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Greece, Italy and Spain as entry points into
Europe. Similar challenges in providing access to
public services (communication barriers).

- Public Service Interpreting and Translation (PSIT):
I ntrOdUCtlon under professionalised in Europe

® https.//dialogoserasmus.eu

- Lack of trained translators and interpreters,
especially in LLD.

RESULT: ad hoc non-professionals.
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« Engagement (academia, non-profit organisations and multilingual
communities).

« Objective: open-access online training course in PSIT for LLD

Introduction

speakers who may be working as ad hoc interpreters.
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« Course design and implementation process:

1) key aspects (needs analysis) considered;

2) the content and material selection process;

Introduction

3) the results obtained from the first piloting;

4) the main features of the final course;

5) the results obtained from the piloting of the final course.

@@ https:.//dialogoserasmus.eu X @dialogoserasmus




Key aspects
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According to Dialogos, LLD are languages for which it is more
difficult to find support in the form of written information
materials, mediation resources, interpreters, etc. in a given
geographical area.
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Key aspects
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Training materials
and programmes

Surveys and
interviews
(students,

professionals

working in public
service settings).

Co-funded by
the European Union
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+ LLDs are underrepresented.

- General approach: DIALOGOS-related settings

are represented but not in depth.

- Most students had never received training in

iInterpreting and/or mediation, although they
admitted to having acted as
interpreters/mediators for their families or
friends.

- Most professionals affirmed having frequent

or daily contact with LLD speakers. In-house
mediators and interpreters are very rare.
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 Course characteristics:

o Foundational learning to improve language support in crisis and
emergency situations. EMT competence framework.

o Engaging, hands-on learning experience with practical activities.

Key aspects

o Target group

o Online open access course:
m | ocalised versions adapted to national contexts (SP, IT, GR).
m English non-localized version.

@ https.//dialogoserasmus.eu (0] X @dialogoserasmus
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Pilot course

« Competence-based learning — contents:
o Understanding context and the specific setting.

o Understanding the details of procedures and
protocols.

o Being aware of the importance of cultural
background to avoid misunderstandings and ensure
culturally sensitive communication.

o Recognising ethical implications and professional
standards to safeguard users' rights and dignity.

@ https.//dialogoserasmus.eu x @dialogoserasmus
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MODULE 1 MODULE 2 MODULE 3 MODULE 4 MODULE 5
Beyond bilingualism Who am | going to Working in PSIT Healthcare Humanitarian and legal
help? sectors
 Linguistic diversity « Public services « Code of ethics * PSIT and human « Asylum process in
« Language support « PSIT « Settings rights Spain
« LLDs « PSIT in emergencies « PSIT modalities « Spanish healthcare « PSIT in asylum
« Emotional impact system contexts: the interview
« PSIT in healthcare: « Law enforcement and
challenges, legal system
charcteristics and * PSIT in police and
code of ethics court settings:
challenges,

characteristics and
@ https:.//dialogoserasmus.eu X @dialogoserasmus code of ethics
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Interactive audiovisual materials dlal-og@S

_AISTE UN ProTocoLO Cuanba
HaBLAMOS NOSOTT0S

* El intérprete necesita una
aclaracion.

. g:lli:;f;'prete no entiende esa E YO NU NCA. . J

* El intérprete quisiera aclarar un
posible conflicto cultural.

Es muy importante informar al he aceptado algiin encargo en el que
otro participante para que participara un conocido o famiar.
todos sepamos en todo

momento qué se esta diciendo.

Reflection activities

ION PRIMARIA sesc
suadalajara
10 DE SALUD CERVANTES
vantes, 16, 3* planta
Guadalajara

aso 1

A Estas interpretando para un paciente que se
tiene que hacer un analisis de sangre. El paciente
esta muy asustado.

Enfermera: No duele, tranquile. Es solo un momento.
. La enfermera coge la aguja y mira el brazo al paciente. Te
¢Qué ves? mira a ti, el/la intérprete, y te dice:

Enfermera: No tiene las venas muy bien y quizi le
duela un poco, pero no le digas nada.

CONSENTIMIENTO INFORMADO

sinar: |
1 54

Sight translation
¢ Verdadero o falso?

