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OFFICIAL 

1. Name of Policy 

Equity of Access, Interpreting and Translating. 

2. Policy statement 

This policy provides the mandatory requirements to ensure: 

 access to public health services is equitable to all health consumers, and  

 compliance with the South Australian Interpreting and Translating Policy for Migrant and Non-

Verbal (Sign) Languages. 

3. Applicability 

This policy applies to all employees and contracted staff of SA Health; that is all employees and 

contracted staff of the Department for Health and Wellbeing (DHW), Local Health Networks (LHNs) 

including state-wide services aligned with those Networks and SA Ambulance Service (SAAS). 

4. Policy principles 

SA Health’s approach to equity of access, interpreting and translating is underpinned by the following 

principles: 

 We acknowledge that individuals have a right to access health services that meet their identified 

needs. 

 We ensure health consumers understand their rights and responsibilities. 

 We ensure access to public health services is fair and equitable to all health consumers. 

 We recognise the barriers and inequities that may be faced across diverse health consumer 

groups.  

 We will ensure that health consumers who speak limited, or no English are supported when 

accessing or receiving public health care from SA Health. 

 We embed health literacy principles in our systems.  

5. Policy requirements 

Designing and structuring services  

LHNs, SAAS and DHW divisions with health consumer facing functions must: 

 Ensure SA public health care is accessible, and is responsive to an individual’s needs, ensuring 

the delivery of equitable outcomes. 

 Ensure local procedures and processes exist to reduce barriers to access, wherever possible.  

 Ensure diverse health consumer groups are consulted with, in relation to programs and projects 

impacting access to health services. 

 Ensure consumer feedback systems are in place. 

Accessible, equitable and inclusive health care 

LHNs, SAAS and DHW divisions with health consumer facing functions must: 

 Provide person centred care by: 

https://www.dpc.sa.gov.au/responsibilities/multicultural-affairs/policy/interpreting-and-translating-policy
https://www.dpc.sa.gov.au/responsibilities/multicultural-affairs/policy/interpreting-and-translating-policy


 

 

Equity of Access, Interpreting and Translating Policy   3 
 

 

OFFICIAL 

o Ensuring health consumers are properly informed, provided with options, and understand 

the information provided to them. 

o Supporting health consumers preferences, needs and rights. 

o Supporting health consumers to gain an understanding of their health rights and 

responsibilities. 

 Provide trauma informed care by having awareness and acting with sensitivity in the recognition 

of the health consumer, carer and/or family who may have or are experiencing varying levels of 

trauma. 

 Provide culturally safe and respectful care by not exposing health consumers to bias, 

discrimination or inappropriate behaviour, and understand cultural and social assumptions. 

Communicating with consumers 

When communicating with health consumers, SA Health employees must: 

 Provide health consumers with the relevant information regarding services, treatment options and 

costs in an open, clear, and timely manner. 

 Use plain language, appropriate to the health consumer’s needs to ensure understanding. 

 Communicate sensitive information in an appropriate setting with recognition of the incapacitating 

effects of hospitalisation. 

Interpreting and Translating 

 All SA Health employees and contracted staff  must comply with the South Australian Interpreting 

and Translating Policy for Migrant and Non-Verbal (Sign) Language. 

LHNs, SAAS, and DHW divisions with health consumer facing functions must:  

 Operationalise the requirements of this policy through local procedures. 

 Keep record of all occasions when interpreting or translating services are required to assist in 

planning, budgeting, and compliance. 

 Engage professional interpreters during critical communications with health consumers. 

 Not use generative language translation applications during critical communications with health 

consumers.  

 Only use static translation tools that have been approved by the appropriate delegate (Executive 

Directors, Directors, heads of service/departments and other senior managers) within the LHN, 

SAAS, or DHW division, for day-to-day care of the health consumer, and not for critical 

communications. 

 Engage professional translation services to provide written documents for consumers where 

practicable. 

 Ensure the mode of interpreting is appropriate for each circumstance. 

 Hire interpreters/translators through a preferred interpreting and translating service and ensure 

interpreters/translators are certified by the National Accreditation Authority for Translators and 

Interpreters (NAATI): 

o except where languages are not available through a preferred provider in which case 

alternative providers can be used. 

 Ensure relatives, friends, and staff are not used as interpreters or translators for complex, 

technical or sensitive communications. 

 Bilingual staff must not be used for formal interpreting unless an interpreter is not available.  

https://www.dpc.sa.gov.au/__data/assets/pdf_file/0017/43127/South-Australian-Interpreting-and-Translating-Policy.pdf
https://www.dpc.sa.gov.au/__data/assets/pdf_file/0017/43127/South-Australian-Interpreting-and-Translating-Policy.pdf


 

 

Equity of Access, Interpreting and Translating Policy   4 
 

 

OFFICIAL 

6. Mandatory related documents 

The following documents must be complied with under this Policy, to the extent that they are relevant: 

 Charter of Health and Community Services Rights Policy  

 Partnering with Carers Policy 

 South Australian Interpreting and Translating Policy for Migrant and Non-Verbal (Sign) Language 

7. Supporting information 

 Consumer Information on Respecting Patients’ Privacy and Dignity with Patient Centred 

Principles 

 Department for the Premier and Cabinet Interpreting and Translating Fact Sheets 

 Department of Human Services Disability Access and Inclusion Plan 

 Disability Employment Strategy 2020-2023 

 Health and Community Services Complaints Commission Charter of Rights 

 Interpreter & Translator Services Panel Buyers Guide 

 National Statement on Health Literacy – Taking action to improve safety and quality 

 Part Time Interpreters or Translators (Public Service) (SA) Award. 

