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Provincial language services
for virtual visits?

Health care provider guide



Introduction

This resource is intended for health care providers and provides an overview of how to request interpretation
services to be used in a virtual visit appointment. Depending on the type of interpreter needed the process
and application used (Microsoft Teams or Zoom) may differ.

In this document we will discuss:

The process at a glance

Determining what application to use

The workflows of requesting, changing and cancelling an interpreter request
Completing the PLS webform

What happens the day of the virtual visit
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The process at a glance

Health Care Providers (HCP) can submit a request for an interpreter from Provincial Language Services (PLS)
using the online interpreter booking platform known as the Customer Service Module (CSM). HCP will need a
PLS account to create a request on the platform. Contact PLS to create an account if you don’t already have one.
Once a request is submitted, a Customer Service Representatives (CSR) from PLS will receive the request.

From here a CSR will dispatch an interpreter or captioner according to their business as usual (BAU)
procedures (additional steps may vary depending on if Zoom or Microsoft Teams needed).

The CSR will only contact the HCP if there is a problem with the request. Otherwise, the HCP will not be
informed. The HCP can follow up with the patient as needed.

Platform selection for language services

When completing the PLS request form, the HCP will need to determine if the request requires the

use of Microsoft Teams or Zoom for Health Care. Check with the patient to understand what language
accommodations are required to make the appointment accessible. Then choose the most suitable platform
(e.g., Zoom, MS Teams) to support language service needs, including interpreter or captioning access.

When to use Microsoft Teams

PLS requests that involve
e Asingle interpreter for spoken languages
e Communication Access Realtime Translation (CART)
e Multiple spoken language interpreters

Please note: CART should only be conducted using a computer monitor or laptop.

When to use Zoom for Health Care

PLS requests that involve:
e American Sign Language (ASL)

Please note: If you have a Zoom for Healthcare account, please use your own to host the appointment. If
you do not have one, the PLS CSR will provide a Zoom for Healthcare meeting link. When the CSR provides
the meeting ID, the appointment must be scheduled between 8:30 AM and 12:00pm or between the hours
of 1:00pm and 3:30 PM on working days. If multiple requests for language services are scheduled to begin at
the same time, the CSR will coordinate with the healthcare provider to adjust the meeting start time slightly
earlier or later to ensure proper setup and support.
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Submitting a new request for a virtual visit

The clinic submits a request via the CSM

Enter all information needed in the request

If the request requires a single .
languagelinterpreter, GART If the request requires ASL
or multiple spoken language

interpreters.
If you have a Zoom for If you don’t have a Zoom for
Health care account leave the

Healthcare account, please
use your own to host the session location field blank and
submit the request.

appointment and provide your
meeting ID in the
session location.

In the session location field, enter the
MS Teams meeting link and submit
the request.

Once you submit your request,
If multiple spoken language areference number will be
interpreters are required, repeat for generated. PLS will email
each language using the same MS you the Zoom link by the end
Teams meeting link. of the next business day. If
your request is for the same
day, it will be prioritized and
processed accordingly.
Please note that a business day
is defined as Monday to Friday,
8:00 AM to 4:00 PM, excluding
statutory holidays.

Once the clinic receives the
link it’s their responsibility to
inform/pass the link on to their
patient - PLS will NOT share
the link with the patient.

CSR follows BAU procedures to dispatch the request
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Logging into the CSM

Click here to access the PLS web portal. Here you can submit a request for interpreter services.

Log in with your credentials and you will be taken to a screen displaying the Terms of Use. Click ‘accept’ at
the bottom of the screen to proceed to the booking homepage.
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Terms of Use

By accessing and using this website, you agree to be bound by the terms of use, disciaimer and limitation of liability ("terms of use®) set out below. If you do not agree to be bound by any of these terms of use immediately exit this website and do not access any other pages. These terms of use may change from
time to time without notice and it is your responsibilty to check for up-dates. By using this website you are agreeing to be bound by the then current version of these terms of use. The last revision date for these terms of use is set forth below.

1. Copyright
The content, organization, gathering, compilation, magnetic transiation, digital conversion and other matters related to this website are protected under applicable copyrights, trademarks and other proprietary (induding but not limited to intellectual property) rights. The copying, redistribution, use or publication of
any such content or any part of this website, except as allowed below, is strictly prohibited. You will not acquire ownership rights in this website or to any content or document obtained through this website. The posting of information ar materials an this website does not constitute a waiver of any right in such
Information and materials.

2. Limited Right to Use
The viewing or downloading of any :mtmt. form ur document grants you only a l-mued nm ext\us«ve licence for use solely in connection with the provision of interpreter services and not for distribution, sublicense, sale, of derivative works of other use. No part of any content,
form or document may be rep in ai into any I system, electronic or mechanical.

3. Editing, Deleting and Modification
We reserve the ngm in our sole discretion to edit or delete any documents, information or other content appearing an this website.

