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1. Overview of Regulations 
Federal and state agencies require healthcare organizations to ensure meaningful access to 
services for Limited English Proficient (LEP) patients. This obligation extends to any third-party 
vendors providing interpretation or translation services. 

Federal Regulators 
 U.S. Department of Health and Human Services (HHS) – Office for Civil Rights (OCR) 
 Centers for Medicare & Medicaid Services (CMS) 
 Department of Justice (DOJ) – Title VI of the Civil Rights Act 
 Section 1557 of the Affordable Care Act (ACA) 
 The Joint Commission (TJC) – Standards on Patient-Centered Communication 
 Health Resources and Services Administration (HRSA) 

State Regulators 
 California: Department of Health Care Services (DHCS) 
 New York: Department of Health (NYSDOH) 
 Illinois: Department of Public Health (IDPH) 
 Massachusetts: Department of Public Health (DPH) 

These agencies expect healthcare providers to ensure that every patient—regardless of 
language ability—can access care that is safe, accurate, and culturally responsive. 

Failure to comply may result in: 
 Title VI or Section 1557 Violations 
 Joint Commission Noncompliance Findings 
 HHS OCR Investigations or Civil Rights Complaints 
 Loss of Federal Funding or Legal Action 

2. Client Responsibilities 
Healthcare providers are required by federal and state law to ensure meaningful access to 
care for Limited English Proficient (LEP) patients. Under Title VI of the Civil Rights Act, Section 
1557 of the Affordable Care Act, and HIPAA, clients must: 

 Provide accurate, timely, and culturally competent communication for LEP patients. 
 Use qualified interpreters—not family members or untrained bilingual staff. 
 Ensure interpreters always maintain confidentiality and professionalism. 
 Monitor and document the performance of third-party language service vendors. 
 Maintain language access policies, staff training, and compliance documentation. 
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3. Propio’s Matching Practices 
CLIENT REQUIREMENT PROPIO PRACTICE 
Interpreters must be qualified, 
trained, and professional. 

Every Propio interpreter completes a six-step qualification 
process, including proficiency verification, mock assessments, 
and medical terminology training. Performance is continuously 
monitored for quality and accuracy. 

Interpreters must maintain 
confidentiality and adhere to 
HIPAA. 

All interpreters sign strict HIPAA and Confidentiality 
Agreements and complete ongoing privacy and data 
protection training. Secure call handling protocols ensure PHI is 
protected at all times. 

Language access must be 
accurate, timely, and culturally 
appropriate. 

Propio offers 24/7 access to interpreters in 300+ languages, 
with an average connection time under 20 seconds. Every 
interpreter upholds the National Code of Ethics and Standards 
of Practice. 

Clients must oversee and 
document vendor performance. 

Propio provides on-demand performance dashboards, 
monthly QA reports, and detailed audit results, enabling clients 
to verify compliance at any time. 

Providers must use qualified 
interpreters, not staff or family 
members. 

Propio’s interpreters hold verified professional certifications 
and undergo regular skill testing to ensure medical accuracy 
and neutrality. 

Vendors must maintain a 
complaint and quality assurance 
system. 

Propio maintains a formal Complaint Investigation and 
Resolution Process with documented SLAs, action plans, and 
follow-up monitoring. 

Providers must comply with Title 
VI, Section 1557, and Joint 
Commission standards. 

Partnering with Propio helps clients meet all major federal and 
accrediting body requirements for equitable, patient-centered 
care. 

