
 
 

NHS TRANSLATED SURVEYS – EVALUATION REPORT 

 
Summary 

 

SIS was approached to support the promotion and distribution of translated versions of three NHS public consultation surveys.  

 

There were few, if any, returns from the translated surveys despite SIS providing consultation on the format, distribution and methodologies 

and using our networks to promote, distribute and collect response. 

 

SIS has collected feedback from linguists and community contacts and colleagues to  

 evaluate the processes undertaken 

 identify issues that presented barriers to access or completion  

 considered possible solutions  

 

The most important recommendations  

 SHCP should consult with communities about the topics chosen for the surveys to ensure sufficient interest 

 SHCP should ensure the surveys are fit for the target audience, accessible and easy to use 
 

 

 

 

 

 

 

 



3 x NHS Translated Surveys 

Date Consultation SHCP Contact Languages 

June 
2021 

Remote Consultation Patient Survey  
 

Isabel Costello 3 – Arabic, Bengali, Portuguese 

July 
2021 

Covid 19 Vaccination Programme 
https://yoursaysussexhealthandcare.uk.engagementhq.com/let-
s-talk-about?tool=survey_tool#tool_tab  

Paticipation Team 3 – Arabic, Bengali, Portuguese 

August 
2021 

Redesigning Inpatient Mental Health Services in East Sussex 
https://www.sussexhealthandcare.uk/get-involved/mh-
eastsussex/ 

Antonia Bennett 10- Arabic, Bengali, Chinese, Farsi, 
French, Lithuanian, Polish, Portuguese, 
Sorani, Spanish 

 

SIS Supplemental Translations 

There were no translated clear instruction for downloading, completing and returning the survey.  SIS used the BHPP budget to translate some 

further information for use in our emails to Service Users and for Social Media posts.  

 

100 words / £15 per language = £150 charged to BHPP budget 

 

“Sussex NHS wants to hear your opinion about the location of Inpatient Mental Health Services in East Sussex.  If you would like to share your 

opinion about this topic, please read the attached information [web link to document on SIS website] and complete the questionnaire [include 

link to document on SIS website] then return by email to me laura@sussexinterpreting.org.uk or you can send it by post to Sussex Interpreting 

Services, Community Base, 113 Queens Road, Brighton, BN1 3XG. Please send it by August 31st 2021. Thank you” 

 

Methodology for collating and translating the Responses 

 Designed and agreed a timetable for collecting all responses to ensure deadline can be met if translation of the responses was needed 

o Challenging to predict how much time is required because the number of returns is unknown 

 Design a template and straightforward instructions to the translator about where to place the translated responses and how to identify 

the individual respondents 

o Challenging for the evaluator to extrapolate the “tick box” responses unless the translated version is format exactly like the 

English version – particular difficult for Arabic script versions which read right to left 

 

 

 

https://yoursaysussexhealthandcare.uk.engagementhq.com/let-s-talk-about?tool=survey_tool#tool_tab
https://yoursaysussexhealthandcare.uk.engagementhq.com/let-s-talk-about?tool=survey_tool#tool_tab
https://www.sussexhealthandcare.uk/get-involved/mh-eastsussex/
https://www.sussexhealthandcare.uk/get-involved/mh-eastsussex/
mailto:laura@sussexinterpreting.org.uk


Promotion and Distribution  

Language email to Service Users email to SIS linguists email to community contacts Language facebook page 

Arabic 24 27 23 y 

Bengali 2 10 8 y 

Chinese - Simplified 2 9 5 y 

Farsi 11 6 12 y 

French 4 8 2 y 

Lithuanian  1 6 0 y 

Polish  32 15 7 y 

Portuguese  25 11 5 y 

Sorani 0 4 0 - 

Spanish 41 9 2 y 

 

SIS could also use a text alert service that would reach many more service users, but there were too many access barriers to make this a 

worthwhile methodology for these surveys. 

