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Hospitals are 
integrating 
healthcare 

technology into 
language access 

plans. 

The need for language services is growing in 
hospitals and health systems in response to 
an ever rising limited English proficient 
(LEP) patient population.  Federal 
regulations require the provision of 
interpretation and translation services to 
ensure that all patients obtain equal access 
to meaningful information surrounding their 
well-being and healthcare plans. As 
language diversity continues to expand, it 
has become more challenging to provide 
adequate interpretation services. To 
suffice, hospitals and health systems are 
integrating healthcare technology into 
language access plans. 

How to Access a Video Remote Interpreter



Introduction

Video remote interpretation (VRI) provides direct access to qualified medical 

American Sign Language (ASL) and spoken language interpreters over video, 

enabling seamless communication with Deaf, Hard of Hearing (HOH) and LEP 

patients. The service is provided on-demand, offering many hours of availability in 

a broad spectrum of languages. The use of VRI greatly widens the interpreter 

network, enabling direct access to qualified medical interpreters in many 

languages. Its remote nature eliminates scheduling hassles and travel time, saving 

hospitals significant cost. The ability to reach an interpreter at the press of a 

button solves for interpreter scarcities, particularly in areas with very diverse 

patient populations or rural areas where qualified language interpreters are few 

and far between. VRI is intuitive, convenient and can even be accessed via 

smartphone.



Major factors surrounding the use of VRI include convenience and availability. 

The technology comes in the form of a mobile app that can be downloaded 

from your Google Play or Apple app store. Once downloaded, providers can 

access a qualified medical interpreter from anywhere in the hospital where 

there is adequate Wi-Fi.

The ability to access VRI from your smartphone, greatly widens the 

availability of language services. While iPads are stationed for VRI use in 

designated areas such as the ER, smartphones are virtually everywhere. This 

is particularly helpful considering the continuous rise in LEP patient 

encounters. 

Did you know the most 

commonly reported root cause 

of serious adverse events to 

the Joint Commission is 

miscommunication, and most 

cases can be avoided with the 

use of a qualified medical 

interpreter? (1) 

Convenient Access from Your Smartphone

The mobile app works the same on a smartphone as it does on an iPad. 

Through a Wi-Fi connection healthcare providers can be connected with a 

qualified medical interpreter in the requested language, and meaningful 

patient-provider communication can begin over video. When accessing 

video interpreters over smartphone, there are a few important factors to 

keep in mind. Below are instructions, tips and best practice for healthcare 

providers to access VRI from their smartphone. 

(1.) Chapter 1: Background on Patient Safety and LEP Populations. (2012, September 01). Retrieved March 8, 2018, from 
https://www.ahrq.gov/professionals/systems/hospital/lepguide/lepguide1.html

https://www.ahrq.gov/professionals/systems/hospital/lepguide/lepguide1.html


When using VRI on a smartphone, the 

same performance standards must be 

met as on an iPad or other mobile 

device, including the delivery of high 

quality video images over a reliable 

internet connection large enough to 

display both the interpreter and 

patient’s face, arms and hands, a 

clear transmission of sound as well as 

adequate staff training for both 

setup and operation.

Tips & Best Practice for VRI on Smartphone

5 Step Instructions (same 

instructions for accessing an 

interpreter on an iPad)

1. Download the VRI app from your 

Google Play or Apple App Store.

2. Open the app.

3. Login.

4. Select the language needed.

5. You will then quickly be 

connected to a qualified medical 

interpreter in the language you 

need.

Helpful Tips 

✓ Ensure you have a reliable internet 

connection.

✓ Make sure your phone is charged 

sufficiently.

✓ Position your smartphone in front 

of the patient, so both patient and 

interpreter can clearly see one 

another. Use a kick stand with 

smartphones for proper visibility.

✓ Turn up your Bluetooth speaker 

and/or smartphone speaker 

volume.

✓ Speak directly to the patient, not 

the interpreter.



Staff Training

For successful use of VRI on 

smartphone, hospital staff must be 

trained on how and when to use the 

application on a smartphone. 