4. Evidence & Assurance 
Propio provides transparent, data-driven tools that allow healthcare organizations to track, 
measure, and prove compliance across all interpreter interactions. 
Our Assurance Framework Includes: 

 Interpreter Rating System: Real-time ratings from clients and providers for every interaction. 
 Audit Process: Randomized live call reviews to ensure accuracy, ethics, and professionalism. 
 Compliance Oversight: Dedicated Quality and Compliance teams monitor interpreter 

performance and regulatory adherence. 
 Training & Ongoing QA: Continuous education modules on medical terminology, ethics, and 

patient communication standards. 
 Tracking & Reporting: Custom dashboards and monthly summaries displaying usage 

trends, performance metrics, and compliance indicators. 
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5. Why Partner with Propio? 
 Scalable Solutions – Whether supporting a small team or a nationwide network, our platform 

grows with your needs. 
 Compliance-Driven – Easily maintain interpreter compliance with regulatory and 

organizational standards. 
 Tailored Training – Provide interpreters with targeted training aligned with your brand and 

community needs. 

6. Interpreter Proficiency and Qualifications 
Propio interpreters demonstrate proficiency in alignment with the National Standards for 
Culturally and Linguistically Appropriate Services (CLAS) and the 2015 Joint Commission 
Hospital Standards. 
Our rigorous vetting process, strict quality standards, ongoing evaluations, and continuing 
education ensure that interpreters are highly skilled and professional. 
Propio’s evaluation framework adheres to standards defined by the National Council on 
Interpreting in Health Care (NCIHC) and the International Medical Interpreters Association 
(IMIA). 
Many interpreters also hold national certifications from the Certification Commission for 
Healthcare Interpreters (CCHI) or the National Board of Certification for Medical Interpreters 
(NBCMI). 

7. Commitment to Quality 
Propio considers interpreter quality of the utmost importance and a central part of our service 
commitment to our clients. Our Interpreter Quality Team works diligently to ensure that every 
interaction reflects the highest standards of accuracy, professionalism, and care. 
We believe in fostering a collaborative partnership with the interpreters in our network, 
providing ongoing support and feedback to help them deliver services that meet, and exceed, 
client expectations. 

 OUR MISSION: To lead the language services industry by setting the standard for quality 
interpretation and exceptional customer service. 

 OUR VISION: To be recognized as the most trusted and experienced team, delivering the 
highest quality through continuous innovation. 

 OUR VALUES: 
• Quality: Passionate about excellence. 
• Accuracy & Reliability: Ensure precise, dependable communication. 
• Professionalism & Integrity: Act ethically and respectfully. 
• Innovation & Diversity: Embrace new ideas and diverse perspectives. 
• Transparency: Communicate openly. 
• Teamwork: Collaborate to achieve shared goals. 
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8. Characteristics of a Successful Interpreter 
At Propio, we believe that great interpretation goes beyond language — it’s about 
professionalism, empathy, and precision. Our interpreters are carefully selected and 
continuously trained to ensure the highest quality of service across every interaction. 

Passion 
Our interpreters are passionate about communication and cultural connections. They 
understand that interpretation isn’t just word-for-word — it’s about facilitating meaningful 
exchanges that can impact lives. Their empathy, curiosity, and dedication to learning help 
bridge language and cultural barriers every day. 

Knowledge 
True interpreting requires more than bilingual fluency. Our interpreters receive ongoing 
training to refine their skills and master complex terminology — particularly in healthcare, 
legal, and other specialized fields. This ongoing education ensures every interpretation is 
accurate, professional, and aligned with industry standards. 

Ethics 
Integrity is at the core of what we do. Interpreters act as neutral conduits — never adding, 
omitting, or influencing meaning. All healthcare interpreters are fully trained in HIPAA 
compliance and committed to strict confidentiality, professionalism, and adherence to 
national Codes of Ethics and Standards of Practice. 

People Skills 
Exceptional communication requires more than words. Our interpreters are trained to pick up 
on tone, emotion, and nonverbal cues while maintaining emotional neutrality. Their 
interpersonal awareness ensures that each message — and its intent — is conveyed faithfully 
and respectfully. 

Working Well Under Pressure 
Interpreting often happens in fast-paced, high-stakes environments. Our interpreters remain 
calm, focused, and professional under pressure. They are adaptable, collaborative, and 
skilled at anticipating communication needs to ensure smooth, accurate exchanges in any 
situation. 