4. Indemnification
You agree to indemnify, defend and hold harmless the Provincial Health Services Authority and its employees, agents, partners, branch societies and affiliates (collectively, “Affiliated Parties") from any liability, loss, ciaim and expense, induding reasanable legal fees, related to the violation of these Terms.

5. Non Transferable
Your right to use this website is not transferable. Any password or right given to you to obtain forms or to view, enter or obtain information Is not transferable.

6. Limited Access
You agree to access this website solely from computars located within Canada . Any access from outside of Canada is strictly prohibited. You must inform us of any travel outside of Canada , whether personal or otherwise, so that we may restrict access to this website during such time.

7. Disclaimer
The information, forms and agreements from or through this website are provided "as is”, “as available” and all warranties, expressed o implied are disclaimed (including but not limited to the disciaimer of any implied warranties of merchantability and fitness for a particular purpose). The forms, agreements and
documents may contain bugs, errors, problems or other limitations. The Provincial Health Services Autharity and its affiated parties have no liability whatsoever for your use of any information or documents. In particular, but not as a imitation thereof, The Provincial Health Services Authority and the affliated parties
are not liable for any indirect, special or incidental or consequential damages (including damages for loss of business, loss of profits, itigation or the lie), whether based on breach of contract, breach of warranty, tort (including negligence) or otherwise, even if advised of the possibilty of such damages. This website
and the information, forms, agreement and documents would nat be provided without such limitations.

All responsibility or liability for any damages causad by viruses contained within the electronic file containing the form or document is disclaimed.

8. Choice of Law
The laws in effect in the Province of British Columbia shall govern this agreement and any dispute or claim based on your use of the website. You agree that any action or proceeding relating to this agreement or your use of the website shall only be brought by you in the courts of the Province of British Columbia .
The website is intended for use by residents of British Columbia , Canada anly.

These terms of use set forth the entire understanding and agreement between us and you with respect to your use of the website.
Copyright © 2007 Provincial Health Services Authority. All Rights Reserved.
Latest Revision: October 2007
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Select ‘new request’ from the top of the screen to begin.
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Username: Office Virtual Hea 1) | Organization: Office Virtusal Health (OVH) PHSA
Home - Resources
|| Welcome to the PLS Interpreter Booking homepage!
Access Code(s)
Office Virtual Health (OVH) PHSA: 4779
Attention PHSA: To book an interpreter, please select the New Request button above.
For same-day on-site interpretation requests during after hours, please call 604.297.8400 or 1.877.BC-TALKS (228.2557).
After hours are Monday to Friday, 4:00 PM ko 8:00 AM, all day on Saturday, Sunday, and Statutory holidays.
Deont forget 48 bu hours in advance i the medical appointment is canceed.
Notice: Student Practicum Observation PhcA nguage Services is stliated with the Vancouver Community Colege Intespreting Program and serves ing appartunity for interpreter students, During the period from Jamuary to June, interpreter students may join alongside the heslth care interpreter ta observe
“new* medical sessions as part of thei training.
If you have any questions or concerns regarding this process, please do not hesitate to contact us using the email address below. We appreciate your cooperation and support in providing this valuable lesming oppartunity.
Services available within PHSA: Scheduled (Online booking required)
+ On-site Interpreting: is a type of spoken of preting when an iterprecer meet a patient at 2 given location for 8 medical appuintment. On-site interaretation for spoken langusge is only avaiable i the Lower Mainiand, whie sign language interpretation is
ble province wade.
« Virtual Health Visits (VHV): is 2 type of remote spoken or sign language interpreting in which an interpreter joins a virtual health appointment between health care provider and 2 patient. Tt can be accessed through the meeting ink on any virtual platform.
On-Demand (Available 24/7)
+ Over the Phone Interpreting (OP1): i & type of remote spoken langusge interpreting that technology 1 enables parties 10 hear each other and is oaly wsed for spoken langusge interpretng.
R e o e s
« Video Remote (VRI): is 2 type of or sign hat uses audio of vid o one or more of the interpreting parmies are not present at the same location. On-site: s the of condu
interpreting session for Deaf, Deaf-Blind and Hard of Hearing patients
Tips: Meed to book multiple interpreter reguests?
Aersubmttngyour st reauest siead of sulecing e Reques” o the e 9poten, Youcan use the "Duplcae Reaues”o5ton. This will o8 some o thenfoxrabion o yous Sy update any dtas s e ded. Aematel ou can accessthe Duplicate Reaust” ot by
opening & previous request under the Reouest Histary tal
Contoct: Your comment s important to us. Please complete the Feedback Form,
1f you have any questions or concerns, please contact Language Services at languagessrvcesSoha.ca.
Copyriht © Prvincil Weakh Seces Actharty 1999 . 2012, Al righes reserved
Torms and Gondions of Use | Prvacy Pl
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Completing the PLS request form

When you start a new request, in the Interpreting Session Information section change the drop down from
In-person to Virtual Health Visit. Once you have done this fill in any of the required information.

