpreter at
admission and/or discharge were less likely to be
readmitted to the ED within 30 days than patients
whose language barriers were not addressed.
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Physician Utilization

The level of physician utilization is determined by the
number and length of visits of patients to physicians.
This is a highly important indicator of “Better Health
Care Outcomes”, as it reports on the efficiency in
the utilization of one of the most important resources
in the provision of healthcare: Physician’s time.

Few studies have examined unnecessary visits with
health care providers or length of health care visits
in terms of language barriers or interpreting. Fagan
et al. examined the impact of mode of interpreting
on the length of an outpatient visit using data from
441 non-interpreted and 172 interpreted visits to a
Rhode Island teaching hospital-based primary care
clinic.®® Compared to patients who did not require
an interpreter, patients who used an interpreter
experienced significantly longer provider visits.
When different interpreting methods were evaluated,
telephone and patient-supplied interpreters were
associated with significantly longer visit times,

but hospital (or professional) interpreters were

not. In this study, the authors suggested that

the longer visit times associated with telephone
interpreters was a result of the time needed to

call the interpreting service, getting connected,
repeating statements and missing nonverbal
communication. This result for hospital interpreters
was consistent with a previous study conducted

by Tocher & Larson.®* According to a review by
Azarmina & Wallace, even when the costs of remote
interpreting are higher, these may be offset by
gains in efficiency by reducing the time spent on
administrative or non-interpreting activities.®

Inappropriate Procedures
and Medication Use

Language barriers are associated with an increased
reliance on diagnostic tests for conditions that may
otherwise have been diagnosed during history-
taking.®® The literature is consistent in reporting that
language barriers are frequently associated with
unnecessary, hazardous or expensive tests and
procedures (e.g., IV’s, intubation, CT scans) as well
as the omission of other indicated tests.®" 9. 99, 100, 101
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Notable studies:

e Garra et al., asserting that communication
barriers “compromise the diagnostic power
of the medical interview” (p. 681), conducted
a prospective study measuring the impact of
communication barriers on initial diagnosis
and perceived reliance on ancillary testing
in 417 encounters in the ED setting.'® In this
study, language was the most commonly
reported communication barrier. Among
encounters with patients with communication
barriers, diagnostic confidence (based
on the medical interview) was 27% lower
and physician reliance on ancillary testing
was 32% higher than encounters with
patients without communication barriers.

e Waxman & Levitt conducted a prospective
comparative study to examine whether
patients arriving in the ED with language
barriers received more diagnostic tests
than their English-speaking counterparts.®
Diagnostic testing was higher among patients
with language barriers and may have been
higher for certain conditions than for others.
For example, three times as many abdominal
CT scans were ordered for non-English-
speaking patients presenting with abdominal
pain, but no significant differences were
observed for tests ordered for chest pain,
probably because there are fewer diagnostic
modalities available for this condition.

e Bard et al. conducted a nine-year retrospective
review of the National Trauma Registry for the
American College of Surgeons database to
examine potentially preventable intubations
among Spanish-speaking patients."** Spanish-
speaking trauma patients were significantly
more likely to be unnecessarily intubated
on arrival at the trauma centre (49% of total
intubations in this group) than their English-
speaking counterparts (38% of total intubations
in this group). This was also true among
children presenting to the ED with asthma.

It is suggested that the implementation of
interpreting services can reduce inappropriate
testing and procedures associated with
language barriers.'%s: 1% As affirmed by Ku &
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Flores, when treating patients with limited
English skills, the clinician may face challenges
to elicit their symptoms, which may lead to the
utilization of unnecessary diagnostic resources
or invasive procedures.'’” In other words, some
physicians appear to adopt a more cautious,
conservative style when they cannot fully
understand the information provided by their
patients, which results in more tests ordered and
even more frequent hospital admissions.'®®

Studies comparing patients with language barriers
to English-proficient patients reported that
patients with language barriers were more likely
to report problems understanding medication
category and purpose, lack of knowledge of drug
dosage and frequency,'®® "% and were less likely
to have side effects of medications explained.!"
Patients with language barriers were also less
likely to be using their medications properly at
proper doses.!'? "8 Shen et al., looking at 12
months of hospital admissions of acute stroke
patients with atrial fibrillation, found that only 5%
of non-English-speaking patients were taking the
recommended medication for this condition; well
below the 45% found in the group of English-
speaking patients facing a similar diagnosis."*

A noteworthy study by Hampers & McNulty
investigated the impact of interpreters on resource
utilization."® The authors examined 4,146 pediatric
visits to the ED in four cohorts defined by language
and interpreter use: English-speaking children;
children with a language barrier but treated by

a bilingual provider; children with a language
barrier who used a professional interpreter; and
children who had a language barrier for whom

a professional interpreter was unavailable.
Compared to the English-speaking cohort,
non-English speaking cases with a bilingual
provider or an interpreter showed similar levels

of resource utilization, while the cohort without
access to a professional interpreter generated
higher testing costs (35% higher than the English-
speaking cohort) and longer visits (7.5% longer
than the English-speaking cohort). The authors
concluded that decision making is most cautious;
therefore, the costs were higher in the absence of
a bilingual provider or professional interpreter.
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Adverse Events

An adverse event is described as any “unintended
harm to the patient by an act of commission or
omission rather than by the underlying disease

or condition of the patient.”""® Adverse events
typically include missed or delayed diagnosis,
medication errors, or procedural mistakes.

According to the U.S. Joint Commission, language
barriers were the root cause of 59% of serious
adverse events between 2005 and 2012.""" The
Joint Commission states that “providing safe

and high-quality patient care is dependent upon
effective communication between health care
professionals, patients and patients’ families.”®

Language barriers can inhibit a health care
provider’s ability to elicit patient symptoms, often
resulting in diagnostic errors, a treatment plan
based on misinformation, and poor understanding
on the part of the patient of their condition and the
prescribed treatment.!® 120 |t is well-documented
that patients with language barriers experience
more medical errors, with greater clinical
consequences, than their counterparts who share
a language with their provider.!2 122 123,124,125

Notable studies:

e Diviet al. used adverse event data from six
U.S. hospitals over seven months in 2005 to
examine differences in the characteristics of
adverse events between English-speaking
patients and LEP patients.?® The study found
that some degree of detectable physical
harm occurred in 49.1% of reported adverse
effects for patients with language barriers,
compared to 29.5% of patients who spoke
English fluently. As expected, more than half
(52.4%) of the adverse events experienced
by patients with language barriers were
attributable to some failure in communication,
compared with only about one third (35.9%)
for English-speaking patients. Patients with
language barriers also experienced more
events attributable to questionable advice/

interpretation (11.2% vs. 3.5%) and questionable
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assessment of patient needs (14.7% vs
6.4%) than English-speaking patients.

e Bartlett et al. randomly selected 20 large
hospitals in the province of Quebec to examine
whether or not communication problems
were associated with adverse events.”?” Of
145,672 admissions, they randomly selected
2,355 patient charts and abstract patient
characteristics, and found 217 adverse
events, 2.7% of which were judged to be
preventable. Patients with preventable
adverse events were three times more likely
to have a communication problem than
patients without communication problem.

Several studies compare rates of medical errors
and misdiagnoses occurring when resorting to
ad hoc interpreters with those cases in which
professional interpreting services are used.
There is general consensus in the literature that
professional interpreters make fewer clinically
significant errors than ad hoc interpreters.'8: 12
Flores et al. also found that ad hoc interpreters
misinterpreted or omitted up to half of all the
physicians’ questions, were more likely to commit
errors with potential clinical consequences and
less likely to mention medication side effects.'*°

More recently published in 2012, Flores et al.
used audiotaped ED visits to compare the
number of errors made among patients using
professional interpreters, ad hoc interpreters

and no interpreters.'®' The proportion of errors

of potential consequence was significantly lower
among professional interpreters (12%), compared
to ad hoc interpreters (22%) or no interpreter at all
(20%). Furthermore, professional interpreters at
least 100 hours of training produced significantly
lower error rates than those with less training. The
authors concluded that creating and implementing
state-wide standards for medical interpreters
could reduce potentially harmful clinical errors
such as incorrect dosing of medications.
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Improved Patient
Experience

Patient Satisfaction

Good communication between patients

and health care providers is a critical
determinant of patient satisfaction. In turn,
patient satisfaction is associated with fewer
complaints and better continuity of care.'s? 133

The negative impact of language barriers on
patient satisfaction has been well established
through individual research studies and systematic
reviews.'®4135.13¢ | anguage barriers are associated
not only with lower patient satisfaction but also
with lower patient compliance with treatment and
appointments.!3” 138,139,140, 141 Egamilies with non-
English proficient members are at an increased
risk of receiving less information about their

loved one’s illness than those who are English
proficient,'*? and non-English speakers report more
problems with coordination of care, psychosocial
care and access to care and information.'3

Although limited research examines language
disparities in patient satisfaction in Canada, one
study conducted with the Chinese community
found that speakers of Mandarin or Cantonese

with limited English and recent Chinese immigrants
were less satisfied than their Canadian-born
Chinese counterparts.'** The factors most cited
were perceived clinical experience, clarity of
physicians’ communication, and time spent with
the patient. Another study identified communication
concerns among older Francophone patients living
in Ontario."*® These included concern that they
would not be able to understand medical language,
a feeling of being rushed during the time allocated
for the physician-patient meeting, and the challenge
of understanding and expressing themselves in
English, including expressing emotion and pain.

Professional language support is a critical
component of patient satisfaction for those

facing language barriers.'*® A recent systematic
review found a strong association between the
provision of professional language interpreting and
patient satisfaction."” Compared to professional

1
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interpreters, the use of family members or ad hoc
interpreters was associated with lower levels of
patient satisfaction, particularly in terms of listening
quality and the discussion of sensitive issues.'®

49 Other studies showed that the provision of
professional interpreters was associated with

higher levels of patient satisfaction.’® 5" Bagchi

et al. found that the provision of professional
interpreters was associated with higher levels of
patient and provider satisfaction and improved
patients’ understanding of care and treatment and
willingness to attend follow-up visits. It also reduced
treatment errors and lawsuits due to mistreatment.'®2

Canadian research in this area, while limited,
also finds the correlation between professional
interpreting services and customer satisfaction.
In this regard, a study by Moissac & Bowen
presented several testimonials of francophone
patients who were dissatisfied due to language
barriers when receiving health care services

in four different Canadian provinces:'s®

1 I can’t function 100% in English. If I'm hurting
somewhere and | can’t describe my pain in
English, it will be difficult for the doctor” (p. 27)

14 The dermatologist had given me a
medication that | was to apply in one spot,
but I hadn’t understood, | administered
the medication the wrong way” (p. 27)

14 I had to live it to understand it. | had never
realized that | couldn’t speak English
when in pain. I’'m perfectly bilingual,
but when I’'m in pain, I’'m not” (p. 28)

e hospital did not have an interpreter.
EE The hospital did not h i
A nurse who had taken some French
courses did the interpretation” (p. 28)

1 I’d write in French on Google Translate, and the
psychologist would read the translation” (p. 28)

1 If services were in my language, | wouldn’t
hesitate to [consult various providers]” (p. 27)

Investing in Language Access to Optimize Health System Performance

From the analysis of a survey, the authors
grouped the negative consequences of

these communication barriers that caused
discontent among these patients into different
categories, including poor patient assessment,
misdiagnosis, and delayed treatment; poor
understanding of diagnosis or treatment; and
low confidence in health-care encounters.