General Universitano
regorio Marandén

B comunidas oo Madig

traductor/intérprete unicamente debe

YMENDACIONES NUTRICION
ARA UNA DIETA POBRE EN S ocer los aspectos culturales de una de |
en sodio debe saber  « Procure tomas uras (por ejemplo, solo la del trabajador
dieta proviene de: naturales. Evi . . ’ .
o e R servicios publicos).
wina, yodada) que los preparados «
y cocinar,
a la elaboracién y o Evite .cl const FALSO
imentos. cualquier a Assessment

n de forma natural conservadas al ' il
siempre el e’ —
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Pilot course

Feedback via

questionnaires

Very positive
feedback

Co-funded by
the European Union

Specific thematic
modules: difficult to

understand
specialised terms
and concepts
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Positive achievements Challenges and work ahead

Logical structure and progression — incremental

- | ?
learning. How does that apply to a self-study online course’

Mostly appropriate language and register adapted for How can we enhance accessibility in modules involving
the target audience. specialised settings?

How can we adapt this content to the online format?
Clear and relevant content to the course goals. Which software should we use? How can we make
resources available for everyone?

Balanced theoretical and practical approach — applied How can we ensure participation and engagement in
learning,. an online format?

Competence-based design — learners are expected to | How can we be sure that the students have acquired the
have acquired basic competences for PSIT. required knowledge without interacting with them?

@ https://dialogoserasmus.eu X @dialogoserasmus



Online

Interactive
course
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* The materials created for the pilot were adapted to the online format

via ISpring.

* Once the Spanish version was ready, it was localised into Italian and
Greek with the collaboration of students in the partner institutions. An
additional, more general version was created in English to ensure

further diffusion and impact.

dialoges \
A N
Modulo 2 $

¢A quién voy a ayudar? dialoges

Posibles areas de trabajo

Modulo 2

Chi aiutero?
Possibili ambiti di lavoro

The materials in this course are licensed under CC BY-NC-SA4.0.
@@@@ To view a copy of this license, visit
BY _NC_8A

dIaLOQS B ..

dialoges g ..

y

)

dialoges

Module 2

Who will | be helping? M

A
Possible areas of work ,’m il s ?

The materiols in this course are licensed under CC BY-NC-SA 4,0,
D0 b [l
BY_NC_SA
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:COMO SE ACCEDE?

Es un documento individual que te identifica como usuario del Sistema
Nacional de Salud y te permite acceder a los servicios sanitarios.
La expide la Consejeria de Salud y cambia segin Comunidad Auténoma.

Esta disponible para ciudadanos extranjeros que tengan en vigor su Tarjeta de
Identidad de Extranjero.

En la Comunidad de Madrid existe el Documento de Asistencia Sanitaria
para Ciudadanos Extranjeros sin residencia legal en Espafia (DASE), que se
dirige a ciudadanos extranjeros que viven en la Comunidad de Madrid
sin residencia legal en Espafia. Tiene una validez de dos afios.

SANITARIA
TARJETA a0 0€ ESPARA

@® https.//dialogoserasmuseu (O] X @dialogoserasmus
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TARUETA BANMTAMA

HOW TO ACCESS?

It is an individual document which identifies you as a user of the National or
local Health System and allows you to access healthcare services. It is
issued by the National or Regional Health Department and varies depending

on the country.

Depending on the coutry, it is available to foreign citizens who hold a valid
Foreigner Identity Card; on the contrary, other countries do not require a
foreigner identity card.

In UK, for example, access to NHS healthcare for undocumented migrants
is limited and depends on the urgency of the medical need. Free treatment
is generally restricted to emergency care, public health services (such as
vaccinations and treatment for communicable diseases), and maternal

# MEDICARE HEALTH INSURANCE

JOHN L SMITH

1EGA-TESMKT2)

Leatnd o Tan fereihe o

HOSPITAL (PART A)
MEDICAL (PART B)
e e

[ e e e )
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Fuerzas y Cuerpos de Seguridad del Estado dialog@s

Las Fuerzas y Cuerpos de Seguridad
del Estado dependen de la
Administraciéon General del Estado y
tienen competencias en todo el
territorio nacional.

CUEreros e
SEBUriDaD en
eSpana?

fuerzas ¥ cuerpos e
sesurinad

| evels of law enforcement

Policia Nacional
(2024a)

4 A -

National or federal
police

National or federal police investigate
serious crimes and often manage
organized crime or border-related issues.