Cultural Diversity 
Every interpretation reflects a deep respect for cultural identity. Our interpreters understand 
the values, customs, and context behind each language, ensuring culturally appropriate 
communication. Propio is proud to maintain a diverse team of interpreters to meet the needs 
of our equally diverse clients and communities. 
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9. Code of Ethics 
Our professional interpreters are committed to upholding the highest ethical standards in 
every interaction. Propio is aligned with the Code of Ethics and principles established by 
the National Council of Interpreting in Health Care (NCIHC). These ethical standards guide 
interpreters in facilitating accurate, impartial, and respectful communication between 
individuals who do not share a common language. Core Principles: 

1. ACCURACY 
2. CONFIDENTIALITY 
3. IMPARTIALITY 
4. RESPECT 
5. CULTURAL AWARENESS 
6. ROLE BOUNDARIES 
7. PROFESSIONALISM 
8. PROFESSIONAL DEVELOPMENT 
9. ADVOCACY 

1. ACCURACY 
Objective: To enable other parties to know precisely what each speaker has said. 

• Render all messages accurately and completely, without adding, omitting, or altering content. 
• Replicate the register, style, and tone of the speaker. 
• Inform all parties that everything spoken will be interpreted. 
• Manage the flow of communication for clarity and understanding. 
• Acknowledge and corrects errors promptly. 
• Maintain transparency at all times. 

2. CONFIDENTIALITY 
Objective: To respect the private and personal nature of healthcare interactions and preserve trust. 

• Maintain strict confidentiality, disclosing information only with consent or as required by law. 
• Safeguard all written and electronic patient information in possession. 

3. IMPARTIALITY 
Objective: To eliminate the influence of interpreter bias or personal preference. 

• Remain neutral, avoiding personal opinions, judgments, or cultural biases. 
• Disclose potential conflicts of interest and withdraw when impartiality cannot be maintained. 

4. RESPECT 
Objective: To recognize and uphold the inherent dignity of all parties in the interpreted encounter. 

• Demonstrate respect through professional and culturally appropriate behavior. 
• Encourage direct communication between all parties. 
• Support patient autonomy and informed decision-making. 
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5. CULTURAL AWARENESS 
Objective: To facilitate clear and accurate communication across cultural differences. 

• Strive to understand the cultures associated with the languages they interpret, including 
biomedical culture. 

• Alert all parties to significant cultural misunderstandings that may affect communication. 

6. ROLE BOUNDARIES 
Objective: To define the scope and limits of the interpreting role and prevent conflicts of interest. 

• Maintain appropriate professional boundaries, avoiding personal involvement. 
• Limit activity strictly to interpreting, refraining from assuming other roles. 
• Adhere fully to interpreting standards when holding additional professional roles. 

7. PROFESSIONALISM 
Objective: To uphold and strengthen public trust in the profession. 

• Conduct all business with honesty and integrity. 
• Prepare thoroughly for each assignment. 
• Disclose skill limitations when necessary. 
• Avoid sight translation of complex or critical documents if unqualified. 
• Accept accountability for professional performance. 
• Advocate for conditions that enable accurate interpreting. 
• Demonstrate respect toward all professionals. 
• Act in a manner reflecting the dignity of the profession and the setting. 

8. PROFESSIONAL DEVELOPMENT 
Objective: To achieve and maintain the highest possible level of competence and service. 

• Continuously develop language proficiency, cultural knowledge, and interpreting skills. 
• Actively seek feedback to improve performance. 
• Support the growth of fellow interpreters. 
• Participate in professional organizations and activities that advance the field. 

9. ADVOCACY 
Objective: To prevent harm to parties that the interpreter serves. 

• Speak out or intervene to protect individuals from serious harm. 
• Advocate on behalf of individuals or groups to correct mistreatment or abuse. 

