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Abstract

It is a fact that interpreters act as important language facilitators by bridging the gaps between the
parties. Especially Cecilia Wadensjo’s (1998) influential research on community interpreting
presented a new perspective in which the interpreter started to be perceived as an active participant
assuming different roles and having power during the interactions (Van de Mieeroop, 2012:1).
Thus, various scholars started examining the interpreters as active participants. On the other hand,
user expectations and perceptions are also among the key factors defining the role of the
interpreter. With this purpose, this study attempts to explore, compare and contrast the role
perceptions and expectations of medical doctors and healthcare interpreters in accordance with the
expectancy norms and the professional norms, as part of an ongoing PhD thesis. The data analyzed
in this paper were obtained from questionnaires submitted to 22 medical doctors working in private
hospitals and clinics, and interviews conducted with 13 interpreters working in private hospitals in
Turkey. Preliminary findings reveal that interpreters mostly meet the doctors’ expectations in terms
of role. However, there are also certain aspects that diverge from this finding. The comparative
analysis that this study aims to undertake is hoped to provide an insight into the conflicting views
on perceptions and expectations that shape the healthcare interpreter’s role.
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Hastane ortamlarinda doktor ve cevirmenlerin rol algilar: ve beklentilerine
yonelik karsilastirmali bir analiz
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Cevirmenlerin taraflar arasinda koprii kurarak anlagmayi kolaylastirdigi bir gercektir. Cecilia
Wadensjo'niin (1998) toplum cevirmenligi iizerine yaptig1 arastirmasi, ¢evirmenlerin farkh roller
iistlenerek gorlismeler sirasinda 6nemli giice sahip olan aktif bir katilime1 oldugu goriisiiyle yeni bir
perspektif kazandirmistir (Van de Mieeroop, 2012:1). Bu sebeple, bircok arastirmaci ¢evirmenleri
aktif bir katihme olarak incelemeye baglamigtir. Diger yandan kullanic1 beklentileri ve algilar1 da
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¢evirmenin roliinii belirleyen 6nemli faktorlerdir. Bu amacla, devam etmekte olan bir doktora
aragtirmasinin bir boliimiinii olusturan bu calisma, beklenti normlar1 ve profesyonel normlar
cercevesinde, doktorlarin ve cevirmenlerin rol algilarmi ve beklentilerini ortaya koymayi ve
karsilagtirmali incelemeyi hedeflemektedir. Veriler 6zel hastanelerde calisan 22 doktora iletilen
anketler ve aymi sekilde 6zel hastanelerde galisgan 13 hastane cevirmeniyle gergeklestirilen
roportajlardan elde edilmistir. On bulgular, cevirmenlerin rol anlaminda cogunlukla doktorlarin
beklentilerini kargiladigini ortaya koymaktadir. Fakat, ayrildiklar1 noktalar da bulunmaktadir. Bu
calismanin hedefledigi karsilagstirmali analiz, hastane c¢evirmenin roliinii etkileyen alg1 ve
beklentiler iizerine bir bakig agis1 sunmay1 amacglamaktadir.

Anahtar kelimeler: Hastane cevirmenligi, rol algilari, kullanici beklentileri
1. Introduction

The increased mobility of people from one country to another has paved the way for an increased need
for community interpreters who could enable smooth communication between the parties in a variety
of public service settings, including healthcare settings. Thus, the research into this field “cannot be
overemphasized” (Bolden, 2000: 387). Turkey also harbors a large number of tourists who come to
our country either for taking a vacation or for an operation within the scope of health tourism.
Therefore, it might not be wrong to say that healthcare interpreters are heavily in demand at hospitals
during these encounters. The interpreter’s role, on the other hand, is influenced by a number of
factors, including the expectations and perceptions of users. However, there is still an uncertainty
regarding what kind of qualifications the users expect the interpreters to have or to what extent the
users are aware of the significance of the profession and the role of the interpreter. Thus, this study
aims at eliciting the users’, namely, the medical doctors’ role perceptions and expectations, and
analyzing the data obtained from the users comparatively with the data gathered from the healthcare
interpreters, which constitute preliminary data of a broader ongoing study.

2. Literature review

Tourism is an important sector which has a direct impact on the country’s economy. Especially health
tourism, which can be considered as a field under the umbrella term of “tourism”, has larger effect on
the country’s economy in comparison to tourism in general (Aslanova, 2013: 131). Turkey can also be
counted among the top destinations attracting attention of foreign patients for medical treatments.
Thus, healthcare interpreters who are the mediating agents in providing communication between
service provider and patient, are required and furthermore, academic research needs to be conducted
in this field so as to analyze the role of the interpreters and the interpreting service in order to
improve service quality and provide solutions to the problems, if any.