Among Canadian literature sources addressing
this subject, it is worth mentioning an investigation
report by the Office of the Languages
Commissioner of Nunavut. The document
emphasizes the impact of language barriers

on patient satisfaction indicating that “...a

patient who cannot, or has difficulty speaking

in English, or who is not clearly understood, is

at higher risk of receiving a misdiagnosis with

all the resulting complications” (p. 39)'%

Some studies examined patient satisfaction with
different modes of interpreting, with mixed results.
For example, a systematic review conducted by
Joseph et al. did not find significant variations in
patient satisfaction among different modalities
(e.g. telephone, video, in-person).’®® There were,
however, limited yet positive findings related to
satisfaction with the use of video interpreting
services. Patients cited visual communication as a
positive aspect of in-person and video interpreting.
Researchers generally agree that, regardless of
the mode of delivery, professional interpreting
positively contributes to patient satisfaction.'®®: 157

Improved Staff Experience

Provider Satisfaction

A newer area of study examines the impact of
language barriers on quality of care from the
perspective of health service providers.'™ In
Canada, a study conducted by Koehn, assessing the
barriers to care access for ethnic minority seniors,
revealed that health care providers face language
challenges when assisting members of these
groups.’®® Namely, practitioners admitted they could
not perform an accurate health assessment without
the use of English and, therefore, interpreters are
necessary: “Without an interpreter, you miss the
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subtleties... everything else we can manage in sign
language but really trying to explore somebody’s
pain... you're literally just on the surface, you’re not
exploring how they feel” (p.8). Another Canadian
study, by Brisset et al., reported that 44% of
primary-care providers experienced frequent
difficulties communicating with non-English
proficient patients, along with difficulties accessing
interpreters.”® In a report about interpreting
services in the Champlain Region'®', Moloney
concludes that “There is strong international
evidence of the negative impacts of language
barriers, not just on clients, but also on providers
and health care institutions in terms of health care
accessibility, quality, efficiency and cost” (p.17).

Several studies examined why interpreters are
underutilized by health care providers. The main
barriers identified were the availability of trained
medical interpreters and accessibility to the

agencies that provide them.'®2 While physicians cited

time pressures and limited interpreter availability,
research suggests that professional interpreters are
underutilised even when they are readily available
and/or provided at no cost.'s® 4 |In a qualitative
study conducted in two teaching hospitals with
their own interpreting services, internal medicine
resident physicians acknowledged that those
services are underused despite the recognition

that LEP were not receiving equal care.'®®

The study by Fagan et al.'®® observed that health
care providers reported higher satisfaction with
hospital (face-to-face professional) interpreters
than telephone or patient-supplied interpreters
and suggested that the higher satisfaction with
hospital interpreters was due in part to perceived
increased efficiency associated with their use.

A qualitative study conducted with providers
about their preferences when communicating
with patients with language barriers revealed

that decision-making processes were complex
and involved both the provider and the practice
environment.'®” Technological developments, such
as videoconferencing, telephone call centres, and
the internet, which allow resources to be shared

providers expressed the same level of satisfaction
with video and in-person interpreting services,
but preferred video over telephone interpreting
services, since visual communication and the

use of non-verbal cues were critical to assessing
body language and improving interpreting.'®®

Lower Cost of Care

This section seeks to examine how language
barriers decrease the efficiency of the health

care system and increase health care costs by
contributing to adverse effects, inappropriate
testing and procedures, use of medication and
increases in unnecessary or inappropriate hospital
and health care provider utilization.!”0 171, 172,173

The need for more research about the costs

and benefits of providing interpreting services

is well-recognized.!™ 175 176.177.178 Thjs type of
research is challenging because it is difficult to
identify, document, and quantify all possible costs
and consequences of not providing interpreting
services, some of which may be long-term.
Furthermore, many institutions do not keep track
of the costs of the interpreting services they

provide. The costs of providing interpreting services

vary widely in institutions and a combination of
approaches may be used.'” ' Finally, some
argue that this type of analysis masks fundamental
issues of patients’ rights and ethical care.'®

As a result, few studies examine the direct
impact of language barriers on financial outputs
or efficiency inputs. Nevertheless, the literature
review identifies some cost-benefit analyses,
which used one of three approaches:

1. Comparing institutional costs before and
after the implementation of interpreting
services by calculating the costs of the
intervention and estimating the cost
savings of providing such services.

2. Estimating the financial savings that would
be achieved post-implementation of
professional interpreting services based on
quality of care and efficiency indicators.

across networks of providers and organizations, can
contribute to overcoming provider-related barriers.'%® 3.
In their systematic review, Joseph et al. found that

Calculating the relative costs of different
modes of professional interpreting.

Investing in Language Access to Optimize Health System Performance 13



Research Findings

A seminal study by Hampers et al. examined the
cost of language barriers in terms of diagnostic
testing and hospital LOS. Standard hospital charges
were applied for each patient visit to a pediatric

ED between September and December 1997. The
overall mean charge for tests was significantly higher
for patients with a language barrier compared to
those without (US$145 vs. US$104). The authors
calculated that language barriers accounted

for a US$38 increase in charges for tests and

a 20-minute longer ED stay. Since this study
included some patients who used an interpreter,

the results were likely underestimated.'82 183

Jacobs et al. compared the cost of utilization of
primary care and ED services in a Massachusetts
health system before and after the introduction of
professional interpreting services in four health
centres serving more than 122,000 patients from
1995 to 1997. The authors first calculated the
average costs of interpreting in a large-scale,
round-the-clock interpreting services program in
the primary care setting at US$79 per interpreted
encounter. In terms of efficiency outputs, the
patients served by this program experienced
increased hospital utilization, measured by the
receipt of preventive services, physician visits and
drug prescriptions. These translated into a net
increase in service utilization costs of US$45 per
patient. The authors reasoned that the provision of
interpreting services may be more cost effective
over the long-term as a result of improved patient
physician communication, utilization of preventive
services and reduced complications and adverse
events, and noted that the financial consequences of
providing professional interpreting services warrants
further investigation. Based on their findings of

a positive relationship between affordability of
interpreting services and the amount of preventive
care received, and on the assumption that
preventive care is a cost-effective way of improving
the quality of health care services, the authors
concluded that providing interpreting services
was a financially viable method for enhancing
delivery of health care to patients with LEP."84

Another study by Jacobs et al. investigated
the impact of an enhanced interpreting service
on hospital costs measured by hospital LOS,
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inpatient consultation, radiology tests, follow-up
appointments, use of ED, and patient satisfaction.'®®
The study participants included 323 Internal
Medicine inpatients, 124 whose physicians had
access to the enhanced interpreter intervention
(two trained interpreters assigned to work with
patients throughout their stay), 99 whose physicians
had access to the usual interpreting services (no
interpreter, ad hoc or standard hospital interpreter)
and 100 matched English-speaking participants.
The study found that the enhanced interpreter
intervention did not have a significant impact on
any of the measured outcomes or their associated
costs but noted that the cost of the enhanced
program was small (1.5% of overall patient care).

A U.S. study by Lindholm, et al.’® found that
professional interpreting services at both admission
and discharge reduced a patient’s LOS by 0.75
days to 1.45 days, representing a 34% reduction.

In Ontario, in 2021, the cost of an inpatient bed in
an acute care hospital is, on average, $1,150.'¢

A similar 0.75 day reduction in LOS would result

in a savings of over $860 per patient which is
significantly greater than the total cost of an
interpreter at both admission and discharge.

Promising examples were also identified in the 13
business case studies, carried out by the Alliance
of Community Health Plans Foundation, for projects
that address one or more of the National Culturally
and Linguistically Appropriate Services (CLAS)
Standards.'®® In 2000 (updated to 15 in 2013), the
Office of Minority Health in the U.S. issued 14
standards for CLAS as a means to correct inequities
that existed in the provision of health services,
including culturally competent care, language
access services, and organizational supports for
cultural competence. The cost benefits achieved

by diverse health care organizations (ranging from
large integrated hospitals to small satellite clinics)
that implemented the CLAS standards included:

e  Substantial reductions in outsourced language
interpreting services and subsequent savings
in related costs. For example, the Contra
Costa Health Services Project partnership, a
shared interpreting services model that utilized
advanced video and voice-over internet protocol
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technologies, achieved a cost savings of $0.75/

minute, for a total savings of US$25,000 US.

e  More efficient use of staff time by reducing
communication delays between patients
and providers. For example, Contra Costa
Health Services Project increased the
number of patients served per day at
considerable cost savings. Gany et al. found
that remote simultaneous interpreting is
faster and more accurate than proximate
simultaneous, remote consecutive, and
proximate ad hoc interpreting.'®®

e  Cost savings resulting from investing in building
a linguistically diverse workforce. For example,

Telesalud Molina Healthcare implemented
a program providing permanent and direct
access to bilingual registered nurses for

medical advice, which achieved a cost-savings

of US$2,448 per month during the pilot phase
(end of 2004) and US$750,000 per year in the

calendar year 2005-2006 across eight states.'®®

Nazreen examined whether providing interpreting
services as an input variable saved health system
costs by reducing hospital utilization, laboratory
tests, and physician time, before and after
interpreting services were implemented.’®' She
calculated that following the implementation of

interpreting services, there were substantial savings
due to improved patient compliance and a reduction

of cancellations and no shows. Nazreen’s paper
also included a physician survey, in which 78% of
physicians reported that the use of an interpreter
reduced total care time, enabling them to see
more patients and thus increased their revenue.

Bernstein et al. calculated that the cost to the
health care system of patients using an interpreter
was lower than that of English-speaking patients
and higher than that of patients without an
interpreter.’®> However, the use of professional
interpreters was associated with a lower ED
return rate and increased out-patient clinic
utilization, making patients with interpreters

more like English-speaking patients, without any
simultaneous increases in LOS or cost-of-visit.
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Karliner et al. demonstrated that a systems
intervention aimed at increasing access to telephone
interpreters decreased readmission rates and
estimated hospital expenditures.’®® The intervention
consisted of providing in-patients with dual-handset
telephones with a direct connection to interpreting
services at each hospital bedside. During the
eight-month intervention, the estimated net savings
equaled US$1,291,233, for an estimated monthly
health care expenditure savings of US$161,404.