Source: www.ncihc.org  
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Ensuring Interpreter Excellence 
At Propio, we are committed to delivering accurate, reliable, and culturally competent 
interpretation. Our interpreter qualification framework combines rigorous vetting, specialized 
training materials, and continuous performance monitoring to ensure every interpreter meets 
the highest professional, ethical, and linguistic standards. 

10. Propio’s Six-Step Process for Quality Interpreters 
To ensure the highest standard of service, Propio follows a comprehensive six-step 
qualification process designed to evaluate, prepare, and continuously support interpreter 
excellence. 

A. Prescreening 
Quality interpretation is essential to our shared success and is achieved by partnering with the 
best interpreters in the industry. At Propio, we believe that delivering exceptional language 
services goes beyond simply reviewing references or accomplishments, it requires a 
performance-based validation of interpreters’ knowledge, skills, and experience to ensure the 
highest level of service. 
We identify and engage top interpreters by setting rigorous standards and ensuring they meet 
these criteria before taking their first assignment. 
Requirements for Contract Interpreters New to Propio 

 Experience as an Asset: Experience isn’t required but highly valued. Propio interpreters 
average eight years in the field. 

 Resume Review: Applicants must submit a resume confirming prior experience. Advanced 
certifications are especially valued. 

 Culture-Fit Interview: A dedicated interview ensures alignment with Propio’s values and 
passion for helping others. 

Key Objectives of the Screening Process 
 Verify Qualifications: Confirm required skills, certifications, and experience. 
 Prevent Risks: Identify and address potential concerns early. 
 Protect Patients and Employees: Ensure assignments are handled by qualified, ethical, and 

trustworthy interpreters. 
 Reduce Legal Exposure: Limit liability through thorough screening. 
 Promote Ethics: Secure a signed acknowledgment of the Interpreter Code of Ethics. 

Core Competencies for Professional Interpreters 
 Mastery of Source and Target Languages 
 Extensive Vocabulary across formal and informal registers 
 Industry-Specific Terminology knowledge (medical, legal, etc.) 
 Role Comprehension as a neutral conduit 
 Ethics and Standards Adherence to Professional Codes 
 Previous Training demonstrating both theoretical and applied interpreting skills 
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B. Language Proficiency Verification 
Candidates must demonstrate proof of listening and speaking proficiency in all working 
languages. 

English Proficiency 
Candidates must provide one of the following: 

 A Bachelor’s, Master’s, PhD from an accredited U.S. or English-speaking institution. 
 A high school diploma from a U.S. or international English-language institution. 
 Approved language proficiency test results. 

Other Languages 
Candidates must provide one of the following: 

 A degree from a higher education institution in a country where the language is 
spoken. 

 A high school diploma from a school located in a country where the language is 
spoken. 

 24 or more semester college credit hours in the language. 

If proof of proficiency is unavailable, a language proficiency test is administered. A score 
of ILR 3 (General Professional Proficiency) or higher, as defined by the U.S. Government’s 
Interagency Language Roundtable (ILR), is required for all core and common spoken 
languages. 

“ILR 3 (General Professional Proficiency): Able to speak the language with enough structural 
accuracy and vocabulary to participate effectively in most formal and informal conversations 
in practical, social and professional topics. Nevertheless, the individual's limitations generally 
restrict the professional contexts of language use to matters of shared knowledge and/or 
international convention. Discourse is cohesive. The individual uses the language acceptably, 
but with some noticeable imperfections; yet errors virtually never interfere with understanding 
and rarely disturb the native speaker. The individual can effectively combine structure and 
vocabulary to convey his/her meaning accurately. The individual speaks readily, and fills 
pauses suitably. In face-to-face conversation with natives speaking the standard dialect at a 
normal rate of speech, comprehension is quite complete. Although cultural references, 
proverbs and the implications of nuances and idioms may not be fully understood, the 
individual can easily repair the conversation. Pronunciation may be obviously foreign. 
Individual sounds are accurate: but stress, intonation and pitch control may be faulty. Without 
searching for words or phrases, the individual uses the language clearly and relatively 
naturally to elaborate concepts freely and make ideas easily understandable to native 
speakers. Errors occur in low-frequency and highly complex structures.” 