According to assertion of Mine Giiven (2014), the first academic research conducted on healthcare
interpreting in Turkey belongs to Jonathan Ross and Ibrahim Dereboy (2009). In their research,
which was carried out as a part of an EU-Grundtvig project called Training Intercultural and Bilingual
Competencies in Health and Social Care (TRICC), Ross and Dereboy (2009) focused on ad hoc
interpreting services in the Eastern/South Eastern Anatolia. Assuming that the language barrier can
obstruct the communication between doctor and patient, they made suggestions in order to improve
this problem, such as assigning bilingual doctors to the region, providing doctors with language
training, raising awareness, and training interpreters, etc.
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Mine Giiven (2014), on the other hand, primarily focused on distance learning for medical interpreter
training in Turkey and proposed two certificate programmes: “a three-year programme” for healthcare
professionals and “a one-year programme” for prospective medical interpreters who have completed
secondary education and could speak Turkish and a local/ethnic language at C1 or C2 level (Giiven,
2014: 8-9). Another suggestion made by Giiven is an in-service training which could be organized for
training healthcare professionals in order to raise awareness regarding the significance of working
with interpreters. Like Ross and Dereboy, Giiven also attempted to contribute to improving quality of
service and eliminating language barriers. In line with those objectives, they offered invaluable
suggestions for enhancing the quality of service provided.

Following Ross’ and Dereboy’s (2009) as well as Giiven’s research (2014), the field has gained
increasing attention among the scholars. Tiirkan Oztiirk (2015), for instance, completed an MA thesis
in which she pictured the current situation of healthcare interpreting services provided in Turkey from
the interpreters’ perspectives. With this purpose in mind, she conducted interviews with 20
interpreters from four different cities of Turkey and concluded that interpreters assume different roles
in addition to the task of interpreting including the role of cultural mediator (Oztiirk, 2015: 128).

A year later, Dilek Turan (2016) published a book titled “Interpreting in Healthcare Settings”
(translated from its Turkish version ‘Saglik Hizmetlerinde Sozlii Ceviri’) where she made suggestions
to improve quality of service, including raising awareness of those who work with interpreters at
various institutions regarding community interpreting as a profession, employing trained interpreters
in community interpreting, as well as offering training programmes at the Translation and
Interpreting departments of universities (Turan, 2016: 229).

Another MA thesis was completed by Olcay Sener in 2017. In addition to the interviews with
healthcare interpreters working in private hospitals in Turkey, she also examined the data obtained
from audio-recordings and participant observations from interpreter- mediated interactions in terms
of ethical implications of the interpreter’s decisions.5

Duygu Duman (2018) is the first researcher who completed a Ph. D dissertation in this field. She
focused on the healthcare interpreter’s subjectivity experience before, during and after the interpreting
process drawing on triangulation of data consisting of transcriptions of the interviews with 27
healthcare interpreters, research diaries and the document analysis conducted on national and
international codes of ethics. She reveals that healthcare interpreters might adopt different approaches
to the ethical principles stated in the international codes of ethics. Furthermore, subjective decisions of
the interpreters, according to Duman (2018), might also shape their professional role.

One of the recent studies conducted in Turkey pertains to Burak Ozs6z (2019) in which he investigated
participatory dynamics in mediated three-party encounters in hair transplantation centers. He focused
both on verbal and non-verbal data and analyzed the participants’ gazes on non-verbal dimension,
whereas he focused on question and answer pairs on verbal dimension. One of the conclusions he drew
in his study is that the interpreter was observed to have answered the patient’s questions
himself/herself, thus, taking an authority which is supposed to be taken by the representative.

More recently, Filiz San and Rana Kahraman Duru (2020) published an article on healthcare
interpreters’ working conditions during COVID-19 pandemic through the questionnaires submitted to

5 Another MA thesis conducted on healthcare interpreting belong to Sila Saadet Toker (2019) and Bahar Katar (2019).
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the interpreters. They handled the interpreters’ conditions under four headings, namely, profile of the
interpreters, general impact of the COVID-19 and the working conditions, the challenging personal
and environmental factors for the interpreters, and improving the conditions for the interpreters and
their general opinions. As a consequence, San and Kahraman Duru (2020) put forth the factors
causing inefficiency in the working conditions of the interpreters, exemplifying that the interpreters
cannot benefit from support packages under the status of healthcare workers. Thus, the working
conditions should be revised taking into account hygiene of their work environment, waiting room,
and waiting period during the pandemic and the risk they have for catching COVID-19 virus.

As for literature review on healthcare interpreting, it can be seen from the above-mentioned studies
that invaluable contributions were made and continue to be made in the field so as to raise awareness
and provide quality service in Turkey. This study intends to further contribute to the field by revealing
the doctors’ perceptions and expectations of the interpreter’s role in healthcare settings, which is an
important factor determining the role of the interpreter.