Interpreting Service Modes

¢ In-person Interpreters: Usually
the costliest option, often ranging
from $45-$150 an hour.

e Telephone Interpreting: One of the
most widely used forms of interpreting.
Advantages include affordability
and access to many languages.

e Centralized Telephonic Language
Services: Beneficial to small institutions
who can share administrative costs
and benefits by contracting services
from organizations that already have
professional interpreting expertise.

Can also function as an effective
pooling system for translating materials
and community resources.

e Video Remote Interpreting (VRI):
A service that uses web cameras
or videophones to access an
offsite interpreter. The costs of VRI
include expenses for equipment
and for the interpreting service.

e Shared Interpreter Network: Health
care staff at participating hospitals use
interpreters located at their own hospitals
or at their partner hospitals via a mobile
videoconferencing unit, creating a pool
of interpreters in various languages.
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Cost Savings by Mode
of Interpreting

There has been some research to date examining
the different modes of providing interpreting
services. The evidence on which mode is best
differs across studies and depends on multiple
factors, including the health care setting context
and type of outcome. Some studies have attempted
to calculate the relative costs and benefits among
different modes of professional interpreting,
including bilingual health care providers, in-person
interpreters, telephone interpreting, video
interpreting, and shared-care networks.'®+ 19

Fagan et al. estimated the potential amount of
physician time that could be saved by providing
hospital interpreters for all Spanish-speaking
patients."® Assuming that 18% of all interpreted
visits used a telephone interpreter with a mean
visit time 36.3 minutes, they calculated the cost of
telephone interpreting in a year to be US$68,154
(29,632 minutes at US$2.30 each). With an
approximate annual cost of a full-time interpreter
estimated at US$30,000, two additional full-time
interpreters could be hired, with a small cost
saving from eliminating telephone interpreter use.

Lion et al. conducted a randomized clinical trial in
the Seattle Children’s Hospital ED to determine the
effect of telephone versus video interpreting on
parent comprehension (ability to name the child’s
diagnosis), parent-reported quality of communication
and interpreting, and frequency of lapses in the use
of professional interpreters.'” Parents in the video
group were more likely to be able to correctly name
their child’s diagnosis (74.6% vs. 59.8% for those

in the telephone group) and less likely to report
lapses in interpreter use. The LOS in the ED for
admitted and discharged patients, and the charges
and minutes of remote interpreting received did not
differ between groups. Mean charges per patient
for video interpreting were significantly higher than
for telephone interpreting. The authors concluded

that video interpreting may be a good investment
to improve parent comprehension and lower the
risk of communication-related adverse events.

Jacobs et al. calculated the average per-minute
and per-encounter cost of providing interpreting
services via a shared network for various
languages.'®® They found that the estimated
encounter cost for in-person interpreting services
varied widely, depending on whether the interpreter
was on staff or under contract. For the former,
the estimated average cost was US$2.65 and

for the latter, US$15.02. The authors concluded
that a shared video and telephone network

would enhance the efficient provision and use of
these services and reduce health inequities.

The literature review identified only one Canadian
study comparing the cost and benefits of two
modes of interpreting. Dowbor et al. conducted a
mixed-methods evaluation to compare the impact
of Language Services Toronto (LST)* to over-the-
phone interpreting (OPI) on patients’ and providers’
experiences across a regional health division that
included both hospital and community-based health
agencies.'®® After the LST program was introduced,
there was a decrease in the use of face-to-face
interpreters, from 37% to 24%. Overall, most
providers found OPI to be appropriate, with some
variation by type of care. Most providers believed
OPI services were appropriate for supportive

care (90%), followed by acute care (88%), chronic
care (86%) and mental health care (73%). The
program also had a strong positive impact on
service processes (e.g. improved patient-provider
relationship, increased comfort and privacy levels)
and interim outcomes (e.g. increased ability to
schedule follow-up appointments and follow health
care providers’ instructions, increased likelihood
to disclose information and ask questions).

* LST provides real-time, over-the-phone interpreting (OPI) services in over 170 languages, 24 hours a day, seven days a week to
clients utilizing health care services in participating organizations. Services are accessed through one central telephone number.

Investing in Language Access to Optimize Health System Performance
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Summary of the Research

The table below summarizes the findings that demonstrate how investments in language access in
general, and professional interpreting in particular, contribute to a higher performing health system.

The Impact of Not Addressing

Language Barriers

The Benefits of Addressing
Language Barriers

Better Health ¢ |ess likely to receive effective, * improved patient safety
Outcomes evidence-based treatment « improved clinical outcomes
* less timely care e significantly fewer errors of
e poor management of acute and chronic conditions potential consequence
e contribute to preventable morbidity and mortality = e reduction in inappropriate
e may contribute to malpractice claims testing and procedures
e increased likelihood of adverse events * more appropriate resource allocation
e increased diagnostic and other medical * shorter LOS
errors, with greater clinical consequences ¢ |lower rates of ED use and readmission
e unnecessary, hazardous or expensive tests and
procedures, omission of other indicated tests
¢ |ower diagnostic confidence
e ineffective treatment plans
e more frequent use of the ED, more
likely to return to the ED
¢ higher hospital admissions and increased LOS
e |ess likely to be using medications
properly at proper dosages
Improved ¢ |ower patient satisfaction and compliance ¢ higher levels of patient satisfaction
Patienlt e problems with access to and coordination of care e greater patient understanding
Experience of care and treatment

e more willingness to attend follow-up visits

Improved Staff
Experience

frequent difficulties communicating with patients

underutilization of professional interpreters;
reliance on ad-hoc interpreters

¢ higher levels of staff satisfaction
¢ improved adherence to treatment plans

Cost Savings

significantly higher overall mean charge for tests
additional costs associated with an increased LOS

e more efficient use of staff time
e savings due to improved patient compliance
e reduction in total care time

e cost savings resulting from
reduced use of the ED

e |lower ED return rate and increased
out-patient clinic utilization

e reductions in outsourced language
interpreting services and subsequent
savings in related costs

e strong positive impact on service processes

e more cost effective over the long-term

Investing in Language Access to Optimize Health System Performance
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The literature review provides strong international
evidence of the negative impacts of language
barriers on health care outcomes, patient and
provider satisfaction, and health care costs. There
is also ample evidence describing the benefits

of providing professional interpreting relative the
Quadruple Aim, although the absolute financial
costs of failing to address language barriers, and
conversely the financial cost savings, are not
always well-documented. Nonetheless, it appears
that the cost of providing professional interpreting
services is quite low relative to other health care
costs.20:201 While less Canadian research has
been undertaken, the research conducted to date
is consistent with these international findings.?%2

Gaps in the research point to some
future research directions:

e  Further qualitative and quantitative analysis of
costs savings and return on investment that
result when providing interpreting services,
and their link to Quadruple Aim goals such
as patient satisfaction. This could be done
by exploring research performed in other
industries, such as a survey of Fortune 500
companies undertaken by the Common Sense
Advisory in 2011, which showed that companies
that invested in translation were 1.5 times
more likely to experience an increase in total
revenue.?® Alternatively, industry-specific
measurement tools, such as Health Care
Quality Costs?%, could be implemented in
practice through action research. This kind
of methodology would quantify the additional
profits associated with the utilization of
interpreting services, by comparing the cost
of providing such services with the economic
benefits they generate through failure
reduction and increased patient satisfaction.

e The impact of language proficiency and
interpreting in specific clinical areas. For
example, current research is insufficient
to inform evidence-based guidelines
for improving psychiatric quality of
care among patients with LEP.2%
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Conclusions, Considerations
and Recommendations

e |Intersectional examination of the interpreting
needs within patient groups characterized
by social identities such as gender, age,
race, and immigration status, etc. to promote
more interpersonal processes of care.?%

e  Evaluation of interpreting strategies to reduce
racial and ethnic health inequities.?%”

Language barriers continue to contribute to
inequities in health outcomes.?%® As our society
grows increasingly linguistically diverse, health
care organizations will need to respond to the
changing demographics of their patient populations.
There is consensus in the literature that the
provision of language access services should not
be viewed as a separate ‘add-on’ program, but
as an essential component of a strategy to meet
organizational goals e.g., to manage risk, improve
quality, reduce health inequities, and establish
partnerships with equity-seeking communities.
Language access services appear to be most
efficient and cost effective when organized at a
regional, rather than an institutional, level.?%°

This echoes and supports the claim by Brandl et al.
that, independently of cost, providing patients with
the opportunity to communicate in a language they
can speak and understand, must be considered

a standard of care.?'® Many jurisdictions have

not put in place standards to guide health care
organizations with the provision of interpreting for
patients with LEP. Nor is access to interpreting or
language services integrated into health quality
management systems or improvement frameworks.
For example, in 2018, language access was not
addressed among the 39 different measures used
by Health Quality Ontario to assess the health
system’s performance.?'" Moving forward, there

is a need to share and promote evidence-based
findings and information with health care providers
and managers regarding the opportunity cost

of not addressing language barriers and how
interpreting services can contribute to a high
performing organization and health system.
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Conclusions, Considerations and Recommendations

Based on the findings and considerations
presented in the literature review, the following
recommendations are being made:

1. Pursue additional lines of inquiry to strengthen
the evidence base regarding the opportunity
costs — and their effects on return on investment

- that can be attributed to language barriers.

2. Expand and integrate professional interpreting
services within Canadian health care
organizations and the health system as a
strategy for not just overcoming language
barriers but for promoting accessible, equitable,
and high quality health care services to all
Canadians regardless of ethnicity, race, class,
gender and linguistic/cultural background.

3. Establish and extend government
funding to health care institutions to
ensure that interpreting services are
incorporated as standard budget lines.

4. Provide training for health system managers
and providers regarding the opportunity cost
of not addressing language barriers and
rationale for investing in providing interpreting
services to optimize health service delivery at
the organizational and health systems levels.

Investing in Language Access to Optimize Health System Performance
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Appendices

Appendix 1 - Methods

The original parameters for the literature
review included the following:

1. Compile evidence that supports the
business case that not providing
interpreting results in increased overall
costs to the health care system.

Focus on hospitals and specialist care.

Focus on system costs (and
not individual costs).

4. Search primarily Canadian and U.S.
literature (only 10% international).

5. Search recent literature and include literature
produced since the original literature review.

6. Focus on primarily peer-reviewed
literature (include approx. 10% grey
literature from well reputed sources that
have used sound methodology).

The methodology for the literature review included
both a literature search and an environmental
scan. The databases used for the literature search
included PubMed/Medline and Psychinfo for

the years 1997-2009. The main (primary) search
was conducted using the following keywords:
interpreters AND cost/cost analysis (N=35) and

language barriers AND cost/cost analysis (N = 219).