Source: www.govtilr.org 
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Sign Language  
Propio requires all sign language interpreters to demonstrate verified interpreting 
proficiency and compliance with state and national standards. Documentation of 
qualifications must be submitted during onboarding and validated by our team to ensure 
alignment with client and regulatory requirements. 

State Licensure and Registry Requirements 
Contractors residing in states that require licensure or registry enrollment must provide 
proof of active status with the appropriate state licensing board or registry. 

Eligible Certificates/Certifications 
All Propio Sign Language interpreters must hold at least one of the following state or 
national active certifications to ensure the highest level of skill and professionalism: 

 Registry of Interpreters for the Deaf (RID) 
CI, CT, NIC, NIC Advanced, NIC Master, SC:L (Legal), or CDI (for Deaf interpreters) 

 Board for Evaluation of Interpreters (BEI): 
Basic, Advanced, or Master 

 Proof of passing score and official letter obtained through a state’s official Deaf 
and Hard of Hearing Screening 

 Mid-America Quality Assurance Screening Test (QAST) 
Level IV or above; Level V required for legal interpreting 

 National Association of the Deaf (NAD) 
III (Generalist), IV (Advanced), V (Master) 
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C. Mock Assessment 
As the final stage in our vetting process, candidates participate in a virtual mock 
interpretation session to assess real-world performance. Interpreters must demonstrate: 

• Accuracy and completeness of interpretation 
• Ethical conduct per the NCIHC Code of Ethics 
• Cultural competence and neutrality 
• Professional demeanor and communication management 

Interpreters are then evaluated against established quality standards, including: 

1. Opening 
 Introduces themselves and explains their role in English. 
 Greets the Limited English Proficient (LEP) patient appropriately. 

2. Key Skills 
 Demonstrates excellent command of both languages. 
 Shows familiarity with all medical terminology used in the scenario. 
 Provides complete and accurate renditions, without omissions, additions, or 

alterations that could change meaning or outcome. 

3. Call Handling 
 Maintains the speaker’s register, avoiding unnecessary simplifications. 
 Manages the flow of conversation with appropriate pace; avoids excessive 

pauses, repetitions, hesitations, and filler words (e.g., "Eh," "Uh," "You know," "Like," 
"So"). 

 Demonstrates accurate note-taking, ensuring all numbers, names, titles, and 
medication dosages are correct. 

 Interprets non-medical words precisely, without substituting similar words. 
 Avoids adding information to renditions. 
 Uses first-person interpretation, avoiding phrases like "He said" or "She said." 
 Does not omit small details that are part of the message, even if they seem minor. 
 Demonstrates proper use of tools (dictionaries, clarifications). 
 Describes words that have no equivalent in the target language effectively. 

4. Client Service 
 Maintains a friendly tone of voice. 
 Demonstrates courtesy and respect throughout the interaction. 
 Projects voice clearly, sounding professional, loud, and articulate. 

Only interpreters who meet or exceed Propio’s performance standards advance to the next 
stage. 
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D. Medical Terminology, Anatomy and Physiology Course  
All candidates complete a language-neutral course covering medical terminology, anatomy, 
and physiology. Healthcare provides a foundational understanding of healthcare language, 
enabling interpreters to manage complex medical encounters with accuracy and confidence. 
To demonstrate readiness for medical assignments, interpreters must achieve a satisfactory 
passing score on the final assessment. 

E. Orientation and Ongoing Learning 
Virtual Orientation 
All newly onboarded interpreters complete an interactive virtual orientation tailored to the 
healthcare environment. 
The program ensures interpreters are fully prepared to meet the expectations of patients, 
providers, and regulatory standards. 

