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Cais Rhyddid Gwybodaeth / Freedom of Information request
Ein Cyf / Our Ref: 26-B-041





You asked:
I am writing to request the following information under the Freedom of Information Act 2000 regarding your organisation’s use of language support services. Please provide all information for the most recent full financial year for which you hold complete data, unless otherwise stated.
Please note that the information provided below relates to FY 2024/25.

Spend, Suppliers & Contracting
1. Total spend on:
· Interpreting
· Translation
· Transcription

We have previously responded to an FOIA request regarding this subject. Therefore I can confirm that the information you are seeking is held on our website within our FOIA disclosure log. Under Section 21 of the Freedom of Information Act (information accessible by other means), we are not required to provide information in response to a request if the information is already reasonably accessible to you. May I therefore recommend that you look at this link to our website: https://sbuhb.nhs.wales/files/freedom-of-information-disclosure-log-2025/july/25-g-074-interpretation-services-docx/?ts=1772627022676 
2. Who is your current supplier(s) for language services?
If multiple suppliers are used, please specify which services each supplier delivers.
We have previously responded to an FOIA request regarding this subject. Therefore I can confirm that the information you are seeking is held on our website within our FOIA disclosure log. Under Section 21 of the Freedom of Information Act (information accessible by other means), we are not required to provide information in response to a request if the information is already reasonably accessible to you. May I therefore recommend that you look at this link to our website: https://sbuhb.nhs.wales/files/freedom-of-information-disclosure-log-2025/august/25-h-057-translation-and-interpreting-services-docx/?ts=1772627077260 

3. Who is your provider for non‑spoken language services?
Wales Council for the Deaf

4. Who is your provider for transcription services (if separate)?
The Wales Interpretation and Translation Service (WITS) provide some written translation services as well as in person. The Health Board has also use Language Line for written translation. 
The Health Board’s Welsh Language team have contracts with 2 external providers for written Welsh translation; an independent translator and Bla Translation.

5. Do you employ any in‑house interpreters or translators?
Yes for Welsh Language only.

6. Contract expiry dates:
a) Without extensions
b) With all extensions applied
The WITS arrangements is perpetual and is renewed every year on a rolling basis. The BSL service is in the process of being reviewed and will either be through WITS or Action Deafness Cymru. The primary term will be 3 years in the first instance.
7. Name, phone number and email address of the contract manager for language services.
Suzyann Pritchard, 01639 509409, Suzyann.pritchard3@wales.nhs.uk
8. Name, phone number and email address of the person responsible for the language services budget.
There is no general language service budget. Cost centres are charged individually as per their needs

9. Do you have any minimum durations set for interpreting bookings?
If yes, please specify for each service type (spoken, non‑spoken, telephone, video).
Yes, up to 3 hours.
Activity Data – Latest Full Financial Year
10. Total number of:
· Face‑to‑face interpreting assignments (spoken) + total hours
· Face‑to‑face interpreting assignments (non‑spoken) + total hours
· Telephone interpreting calls + total minutes
· Video interpreting calls (spoken) + total minutes
· Video interpreting calls (non‑spoken) + total minutes
· Document translations + total words translated
· Audio transcriptions + total audio duration
We have previously responded to an FOIA request regarding this subject. Therefore I can confirm that the information you are seeking is held on our website within our FOIA disclosure log. Under Section 21 of the Freedom of Information Act (information accessible by other means), we are not required to provide information in response to a request if the information is already reasonably accessible to you. May I therefore recommend that you look at this link to our website: https://sbuhb.nhs.wales/files/freedom-of-information-disclosure-log-2025/july/25-g-074-interpretation-services-docx/?ts=1772627022676 

11. Top 20 highest‑volume languages for interpreting/translation.
We have previously responded to an FOIA request regarding this subject. Therefore I can confirm that the information you are seeking is held on our website within our FOIA disclosure log. Under Section 21 of the Freedom of Information Act (information accessible by other means), we are not required to provide information in response to a request if the information is already reasonably accessible to you. May I therefore recommend that you look at this link to our website: https://sbuhb.nhs.wales/files/freedom-of-information-disclosure-log-2025/july/25-g-074-interpretation-services-docx/?ts=1772627022676 
 
Performance, Fulfilment & Complaints
12. Fulfilment rate (%) for:
· Face‑to‑face interpreting
· Telephone interpreting
· Video interpreting
· Document translation
· Audio transcription
We have previously responded to an FOIA request regarding this subject. Therefore I can confirm that the information you are seeking is held on our website within our FOIA disclosure log. Under Section 21 of the Freedom of Information Act (information accessible by other means), we are not required to provide information in response to a request if the information is already reasonably accessible to you. May I therefore recommend that you look at this link to our website: https://sbuhb.nhs.wales/files/freedom-of-information-disclosure-log-2025/july/25-g-074-interpretation-services-docx/?ts=1772627022676 
13. Number of language service complaints received in the latest full financial year.
0