Three secondary searches were conducted.

e  The first used the following keywords:
language barriers AND health care efficiency
(N = 8), language barriers AND safety (N = 37),
language barriers AND adverse events (N =
9), language barriers AND hospital admission/
utilization (N =19), language barriers AND
physician time (N = 79), language barriers
AND timeliness (N = 5), language barriers
AND health equity (N = 12), language barriers
AND quality of care (N = 279), language
barriers AND patient satisfaction (N = 111).
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e The second used the following keywords:
interpreters AND health care efficiency
(N = 8), interpreters AND safety (N = 9),
interpreters AND adverse events (N = 0),
interpreters AND hospital admission/utilization
(N = 11), interpreters AND physician time
(N = 35), interpreters AND timeliness (N =
3), interpreters AND health equity (N = 3),
interpreters AND quality of care (N = 82),
interpreters AND patient satisfaction (N = 51).

e The third search used the keywords language
barriers OR interpreters AND Canada (N = 17).

Other peer-reviewed articles were identified using
the related links and citations function in PubMed.
Only articles that were relevant to the parameters

of this review were included. There was substantial
overlap with the literature on ethnic/racial disparities.

The 2009 literature review identified several
review articles citing additional peer-reviewed
journal articles identified through their own
systematic searches of PubMed, Psychinfo,
and Sociological abstracts (Goode et al., 2006;
Bowen, 2004; Jacobs et al., 2006; Jacobs et al.,
2003; Karliner et al., 2005; Ramirez et al., 2008;
Azarmina & Wallace, 2005; Flores, 2005).

The environmental scan was conducted to identify
grey literature such as government and institutional
reports and demonstration projects. The scan

also included interviews with relevant health care
providers and administrators across Canada

to document existing models of professional
interpreting services. It included the use of
professional contacts, a search of relevant websites
(e.g. National Council on Interpreting in Health
Care; Speaking Together, Hablamos Juntos) and
requests for information from SDOH listserv.

In 2021, the literature was updated to incorporate:
e A 2015 report by Sarah Bowen for the
Société Santé en francgais (Bowen, 2015).

e  Systematic reviews conducted since 2009
examining the impact of language barriers
and interpreting services on indicators such
as health care quality, efficiency and cost.
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e Recent research by key authors cited Appendix 2 - Glossary
in the 2009 literature review and recent
researchers who have cited their work. ASL American Sign Language

e Recent research examining the impact of
various modes of interpreting services. CLAS Culturally and Linguistically

e Emerging Canadian research and initiatives Appropriate Services

related to the provision of interpreting services.

e Communication and consultation with COPD Chronic Obstructive Pulmonary Disease

leaders and agencies in the field (e.g. Joint

Commission, IMIA, The Interpreter’s Lab). cT Computed Tomography
ED Emergency Department
FU Follow-Up
IHI Institute of Healthcare Improvement
IMIA International Medical

Interpreters Association

LE(F)P Limited English (French) Proficiency

LOS Length of Stay

LST Language Services Toronto
OPI Over the Phone Interpreting
ROI Return on Investment

RVVMI  Remote Video/Voice Medical Interpreting
SDOH Social Determinants of Health
SROI Social Return on Investment

TC LHIN Toronto Central Local Health
Integration Network

VRI Video Remote Interpreting

Investing in Language Access to Optimize Health System Performance 21



Endnotes

Perkins, J., Youdelman, M., & Wong, D. (2003). Ensuring linguistic
access in health care settings: Legal rights & responsibilities. Kaiser
Family Foundation. Retrieved from: https:/www.kff.org/medicaid/
report/ensuring-linguistic-access-in-health-care-settings-2/

Health Care Language Assistance Act, Cal. S. B. 353 (2013-
2014). Retrieved from: https://leginfo.legislature.ca.gov/
faces/billTextClient.xhtmI?bill id=201320140SB353

Kumar, N., Laher, N., Sultana, A., & Aery, A. (2017). The right to
language accessibility in Ontario’s health care system. Wellesley
Institute. Retrieved from: https://www.wellesleyinstitute.com/health/
the-right-to-language-accessibility-in-ontarios-health-care-system/

Canadian Charter of Rights and Freedoms, s 15,
Part | of the Constitution Act, 1982, being Schedule
B to the Canada Act 1982 (UK), 1982, c 11.

Human Rights Code, RSO 1990, ¢ H.19,
Retrieved from: http://canlii.ca/t/53kb6

Kwan, J. (2019, May). Petitions. House of Commons
Canada. Retrieved from: https://petitions.ourcommons.
ca/en/Petition/Details?Petition=e-2136

Brandl, E. J., Schreiter, S., & Schouler-Ocak, M. (2019). Are
trained medical interpreters worth the cost? A review of the
current literature on cost and cost-effectiveness. Journal
of Immigrant and Minority Health, 22(1), 175-181. Retrieved
from: https://doi.org/10.1007/s10903-019-00915-4

Karliner, L. S., Pérez-Stable, E. J., & Gregorich, S. E.
(2017). Convenient access to professional interpreters in
the hospital decreases readmission rates and estimated
hospital expenditures for patients with limited English
proficiency. Retrieved from: Medical Care, 55(3), 199.

Ku, L., & Flores, G. (2005). Pay now or pay later:
Providing interpreter services in health care. Health
Affairs (Project Hope), 24(2), 435-444. Retrieved
from: https://doi.org/10.1377/hithaff.24.2.435

Schenker, Y., Perez-Stable, E. J., Nickleach, D., &
Karliner, L. S. (2011). Patterns of interpreter use for
hospitalized patients with limited English proficiency.
Journal of General Internal Medicine, 26(7), 712-717.

Hyman, I. (2009). Literature Review: Costs of Not
Providing Interpretation in Health Care. Access Alliance
Multicultural Health and Community Services.

Feeley, D. (2017). The Triple Aim or the Quadruple Aim? Four Points
to Help Set Your Strategy. Institute for Healthcare Improvement.
Retrieved from: http://www.ihi.org/communities/blogs/the-triple-
aim-or-the-quadruple-aim-four-points-to-help-set-your-strategy

Bodenheimer & Sinsky. (2014). From Triple to Quadruple Aim: Care
of the Patient Requires Care of the Provider. Annals of Family
Medicine, 12(6) 573-576; DOI: https://doi.org/10.1370/afm.1713

Sikka, R., Morath, J., & Lucian, L. (2015). The Quadruple
Aim: care, health, cost and meaning in work. BMJ
Quality & Safety, 24(10), 608-610. Retrieved from: https:/
qualitysafety.bmj.com/content/24/10/608.info

Ontario Ministry of Health and Long-Term Care.
Guidance for Health Care Providers and Organizations.
Retrieved from: http://health.gov.on.ca/en/pro/programs/
connectedcare/oht/docs/guidance _doc_en.pdf

Investing in Language Access to Optimize Health System Performance

20

pal

22

23

24

25

26

27

28

29

30

Tepper J. (2016). The Next Step for Better Quality Care. Health
Quality Ontario. Retrieved from: https://hgontario.ca/Blog/
quality-improvement/the-next-step-for-better-quality-care

Bowen, S. (2015). The impact of language barriers on patient
safety and quality of care. Société Santé en francais. Retrieved
from: http://www.santefrancais.ca/wp-content/uploads/2018/11/
SSF-Bowen-S.-Language-Barriers-Study-1.pdf

Massachusetts General Hospital (MGH). (2008). Improving

quality and achieving equity: A guide for hospital leaders.

Retrieved from: http:/www.ihi.org/resources/Pages/Tools/
ImprovingQualityandAchievingEquityAGuideforHospitallL eaders.aspx

Divi, C., Koss, R. G., Schmaltz, S. P., & Loeb, J. M. (2007).
Language proficiency and adverse events in US hospitals: A pilot
study. International Journal of Quality Health Care, 19(2), 60-67.

Cohen, A. L., Rivara, F., Marcuse, E. K., McPhillips, H., &
Davis, R. (2005). Are language barriers associated with serious
medical events in hospitalized pediatric patients? Pediatrics,
116(3), 575-579. https://doi.org/10.1542/peds.2005-0521

Schyve, P. M. (2007). Language differences as a barrier to quality
and safety in health care: The joint commission perspective.
Journal of General Internal Medicine, 22 Suppl 2, 360-361.

Bowen, S. (2004). Language barriers within the Winnipeg
regional health authority. Evidence and implications.
Winnipeg Regional Health Authority. Retrieved from: http:/
torontohealthequity.ca/wp-content/uploads/2013/02/
Language Barriers_within_the Winnipeg Regional

Health Authority Evidence and Implications.pdf

Schyve. (2007). “Language differences.”
Perkins, Youdelman, & Wong. (2003). “Ensuring linguistic access.”

Goode, T.D., Dunne, M.C., & Bronheim, S.M. (2006, October).
The evidence base for cultural and linguistic competency in
health care. The Commonwealth Fund. Retrieved from:
https://www.commonwealthfund.org/
publications/fund-reports/2006/oct/
evidence-base-cultural-and-linguistic-competency-health-care

Quan, K., & Lynch, J. (2010). The high costs of language barriers
in medical malpractice. National Health Law Program, School of
Public Health. University of California Berkeley. Retrieved from:
https://9kgpw4dcaw91s37kozm5jx17-wpengine.netdna-ssl.
com/wp-content/uploads/2018/09/Language-Access-and-
Malpractice.pdf#:~:text=2%20%2F %20THE %20HIGH%20
CoSTS%200f%20LANGUAGE%20BARRIERS,an%20expert%20
witness%20in%20the%20Tran%20malpractice%20case.1

Walton, P. (1996). Medical system failed woman.
Nanaimo Daily Free Press. June 1, 1996.

Inquest, M. P. C. S. (1999). The Report of the Manitoba
Pediatriac Cardiac Surgery Inquest: An Inquiry Into
Twelve Deaths at the Winnipeg Health Sciences
Centre in 1994. Provincial Court of Manitoba.

Edmunds, K., Nantais, J. (2019) Windsor-Essex Service
Providers Enabling Access to Communication (WE

SPEAC) Literature Review Executive Summary and
Recommendations. University of Windsor Faculty of Nursing.

Goode, Dunne, & Bronheim. (2006, October).
“Cultural and linguistic competency.”