If you require a single spoken language, CART or multiple spoken language interpreters, include the Teams
link in the meeting link field. If CART or multiple spoken language interpreters are needed you will need
to configure some additional meeting settings (please see next page). If you have Zoom link please enter
in Session location. If you require ASL, provide a Zoom meeting link here. If you don’t have a Zoom for
Healthcare account leave this field blank and a CSR will create a Zoom meeting link for you.

Please use this form to request all pre-scheduled interpreting appointments.

Username:VC South - Public Health | Organization: South Community CHO Public Health 6066
PERSON COMPLETING THIS REQUEST FORM REPORTING INFORMATION
* First Name ] Service Area South Community CHO Public Health 6066

* Last Name ]
* phone Nnumber | NN

Phone Ext

* Email |

PATIENT INFORMATION
Number of Patients ® single Patient Multiple Patients (_' Family Conference

* First Name John | * Last Name lee | patientiD [123456 |
Phone Number 1 | Phone Number 2 | (e.g. chart, claim, or patient ID number)
Parent/Guardian

* Individual is: O Deaf ) Hard of Hearing (' Deaf-Blind

PROFESSIONAL ATTENDING SESSION
_| Multiple Healthcare Professionals

Title/Job Dt | * Name Smith * Email
Phone Number | L | Phoneext Mobile Number
Fax —\
INTERPRETING SESSION INFORMATION
* Appointment Type | Virtual Health vist v Meeting Link |
* Request Date | 07/16/2025 | Week Day Wednesday I
(mm/ddiyyyy) Please enter a Zoom for Healthcare link, otherwise please leave this field blank.
B Eaiai O [ e ————— A PLS Rep will provide the link via email
[—{—'3—9—3-)—] Meeting ID [
* Indvidual is: _) Deaf ' Hard of Hearing ‘' Deaf-Blind (Optional)
Alternate Language = ~ Password
Flexible Time I No @ vyes ey

Choose a time range and duration for your appointment
and we will call you back with the confirmed times.

Scheduled Duration | o (in minutes)
Any Time Between * 09 v| oov| and * | 09 v| 00 v|
(24 hour dock)
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Changing the scheduling of a PLS virtual visit

*a change is needed to an existing request

The clinic submits a change The clinic calls PLS to make
request using CSM achange

CSRis notified of the change

The CSR follows BAU procedures to change the meeting under
the Zoom account.

*In the event that PLS needs to reschedule an interpreter, they will contact the HCP and propose a new
date/time.
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Cancelling a PLS virtual visit request

*an existing meeting needs to be cancelled within 2-business days if possible

The clinic submits the cancellation request through the CSM or by calling PLS

CSRis notified of the cancellation request

The CSR who receives the notification cancels the meeting under Zoom ac-
count and follow regular procedure to cancel the request.
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The day of the virtual visit - Zoom

Before the virtual visit a CSR from PLS will start the meeting before the HCP joins. They will admit the health
care provider into the meeting and make them the host.

Please note: it’s very important that the health care provider identifies themselves by adding their role to
their name when joining the meeting (e.g. dietician, mental health specialist) so the CSR can transfer host
permissions to the correct person. The CSR will wait for 5 minutes max for the provider to join, then attempt
to contact them. If the HCP is running late a clerk must join the meeting to advise PLS that they need more
time. After waiting for 10 minutes if nobody joins the meeting will be cancelled.

Once the health care provider has been given host permissions, the CSR will leave the meeting. The health
care provider will then identify and admit the patient, ASL from the waiting room into the meeting, following
their clinic’s procedures.
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Scheduling requirements for multiple spoken language interpreters

1. Setup meeting options in Outlook.
a. When creating a Teams link, locate the meeting options menu. Here you will need to enable Language
Interpretation. Assign msl.interpreters@phsa.ca as the interpreter to enable interpretation options
within the meeting, then during the meeting assign the correct participants as interpreters.

Meeting options

[E Meeting access

() Advanced protection
3
& Roles

1 @) Production tools

English v 2| Italian

) Participation

@ Recording & transcription + Add more interpreters

@ Copilot and ather Al

$% Acceccibilin

2. Request interpreters.
a. Follow the steps outlined on the previous page to complete the PLS form and schedule interpreters.

3. During the meeting:
a. The HCP will admit the multiple spoken language interpreters into the meeting.
b. PLS will instruct interpreters to add Interpreter and their language pairing to their name.

c. The HCP will then assign the interpreters to the appropriate language channel (e.g., English -
[Target Language])

i. Todo this, open the menu next to the person’s name and select make an interpreter.

ii. Next, set the language pair for this interpreter.

Participants X
5 Language interpretation
£ s iks Set language pair for this interpreter
1w. 4
ﬂ. Language Language
e W Mute participant ) )
& Fin forme English ~ | 2 | [Halian “
AD. (3 spotlight for everyone
3p Make an interprater
Cancel m
& Remove from meeting

iii. You will now be able to see the language pair under the participant’s name.

Participants - X
nvite someone or dial a number Q
[2 share invite
v In this meeting (1)
w
(]
v Interpreters (1) Mute all
ST
D L]
~ Others invited (1)
AD.
(]
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