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Introduction 

95 million people 
have literacy levels 

below what is 
required to read 
and understand 

basic health 
instructions.

Good communication between patients and 
providers is the cornerstone of patient safety and 
satisfaction. Achieving effective communication 
can be difficult with the limited English proficiency 
patient population. It is estimated that 60 million 
people speak a language other than English at 
home, and 95 million people have literacy levels 
below what is required to read and understand 
basic health instructions (1). Additionally, over 60% 
of hospitals report treating LEP patients every 
week (2). With language diversity on the rise, 
hospitals are leveraging technology to help balance 
the increasingly difficult task of providing language 
services to the Deaf/Hard of Hearing and LEP 
patient population. Effective language access plans 
typically include a combination of traditional 
onsite interpreting, video remote interpretation 
(VRI) and over-the-phone interpretation with 
guidelines on when and how to use each mode. 

(1) National Assessment of Adult Literacy (NAAL). (n.d.). Retrieved from https://nces.ed.gov/naal/health.asp

(2) Karliner, L. S., Pérez-Stable, E. J., & Gregorich, S. E. (2017, March). Retrieved from 

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC5309198/

https://nces.ed.gov/naal/health.asp


Where VRI Fits In

Video remote interpretation (VRI) provides the immediacy of over-the-phone 

interpretation combined with the benefits of face-to-face communication. Video 

remote interpreters can be accessed on-demand in real time in a variety of 

languages. Its visual nature is ideal for both spoken language and sign language 

interpretation. Interpreters can see patients clearly, enabling them to accurately 

convey both verbal and nonverbal communication from one language to another. 

One of the main advantages of VRI is 

its immediate accessibility. Hospitals 

often struggle to provide onsite 

interpreters when needed due to 

travel times and interpreter 

scarcities, particularly in rural areas 

or when languages of lesser diffusion 

are requested. By accessing remote 

interpreters over video, hospital staff 

can ensure meaningful understanding 

for all patients. No conversation is 

too short to use VRI. Its ease of use 

enables hospital staff to easily 

conduct multiple sessions over the 

course of the medical encounter.

Clinical environments where VRI is 

often used include:

• Any unit where Deaf, Hard of 

Hearing (HoH) or LEP patients 

arrive without an appointment

• Germ isolation areas where an 

onsite interpreter could be 

problematic

• Surgical procedures where having 

an interpreter physically present 

could be difficult

• Certain mental health units where 

the staff would rather not have an 

additional body in the room &

• Pediatric care when the child is ill 

and medical care needs to happen 

immediately (3).

(3) Video Remote Interpreting. (2016, December 26). Retrieved from https://www.nad.org/resources/health-

care-and-mental-health-services/video-remote-interpreting/



While ease of use is one of VRI’s 

most beneficial qualities, technology 

is hard at work on the back end to 

ensure that all hospital performance 

standards are met, including HIPAA 

compliance measures. To ensure 

adequate security and privacy 

measures are taken, video remote 

interpretation platforms must 

remain on the edge of innovation, 

keeping pace with the latest 

technology. Security and privacy are 

top priorities for hospitals. Stratus 

Video technology is designed with 

this in mind. Our VRI platform 

securely connects patients and 

providers to medically qualified 

interpreters and is easy to set up 

within hospital facility networks. A 

simple and intuitive user experience 

on the frontend is supported by 

robust and secure technology on the 

backend. Every piece of the Stratus 

Video network, servers, firewalls 

and code, is monitored and reviewed 

both internally and by third party 

experts, making it easier for 

network, security, and support 

teams to support. Unbiased third-

party reports are available to users 

(4). 

(4) Downing, C. (2018, June 28). Stratus Video Technology. Educational Webinar.

Stratus Video Technology

Healthcare providers can work with 

current secure in-house video systems 

to expand coverage, amplifying 

language access throughout health 

systems. 

Most VRI providers’ encryption is 

dependent on the network topology. 

The calls are peer to peer, requiring 

the firewalls to allow traffic from the 

hospital network to anywhere in the 

world. The user is unable to control 

connection endpoints on network 

devices (4). A Stratus Video call, on the 

other hand, is initiated by the end-user. 

That call request passes through the 

hospital’s firewall and into the 

internet. From there, it passes through 

a Stratus Video firewall directly into 

our secure data center. The call 

request is routed from the data center 

to the interpreter’s work station, 

where they answer the call. The calls 

are completely encrypted end-to-end, 

meaning communication remains 

exclusively with Stratus Video’s data 

center. Serious security measures are 

taken, every development item is 

reviewed by a security risk analysis 

team and all code releases are 

reviewed by Veracode for analysis. 

Paladion MDM monitors our platform for 

proactive guard against attacks on 

networks, firewalls, servers and code 

within the platform (4). 
The calls are 

encrypted end-to-end.