22


https://www.kff.org/medicaid/report/ensuring-linguistic-access-in-health-care-settings-2/
https://www.kff.org/medicaid/report/ensuring-linguistic-access-in-health-care-settings-2/
https://leginfo.legislature.ca.gov/faces/billTextClient.xhtml?bill_id=201320140SB353
https://leginfo.legislature.ca.gov/faces/billTextClient.xhtml?bill_id=201320140SB353
https://www.wellesleyinstitute.com/health/the-right-to-language-accessibility-in-ontarios-health-car
https://www.wellesleyinstitute.com/health/the-right-to-language-accessibility-in-ontarios-health-car
http://canlii.ca/t/53kb6
https://petitions.ourcommons.ca/en/Petition/Details?Petition=e-2136
https://petitions.ourcommons.ca/en/Petition/Details?Petition=e-2136
https://doi.org/10.1007/s10903-019-00915-4
https://doi.org/10.1377/hlthaff.24.2.435
http://www.ihi.org/communities/blogs/the-triple-aim-or-the-quadruple-aim-four-points-to-help-set-your-strategy
http://www.ihi.org/communities/blogs/the-triple-aim-or-the-quadruple-aim-four-points-to-help-set-your-strategy
https://doi.org/10.1370/afm.1713
https://qualitysafety.bmj.com/content/24/10/608.info
https://qualitysafety.bmj.com/content/24/10/608.info
http://health.gov.on.ca/en/pro/programs/connectedcare/oht/docs/guidance_doc_en.pdf
http://health.gov.on.ca/en/pro/programs/connectedcare/oht/docs/guidance_doc_en.pdf
https://hqontario.ca/Blog/quality-improvement/the-next-step-for-better-quality-care
https://hqontario.ca/Blog/quality-improvement/the-next-step-for-better-quality-care
http://www.santefrancais.ca/wp-content/uploads/2018/11/SSF-Bowen-S.-Language-Barriers-Study-1.pdf
http://www.santefrancais.ca/wp-content/uploads/2018/11/SSF-Bowen-S.-Language-Barriers-Study-1.pdf
http://www.ihi.org/resources/Pages/Tools/ImprovingQualityandAchievingEquityAGuideforHospitalLeaders.aspx
http://www.ihi.org/resources/Pages/Tools/ImprovingQualityandAchievingEquityAGuideforHospitalLeaders.aspx
https://doi.org/10.1542/peds.2005-0521
http://torontohealthequity.ca/wp-content/uploads/2013/02/Language_Barriers_within_the_Winnipeg_Regional_Health_Authority_Evidence_and_Implications.pdf
http://torontohealthequity.ca/wp-content/uploads/2013/02/Language_Barriers_within_the_Winnipeg_Regional_Health_Authority_Evidence_and_Implications.pdf
http://torontohealthequity.ca/wp-content/uploads/2013/02/Language_Barriers_within_the_Winnipeg_Regional_Health_Authority_Evidence_and_Implications.pdf
http://torontohealthequity.ca/wp-content/uploads/2013/02/Language_Barriers_within_the_Winnipeg_Regional_Health_Authority_Evidence_and_Implications.pdf
https://www.commonwealthfund.org/publications/fund-reports/2006/oct/evidence-base-cultural-and-linguistic-competency-health-care
https://www.commonwealthfund.org/publications/fund-reports/2006/oct/evidence-base-cultural-and-linguistic-competency-health-care
https://www.commonwealthfund.org/publications/fund-reports/2006/oct/evidence-base-cultural-and-linguistic-competency-health-care
https://9kqpw4dcaw91s37kozm5jx17-wpengine.netdna-ssl.com/wp-content/uploads/2018/09/Language-Access-and-Malpractice.pdf#:~:text=2%20%2F%20THE%20HIGH%20CoSTS%20of%20LANGUAGE%20BARRIERS,an%20expert%20witness%20in%20the%20Tran%20malpractice%20case.1
https://9kqpw4dcaw91s37kozm5jx17-wpengine.netdna-ssl.com/wp-content/uploads/2018/09/Language-Access-and-Malpractice.pdf#:~:text=2%20%2F%20THE%20HIGH%20CoSTS%20of%20LANGUAGE%20BARRIERS,an%20expert%20witness%20in%20the%20Tran%20malpractice%20case.1
https://9kqpw4dcaw91s37kozm5jx17-wpengine.netdna-ssl.com/wp-content/uploads/2018/09/Language-Access-and-Malpractice.pdf#:~:text=2%20%2F%20THE%20HIGH%20CoSTS%20of%20LANGUAGE%20BARRIERS,an%20expert%20witness%20in%20the%20Tran%20malpractice%20case.1
https://9kqpw4dcaw91s37kozm5jx17-wpengine.netdna-ssl.com/wp-content/uploads/2018/09/Language-Access-and-Malpractice.pdf#:~:text=2%20%2F%20THE%20HIGH%20CoSTS%20of%20LANGUAGE%20BARRIERS,an%20expert%20witness%20in%20the%20Tran%20malpractice%20case.1
https://9kqpw4dcaw91s37kozm5jx17-wpengine.netdna-ssl.com/wp-content/uploads/2018/09/Language-Access-and-Malpractice.pdf#:~:text=2%20%2F%20THE%20HIGH%20CoSTS%20of%20LANGUAGE%20BARRIERS,an%20expert%20witness%20in%20the%20Tran%20malpractice%20case.1

Endnotes

31

32

33

34

35

36

37

38

39

40

41

42

43

44

45

46

47

Downing, S. (2003). Validity: on the meaningful
interpretation of assessment data. Medical Education,
37(9), 830-837. Retrieved from: https://onlinelibrary.
wiley.com/doi/10.1046/j.1365-2923.2003.01594.x

Flores, G., Laws, M.B., Mayo, S. J., Zuckerman, B., Abreu, M.,
Medina, L., & Hardt, E.J. (2003). Errors in medical interpretation
and their potential clinical consequences in pediatric encounters.
Pediatrics, 111, 6-14. https://doi.org/10.1542/peds.111.1.6

Bowen. (2015). “Impact of language barriers.”

Smedley, B.D., Stith, A.Y., & Nelson, A.R. (2003). Unequal
treatment: Confronting racial and ethnic disparities in health.
Institute of Medicine (US) Committee on Understanding

and Eliminating Racial and Ethnic Disparities in Health

Care. Retrieved from: https://doi.org/10.17226/12875

Galbraith, A. A., Semura, J. |., McAninch-Dake, R. J.,
Anderson, N., & Christakis, D. A. (2008). Language disparities
and timely care for children in managed care Medicaid. The
American Journal of Managed Care, 14(7), 417-426.

Granek, L., Krzyzanowska, M. K., Tozer, R., & Mazzotta, P. (2013).
Oncologists’ strategies and barriers to effective communication
about the end of life. Journal of Oncology Practice, 9(4), e129-35.

Bauer, A. M., & Alegria, M. (2010). Impact of patient language
proficiency and interpreter service use on the quality of psychiatric
care: A systematic review. Psychiatric Services, 61(8), 765-773.

Ibid.

John-Baptiste, A., Naglie, G., Tomlinson, G., Alibhai, S.
M., Etchells, E., Jacobs, E. A., Shepard, D. S., Suaya, J.
A., & Stone, E. L. (2004). Overcoming language barriers
in health care: Costs and benefits of interpreter services.
American Journal of Public Health, 94(5), 866-869.

Goldman, R.D., Amin, P., & Macpherson, A. (2006).
Language and length of stay in the pediatric emergency
department. Pediatric Emergency Care, 22(9), 640-643.

Bowen. (2004). “Language barriers within Winnipeg.”

Goldman, Amin, & Macpherson. (2006). “Length of stay.”
Betjemann, J. P., Thompson, A. C., Santos-Sanchez, C.,
Garcia, P. A., & lvey, S. L. (2013). Distinguishing
language and race disparities in epilepsy surgery.
Epilepsy and Behavior, 28(3), 444-449. Retrieved from:
https://pubmed.ncbi.nim.nih.gov/23891765/
#:~:text=Distinguishing%20language%20and %20
race%20disparities%20in%20epilepsy %20
surgery.,0f%20pursuing%20surgical%20treatment%20
for%20medically %20refractory%20epilepsy

Bowen. (2015). “Impact of language barriers.”
Bowen. (2004). “Language barriers within Winnipeg.”
John-Baptiste et al. (2004). “Overcoming language barriers.”

Karliner, L. S., Auerbach, A., Napoles, A., Schillinger,
D., Nickleach, D., & Pérez-Stable, E. J. (2012).
Language barriers and understanding of hospital
discharge instructions. Medical Care, 50(4), 283.

Investing in Language Access to Optimize Health System Performance

48

49

Molina, Y., Hohl, S. D., Ko, L. K., Rodriguez, E. A., Thompson,
B., & Beresford, S. A. (2014). Understanding the patient-provider
communication needs and experiences of Latina and non-
Latina White women following an abnormal mammogram.
Journal of Cancer Education: The Official Journal of the
American Association for Cancer Education, 29(4), 781-789.

Divi et al. (2007). “Language proficiency.”

Jacobs, E., Chen, A. H., Karliner, L. S., Agger-Gupta,
N., & Mutha, S. (2006). The need for more research on
language barriers in health care: A proposed research
agenda. The Milbank Quarterly, 84(1), 111-133.

Sarver, J., & Baker, D. (2000). Effect of language barriers
on follow-up appointments after an emergency department
visit. Journal of General Internal Medicine, 15(4), 256-264.

Ramirez, D., Engel, K. G., & Tang, T. S. (2008). Language
interpreter utilization in the emergency department
setting: A clinical review. Journal of Health Care for

the Poor and Underserved, 19(2), 352-362.

Bernstein, J., Bernstein, E., Dave, A., Hardt, E., James, T.,

Linden, J., Mitchell, P., Oishi, T., & Safi, C. (2002). Trained medical
interpreters in the emergency department & colon; Effects on
services, subsequent charges, and follow-up. Journal of Immigrant
Health, 4(4), 171-176. https://doi.org/10.1023/A:1020125425820

Karliner, L. S., Jacobs, E. A, Chen, A. H., & Mutha, S. (2007).
Do professional interpreters improve clinical care for patients
with limited English proficiency? A systematic review of the
literature. Health Services Research, 42(2), 727-754.

Ku & Flores. (2005). “Pay now.”

Lee, L., Batal, H., Maselli, J., & Kutner, J. (2002). Effect of Spanish
interpretation method on patient satisfaction in an urban walk-in
clinic. Journal of General Internal Medicine, 17(8), 641-646.

Flores, G. (2005). The impact of medical interpreter
services on the quality of health care: A systematic
review. Medical Care Research and Review, 62(3), 255-
299. https://doi.org/10.1177/1077558705275416

Karliner et al. (2007). “Improve clinical care.”
Ku & Flores. (2005). “Pay now.”

Diamond, L., Izquierdo, K., Canfield, D., Matsoukas, K., &
Gany, F. (2019). A systematic review of the impact of patient—
physician non-English language concordance on quality of care
and outcomes. Journal of General Internal Medicine, 34(8),
1591-1606. https://doi.org/10.1007/s11606-019-04847-5

Bauer & Alegria. (2010). “Patient language proficiency.”