 SA Health Guide for Engaging with Aboriginal People 

 South Australian Aboriginal Languages Interpreters and Translators Guide 

 South Australian Charter of the Rights and Freedoms of Vulnerable Adults 

 South Australian Policy Framework: Aboriginal Languages Interpreters and Translators 

 Staff Information on Respecting Patients’ Privacy and Dignity with Patient Centred Principles 

8. Definitions 

 Access to health services means the timely use of health care services to achieve the best 
health outcomes. It covers entering the health care system, geographic availability, and the health 
service is one that a consumer trusts and can communicate with. 

 Asylum seeker means an individual who has fled their own country and seeking international 
protection. 

 AUSLAN means Australian sign language and is the sign language of the Australian Deaf 
community. 

 Complex, technical or sensitive communications means communication with health 
consumers that are of a complex, technical or sensitive nature, such as: admission to hospital and 
taking of a person’s details, a diagnosis of a person’s condition, the explanation of any proposed 
medical treatments, the signing of consent forms, the taking of consent for medical treatment or 
health care, any specific post-operative advice, any information given at time of discharge.  

 Critical communications means communication with health consumers around topics of:                      
consent,  
o diagnosis and prognosis 

o medication or treatment regimen requirements 

o discharge, and 

o where communication carries risks of adverse outcomes. 

https://inside.sahealth.sa.gov.au/wps/wcm/connect/non-public+content/sa+health+intranet/policies/a-z+policies+and+guidelines/policies/charter+of+health+and+community+services+rights+policy+directive
https://inside.sahealth.sa.gov.au/wps/wcm/connect/non-public+content/sa+health+intranet/policies/a-z+policies+and+guidelines/policies/partnering+with+carers+policy+directive
https://inside.sahealth.sa.gov.au/wps/wcm/connect/non-public+content/sa+health+intranet/policies/a-z+policies+and+guidelines/policies/partnering+with+carers+policy+directive
https://www.dpc.sa.gov.au/__data/assets/pdf_file/0017/43127/South-Australian-Interpreting-and-Translating-Policy.pdf
https://www.sahealth.sa.gov.au/wps/wcm/connect/e67b488045d64c6a8249ca574adac1f8/3a_Consumer+Info_Respecting+your+privacywPCC_App1.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-e67b488045d64c6a8249ca574adac1f8-nKLgllH
https://www.sahealth.sa.gov.au/wps/wcm/connect/e67b488045d64c6a8249ca574adac1f8/3a_Consumer+Info_Respecting+your+privacywPCC_App1.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-e67b488045d64c6a8249ca574adac1f8-nKLgllH
https://www.dpc.sa.gov.au/responsibilities/multicultural-affairs/policy/interpreting-and-translating-policy
https://dhs.sa.gov.au/about-us/our-department/inclusion-engagement-and-safeguarding/dhs-diversity-and-inclusion/dhs-disability-access-and-inclusion-plan-daip
https://www.hcscc.sa.gov.au/hcscc-charter-of-rights/
https://inside.sahealth.sa.gov.au/wps/wcm/connect/154ba18f-fd1b-46ad-96e3-45081e44cab4/Interpreters+and+Translators+Services+Buyers+Guide+2018+31+Aug.pdf?MOD=AJPERES&CACHEID=ROOTWORKSPACE-154ba18f-fd1b-46ad-96e3-45081e44cab4-otMRvAh
https://www.safetyandquality.gov.au/publications-and-resources/resource-library/national-statement-health-literacy-taking-action-improve-safety-and-quality
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwizwILf3KX9AhXoR2wGHeDyC84QFnoECAwQAQ&url=https%3A%2F%2Fwww.saet.sa.gov.au%2Fapp%2Fuploads%2F2022%2F05%2F318P-Award-May-2022.pdf&usg=AOvVaw3Ipvcp-fSqOLM07ZU0DDWV
https://www.sahealth.sa.gov.au/wps/wcm/connect/b9a2f58042371fd89d6ffdef0dac2aff/SA+Health+Guide+to+Engaging+with+Aboriginal+People.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-b9a2f58042371fd89d6ffdef0dac2aff-nKPZv-t
https://www.agd.sa.gov.au/aboriginal-affairs-and-reconciliation/resources-and-publications/south-australian-aboriginal-languages-interpreters-and-translators-guide
https://www.sahealth.sa.gov.au/wps/wcm/connect/5fe888ee-3ac2-41b3-8ff3-9a578da398b1/20003.11+Charter+Of+Rights+Document_WEB.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-5fe888ee-3ac2-41b3-8ff3-9a578da398b1-nwLrDUo
https://www.agd.sa.gov.au/__data/assets/pdf_file/0011/807770/South-Australian-Aboriginal-Languages-Interpreters-and-Translators-Policy-Framework-February-2014.pdf
https://www.sahealth.sa.gov.au/wps/wcm/connect/c4293b0045d64eb58290ca574adac1f8/3b_Staff+Info_Respect+patient+privacy_PCC_App2.pdf?MOD=AJPERES&CACHEID=c4293b0045d64eb58290ca574adac1f8
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 Diverse health consumer groups means the varying social, economic and geographic 
circumstances of consumers, including but not limited to: 