14. Percentage of positive vs negative feedback received regarding language services.
Not applicable 

15. Languages your provider has been unable to source in the last 12 months.
0

16. Have any service credits been applied in the last 12 months?
If yes, what performance issues were they linked to?
0
 
Social Value, Tender Information & Pricing
1. Social value delivered under this contract in the last 12 months.
WITS delivers free and open eLearning modules for interpreters and public sector staff. 
WITS operates on a not-for-profit basis, with any surplus retained to support service sustainability rather than distributed commercially. This ensures that public funding is reinvested into service delivery, resilience, and workforce support, directly benefiting public sector partners and service users. 
Through a collaborative agreement, WITS enables multiple public bodies to share resources, expertise, and infrastructure, reducing duplication and lowering costs. This delivers social value by safeguarding public funds and improving service consistency across Wales. 

1. If tendered, please provide a copy of the winning bidder’s tender submission.
Not applicable. No tender needed as services are access via Shared Service model through the WITS collaboration agreement, hosted by Cardiff Council.

1. Contracted rates for:
· Spoken face‑to‑face interpreting (hourly)
· Non‑spoken face‑to‑face interpreting (hourly)
· Telephone interpreting (per minute)
· Spoken video interpreting (per minute)
· Non‑spoken video interpreting (per minute)
· Document translation (per word)
· Audio transcription (per audio minute)
This information is withheld.
Section 43 of the Act sets out an exemption for the right to know if release of the information is likely to prejudice the commercial interests of any person (a person may be an individual, a company, the public authority itself or any other legal entity).  Section 43 is a qualified exemption.  That is, it is subject to the public interest test. 
The Health Board accepts that there is a public interest in ensuring openness and transparency and there is an interest in the public being aware of how much money is spent and the benefits derived from that expenditure.  However, the Health Board believes that disclosure of information in a manner which fails to protect the interests and relationships arising in a commercial context could have the effect of discouraging companies from dealing with the Health Board because of fears that the disclosure of information could damage them commercially.  In turn this could then jeopardise the Health Boards ability to compete fairly and pursue its function to bring forward development in the area and obtain value for money.  It was therefore decided that it is not in the publics’ interest to disclose this information.
1. Has your provider increased their rates in the last 12 months?
As per question 19

1. What is the Authority’s typical route to market for procuring language services?
Services are access via Shared Service model through the WITS collaboration agreement, hosted by Cardiff Council.


Assistive Technology (BSL / Deaf Access)
1. Do you have a VRS (Video Relay Service) on‑demand service in place allowing Deaf BSL users to contact you via video when phoning?
I can confirm that the Service is available to us from our BSL provider, Action Deafness Cymru and is utilised when signal requirements are suitable.

1. Do you have a VRI (Video Remote Interpreting) on‑demand service in place for emergency/unplanned/immediate communication needs for Deaf patients or service users?
Yes
If yes to either:
· Who is the provider?
INSIGHT via Language Line

· When was the service introduced?
2020

· Is it available 24/7?
Not currently – in development

· Is there a cost to the Authority?
Yes – cost is attributed to the length of the call 
 
Additional Data for the Most Recent Full Financial Year
1. Total number of spoken language requests.
9721 for both WITS and Language Line

1. Total number of non‑spoken language requests.
34

1. Total spend on spoken vs non‑spoken language services.
Spoken – £237,481.04
Non Spoken – £2,682.70

1. Fulfilment rates for spoken vs non‑spoken services.
Spoken – 98.4%
Non Spoken – 95.4% 
Final Clarification Request
1. If your provider offers additional provisions or specialist services (e.g., ISL, rare languages, emergency response, in‑person support, or other enhanced services), please provide details.
· 24/7 – 365 days a year Interpreter support via WITS. 
· BSL and spoken language support 
· BSL Relay  
· BSL Translation  
· Range of Rare languages  
· Braille / Easy Read  
· Training modules  
· Interpreter Security vetting  

_____________________________________________________________
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AI-generated content may be incorrect.]Rydym yn croesawu gohebiaeth yn y Gymraeg neu'r Saesneg. Atebir gohebiaeth Gymraeg yn y Gymraeg, ac ni fydd hyn yn arwain at oedi.
We welcome correspondence in Welsh or English. Welsh language correspondence will be replied to in Welsh, and this will not lead to a delay.
Cadeirydd/Chair: Jan Williams Prif Weithredwr/Chief Executive: Abigail Harris
Pencadlys BIP Bae Abertawe, Un Porthfa Talbot, Port Talbot, SA12 7BR 
Bwrdd Iechyd Prifysgol Bae Abertawe yw enw gweithredu Bwrdd Iechyd Lleol Prifysgol Bae Abertawe
Swansea Bay UHB Headquarters, One Talbot Gateway, Port Talbot, SA12 7BR
Swansea Bay University Health Board is the operational name of Swansea Bay University Local Health Board
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