Carter-Pokras, O., O’Neill, M.J.F., Cheanvechai, V., Menis,
M., Fan, T., & Solera, A. (2004). Providing linguistically
appropriate services to persons limited English proficiency:
A needs and resources investigation. The American
Journal of Managed Care, 10 Spec No, SP29-SP36.

Hampers, L. C., & McNulty, J. E. (2002). Professional
interpreters and bilingual physicians in a pediatric emergency
department: Effect on resource utilization. Archives of
Pediatrics & Adolescent Medicine, 156(11), 1108-1113.

Jacobs et al. (2006). “Language barriers in health.”

23


https://onlinelibrary.wiley.com/doi/10.1046/j.1365-2923.2003.01594.x
https://onlinelibrary.wiley.com/doi/10.1046/j.1365-2923.2003.01594.x
https://doi.org/10.1542/peds.111.1.6
https://doi.org/10.17226/12875
https://pubmed.ncbi.nlm.nih.gov/23891765/#:~:text=Distinguishing%20language%20and%20race%20dispariti
https://pubmed.ncbi.nlm.nih.gov/23891765/#:~:text=Distinguishing%20language%20and%20race%20dispariti
https://pubmed.ncbi.nlm.nih.gov/23891765/#:~:text=Distinguishing%20language%20and%20race%20dispariti
https://pubmed.ncbi.nlm.nih.gov/23891765/#:~:text=Distinguishing%20language%20and%20race%20dispariti
https://pubmed.ncbi.nlm.nih.gov/23891765/#:~:text=Distinguishing%20language%20and%20race%20dispariti
https://doi.org/10.1023/A:1020125425820
https://doi.org/10.1177/1077558705275416
https://doi.org/10.1007/s11606-019-04847-5

Endnotes

65

66

67

68

69

70

ral

72

73

74

75

76

77

78

Bowen, S. (2001). Language barriers in access to health

care. Health Canada. Retrieved from: https://www.canada.
ca/en/health-canada/services/health-care-system/reports-
publications/health-care-accessibility/language-barriers.html

Tang, A.S., Kruger, J.F., Quan, J., & Fernandez, A. (2014).
From admission to discharge: Patterns of interpreter

use among resident physicians caring for hospitalized
patients with limited English proficiency. Journal of Health
Care for the Poor and Underserved; 25(4): 1784-98.

Lion, K. C., Rafton, S. A., Shafii, J., Brownstein, D., Michel,
E., Tolman, M., & Ebel, B. E. (2013). Association between
language, serious adverse events, and length of stay among
hospitalized children. Hospital Pediatrics, 3(3), 219-225.

John Baptiste, A., Naglie, G., Tomlinson, G., Alibhai, S. M.,
Etchells, E., Cheung, A., Kapral, M., Gold, W. L., Abrams,

H., Bacchus, M., & Krahn, M. (2004). The Effect of English
Language Proficiency on Length of stay and In-hospital
Mortality. Journal of General Internal Medicine, 19(3), 221-228.

Goldman, Amin, & Macpherson. (2006). “Length of stay.”

Betancourt, Joseph R., M. R. Renfrew, A. R. Green, L. Lopez, and
M. Wasserman. “Improving patient safety systems for patients
with limited English proficiency: a guide for hospitals.” Rockville,
MD: Agency for Healthcare Research and Quality (2012): 12-0041.

Tan-McGrory, Aswita, and Joseph Betancourt.
“Addressing language barriers and improving quality
of transitions and discharge.” Israel Journal of
Health Policy Research 3, no. 1 (2014): 1-3

Karliner et al. (2012). “Language barriers and understanding.”

Gallagher, R. A., Porter, S., Monuteaux, M. C., & Stack, A. M.
(2013). Unscheduled return visits to the emergency department:
The impact of language. Pediatric Emergency Care, 29(5), 579-583.

Ngai, K. M., Grudzen, C. R., Lee, R., Tong, V. Y., Richardson,

L. D., & Fernandez, A. (2016). The association between limited
English proficiency and unplanned emergency department revisit
within 72 hours. Annals of Emergency Medicine, 68(2), 213-221.

Karliner, L. S., Kim, S. E., Meltzer, D. O., & Auerbach, A.
D. (2010). Influence of language barriers on outcomes
of hospital care for general medicine inpatients. Journal
of Hospital Medicine: An Official Publication of the
Society of Hospital Medicine, 5(5), 276-282.

Regalbuto, R., Maurer, M. S., Chapel, D., Mendez, J., &
Shaffer, J. A. (2014). Joint commission requirements for
discharge instructions in patients with heart failure: Is
understanding important for preventing readmissions?
Journal of Cardiac Failure, 20(9), 641-649.

Centers for Medicare & Medicaid Services.

Hospital Readmissions Reduction Program (HRRP)
https://www.cms.gov/Medicare/Medicare-Fee-for-Service-
Payment/AcutelnpatientPPS/Readmissions-Reduction-
Program (Accessed the source on October 13th, 2020)

Rawal, S., Srighanthan, J., Vasantharoopan, A., Hu, H.,
Tomlinson, G., & Cheung, A. M. (2019). Association between
limited English proficiency and revisits and readmissions
after hospitalization for patients with acute and chronic
conditions in Toronto, Ontario, Canada. Journal of the
American Medical Association, 322(16), 1605-1607.
Retrieved from: https://doi.org/10.1001/jama.2019.13066

Investing in Language Access to Optimize Health System Performance

% Flores. (2005). “Medical interpreter services.”
8  Ku & Flores. (2005). “Pay now.”

8  Waxman, M. A,, & Levitt, M. A. (2000). Are diagnostic testing
and admission rates higher in non-English-speaking versus
English speaking patients in the emergency department?
Annals of Emergency Medicine, 36(5), 456-461.

8  Hampers & McNulty. (2002). “Professional interpreters.”

8 Lopez, L., Rodriguez, F., Huerta, D., Soukup, J., & Hicks, L.
(2015). Use of interpreters by physicians for hospitalized limited
English proficient patients and its impact on patient outcomes.
Journal of General Internal Medicine, 30(6), 783-789.

8 Flores. (2005). “Medical interpreter services.”

8 Ku & Flores. (2005). “Pay now.”

8  Carter-Pokras et al. (2004). “Linguistically appropriate services.
8 Waxman & Levitt. (2000). “Diagnostic testing.”

8  Lindholm, M., Hargraves, J. L., Ferguson, W. J., & Reed,
G. (2012). Professional language interpretation and
inpatient length of stay and readmission rates. Journal
of General Internal Medicine, 27(10), 1294-1299.

8  Flores. (2005). “Medical interpreter services.”

%0 Ku & Flores. (2005). “Pay now.”

el Carter-Pokras et al. (2004). “Linguistically appropriate services.
% Lindholm et al. (2012). “Professional language interpretation.”

®  Fagan, M. J., Diaz, J. A., Reinert, S. E., Sciamanna, C. N.,
& Fagan, D. M. (2003). Impact of interpretation method on
clinic visit length. Journal of General Internal Medicine:
Official Journal of the Society for Research and Education
in Primary Care Internal Medicine, 18(8), 634-638.

% Tocher TM, Larson EB. Do physicians spend more time with
non-English-speaking patients? J Gen Intern Med. 1999;14:303-9.

% Azarmina, P., & Wallace, P. (2005). Remote interpretation
in medical encounters: A systematic review. Journal
of Telemedicine and Telecare, 11(3), 140-145.

%  Elixhauser, A., Weinick, R. M., Betancourt, J. R., &
Andrews, R. M. (2002). Differences between Hispanics
and non-Hispanic Whites in use of hospital procedures for
cerebrovascular disease. Ethnicity & Disease, 12(1), 29-37.

°”  Flores, G., Rabke-Verani, J., Pine, W., & Sabharwal, A. (2002).
The importance of cultural and linguistic issues in the emergency
care of children. Pediatric Emergency Care, 18(4), 271-284.

% Ku & Flores. (2005). “Pay now.”
?  Hampers & McNulty. (2002). “Professional interpreters.”
00 Jacobs et al. (2006). “Language barriers in health.”

91 Hampers, L. C., Cha, S., Gutglass, D. J., Binns, H. J., & Krug,
S. E. (1999). Language barriers and resource utilization in a
pediatric emergency department. Pediatrics, 103(6), 1253-1256.

02 Garra, G., Albino, H., Chapman, H., Singer, A.J., & Thode Jr,
H.C. (2010). The impact of communication barriers on diagnostic
confidence and ancillary testing in the emergency department.
The Journal of Emergency Medicine, 38(5), 681-685.

24


https://www.canada.ca/en/health-canada/services/health-care-system/reports-publications/health-care-
https://www.canada.ca/en/health-canada/services/health-care-system/reports-publications/health-care-
https://www.canada.ca/en/health-canada/services/health-care-system/reports-publications/health-care-
https://www.cms.gov/Medicare/Medicare-Fee-for-Service-Payment/AcuteInpatientPPS/Readmissions-Reduction-Program
https://www.cms.gov/Medicare/Medicare-Fee-for-Service-Payment/AcuteInpatientPPS/Readmissions-Reduction-Program
https://www.cms.gov/Medicare/Medicare-Fee-for-Service-Payment/AcuteInpatientPPS/Readmissions-Reduction-Program
https://doi.org/10.1001/jama.2019.13066

Endnotes

103

104

105

106

107

108

109

110

m

112

113

14

15

116

17

118

119

120

121

122

123

124

125

126

Waxman & Levitt. (2000). “Diagnostic testing.”

Bard, M. R., Goettler, C. E., Schenarts, P. J., Collins, B. A.,
Toschlog, E. A., Sagraves, S. G., & Rotondo, M.F. (2004).
Language barrier leads to the unnecessary intubation of
trauma patients. The American Surgeon, 70(9), 783-786.

Bowen. (2004). “Language barriers within Winnipeg.”

Flores. (2005). “Medical interpreter services.”

Ku & Flores. (2005). “Pay now.”

Carter-Pokras et al. (2004). “Linguistically appropriate services.”

Barton, J. L., Schmajuk, G., Trupin, L., Graf, J., Imboden,

J., Yelin, E. H., & Schillinger, D. (2013). Poor knowledge of
methotrexate associated with older age and limited English-
language proficiency in a diverse rheumatoid arthritis
cohort. Arthritis Research & Therapy, 15(5), R157.

Karliner et al. (2012). “Language barriers and understanding.”

David, R.A., & Rhee, M. (1998). The impact of language as a
barrier to effective health care in an underserved urban Hispanic
community. Mount Sinai Journal of Medicine, 65(5-6):393-397.

Bhandari, V. K., Wang, F., Bindman, A. B., & Schillinger, D. (2008).
Quality of anticoagulation control: Do race and language matter?
Journal of Health Care for the Poor and Underserved, 19(1), 41-55.