3. Data collection methods

With a view to finding answers to the abovementioned research objectives, both qualitative and
quantitative data collection methods were applied to provide an in-depth comparative analysis of the
interpreter’s role. These data collection methods are comprised of semi-structured interviews with
healthcare interpreters and questionnaires submitted to medical doctors. According to Hale and
Napier (2013: 95), interviews include an in-depth discussion on a specific topic with the participants
who represent the culture of their community under investigation and aim at “gaining an
understanding into the experience of other people and the meaning they make of that experience”.
Thus, semi-structured interviews with open-ended questions were posed to the interpreters which
enabled them to share their experience in detail.

In order to be able to conduct the research, the questionnaires were approved by the ethics committee
of Dokuz Eyliil University Rectorate. Furthermore, a consent form encompassing the scope and the
objective of the research was sent to all interviewees through an e-mail because of the pandemic, and
all of them gave consent through e-mails asserting that they read the consent form and confirmed it.
The interviews were conducted online with all interpreters working in private hospitals in Istanbul,
Ankara, and Izmir, and included a total of 27 questions. The answers of the interpreters were audio-
recorded and transcribed afterwards.

In the same manner, questionnaires provide valuable data regarding facts, opinions, behaviors,
attitudes, etc. of research participants (Saldanha and O’Brien, 2013: 152). One of its advantages is that
it is less time consuming when compared to interviews. In return, they provide only an overview about
the issues under investigation. However, in the present study, the findings obtained from interviews
and questionnaires will be complementary to one another so as to benefit from both qualitative and
quantitative methods and to remove the cons of each method. As far as the limited time that medical
doctors have is concerned, questionnaire was an appropriate method to learn about their preferences
and perceptions regarding role. A total of 22 doctors working at private hospitals and clinics in Ankara
and Izmir participated in the study and filled out the questionnaires. There were 25 questions posed to
the doctors including demographic information such as gender, age, foreign language levels, and role
expectations and perceptions.
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4. Translational norms in interpreting studies

The comparative analysis of the data gathered from the participants will rely on the concept of norm.
Toury (1995: 54) posits that translation is a norm-governed activity and subject to various types of
sociocultural constraints on a varying degree, and postulates three major translational norms in
descriptive translation studies which are initial norms, preliminary norms and operational norms
(Toury, 1995: 55- 61). Chesterman (1997: 64), on the other hand, extends the approach of Toury’s
(1995) operational and initial norms to include product and process norms. Chesterman (1997: 64)
especially elaborates on product norms, indicating that product norms are constituted by expectations
of the target language readership which, in turn, constitute expectancy norms. These expectancy
norms are composed of “user expectations” (Garzone, 2015) and determined by the receivers of the
translation as to what the translation (of a given type) should be like (Chesterman, 2017: 174).
Likewise, the users of interpreting also have expectations as to how interpreting should be performed
and user’s ideas about what a good interpretation should be like shape the interpreter’s professional
norms (Garzone, 2015: 283). Professional or process norms, on the other side, administer the
translation process and “from the translator’s point of view, these norms are subordinate to the
expectancy norms, because they are themselves determined by the expectancy norms” (Chesterman,
1997: 67). If a translation is considered as conforming to the expectancy norms, then the translator of
the text is accepted as being a professional (ibid: 67- 68). When the definition of the norm in
translation studies is taken into account, it becomes visible that it could also be employed in
interpreting studies since the interpreters also have to abide by the norms accepted and expected in a
community, and they also have to provide interpretation service based on the expected professional
norms (Koscialkowska-Okonska, 2011: 27).

The concept of norm was extended by Miriam Shlesinger to interpreting studies, specifically with
regard to simultaneous interpreting. Following Shlesinger (1989), a number of scholars (Harris, 1990;
Gile, 1999; Diriker, 2004) started to contemplate on the applicability of norms in interpreting studies.
There are also scholars who have examined the concept of norm in simultaneous interpreting (Ozkaya,
2015) and church interpreting (Balci- Tison, 2016) in Turkey. Bearing in mind the objective of this
study, the data obtained from the discourse of the doctors and the interpreters will be compared and
analyzed in accordance with the expectancy norms and the professional norms.

5. Analysis of questionnaires

Similar questions were asked to both doctors and interpreters in order to comparatively analyze their
answers. All the doctors were reached through personal contacts. 7 of the them are female, while the
rest 15 doctors are male. Their ages range between 29 years and 75 years. When asked whether they
could speak foreign languages, more than 90% indicated that they speak English (see Figure 1).
However, three doctors indicated that they could also speak other languages besides English. For
instance, one could speak English and German, one could speak English and Swedish, while another
one could speak English, Russian and Azerbaijani.