 Covers Propio’s policies, procedures, HIPAA compliance, and professional conduct 
requirements. 

 Includes module-based exercises focused on healthcare scenarios and interpreter 
ethics. 

 Interpreters must achieve a perfect score on each module before advancing. 
 Upon successful completion of the final exam, interpreters receive a Certificate of 

Completion verifying their readiness to work in clinical settings. 

Propio Learning Hub 
Interpreters gain access to Propio’s online learning platform, a resource designed to support 
continuous growth in medical and community interpreting. 

 Offers a comprehensive library of interactive, on-demand courses available 24/7. 
 Features targeted learning paths for interpreters needing additional support or skill 

reinforcement. 
 Developed in collaboration with client feedback and industry experts to ensure clinical 

relevance and real-world impact. 

Examples of Healthcare-Focused Courses Include: 
 Ethics & Standards of Practice 
 Medical Terminology, Anatomy & Physiology 
 The U.S. Healthcare System 
 Protocols & Skills for Medical Encounters 
 Emotions and Stress Management in Healthcare Settings 
 Interpreter Self-Care and Resilience 
 Note Taking and Accuracy Techniques 

These courses empower interpreters to maintain high performance in dynamic healthcare 
environments, ensuring accuracy, empathy, and professionalism in every patient interaction. 
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F. Continuous Quality Monitoring and Improvement 
Propio applies the PDCA/PDSA cycle — Plan, Do, Check (or Study), Act — to drive continuous 
improvement across healthcare interpreting services. 
This model fosters a consistent focus on service quality, interpreter competence, and patient 
safety. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Monthly Evaluations 
All active interpreters participate in a continuous quality monitoring program designed to 
uphold excellence across all healthcare assignments. 

 The Interpreter Quality Team reviews calls through Propio Echo, our proprietary HIPAA-
compliant platform engineered for secure and efficient quality monitoring. 

 Standardized evaluation metrics ensure objectivity, fairness, and consistency across 
assessments. 

 After each review, interpreters receive personalized feedback highlighting strengths and 
providing actionable recommendations for improvement. 

 This process supports ongoing professional development and reinforces Propio’s 
commitment to quality patient communication. 

 

 Make improvements 
 Standardization and consolidation 
 Interpreter resources 
 Propio academy 
 Preparation for the next stage of the plan 

 Identify problem or plan 
 Isolate 
 Develop quality strategy 

 Observe And analyze 
 Client Call rating 
 Interpreter monthly call reviews 
 Study results 
 Compare with objectives 

 Prescreening 
 Medical terminology test 
 Language proficiency testing 
 Virtual mock evaluation 
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Monthly Review Flow Chart 

 

Client Call Ratings 
Client-submitted call ratings are closely monitored to maintain the highest service standards. 

 Calls rated below 3 out of 5 trigger an immediate review when interpreter quality is a 
factor. 

 Each case is evaluated by the Quality Team, who examines the client’s comments and 
the call recording. 

 If necessary, corrective actions and coaching are implemented to ensure improvement 
and accountability. 

Client Opportunities and Resolution 
Open collaboration with healthcare clients is vital to our quality process. 

 Clients are encouraged to share specific feedback with their account managers 
whenever an interpreting session does not meet expectations. 

 Concerns are escalated to the Interpreter Quality Department for investigation and 
documentation. 

 Verified issues are recorded in the interpreter’s development plan to promote 
continuous improvement and transparency. 

This structured feedback loop strengthens trust, responsiveness, and care quality across all 
interpreting interactions. 
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Client Complaint Flow Chart 

 

11. Testing, Training & Development Services 
Propio maintains a comprehensive catalog of tests, assessments, and training 
programs covering over 40 languages and multiple healthcare specialties. 

 Includes medical and industry-specific evaluations to ensure interpreters 
remain proficient and compliant. 

 To access the complete catalog of Testing & Training Services, clients may 
contact their Client Success Manager or Propio representative. 

 


