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             ORBIT™
Everything you need in the same software…

Innovative Procurement was the theme of the HCSA (Healthcare Supply Association) Conference this year, where Pearl Linguistics was invited to exhibit its language services and innovative tools which make day-to-day life of a language service user much easier. During his speech, Deputy Director of the Department of Health, John Warrington, repeatedly underlined that the selection of suppliers who will bring “innovation” to organisations is the way forward for NHS in order to gain much needed quality and efficiency. He also suggested that NHS suppliers, such as Pearl Linguistics, must work very closely with their NHS clients to identify the most relevant technology specific to their needs and design an innovative solution that will fully meet their requirements.

We are proud to say that Pearl Linguistics’ approach to client care, innovative methods and use of technology have proven to be fully compliant with Mr Warrington’s description of the “ideal NHS supplier”. 
One example to this is the new version of our online booking portal:

ORBIT™ NHS, created specifically for the needs of today’s NHS language service user.
Similar to standard ORBIT™, the NHS version is also a fast and efficient tool which enables you to book language services, manage your account, generate reports and receive cultural and linguistic support.

However, its additional functions deal with a range of problems that NHS language service users experience today:

1)  Detailed Management Reports
One of the most important features of ORBIT™ NHS is its bespoke management reports suitable for the internal structure of the NHS.

Usage is analysed according to:

· Type of service ordered

· Language

· Start time

· End time

· Duration

· Ordered by

· Interpreter requested

· Cost

And can be broken down to:

· Directorate / CPG

· Specialism

· Department

· Clinic

· Ward

· Hospital number

· Day / Week / Month / Year

Multiple filtering options can be chosen to obtain specific usage information for a particular department, language and period at the same time.
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Figure 1
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Figure 2
Through these filters, you can:

· Find out the exact usage of a particular Directorate / CPG, Hospital, Department, Specialty, Clinic and Ward.

· Find out the most in-demand languages for each Directorate / CPG, Hospital, Department, Specialty, Clinic and Ward.

· Analyse bookings according to status:

- Ordered

- Interpreter Booked

- Delivered

- Time-sheet Data Entered

- Cancelled [See 3 below for details of Cancellation Analysis]
You can also turn data into charts. Charts similar to those below can be created for the entire Trust or for a specific Hospital or department. They can reflect the entire usage or the usage for a particular period and/or even language.
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Figure 3
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       Figure 4
It is possible to create a separate account for private users and analyse their data separate from NHS usage.
ORBIT™ reports can be made available to selected users only; whilst general staff can use the software for booking purposes only, management can have access to all usage and management data exclusively.
All reports generated by ORBIT™ can be exported to Excel within seconds.
2) Budget Control per Department

We are acutely aware of the cost pressures on NHS and the need to identify heavy users and ensuring they do not exceed their annual budgets. From our experience, most Trusts that we have worked for haven’t been able to manage departmental budgets when it comes to interpreting service usage due to lack of information and a robust system.
ORBIT™ NHS is specifically designed to address excess cost and budget allocation issues experienced by NHS.

Through ORBIT™, you can first identify the highest and the lowest users. With this data, you can decide a realistic annual budget which can be afforded by each department.  If you enter the annual spent allowance for each department into ORBIT™, the system will split the annual budget into 12 months and analyse each department’s monthly usage in relation to their approximate monthly allowance. It will also send you emails twice a month comparing each department’s usage against their allocated budget.
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   Figure 5
3) Cancellation Analysis

Did you know that cancelled bookings in some NHS Trusts form one third of their annual expenditure? If only there were a way to analyse these cancellations, identify their reasons and work towards minimising them…
ORBIT™ NHS breaks Cancellations into 10 reasons:

Cancelled - by Trust (Patient Late Cancel)

Cancelled - by Trust (Clinic Late Cancel)

Cancelled - by Trust (Patient Early Cancel)

Cancelled - by Trust (Clinic Early Cancel)

Cancelled – by Trust (Late Admin Error)

Cancelled – by Trust (Early Admin Error)

Cancelled – by Pearl

Cancelled – Interpreter DNA* [See 4 below for details of DNA Analysis]
Cancelled – Patient DNA [See 4 below for details of DNA Analysis]
Cancelled – Consultant DNA [See 4 below for details of DNA Analysis]
*Did Not Attend
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Figure 6
Knowing the reasons for cancellations, identifying their cost implications and more importantly finding out the departments responsible for this excess cancellation cost will no doubt help with how to control this costly problem.

Using the data available from ORBIT™, Pearl Linguistics can help you manage cancellations and bring necessary restrictions to users in order to minimise the excess cost. We can work one-to-one with problem areas, design and distribute protocols and regularly monitor any progress.
4) DNA Analysis

DNA is now a common term in interpreting industry. It stands for Did Not Attend. It is one of the most common reasons for cancellations and cost NHS Trusts thousands of pounds every year.
There are various DNA scenarios:

· DNA by Consultant

· DNA by Patient

· DNA by Interpreter

ORBIT™ NHS analyses DNA figures for each Directorate / CPG, Hospital, Department, Clinic and Ward.

