
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
• A single interpreter for spoken languages
• Communication Access Realtime Translation (CART)
• 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:  
• 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

CSR follows BAU procedures to dispatch the request

If the request requires ASL
If the request requires a single 

language interpreter, CART 
or multiple spoken language 

interpreters.

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

the request.

If multiple spoken language 
interpreters are required, repeat for 

each language using the same MS 
Teams meeting link.

If you have a Zoom for 
Healthcare account, please 

use your own to host the 
appointment and provide your 

meeting ID in the  
session location.

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

session location field blank and 
submit the request.

Once you submit your request, 
a reference number will be 
generated. PLS will email 

you the Zoom link by the end 
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.
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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.

Select ‘new request’ from the top of the screen to begin.
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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.  
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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 
request using CSM

The clinic calls PLS to make 
a change

CSR is notified of the change

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

CSM Phone

*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

CSR is 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. 

CSM Phone
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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.

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. To do this, open the menu next to the person’s name and select make an interpreter.
ii. Next, set the language pair for this interpreter.

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