Border and Specialized units

: ‘ immigration agencies

@@ https.//dialogoserasmus.eu @ X adialogoserasmus



Tipos de autorizaciones y duracion Co-funded by

the European Union
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Autorizaciones por residencia

B Residencia no lucrativa

Autorizaciones por residencia Bilincia attoriZation: 15R6

Permite trabajar: No

Renovacion: 2 afios + 2 afios

£ Residencia por cuenta ajena

Primera autorizacion: 1 afio

Permite trabajar: Solo cuenta ajena Common Types of Immigration Authorizations Across Countries

Renovacion: 4 afios (ambas)

WaricAuthorzations Work Authorizations

Examples:

% Residencia por cuenta propia

Primera autorizacion: 1 afio

Permite trabajar: Solo cuenta propia 1 Canada: Temporary Foreign Worker Program (TFWP)

=2 USA: H-1B (skilled workers), TN (Canada/Mexico under USMCA)
&& Australia: Subclass 482 (Temporary Skill Shortage visa)
g8 UK: Skilled Worker visa

Notes for PSITs: These individuals may need interpretation for employment contracts,
labor rights, or permits.

@® https.//dialogoserasmus.eu x @dialogoserasmus



Online

Interactive
course
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« 6 modules (5 from the pilot course + 1 designed by the Greek on
terminology management and documentation).

dialoges

Module 1
Beyond Bilingualism:

Towards an Impactful Profession

inthis course under CC BY-NC-SA4.0.
© 00 © fathmpbryrimgn
hites./creativecommans.org/

s.0rg/licenses/by-nc:50/4.0/

dialoges g s

dialoges

Module 4

T&l in the
healthcare setting

The patient journey throughout the healthcare system

dialoges g s,

-~
&

dialoges

Module 2
Who will | be helping?

Possible areas of work

h ls in this CC BY-NC-SA4,0.
© 0+ [Fppmiole

dialoges g ..

dialoges

Module 5
T&l in legal and
administrative settings

Basic rights, international protection and the role
of translators, interpreters and mediators

The ls in this li d under CC BY-NC-SA4.0.
D) ooy oo

dialoges g s,

dialoges

Module 3

Working as a PSIT

Th s in thi I under CC BY-NC-SA4.0.
010,00 [bemebermion

dialoges g eren..

dialoges

Terminology Research
Techniques for Public Service

Interpreting and Translation
(PSIT)

RISTOTLE

e "‘s.\ A
Muoe i@iumveasnw
Acex 57 OF THESSALONIKI
The

The matenials in this course are koensed under CC
(cc) DO svncstso
CTRETIET 7o viow o ¢
htips /4,

w & copy of this hicense, visit
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« Theoretical content is presented by virtual avatars (text + voice) in an
engaging way.

Primary care is generally provided through health

centers. These are found in most towns and cities L
and are staffed by full medical teams, including J
general practitioners, nurses, administrative Y
personnel, and, in some cases, other professionals

such as dentists, midwives, and social workers.

Online

Interactive
course

“‘

Good question! As a translatoa
and interpreter, your role will be
instrumental in ensuring that

speakers of minority languages

understand their rights, the
procedures, and can
communicate effectively in
contexts that can be very
sensitive.

@@ https://dialogoserasmus.eu X @dialogoserasmus
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* Information is organised in a visual way.

Click on the circles to discover some interesting facts about bilingualism.

Examples of Linguistic Mediation in the Healthcare Setting

43% of the world’s
population is bilingual

Comprehension Difficulties

u Situation: The patient does not understand the administrative process to obtain their
health insurance card. Nearly half of the world's population speaks at
least two languages.

Solution: The mediator explains the steps clearly and simply, making sure the patient
knows which documents are needed and where to go.

Interactive
course

1e healthcare
f awareness
v X  .
<
\-t’

Social workers: resource management and family support

Common situations:

L
=
5
o
£
(=]
c
2
e
@
<
[
o
E
o
L

Fear / Cultural beliefs
Specialized terminology

v/Access to financial or social assistance: Information
about benefits and required documents.

v/Coordination with family members and caregivers:
Explanation of support services after discharge.
vManagement of transfers or referrals: Arranging
medical transportation if the patient cannot travel alone.