Comprehensive language access plans 

outline when to use each mode of 

interpretation, whether it be onsite, 

over the phone or video remote. 

Guidelines can include suggested 

interpretation modality based on the 

length of the session, the nature of 

the conversation as well as the 

immediacy of the medical encounter. 

VRI is preferred for immediate needs 

requiring visual cues due to its on-

demand nature and high-quality video. 

VRI on smartphone is particularly 

effective when the patient and 

provider are in need of visual cues but 

are located in an area without a 

designated iPad. Since smartphones are 

personal devices that leave the hospital 

premises regularly, proper training 

includes the development and 

enforcement of responsible app use 

policy, such as restrictions on use 

outside of the hospital. Video 

interpreters are trained to red flag 

strange situations, but it is up to the 

hospital to ensure that staff is using it 

appropriately. 



Staff Training

(2.) Minimum Standards for Video Remote Interpreting Services in Medical Settings. (2018, February 23). Retrieved March 
9, 2018, from https://www.nad.org/about-us/position-statements/minimum-standards-for-video-remote-interpreting-
services-in-medical-settings/

Requirements established by the 

National Association for the Deaf 

(NAD) for VRI are helpful in the 

development of hospital staff 

training materials, as they ensure the 

proper use of technology and 

equipment as well as the effective 

delivery of VRI services (2).

NAD requirements for VRI include:

• Dedicated high-speed internet 

connection & sufficient bandwidth 

for the delivery of VRI services

• High quality, clear, delay-free, full 

motion video and high-quality 

audio

• Clear and large view of the 

interpreter’s and the deaf 

individual’s head, arms, hands and 

fingers

• Adjustable camera angles and 

focus so that the interpreter can 

see the deaf individual clearly

• Clear audio quality with limited 

background noise

• Easily portable equipment

• Equipment set up and training

• IT staff to troubleshoot/resolve 

technical issues (2)

https://www.nad.org/about-us/position-statements/minimum-standards-for-video-remote-interpreting-services-in-medical-settings/


About VRI

(3.) National Code of Ethics for Interpreters in Health. (n.d.). Retrieved March 9, 2018, from 
http://www.ncihc.org/assets/documents/publications/NCIHC%20National%20Code%20of%20Ethics.pdf

(4.) HHS Office of the Secretary, Office for Civil Rights, & OCR. (2013, July 26). Summary of the HIPAA Privacy Rule. 
Retrieved March 9, 2018, from https://www.hhs.gov/hipaa/for-professionals/privacy/laws-regulations/index.html

Secure HIPAA Compliant 
Platform

VRI is an effective, on-demand 

language access solution that greatly 

expands LEP patient access while 

maintaining hospital compliance with 

HIPAA regulations, audio/video 

requirements established by the NAD 

and federal language access 

requirements such as Section 1557 of 

the Affordable Care Act. In addition, 

the use of VRI has been shown to 

increase interpreter efficiency, raise 

patient satisfaction and even reduce 

cost of language services to the 

hospital.   

Summary of HIPAA Compliance: The 

Health Insurance Portability and 

Accountability Act (HIPAA) governs the 

documentation and dissemination of all 

patients’ healthcare information by 

medical providers, insurance companies, 

and certain third parties (Covered 

Entities). HIPAA rules require that 

Covered Entities and their Business 

Associates apply appropriate 

administrative, technical, and physical 

safeguards to ensure the privacy of 

Protected Health Information (PHI) and 

Electronic PHI (EPHI). There is no 

governing agency, commission, or 

standard body that certifies HIPAA 

compliance. It is up to the Covered 

Entity or Business Associate to 

determine and maintain it’s own 

compliance with the Privacy and 

Security rules (4).