Rodriguez, F., Hong, C., Chang, Y., Oertel, L. B., Singer, D. E.,
Green, A. R., & Lapez, L. (2013). Limited English proficient patients
and time spent in therapeutic range in a warfarin anticoagulation
clinic. Journal of the American Heart Association, 2(4). Retrieved
from: http://www.scopus.com/inward/record.url?eid=2-s2.0848995
97800&partnerlD=40&md5=d22cec917bd20c2e196c228387367774

Shen, Q., Cordato, D. J., Chan, D. K., & Kokkinos, J. (2005).
Comparison of stroke risk factors and outcomes in patients
with English-speaking background versus non-English-
speaking background. Neuroepidemiology, 24(1-2), 79-86.

Hampers & McNulty. (2002). “Professional interpreters.”

Aspden, P., Corrigan, J., & Wolcott J. (2004). Patient safety:
Achieving a new standard for care. Washington DC: The
National Academies Press. https://doi.org/10.17226/10863

The Joint Commission. (2012). Sentinel
event data: Root causes by type.

Schyve. (2007). “Language differences.”

Bowen. (2015). “Impact of language barriers.”

Ku & Flores. (2005). “Pay now.”

Schyve. (2007). “Language differences.”

Flores et al. (2003). “Errors in medical interpretation.”
Jacobs et al. (2006). “Language barriers in health.”

Wasserman, M., Renfrew, M. R., Green, A. R., Lopez, L.,
Tan-McGrory, A., Brach, C., & Betancourt, J. R. (2014).
Identifying and preventing medical errors in patients with
limited English proficiency: Key findings and tools for the
field. Journal for Healthcare Quality: Official Publication of the
National Association for Healthcare Quality, 36(3), 5-16.

Lion et al. (2013). “Association between language.”

Divi et al. (2007). “Language proficiency.”

Investing in Language Access to Optimize Health System Performance

127

128

129

130

131

132

133

134

135

136

137

138

139

140

141

142

143

144

Bartlett, G., et al. (2008). Impact of patient
communication problems on the risk of preventable
adverse events in acute care settings. Canadian
Medical Association Journal, 178(12): 1555-1562.

Flores et al. (2003). “Errors in medical interpretation.”

Flores. (2005). “Medical interpreter services.”

Ibid

Flores, G., Abreu, M., Barone, C. P,, Bachur, R., & Lin, H. (2012).
Errors of medical interpretation and their potential clinical

consequences: A comparison of professional versus ad hoc versus
no interpreters. Annals of Emergency Medicine, 60(5), 545-553.

Mahmoud, A.B., & Reisel, W.D. (2014). Relating

patient satisfaction to nurses’ job satisfaction, job
security, and obedience OCBs. International Journal of
Pharmaceutical and Healthcare Marketing, 8, 47-61.

Taylor C., & Benger J.R. (2004). Patient satisfaction in emergency
medicine. Emergency Medicine Journal, 21(5):528-532.
Retrieved from: https://doi.org/10.1136/em;j.2002.003723

Bowen. (2015). “Impact of language barriers.”

Rivadeneyra, R., Elderkin-Thompson, V., Silver, R.C., & Waitzkin,
H. (2000). Patient centeredness in medical encounters requiring
an interpreter. The American Journal of Medicine, 108(6):470-474.
Retrieved from: https://doi.org/10.1016/s0002-9343(99)00445-3

Weech-Maldonado, R., Morales, L.S., Elliott, M., Spritzer,
K., Marshall, G., & Hays, R.D. (2003). Race/ethnicity,
language, and patients’ assessments of care in Medicaid
managed care. Health Services Research, 38, 789-808.
Retrieved from: https://doi.org/10.1111/1475-6773.00147

Bowen. (2004). “Language barriers within Winnipeg.”
Carter-Pokras et al. (2004). “Linguistically appropriate services.”
John-Baptiste et al. (2004). “Overcoming language barriers.”

Flores, G., Torres, S., Holmes, L. J., Salas-Lopez, D.,
Youdelman, M. K., & Tomany-Korman, S. C. (2008). Access
to hospital interpreter services for limited English proficient
patients in New Jersey: A statewide evaluation. Journal of
Health Care for the Poor and Underserved, 19(2), 391-415.

Ramirez, Engel, & Tang. (2008). “Language interpreter utilization.”

Thornton, J. D., Pham, K., Engelberg, R. A., Jackson, J. C., &
Curtis, J. R. (2009). Families with limited English proficiency
receive less information and support in interpreted intensive care
unit family conferences. Critical Care Medicine, 37(1), 89-95.

Ayanian, J. Z., Zaslavsky, A. M., Guadagnoli, E., Fuchs, C. S., Yost,
K. J., Creech, C. M., & Wright, W. E. (2005). Patients’ perceptions
of quality of care for colorectal cancer by race, ethnicity, and
language. Journal of Clinical Oncology: Official Journal of the
American Society of Clinical Oncology, 23(27), 6576-6586.

Liu, R., So, L., & Quan, H. (2007). Chinese and White Canadian
satisfaction and compliance with physicians. BMC Family Practice,
8, 11. Retrieved from: https://doi.org/10.1186/1471-2296-8-11

25


http://www.scopus.com/inward/record.url?eid=2-s2.084899597800&partnerID=40&md5=d22cec917bd20c2e196c2
http://www.scopus.com/inward/record.url?eid=2-s2.084899597800&partnerID=40&md5=d22cec917bd20c2e196c2
https://doi.org/10.17226/10863
https://doi.org/10.1136/emj.2002.003723
https://doi.org/10.1016/s0002-9343(99)00445-3
https://doi.org/10.1111/1475-6773.00147
https://doi.org/10.1186/1471-2296-8-11

Endnotes

145

146

147

148

149

150

151

152

153

154

155

156

157

158

159

160

Bouchard, L., Chomienne, M.H., Benoit, M., Boudreau,
F., Lemonde, M., & Dufour, S. (2012). Do chronically ill,
elderly Francophone patients believe they are adequately
served by Ontario’s health care system?: Exploratory
study of the effect of minority-language communities.
Canadian Family Physician, 58(12), e686-7, 1325.

Dunlap, J. L., Jaramillo, J. D., Koppolu, R., Wright,

R., Mendoza, F., & Bruzoni, M. (2015). The effects of
language concordant care on patient satisfaction and
clinical understanding for Hispanic pediatric surgery
patients. Journal of Pediatric Surgery, 50, 1586-1589.

Mongiat, Amalia. (2017). Lost in translation: Medical
social workers’ perspectives on using interpreters. Master
of Social Work Clinical Research Papers. 770.

Ibid
Lee et al. (2002). “Spanish interpretation method.”

Garcia, E.A., Roy, L.C., Okada, P.J., Perkins, S.D., & Wiebe, R.A.
(2004). A comparison of the influence of sospital-trained, ad hoc,
and telephone interpreters on perceived satisfaction of limited
English proficient parents presenting to a pediatric emergency
department. Pediatric Emergency Care, 20(6), 373-378.

Flores. (2005). “Medical interpreter services.”

Bagchi, A.D., Dale, S., Verbitsky-Savitz, N., Andrecheck, S.,
Zavotsky, K, & Eisenstein, R. (2011). Examining effectiveness of
medical interpreters in emergency departments for Spanish-
speaking patients with limited English proficiency: Results of a
randomized controlled trial. Annals of Emergency Medicine, (57):
248-256. https://doi.org/10.1016/j.annemergmed.2010.05.032

De Moissac, D., & Bowen, S. (2019). Impact of language
barriers on quality of care and patient safety for

official language minority Francophones in Canada.
Journal of Patient Experience, 6(1), 24-32.

Inutiq, S. (2015). If you cannot communicate with your patient,
your patient is not safe. Office of the Languages Commissioner
of Nunavut. Retrieved from: https://assembly.nu.ca/sites/
default/files/TD%20135-4(3)%20EN%20Language%20
Commissioner%200f%20Nunavut’s%20Systemic %20
Investigation%20Report-Investigation%20into%20the %20
Qikigtani%20General%20Hospital’s%20Compliance %20
with%20the%200fficial%20Languages%20Ac.pdf

Joseph, C., Garruba, M., & Melder, A. (2018). Patient
satisfaction of telephone or video interpreter services
compared with in-person services: A systematic
review. Australian Health Review, 42(2), 168-177

Mongiat. (2017). “Lost in translation.”
Karliner et al. (2007). “Improve clinical care.”

Schwei, R. J., Del Pozo, S., Agger-Gupta, N., Alvarado-Little, W.,
Bagchi, A., Chen, A. H., & Jacobs, E. A. (2016). Changes in research
on language barriers in health care since 2003: A cross-sectional
review study. International Journal of Nursing Studies, 54, 36-44.

Koehn, S. (2009). Negotiating candidacy: Ethnic minority
seniors’ access to care. Ageing and Society, 29(4), 585-608.

Brisset, C., Leanza, Y., Rosenberg, E., Vissandjee, B., Kirmayer,
L. J., Muckle, G., & Laforce, H. (2014). Language barriers in
mental health care: A survey of primary care practitioners.
Journal of Immigrant and Minority Health, 16(6), 1238-1246.

Investing in Language Access to Optimize Health System Performance

161

162

163

164

165

166

167

168

169

170

171

172

173

174

175

176

177

178

179

180

181

Moloney, H. Jane (2017), Funding for Health Care
Interpretation in Champlain Region Community Health Centres
http://olip-plio.ca/wp-content/uploads/2017/09/Cost-of-Not-
Providing-Interpretation-for-Health-Care-Providers-FINAL.pdf

Hadziabdic, E., Heikkila, K., Albin, B., & Hjelm, K. (2011).
Problems and consequences in the use of professional
interpreters: Qualitative analysis of incidents from
primary healthcare. Nursing inquiry, 18(3), 253-261.

Hsieh, E. (2015). Not just “getting by”: Factors
influencing providers’ choice of interpreters. Journal
of general internal medicine, 30(1), 75-82.

Phillips, C. B., & Travaglia, J. (2011). Low levels of uptake of free
interpreters by Australian doctors in private practice: Secondary
analysis of national data. Australian Health Review, 35(4), 475-479.

Diamond, L. C., Schenker, Y., Curry, L., Bradley, E. H., &
Fernandez, A. (2009). Getting by: Underuse of interpreters
by resident physicians. Journal of General Internal Medicine:
Official Journal of the Society for Research and Education

in Primary Care Internal Medicine, 24(2), 256-262.

Fagan et al. (2003). “Impact of interpretation method.”
Diamond et al. (2009). “Getting by.”

Masland, M. C., Lou, C., & Snowden, L. (2010). Use of
communication technologies to cost-effectively increase
the availability of interpretation services in healthcare
settings. Telemedicine Journal & E-Health, 16, 739-745.