How can the medator help?

Facilitating communication during administrative
procedures so the patient does not lose benefits due to
lack of information.

Clarifying doubts about rights and resources
available in their situation.

Supporting coordination with family members or
caregivers to ensure continuity of care.

@® https.//dialogoserasmus.eu x @dialogoserasmus
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« Direct access to audiovisual resources to reinforce knowledge
acquisition.

Video 2: Bilateral interpretation in an administrative or corporate setting

| —— -
M ‘
ll“\

Online , & I

Interactive
course —

Video 4: Remote interpretation in the healthcare field

@@ https.//dialogoserasmus.eu x @dialogoserasmus
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« Each module includes interactive activities (quizzes, roleplays, case

studies..) in order to improve comprehension and achieve significant
learning.

|
n I n e Today we will be giving your son a booster dose of the meningitis vaccine.

This is an important step in protecting him against the disease.

Interactive

course L

o Today we are going to give your son a booster dose of the meningitis vaccine.
This is an important step in order to protect him against the condition.

Translate the referral slip given to the patient as a "sight" A T

RurranaL
translation. e —N”_i____:
@ Your son needs a booster shot against meningitis to protect him from this (There’s no need to translate the legal text at the bottom of the it |
disease. document.) - || —
If you'd like, you can write your translation in the box to compare
psm— - it later with the guided feedback at the end.

@@ https.//dialogoserasmus.eu x @dialogoserasmus
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Emphasis is placed on ethics and self-care.

Safety and self-care strategies for mediators in healthcare settings

42 P

\O

Q

 Stress and Emotional 2% Building a Support . Self-awareness and X, Physical Self-Care and
Burden Management Network Professional Boundaries Personal Safety

Online

Interactive
course

Safety and self-care strategies for mediators in healthcare settings

& Self-awareness and Professional Boundaries

. Ongoing Education and
Professional Development s® Strategy: Know how to identify signs of emotional fatigue or
work-related stress.

+ Concrete action: If you notice that you have difficulty concentrating,
get easily irritated, or feel constant exhaustion, it may be a sign of
burnout. Consider reducing your workload or talking with a mentor
about strategies to manage emotional fatigue.

s® Strategy: Distinguish the interpreter’s role and avoid taking on
tasks that do not belong to them.

 Concrete action: If a patient asks for your opinion about a
treatment or if a doctor directly asks you about a patient’s decision,
remember that your role is not to advise but to facilitate
communication. An appropriate response could be: “That is a question
for the doctor; | am here to interpret the information.”

@ https.//dialogoserasmuseu (O) X @dialogoserasmus a2 | <
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« Each module includes a test at the end to assess knowledge and
competence acquisition.

A patient and a doctor are discussing the need for surgery. The patient is clearly nervous, and the
interpreter feels that the operation is a good option for their health. What should the interpreter
do?

Online

Faithfully convey what both parties say without influencing the decision.

Talk to the doctor afterwards and suggest that they explain the surgery more clearly. In a pediatric consultation, the doctor asks if the child has had a high fever. The mother responds
with the word "febricula," but the interpreter translates it as "fever." What could happen?

| |
Try to calm the patient and suggest that they accept the surgery.
o The doctor might think the child has had a higher fever than what actually occurred and change the

treatment.

Correct R
0 It's not a big deal, it's the same thing.
Correct! Impartiality ensures that the interpreter does not influence the patient's L _ _ _ L _ o
decision, allowing them to make an informed choice without external pressures. The interpreter should add details so that the doctor better understands the situation.

Incorrect. Exactly. Accuracy is essential to facilitate appropriate health decision-

e making.

Don't get discouraged!
We know that interpreting in healthcare is a challenge that
requires precision, ethics, and effective mediation. This quiz
is designed to test your knowledge and practical skills, and
each attempt is an opportunity to improve. Review the
material, prepare, and try again! We're confident you'll
succeed.

Su puntuacién: 7.14% (10 puntos)

Puntuacién minima: 80% (112 puntos)

@@ https://dialogoserasmus.eu X @dialogoserasmus :
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Piloting of On'.ine course - Previous experience in T&I?

* Questionnaire distributed to assess the positive
and negative aspects of the course.

