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BACKGROUND

* The interpreters were located in
different areas of the department and
there was no way to reach them, only
by phone. Which made it difficult to
find an interpreter.

e The staff was primarily using and
paying the phone interpretation line to
access the service.

* We needed to improve the process to
access interpreters for our Spanish-
Speaking guests.
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HOW WEDIDIT ?

What is a Bright Spot?

Replicable +™

Can be done by others

Innovative *+—

New, effective
strategies and tactics
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r—* Results-driven

Produced results or
positive outcomes

=" Solutions-focused

Solves a specific
problem



With this new service, we have gained the following 6 accomplishments:

RESULTS

1. More effective access to care. More patients receive a quality and personalized service, which
cannot be given with a telephone interpretation.
Motivated teamwork- (positive spiral effect).

The ability to measure the performance of the unit.
Space for continuous improvement.

More service to most areas of department.

Created savings by not using the language line so much. THE
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We are walking the talk
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Resource Usage Report by Location
10,345 REQUESTS - 8 months

1% 0% Locations Location Requests |Percentage
1% \ o5 of Usage
2% 1‘A / —% Maternal Health | 4,197 | 40.57%
4y 3% \ Phone Calls 1618 15.64%
Family Planning 1409 13.62%
Registration 788 7.62%
‘ Immunization 693 6.70%
‘ Tuberculosis 412 3.98%
Presumptive
Medicaid 198 1.91%
Adult Health 423 4.09%
Nutrition 196 1.89%
Centering Group 41 0.40%
Administration 132 1.28%
Laboratory 64 0.62%
Pharmacy 42 0.41%
School Health 10 0.10%
Environmental 104 1.01%
Vital Records 18 0.17%
Total 10,345 | 100.00%
Maternal Health Phone Calls m Family Planning m Registration Immunization
= Tuberculosis Presumptive Medicaid Adult Health = Nutrition m Centering Group
m Administration = Laboratory = Pharmacy m School Health = Environmental
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Estimated waiting time — 29 seconds

Wait Time & Appointment Length

The estimated time an interpreter

takes to take a request
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8T0Z/8E/2T
810Z/12/2T
BT0Z/61/TT
8T0Z/LT/2T
BT0Z/ET/TT
8I0Z/1T/2T
8T0Z/9/¢1
BT0Z/¥/ZT
810Z/0E/TT
8T0Z/8Z/1T
BT0Z/9Z/TT
8T0Z/0Z/TT
8T0Z/9T/11
B8T0Z/PT/1T
8T0Z/6/TT
8T0Z/L/TT
8T0Z/S/TT
8T0Z/T/TT
8T0Z/0E/0T
ar0z/oz/0t
g1o0z/vefotr
8T0Z/zZ/0T
810Z/81/07
8102/97/07
8T0Z/ZT/0T
8102/07/0F
810Z/8/01
8107/t/01
810Z/1/0T
8102/L2/6
810Z/52/6
810Z/1Z/6
BI0Z/61/6
8102/L1/6
810Z/Z1/6
8T0Z/01/6
8T0Z/9/6
8102/¥/6
810Z/0£/8
BrOZ/8Z/8
8T0Z/vE/8
810Z/22/8
810Z/0Z/8
8102/91/8
8T0Z/VI/8
810Z/01/8
8102/8/8
B8102/9/8
BT0Z/2/8
8T0Z/1E/L
BTOZ/LESL
8T0Z/ST/L
8T02/€2/L
810Z/61/4
BI0E/LT/L
8T0Z/ET/L
8T0Z/TT/L
8102/6/L
BTOZ/S/L
8T02/2/L

¢ Average_Durration

Average_WaitTime

Wait Time & Appointment Length
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6T0Z/62/€
6702/82/€
6T0Z/L2/€
6T0Z/9¢2/€
6T0Z/S¢/E
6T0Z/2C/E
6T0Z/12/E
6T0Z/02/€
6T0Z/6T/€
6T0Z/8T/E
6T0Z/ST/E
6T0Z/¥T/E
6T0Z/ET/E
6T0Z/TT/E
6F0E/TR/E
6T0Z/8/€

6T0Z/L/E

6T0Z/9/€

6T0Z/5/E

6T0Z/¥/€

6T0Z/T/E

6T02/82/t
6T02/L2/T
6T02/92/t
6T0Z/52/T
6T0Z/22/T
6T0Z/12/C
6T0Z/02/C
6T0Z/6T/C
6T0Z/8T/T
6T0Z/5T/T
6T0Z/¥T/T
6T0Z/ET/C
6T0Z/TT/C
6T0Z/TT/C
6102/8/¢

6T02/L/C

6T02/9/2

6T02Z/5/T

6T0Z/v/C

6T0Z/1/C

6T0Z/TE/T
6T02/0E/T
6T0Z/62/T
6T0Z/82/T
6T0Z/SZ/T
6T0Z/¥E/T
6T0Z/EC/T
6T0Z/TC/T
6T0Z/8T/T
6T0Z/LT/T
6T0Z/9T/T
6T0Z/ST/T
6T0Z/FT/T
6T0Z/TT/T
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6T0Z/E/T

610Z/2/T

Average_Durration

Average_WaitTime
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RESULTS- METRICS

Requests for Person/Date range
300
; i Requests per day (Clickable) 240 319
o . L e 6% i
s b 180
) 154 156
- . Q2
> i 120
- : .
b e BAR0ES - WRG0E A0S A0S DA U BIAP0IS WV l‘:lll'-"bl; VRIS BIARNE  HIWANY WU
60 p
0
abonilla ihernandez ipabilo ogarcia rrodriguez
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Language Line Savings

56% savings in 11 months/ 79% in March 2019

Language Line Service )
G The Language Line monthly cost

m has decreased significantly since

Aprris 529478 3/000.00 the interpreter unit was
May-18  $2,311.02
structured.

Jun-18  $1,616.94 2,500.00
Aug-18  $1,490.71

2,000.00
Sep-18  $1,487.87
Oct-18  $666.85 oo
Nov-18  $748.04
Dec-18 $693.46 1,000.00
Jan-19  $1,196.27

500.00
Feb-19  $448.47
Mar-19  $625.19

0.00

Apr-19 $1,028.01 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18 Jan-19 Feb-19 Mar-19
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CCR Cross Cultural Resources Inc.

CCR CROSS CULTURAL RESOURCES INC.

CCR is another resource with

o 4,466
more available languages. For
the month of March we had _— / \
™ 3,418
savings of 58% . \ / 3,030 3,030
2,560 \ 2,410 /2,55\2
2,150
. / 1,516
1,356
April May June July August September October November December January February March
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| IMPROVEMENT

We're still looking for opportunities to improve

This is part of the health department's effort to seek improvement opportunities

Thank you
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DURHAM
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Interpreter Unit

Thank You!

fllw Live. Grow. Thrive.
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