VRI was designed and developed to 

operate in accordance with HIPAA 

requirements. Through a secure 

connection, all patient information is 

protected. In addition, video 

interpreters are dedicated to 

upholding the professional 

interpreter code of ethics which 

includes a commitment to 

confidentiality and impartiality, with 

extensive training specific to HIPAA 

requirements (3).

http://www.ncihc.org/assets/documents/publications/NCIHC National Code of Ethics.pdf
https://www.hhs.gov/hipaa/for-professionals/privacy/laws-regulations/index.html


The use of VRI enables hospitals and 

health systems to better maintain 

compliance with the latest Joint 

Commission standards, Civil Rights 

Act of 1964 and Section 1557 of the 

ACA which bans the use of family 

members or untrained bilingual 

individuals to be used as 

interpreters barring extreme 

circumstances (5). The latest 

regulation also stresses the 

importance of using a qualified

interpreter versus a competent one.

VRI provides direct, on-demand 

access to qualified medical 

interpreters who are extensively 

trained in medical terminology and 

the professional interpreter code of 

ethics, including essential aspects of 

healthcare communication such as 

impartiality and confidentiality. 

They hold university certificates, 

bachelor’s and master’s degrees in 

translation and interpretation 

studies. One of the core 

requirements of a qualified medical 

interpreter is a commitment to 

linguistic integrity (6). To keep 

stride with the continual 

development of medicine and 

technology which impact the field of 

medical interpretation, qualified 

medical interpreters continue 

education via industry conferences, 

online courses and studies, earning 

CEUs on a regular basis. With VRI on 

smartphone, healthcare 

professionals can rest easy knowing 

that access to a qualified medical 

interpreter is just a few taps away.

(5.) HHS Office of the Secretary, Office for Civil Rights, & OCR. (2017, July 30). Section 1557 of the Patient Protection 
and Affordable Care Act. Retrieved March 16, 2018, from https://www.hhs.gov/civil-rights/for-individuals/section-
1557/index.html

(6.) Hernandez-Iverson, E. IMIA Guide on Medical Interpreter Ethical Conduct. Retrieved March 9, 2018 from 
http://www.imiaweb.org/uploads/pages/376_2.pdf

Language Access Compliance Qualified Medical Interpreters



Hospitals can seat onsite 

interpreters at video call centers to 

further increase interpreter staff 

utilization. Language services 

departments have seen a great 

increase in efficiency since 

implementing video call centers 

with Stratus Video. Video call 

centers enable staff interpreters to 

take sessions in all locations 

without physically having to get 

there, saving a considerable amount 

of time. 

This indicates that by having easier 

access to language services, 

providers are more likely to use 

them. 

A study by the University of 

Massachusetts and Medical school 

found that LEP patients who did not 

receive language services at 

admission and/or discharge stayed 

anywhere from 0.75 to 

1.47 additional days in the hospital 

and were more likely to be 

readmitted within 30 days than LEP 

patients who were provided access 

to language services. (7)

(7.) Lindholm, M., Hargraves, J. L., Ferguson, W. J., & Reed, G. (2012, October). Retrieved March 15, 2018, from 
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3445680/

Increased Interpreter 
Efficiency 

While health systems 

may not see a 

decrease in overall 

cost, they experience 

an increase in 
interpreter utilization. 

By providing a greater number of LEP and 

Deaf/HoH patients with interpreters, hospitals 

experience shorter lengths of stay and lower 

readmission rates of LEP and Deaf/HoH

patients.

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3445680/


By accessing VRI over smartphone, 

providers are greatly extending the 

reach of language services, ensuring 

that more patients have access to 

qualified medical interpreters. 

Qualified medical interpreters break 

down language barriers between LEP 

patients and English-speaking 

physicians, providing a comfortable 

atmosphere of meaningful 

understanding and trust. This 

encourages a higher level of active 

patient engagement and satisfaction 

with healthcare plans. 

(8.) Karliner, L. S., Jacobs, E. A., Chen, A. H., & Mutha, S. (2007, April). Retrieved March 15, 2018, from 
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC1955368/

Better Satisfaction with Care

A study by Health Services 

Research found the use of 

interpreters improved clinical 

care for LEP patients to approach 

or equal that of English speaking 

patients (8). LEP patients who are 

provided with a medically 

qualified interpreter have been 

shown to attend more outpatient 

visits, fill more prescriptions and 

be more satisfied with their care. 

VRI greatly widens the availability 

of qualified medical interpreters, 

providing more patients with 

instant access when they need it 
most.

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC1955368/