Joseph, Garruba, & Melder. (2018). “Patient satisfaction.”

Bowen. (2015). “Impact of language barriers.”

Garra et al. (2010). “Impact of communication barriers.”

Hampers et al. (1999). “Language barriers and resource.”
Ramirez, Engel, & Tang. (2008). “Language interpreter utilization.”

Brandl, Schreiter, & Schouler-Ocak. (2019).
“Trained medical interpreters.”

Jacobs, E. A,, Leos, G. S., Rathouz, P. J., & Fu Jr, P. (2011).
Shared networks of interpreter services, at relatively

low cost, can help providers serve patients with limited
English skills. Health affairs, 30(10), 1930-1938.

Goode, Dunne, & Bronheim. (2006, October).
“Cultural and linguistic competency.”

Bowen. (2004). “Language barriers within Winnipeg.”
Jacobs et al. (2006). “Language barriers in health.”

Lundin, C., Hadziabdic, E., & Hjelm, K. (2018). Language
interpretation conditions and boundaries in multilingual
and multicultural emergency healthcare. BMC
international health and human rights, 18(1), 23.

Bowen. (2004). “Language barriers within Winnipeg.”

Agger-Gupta, N. (2001). From ‘making do’ to established service,
the development of health care interpreter services in Canada

and the United States of America: A grounded theory study of
health organization change and the growth of a new profession.
(Publication No. 3013068) [Doctoral dissertation, Fielding Graduate
University]. ProQuest Dissertation and Theses Global.ad-hoc

26


https://doi.org/10.1016/j.annemergmed.2010.05.032
https://assembly.nu.ca/sites/default/files/TD%20135-4(3)%20EN%20Language%20Commissioner%20of%20Nunavut's%20Systemic%20Investigation%20Report-Investigation%20into%20the%20Qikiqtani%20General%20Hospital's%20Compliance%20with%20the%20Official%20Languages%20Ac.pdf
https://assembly.nu.ca/sites/default/files/TD%20135-4(3)%20EN%20Language%20Commissioner%20of%20Nunavut's%20Systemic%20Investigation%20Report-Investigation%20into%20the%20Qikiqtani%20General%20Hospital's%20Compliance%20with%20the%20Official%20Languages%20Ac.pdf
https://assembly.nu.ca/sites/default/files/TD%20135-4(3)%20EN%20Language%20Commissioner%20of%20Nunavut's%20Systemic%20Investigation%20Report-Investigation%20into%20the%20Qikiqtani%20General%20Hospital's%20Compliance%20with%20the%20Official%20Languages%20Ac.pdf
https://assembly.nu.ca/sites/default/files/TD%20135-4(3)%20EN%20Language%20Commissioner%20of%20Nunavut's%20Systemic%20Investigation%20Report-Investigation%20into%20the%20Qikiqtani%20General%20Hospital's%20Compliance%20with%20the%20Official%20Languages%20Ac.pdf
https://assembly.nu.ca/sites/default/files/TD%20135-4(3)%20EN%20Language%20Commissioner%20of%20Nunavut's%20Systemic%20Investigation%20Report-Investigation%20into%20the%20Qikiqtani%20General%20Hospital's%20Compliance%20with%20the%20Official%20Languages%20Ac.pdf
https://assembly.nu.ca/sites/default/files/TD%20135-4(3)%20EN%20Language%20Commissioner%20of%20Nunavut's%20Systemic%20Investigation%20Report-Investigation%20into%20the%20Qikiqtani%20General%20Hospital's%20Compliance%20with%20the%20Official%20Languages%20Ac.pdf
http://olip-plio.ca/wp-content/uploads/2017/09/Cost-of-Not-Providing-Interpretation-for-Health-Care-Providers-FINAL.pdf
http://olip-plio.ca/wp-content/uploads/2017/09/Cost-of-Not-Providing-Interpretation-for-Health-Care-Providers-FINAL.pdf

Endnotes

182

183

184

185

186

187

188

189

190

191

192

193

194

195

196

197

198

199

200

Hampers et al. (1999). “Language barriers and resource.”
Hampers & McNulty. (2002). “Professional interpreters.”

Jacobs, E. A., Shepard, D. S., Suaya, J. A., & Stone,
E. (2004) Overcoming language barriers in health care:
Costs and benefits of interpreter services. American
Journal of Public Health, 94(5), 866-869.

Jacobs, E. A., Sadowski, L. S., & Rathouz, P. J. (2007). The impact
of an enhanced interpreter service intervention on hospital costs
and patient satisfaction. Journal of General Internal Medicine:
Official Journal of the Society for Research and Education

in Primary Care Internal Medicine, 22 Suppl 2, 306-311.

Lindholm et al. (2012). “Professional language interpretation.”

Facts and Figures-Publicly Funded Home Care. Home Care
Ontario. Retrieved from https:/www.homecareontario.ca/
home-care-services/facts-figures/publiclyfundedhomecare

Alliance of Community Health Plans Foundation. (2007). Making
the Business Case for Culturally and Linguistically Appropriate
Services in Health Care: Case Studies from the Field.

Gany, F., Kapelusznik, L., Prakash, K., Gonzalez, J.,
Orta, L. Y., Tseng, C., et al. (2007). The impact of medical
interpretation method on time and errors. Journal

of General Internal Medicine, 22(2), 319-323.

Molina Healthcare’s TeleSalud Program: Providing Direct
Access to Language Services, Publisher: Robert Wood Johnson
Foundation, Publication: Promising Practices from the Field
https://www.rwjf.org/en/library/research/2008/09/the-national-
health-plan-collaborative-toolkit/section-5-case-studies/molina-
healthcares-telesalud-program-providing-direct-access-to-.html

Nazreen, K. (1998). Language barriers to health care: Cost-
benefit analysis of providing interpreter services at health
care settings. Brandeis University, The F. Heller Graduate.
School for Advanced Study in Social Welfare, Published in
ProQuest Digital Dissertations Dissertation Abstracts.

Bernstein et al. (2002). “Trained medical interpreters.”
Karliner, Pérez-Stable, & Gregorich. (2017). “Convenient access.”
Jacobs et al. (2011). “Shared networks.”

Jacobs, B., Ryan, A. M., Henrichs, K. S., & Weiss, B.
D. (2018). Medical interpreters in outpatient practice.
Annals of Family Medicine, 16(1), 70-76.

Fagan et al. (2003). “Impact of interpretation method.”

Lion, K. C., Brown, J. C., Ebel, B. E., Klein, E. J., Strelitz, B.,
Gutman, C. K., & Mangione-Smith, R. (2015). Effect of telephone
vs video interpretation on parent comprehension, communication,
and utilization in the pediatric emergency department: a
randomized clinical trial. JAMA pediatrics, 169(12), 1117-1125.

Jacobs et al. (2011). “Shared networks.”

Dowbor, T., Zerger, S., Pedersen, C., Devotta, K., Solomon,
R., Dobbin, K., & O’Campo, P. (2015). Shrinking the language
accessibility gap: A mixed methods evaluation of telephone
interpretation services in a large, diverse urban health care
system. International Journal for Equity in Health, 14(1), 83.

Brandl, Schreiter, & Schouler-Ocak. (2019).
“Trained medical interpreters.”

Investing in Language Access to Optimize Health System Performance

201

202

204

205

208

210

21

de V Souza, Izabel E.T., & Provenzano, Louis F. (2015).
The Perfect Storm, Cost Analysis Determines: Lack of
Reimbursement for Interpreting Services is Unsustainable.

Bowen. (2004). “Language barriers within Winnipeg.”

Ray, Rebecca & Kelly, Nataly. (2012). Translation at Fortune
500 Companies. Common Sense Advisory, Inc.

Sedevich-Fons, L. (2013), “Healthcare quality
costs based on an ISO 9000 model”, Leadership in
Health Services, Vol. 26 No. 3, pp. 184-195.

Bauer & Alegria. (2010). “Patient language proficiency.”

Hsueh, L., Hirsh, A. T., Maupomé, G., & Stewart, J. C.

(2019). Patient-Provider Language Concordance and Health
Outcomes: A Systematic Review, Evidence Map, and Research
Agenda. Medical Care Research and Review, advance online
publication. https://doi.org/10.1177/1077558719860708

Beach, M. C., Gary, T. L., Price, E. G., Robinson, K., Gozu, A.,
Palacio, A., Smarth, C., Jenckes, M., Feuerstein, C., Bass, E.

B., Powe, N. R., & Cooper, L. A. (2006). Improving health care
quality for racial/ethnic minorities: A systematic review of the best
evidence regarding provider and organization interventions. BMC
Public Health, 6, 104. https://doi.org/10.1186/1471-2458-6-104

Karliner et al. (2007). “Improve clinical care.”
Bowen. (2004). “Language barriers within Winnipeg.”

Brandl, Schreiter, & Schouler-Ocak. (2019).
“Trained medical interpreters.”

Health Quality Ontario. (2018) Measuring Up.
Retrieved from: https://www.hgontario.ca/Portals/0/
documents/pr/cqa-measuring-up-2018-en.pdf

27


https://www.homecareontario.ca/home-care-services/facts-figures/publiclyfundedhomecare
https://www.homecareontario.ca/home-care-services/facts-figures/publiclyfundedhomecare
https://www.rwjf.org/en/search-results.html?pr=Robert+Wood+Johnson+Foundation
https://www.rwjf.org/en/search-results.html?pr=Robert+Wood+Johnson+Foundation
https://www.rwjf.org/en/search-results.html?pn=Promising+Practices+from+the+Field
https://www.rwjf.org/en/library/research/2008/09/the-national-health-plan-collaborative-toolkit/section-5-case-studies/molina-healthcares-telesalud-program-providing-direct-access-to-.html
https://www.rwjf.org/en/library/research/2008/09/the-national-health-plan-collaborative-toolkit/section-5-case-studies/molina-healthcares-telesalud-program-providing-direct-access-to-.html
https://www.rwjf.org/en/library/research/2008/09/the-national-health-plan-collaborative-toolkit/section-5-case-studies/molina-healthcares-telesalud-program-providing-direct-access-to-.html
https://doi.org/10.1177/1077558719860708
https://doi.org/10.1186/1471-2458-6-104
https://www.hqontario.ca/Portals/0/documents/pr/cqa-measuring-up-2018-en.pdf
https://www.hqontario.ca/Portals/0/documents/pr/cqa-measuring-up-2018-en.pdf

	Executive Summary
	Introduction
	Conceptual Framework
	Research Findings
	Better Health Outcomes 
	Improved Patient Experience 
	Improved Staff Experience 
	Lower Cost of Care

	Summary of the Research 
	Conclusions, Considerations and Recommendations
	Appendices
	Appendix 1 - Methods
	Appendix 2 - Glossary

	Endnotes

