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A hospital in Southwest Pennsylvania was experiencing recurring
challenges connecting to interpreters through their existing phone
interpretation service. Staff frequently encountered long wait times and
poor audio quality, particularly for high-demand languages such as
Haitian Creole and Nepali.

These issues created significant barriers in delivering timely, effective
care, especially in their women and infant center and emergency room
settings where clear, immediate communication is critical. Additionally,
there was a broader need for staff training on best practices when serving
patients with limited English proficiency (LEP) and their families.
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THE CHALLENGE: 
Delays and Poor Connections Impacting Patient Care

OUR APPROACH:
Reliable Technology Paired with Hands-On Training

Our senior director of sales met with hospital leadership to fully
understand both the technical challenges and operational gaps. We
introduced our 24/7 on-demand phone interpretation service, designed
for fast connection times, often in under 30 seconds, ensuring accessibility
at any time, including overnight and emergency situations.

Recognizing that technology alone would not solve the issue, we
partnered, and continue to do so, with the hospital’s nursing education
director to provide onsite training sessions quarterly for no additional
charge. These trainings focused on how to effectively navigate language
access, improve communication with LEP patients and families, and
confidently integrate interpretation services into clinical workflows.

We implemented on-demand phone interpretation access across all 13
hospital departments by providing dedicated credentials (PIN cards),
ensuring that staff in any unit with any phone (landline, rover, or cell)
could quickly connect to an interpreter when needed.

In addition, we offered personalized training sessions for department
leaders and staff, equipping them with the knowledge and confidence to
use the service effectively. This combination of improved access and
targeted education addressed both the connection issues and the
underlying need for better utilization practices.

THE SOLUTION:
Department-Wide Access and Empowered Staff

Since implementing our services in late 2023, the hospital has seen consistent
and significant growth in utilization, driven not only by improved connection
quality but also by increased staff confidence following training. Calls are now
frequently completed within 20–30 seconds, even during nontraditional hours
such as 1 a.m. and 3 a.m., enabling timely communication in critical care
scenarios.

Usage trends reflect this impact: The hospital reported 16 calls in Q4 2023,
which quickly grew to approximately 200 calls per quarter in Q1–Q3 2024, and
more than double that number, 441 calls, in Q4 2024. This upward trend
continued into 2025, with 562 calls in Q1 and 390 calls in Q2.

This sustained increase demonstrates how pairing reliable interpretation
services with effective staff training can transform language access, ultimately
enabling providers to deliver faster, more equitable care to LEP patients.

THE RESULTS:
Faster Connections, Increased Usage, and Improved Care Delivery

CASE STUDY HIGHLIGHTS

Faster Connections. Better Patient Outcomes.
< 30-second connection times — even at 3 a.m.
35x usage growth driven by interpreter training + reliability
Hospital-wide adoption across 13 departments

Global Wordsmiths: Your Partner in Delivering Equitable, High-Quality Care
This case study highlights the importance of combining technology with education to
create lasting impact. By addressing both access and adoption, we empower
healthcare organizations to overcome communication barriers and provide timely,
patient-centered care for diverse communities.

CONCLUSION

CONTACT US TODAY TO LEARN HOW WE CAN SUPPORT
YOUR UNIQUE LANGUAGE SERVICE NEEDS.


