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The Community Bilingual Health Advocacy Service provides language support to GP practices in City and 
Hackney providing: 
 

On-demand telephone interpreting 24/7 
The on-demand telephone interpreting service is available at every GP practice in City and Hackney.  It does 
not cost the practice anything to use and is available 24/7. The advocacy service commissions the on-demand 
telephone service and funds it. On-demand telephone interpreting is best used for short appointments i.e. 
less than 40 minutes in duration as this is when it is more cost effective.  If you have a long appointment or 
telephone won’t work well e.g. complex appointment, needing to show the patient how to use equipment etc. 
you can request a face-to-face interpreter.  See face-to-face section. 
 
On-demand telephone interpreting is provided by Language Shop and every GP practice has an access code to 
allow them to use the on-demand telephone interpreting service.  If you have forgotten your access code 
please telephone or email advocacy. 
 

To use the On-Demand Service: 
• Patient with you – dial Language Shop telephone: 020 3373 1700, provide your access code and the 

language you require and you will be connected to an interpreter.  If possible put your phone on 
loudspeaker so that you, the patient and interpreter can all hear each other. 

 

• Telephone consultation (three way call) – dial Language Shop telephone: 020 3373 1700, provide 
your access code and tell the operator that you want a three way telephone call in the language you 
require.  Give the operator your patient’s phone number and the operator will connect you first to 
the interpreter and then when you are ready they will dial in the patient.  This will create a 
conference call so that you, the patient and interpreter can all speak over the phone. 

Face-to-face, video and pre-booked telephone interpreting through the Advocacy Service 
Face-to-face, video and pre-booked telephone interpreting should only be used in GP practices when the 
duration of the appointment is long i.e. more than 40 minutes or where there are complex issues to discuss, 
when the patient will be shown how to use a piece of equipment, where the patient might have needs that 
mean on-demand telephone interpreting isn’t suitable. 
 
Face-to-face  
To request a face-to-face interpreter you should complete the advocacy referral form and email this to huh-
tr.advocacy.communityrequests@nhs.net.   You should give at least 4 working days-notice. On receipt of your 
referral the advocacy team will start the process of trying to book an interpreter for you.  Advocacy will contact 
you with confirmation of your booking or to give information if we are unable to meet the request along with 
other options. 
 
Video/remote  
To request a video/remote interpreter you should complete the advocacy referral form and email this to huh-
tr.advocacy.communityrequests@nhs.net.  You should give at least 4 working days-notice. You will also need 
to attach in the referral the video link e.g. Attend Anywhere, MS Teams.  On receipt of your referral the 
advocacy team will start the process of trying to book an interpreter for you.  Advocacy will contact you with 
confirmation of your booking or to give information if we are unable to meet the request along with other 
options. 
 
Pre-booked telephone  
To request a pre-booked telephone interpreter you should complete the advocacy referral form and email this 
to huh-tr.advocacy.communityrequests@nhs.net.   You should give at least 4 working days-notice. You should 
indicate in the referral if it is going to be a 2 way call i.e. you and the patient will be together and the interpreter 
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will be on the phone or a 3 way call i.e. you the patient and the interpreter will all communicate over the 
phone. Advocacy will contact you with confirmation of your booking or to give information if we are unable 
to meet the request along with other options. 
 