When using VRI, several performance standards must be met, 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.

In addition, VRI must meet both guidelines set forth by the Americans with 

Disabilities Act (ADA) and the requirements for VRI technology and equipment 

established by the National Association of the Deaf (NAD). The ADA states that “a 

public accommodation shall take those steps that may be necessary to ensure 

that no individual with a disability is excluded, denied services, segregated or 

otherwise treated differently than other individuals because of the absence of 

auxiliary aids and services…the term ‘auxiliary aids and services’ includes 

qualified interpreters on-site or through video remote interpreting (VRI) 

services…”, meaning that hospitals and health systems provide language services 

and maintain ADA compliance through the use of VRI (5). 

VRI Performance Standards

(5) Effective Communication. (2018, June 26). Retrieved from https://adata.org/factsheet/communication



Staff training is essential to the 

success of VRI. Frontline staff using 

VRI need to know how to store 

equipment, protect equipment from 

theft or physical damage, keep 

devices clean and charged, manage 

temporary outages and connectivity 

issues as well as teach new staff how 

to use VRI (6). Devices should be 

setup in areas where patient-

provider communication is most 

likely to occur. Areas where patients 

and staff typically need to 

communicate include the waiting 

room, the counter, hallway, patient 

areas of the unit, radiologically 

active areas, inside imaging or 

treatment machines and therapy 

activity areas (6).

Patient positions also need to be taken 

into consideration when using VRI. Is 

the patient in need of language 

services lying in a hospital bed, sitting 

in a therapy chair or standing in front 

of the intake counter? Appropriate 

device stands and holders must be 

properly positioned for optimal 

visibility. 

VRI Best Practice

Additional equipment may include 

speakers, particularly for noisy areas, 

and charging extenders for storage 

areas that are out of reach of an 

outlet. Infection control is of great 

importance. Staff should be trained to 

clean the device before and after use, 

particularly when the device is 

transferred from one area to another. 

When using video, it is also important 

to consider the situational 

circumstances of the encounter, 

including any privacy concerns. Staff 

can turn off the interpreter’s ability to 

see the patient if a situation arises 

where the patient is temporarily in 

need of privacy. For example, if the 

patient is having a physical 

examination, he or she can request to 

have the camera turned off or the 

device turned away during the 

examination. 

Adequate staff 

training is essential to 

the success of VRI.

(6) Centers for Medicare and Medicaid. [Datasheet] Retrieved from https://www.cms.gov/About-CMS/Agency-

Information/OMH/Downloads/Lessons-from-the-Field-508.pdf



1. Create an account with Stratus 

Video.

2. Download the VRI app from your 

Google Play or Apple App Store.

3. Open the app.

4. Login.

5. Select the language needed and

wait to be connected to a 

qualified medical interpreter.

• Make sure your device is charged 

sufficiently.

• Ensure you have a reliable 

internet connection.

• Position your device in front of 

the patient, so both patient and 

interpreter can clearly see one 

another.

• Turn up your Bluetooth speaker 

(if used) and/or speaker volume.

• Speak directly to the patient, not 

the interpreter.

Tips to Keep in Mind 

When Accessing a Video 

Remote Interpreter 

How to Access a Video 

Remote Interpreter in 5 

Easy Steps



Conclusion

Language access is vital to providing quality patient care in today’s hospitals. The 

advancement of mobile healthcare technology has made qualified medical 

interpreters more accessible than ever. Healthcare staff can now reach a video 

remote interpreter in the language they need with just a few taps of a handheld 

device. The ability to reach qualified medical interpreters via video is beneficial 

for both health care providers and patients, enabling language access to a variety 

of languages that otherwise may not be available. Onsite language interpreters 

can be difficult to have on hand, particularly in rural areas or when a language of 

lesser diffusion is needed. In addition, both the traveling time and cost of having 

an onsite interpreter are reduced. While VRI is not appropriate for all healthcare 

situations, the abundancy and easy accessibility of mobile devices capable of 

enabling VRI make it an ideal solution for most instances of immediate need.

About Us

Stratus Video is a technology-driven company that is changing the way patients 

and medical professionals connect across all areas of health care. Stratus Video 

built its foundation in the language services industry by innovating various remote 

interpretation services that include onsite, video and audio interpreters. Stratus 

Video Language Services include a video remote interpretation product, Stratus 

Video; an over-the-phone product, Stratus Audio; an in-person solution, Stratus 

InPerson; and a solution for the deaf and hard-of-hearing population, Stratus 

Remote CDI. Led by a team of dedicated individuals with decades of experience in 

the health care and technology markets, Stratus Video is committed to enabling 

visual connections and vital conversations.

To learn more, visit our website now at

www.stratusvideo.com