Yes

Only academic 28.6%

' 7%
* 21 questions, mostly open-ended. 35/

* 61 respondents that have previously completed
modules 1,2 and 3 of the online course (Spanish
version).

357%

@ https.//dialogoserasmus.eu @ X @adialogoserasmus



Co-funded by
the European Union

dialoges

« Opinions on different aspects of the course

. Stronglyagree @ Agree @ Neutral

@ Disagree

@ Strongly disagree

The course was easy to follow

Explanations were clear

| found it easy to adapt to the online format

| feel ready to interpret with my current knowledge

I have gained confidence to interpret

| could relate to some people or situations presented on the course

0 20 40 60 80 100

ﬁhttps://dialogoserasmus.eu 0) X @dialogoserasmus
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« Were the contents clear and comprehensible?

) ¥ @dialogoserasmus

More or less
6.6%

93.4%

dialoges

Co-funded by
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* Why?

The contents were well organised
11.9% | found them interesting

| was already familiar
11.9%

Good examples were included
14.3%

Visual aids made it
easier
4.7%

(0) X @dialogoserasmus

They were interactive
11.9%

417%

dialoges

The explanations were clear
40.4%

Co-funded by
the European Union
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Because of cultural differences
10%

There was too much information
30%

(0) X @dialogoserasmus

 Why not?

dialoges

| am not a native Spanish speaker
10%

There were difficult words
30%

| did not have enough time
20%

Co-funded by
the European Union
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« What type of difficulties have you experienced?

Specialised terminology
12.1%

Self-study and assessment

1.7%
Time constraints
5.2%
Unifamiliar with the system

/ 1.7%

Extension
6.9%

| did not experience any difficulties
62.1%

Technical issues
10.3%

@ https.//dialogoserasmus.eu x @dialogoserasmus



« What was the most interesting or useful

part of the course?

Techniques
4.5%

Setting-specific information
4.5%

~

Information about the profession
9.1%

Interculturality
20.5%

@@ https.//dialogoserasmus.eu

Theoretical content
6.9%

Self-assessment i Audiovisual materials
2.3%

> |

9.1%

(0) X @dialogoserasmus

Practical activities

dialoges

Co-funded by
the European Union

« What was the least interesting or useful difficult

part of the course?

Interculturality
281%

Theoretical content
12.5%

Definitions
59.4%
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Piloting of online course

- Easy to follow (66%) and clear (87%).

61% of respondents have gained confidence to interpret in PSIT settings after completing the course.

Respondents value interactivity, visual aids, examples and practical activities.

Terminological and time constraints.

Practical activities and training in interculturality.

@@ https://dialogoserasmus.eu X @dialogoserasmus
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Conclusions

Impact across multiple levels:

- Course participants.

- Partner organisations.

- Target groups.

- Other stakeholders: Public service providers, policymakers, and professional associations gained new resources
that raise awareness of the importance of professionalising PSIT.

The project also encouraged stronger collaboration between universities, third-sector organisations, and service

providers, laying the groundwork for sustainable networks.

@® https.//dialogoserasmus.eu @ X @adialogoserasmus




Transferable

and scalable

@ https.//dialogoserasmus.eu

In conclusion...

- within PSIT. adaptation

to new languages,
institutional frameworks,
and migration scenarios.

- to crisis contexts:

response to
humanitarian crises.

- to lifelong learning and

adult education.

* principles of

participatory design and
open access can enrich
training and empower
minority voices.

(0) X @dialogoserasmus

Flexible and

scalable

Co-funded by
the European Union
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contributes not only to the
professionalisation of
PSIT but also to inclusion,
diversity, and social
cohesion.
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In conclusion...

Language learning
enhances social LLDs can be
inclusion and Integrated into
intercultural structured training

dialogue

Adapted training
content to other
languages, age groups,
or professional areas

? https.//dialogoserasmus.eu @ X @adialogoserasmus
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Thank youl

Andrea Sanz De la Rosa & Carmen Pena Diaz
andrea.sanzr@uah.es | carmen,pena@uah.es

\\\ s ll/// ~Nyr Y .- . .
—\Z2 FITISPos %‘% Universidad
VEA ARN . vz . . A 4
I\ Formacion e invesligacion aa [ /
en traduccion e interpretacion ln:a:n:n‘ ‘.:n:a:.. de Alcala

en los servicios publicos
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