 

Feedback from Linguists and Community Contacts 

Issue Barrier Solution 

Not all SHCP surveys have a translated 
version and target languages are inconsistent 

The surveys chosen may not be the most 
relevant to the communities or of interest to 
the target audience 

Use SIS insights, networks and community 
links to support a strategy for choosing the 
appropriate topics and languages  

Inconsistent whether there were links to the 
translated documents on the survey web 
pages  

In some cases the surveys were only 
available if distributed separately by SIS, in 
other cases the language links were lost in 
the middle or at the end of dense English 
text  

ensure that links are created on the each of 
the webpages 
consider placing the language links with 
appropriate titles at the top of the page to 
be seen immediately 

Links, when available, were for word 
documents 

Not able to complete and return an on-line 
version as per the English version  

suggest a tool such as 
https://www.kobotoolbox.org/ 

The only option for returning is to print and 
mail 

Requires equipment and money option to complete on-line or email back e.g. 
as per SIS supplemental translated 
information (below) 

https://www.kobotoolbox.org/


Hardcopies weren’t made available If people have poor digital literacy or access 
they would be unable to access the survey  

Forward planning for SIS interpreters to be 
given hardcopies for distribution at session 
and to be handed out at the SIS Drop In 
(when this reopens) 

No, or insufficient, instructions provided 
about how to complete and return the 
survey  

need a printer or technical knowledge to 
complete it   

Provide further advice or instructions e.g. 
how to tick a box on a word document or to 
highlight their answer in another colour  

Information and questionnaires were often 
very long, dense and complicated using 
jargonistic NHS language 

Takes a lot of time to read (then complete) 
and may not be easily understood  

Summarise the information with a simplified 
approach using plainer English  

Brief introduction required for distribution 
and promotion by email to SIS service users 
and on our Facebook pages 

This hadn’t been considered in advance and 
there ws nothing that could be easily lifted 
from the translated documents provided 

SIS can provide details of what is needed 
prior to the translation being undertaken.   

“Free text boxes” will be completed in target 
language and therefore need translating 
back to English  

Additional time required for managing the 
methodology and translation of returns to 
meet the survey deadline 

SIS can consult on and develop a 
methodology for collating and translating the 
translations which would minimise costs and 
potential errors (below) 

If a second translation (of free text 
responses) is required then a different 
deadline is needed for translated surveys 

This could lead to contradictory information 
(unless planned in advance) which could 
cause confusion for service users and put 
them off completion 

Consider in advance of translating the survey 
to ensure continuity of instructions  

Benchmarking of expected/desired response 
rate 

zero responses received which is 
disappointing but unknown whether this is 
“normal”  

setting a realistic expectation benchmarked 
(prorata for population size?) against the 
response rate of the general population 

 

 

 “First I want to emphasise that in my view the survey is very much useful and fit for the purpose. However, I had to 

print and make a copy of all pages in order to manually complete where it was needed on the form. Then to send it 

back, it needs to be posted to the address they provided at the end of page 8. It's not a problem for me but perhaps 

this is the area that might be worth addressing for the improvement of the usability of this survey. I couldn't find 

anyone else willing to complete the survey for the same reason as well.” Arabic Speaking Volunteer 

“I did look at it last week and it seemed quite long. I doubt very many Bengali client's would want to take time to do 

this.” Bengali Speaking Interpreter and Social Prescriber 



“I had tried to do the survey yesterday on my phone, but I was unable to complete it online. I tried today on my 

computer, but it still didn’t work online. The Portuguese link opens a Word document. However it is not possible to 

tick the boxes. The only way to complete the survey would be print the whole document (9 pages), then complete 

and post. In my opinion, I don’t think that the Brazilian/Portuguese community would be prepared to print and post 

the document.” Portuguese Speaking Interpreter and Advocate 

“It is difficult to complete this on a phone as it comes up as read only and to open it you need to upgrade and save. It 

was beyond me so I imagine I would not be the only one!” Arabic Speaking Volunteer 

“I am recovering from a medical procedure which is quite painful, so at the moment the survey is too long for me to 

complete. Also many vulnerable service users will not be able to understand fully the questions in the survey. I also 

feel that they should give patients the choice to choose face to face appointments alongside the other options 

because different cultures communicate better with doctors when face to face at an appointment.” Portuguese 

Speaking Interpreter, Social Prescriber and Advocate 

 