o Aboriginal and Torres Strait Islander. 

o People living with a disability or cognitive impairment. 

o People living with a mental health illness. 

o People with complex and chronic health needs/conditions. 

o People living with alcohol or other substance abuse problems. 

o People from culturally or linguistically diverse backgrounds. 

o People from migrant, refugee and asylum seeker backgrounds. 

o People who identify as lesbian, gay, bisexual, intersex, transgender, queer or gender diverse. 

o Children and young people, especially those who are or have been under the guardianship of 
the Chief Executive of the Department for Child Protection. 

o Older people. 

o People from different faiths. 

o People who are homeless.  

 Generative language translation apps mean tools using machine translation (including with the 
use of AI) where the translation is created by a computer or program with no or minimal human 
intervention.  

 Health consumer means people who use or are potential users of health care services and their 
representative (including carers, substitute-decision makers, person responsible).  

 Health literacy means:  

o ‘Individual health literacy’ which includes the skills, knowledge, motivation, and capacity of a 
person to access, understand, appraise and apply information to make effective decisions 
about health and health care and take appropriate action, and  

o The ‘health literacy environment’ which includes the infrastructure, policies, processes, 
materials, people, and relationships that make up the health system and have an impact on 
the way in which people access, understand, appraise and apply health-related information 
and services. 

 Migrant means a person who changes their country of residence. 

 Mode of interpreting means in person, telephone, video, or AUSLAN or any other mode.  

 Preferred interpreting and translating service means panellists listed in the Interpreter & 
Translator Panel Buyers Guide being: 

o Oncall Interpreters and Translators (Oncall)  

o Interpreting and Translating Centre (ITC) (Department of Human Services)  

o Deaf: Can Do (DCD) [AUSLAN services only 

 Professional interpreter means interpreters who are credentialed by the National Accreditation 
Authority for Translators and Interpreters at the Certified Interpreter/Translator level. 

 Professional translator means translators who are credentialed by the National Accreditation 
Authority for Translators and Interpreters at the Certified Interpreter/Translator level. 

 Refugee means a person who has fled their country because of war, persecution, or natural 
disaster, and meets the eligibility criteria under the applicable law. 

 State-wide services includes State-wide Clinical Support Services, Prison Health, SA Dental 
Service, BreastScreen SA and any other state-wide services that fall under the governance of the 
Local Health Networks. 
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 Static translation tool means tools that assist in the translation process where the translation 
itself is created by a human including communication story boards, cue cards, and computer-
aided translation software. 

9. Compliance 

This policy is binding on those to whom it applies or relates. Implementation at a local level may be 

subject to audit/assessment. The Domain Custodian must work towards the establishment of systems 

which demonstrate compliance with this policy, in accordance with the requirements of the Integrated 

Compliance Policy.  

Any instance of non-compliance with this policy must be reported to the Domain Custodian for the 

Legal and Corporate Governance Policy Domain and the Domain Custodian for the Risk, Compliance 

and Audit Policy Domain. 

10. Document ownership  

Policy owner: Domain Custodian of the Legal and Corporate Governance Domain 

Title: Equity of Access, Interpreting and Translating Policy 

Objective reference number: A4708190 

Review date: 12/11/2028 

Contact for enquiries: healthpolicylegislation@sa.gov.au 
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2.0 6/11/2023 Deputy Chief Executive, 
Strategy and Governance 
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accordance with Policy Framework 
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Translating Requirements 

1.0 13/09/2019 SA Health Policy Committee Original approved version. 

 

https://www.sahealth.sa.gov.au/wps/wcm/connect/557073004118bbb3960cdf1afc50ebfc/Directive_System-wide_Integrated_Compliance_Policy+Directive+v1.00.+26.06.20.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-557073004118bbb3960cdf1afc50ebfc-nJI1Jif
https://www.sahealth.sa.gov.au/wps/wcm/connect/557073004118bbb3960cdf1afc50ebfc/Directive_System-wide_Integrated_Compliance_Policy+Directive+v1.00.+26.06.20.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-557073004118bbb3960cdf1afc50ebfc-nJI1Jif
mailto:healthpolicylegislation@sa.gov.au