It breaks down DNAs into the reasons listed above and identifies any cost implications.

It also cross references Interpreter DNAs and Patient DNAs with language in order to identify communities with the highest level of DNAs and come up with targeted solutions.
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Figure 7
5) Automated Texts from ORBIT™

As explained above, one of the reasons of DNAs could be the interpreter’s non or late arrival. Although this wouldn’t have any cost implications for the client, the inconvenience experienced by the patient, as well as by the consultant, is immense.

ORBIT™ NHS helps us fight  the Interpreter DNA problem by sending automatic text messages to interpreters 3 hours before their booking reminding them the details of their assignment and advising them to leave in a timely manner.

Through ORBIT™ automatic texts, last year we have managed to reduce Interpreter DNAs by 75%.

The cost per message of these automated reminders is a standard text message fee. Given that we manage hundreds of bookings monthly, its cost to Pearl Linguistics is not something to ignore, however its impact on the reliability of our service has been priceless.
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Figure 8
6) Language / Gender Analysis

ORBIT™ NHS analyses your Trust’s language service usage according to language and gender.

Using this facility, you can analyse the languages requested in the Trust as a whole, as well as from a particular department.

By analysing genders of foreign language speaking patients, you can identify any possible gender related inequalities in some of the communities in your area and work with these communities to improve access to health services.

This tool also helps you identify any emerging communities in your area. By identifying monthly language usage both you and your service provider can make the necessary arrangements to provide these communities with a relevant service.
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Figure 9
7) Analysing Out of Hours and Urgent Bookings

Another feature of ORBIT™ NHS is its ability to breakdown the percentage of Out of Hours bookings requested every year as well as the percentage of all urgent bookings where less than 24 hours notice was given to your supplier to send an interpreter.

This data is available for the entire Trust as well as for a particular Directorate / CPG, Hospital, Department etc…
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Figure 10
8) Analysing Quality of Bookings

ORBIT™ NHS allows you or the users to leave feedback for each booking. Your feedbacks then automatically generate a chart to show you your supplier’s general performance.
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                                    Figure 11
9) Identifying Duplicate Bookings

If you are one of the large Trusts with hundreds of interpreter requests every year, sending duplicate bookings might be one of your problems.

If you are organising hundreds of bookings every month, it may be impossible to figure out whether a particular booking was entered in the system before or not. If your supplier is sent the same booking twice, they are likely to send two interpreters for the same venue.

Such problems do not exist in ORBIT™ NHS. If two bookings have the same date, time, location, language and hospital number, ORBIT™ will warn you immediately and will not allow you to enter the same booking twice.

10) Identifying the Nearest Interpreter

Did you know that once you send us a booking with the full address details, ORBIT™ NHS informs your booking coordinator at Pearl Linguistics of the interpreter who lives closest to the address you stated?

This fantastic feature has enabled us to deal with emergencies better than any other supplier over the last year. Our response times when it comes to urgent bookings improved by 80% and we have managed to send interpreters to A & Es with less than 20 minutes notice in some cases.

Being able to identify the nearest interpreters to hospitals also meant that we achieved considerable savings regarding travel time and expenses and have managed to reduce our client prices accordingly.
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  Figure 12
11) Timesheet Management

ORBIT™ NHS allows us to see clearly which interpreters have not sent their timesheets within the contractually agreed period of time and sends automatic reminders on a regular basis until the timesheet is received.

12) Translation Orders

Please note that most features explained above are also available in ORBIT™ NHS for your written translation orders.

The system breaks down written translation service usage according to the same filtering criteria as interpreting.

It also helps you identify which types of documents are often requested and languages the languages in greatest demand.
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Figure 13
13) Audio Language Identity Widget
We are sure you are familiar with the Language Identifier concept. These tools help language service users identify which language their client speaks so that they can call the right interpreter.

ORBIT™ NHS’ Language Identity Widget is audio!

It also has the flag(s) for each country where the language is spoken so if your patient can not read, they may be able to identify their language from the flag.
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Figure 14
14) Other Cultural and Linguistics Support
ORBIT™ NHS is equipped with various cultural and linguistic resources compiled to help you in your dealings with multicultural and multilingual patients.
Some of these are:

•
Country Index with Maps

•
All the Languages in the World

•
Language Families

•
Continents of the World

•
Information on African Communities

•
Information on African Countries

•
Middle East Information Guide

•
The Countries and People of Arabia

•
People of India

•
Indigenous People in South America

•
Cultures of South America

•
What is Scandinavia?

•
All about Nordic Countries (Scandinavia)

•
Where is Polynesia?

•
Countries of Asia

15) ORBIT™ NHS Training
ORBIT™ NHS Training is free of charge for all contracted clients.

© Pearl Linguistics, 2011
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