The most common spoken foreign language among the doctors involved in the study is English and
when it comes to their level of English, it can be stated that a lot of doctors (45, 45%) are intermediate
in English (see Figure 2).
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Which languages do you speak ?
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Figure 1: Foreign language knowledge of the doctors
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What is your foreign language level ?

Figure 2: English level of doctors

As can be seen from Figure 2 above, 40,91% of the doctors indicated that they are advanced in English,
while the majority (45,45%) declared that they are intermediate. Thus, it reveals the fact that a larger
group of doctors are in need of interpreters to communicate efficiently with their foreign patients.

5.1. User’s Perception of Role and Expectancy Norms

Four questions in total were posed to the doctors to unearth their expectations and perceptions of the
interpreter’s role. In other words, the expectancy norms will be explored under the sub-sections of
interpreter’s role, tasks, user expectations, and status perceptions. The first question with regard to the
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issue of role was asked to describe the task(s) of the interpreters in healthcare settings and three
options were provided: “The interpreter always interprets only what the participants (healthcare
providers and patients) say exactly, without any additions or omissions”, “The interpreter makes
additions, omissions or explanations only when necessary”, and the third option was “The interpreter
makes explanations, additions or omissions freely in the doctor-patient interview”.

How would you define the task of the interpreter?

100+
80
‘:‘ 60
@
o
1™
[
o
40 81,82%
20
13,64%
| [4.55%| |
0 T T
Always interprets Makes additions, omissions Makes explanations,
only what the participants or explanations additions or omissions freely
(healthcare providers and patients) only when necessary in the doctor-patient interview

say exactly, without
any additions or omissions

How would you define the task of the interpreter?

Figure 3: Doctors’ descriptions of tasks of the interpreter

It becomes clear from Figure 3 that 81,82% of the doctors (18 out of 22 doctors) indicated that the
interpreter should render only what the participants say, without any additions or omissions. This
answer shows that the doctors perceive the interpreter as a neutral, uninvolved agent in the
interaction. This result turns the interpreter into a “translation machine”, which refers to literal, word-
for-word translations. So, it means that whereas the interpreter is expected to transfer only the words
uttered by the doctor or patient, the task of making sense out of those utterings falls to the
participants. However, it is also a fact that this kind of translation might lead to inaccurate translations
because it overlooks the core message (Hale, 2007: 42).

To take this issue further, the role perceptions of the doctors were asked. These two questions are
specifically valuable since they directly focus on the user’s role perceptions of the interpreter as an
active or neutral participant. The doctors were given two options: “The interpreter is an active agent,
who is involved in the interaction, shapes and controls the communication between the participants”

and “The interpreter is a neutral agent who merely interprets what the participants say and only
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conveys the meaning of the words”. Since this question and the previous one is directly linked to each
other, the results obtained from this question is extra important to justify their previous answers.

Which of the following describes the role of the interpreter?

60
50
407
L o
c
@
b
o 307
Q. 54 55%
45,45%
207
109
0 - Y
An active agent who is involved in the interaction, A neutral agent who merely interprets
shapes and controls the communication what the participants say and
between the participants only conveys the meaning of
the words

Which of the following describes the role of the interpreter?

Figure 4: Doctors’ role perceptions of the interpreter

As can be deduced from Figure 4 above, there is a slight difference between the two ratings. While 12
doctors (54, 55%) argued that the interpreter is an active participant, the remaining 10 doctors
(45,45%) said the interpreter is a neutral agent. A larger group of doctors perceived the interpreter as
an active participant. This result is remarkable since it contradicts with the previous answers in which
the doctors clearly indicated that the interpreter is like a “translation machine” (see Figure 3).

Furthermore, when asked what the doctors expect from the interpreters in terms of tasks to be
performed within the hospital, there were 2 options: “The interpreter should only interpret what the
doctor/ hospital staff and patient say” and “The interpreter should also provide assistance in addition
to the task of interpreting (patient’s procedures, applications, tests, filling out forms, etc.). The first
option refers to the “interpreter” role, while the other option entails various tasks apart from
interpreting.
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What do you expect from the interpreter?

807
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Percent
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The interpreter should only interpret The interpreter should also provide assistance
what the doctor/hospital staff in addition to the task of the interpreting
and patient say (patient's procedures, applications, tests,

filling out forms, etc.)
What do you expect from the interpreter?

Figure 5: Doctors’ expectations from the interpreters

It is revealed that the doctors primarily expect the interpreters to take on additional responsibilities in
addition to the task of interpreting. In this regard, they expect the interpreters to go beyond their role
as an “interpreter”. Rather, it seems that the interpreters are expected to assume, for instance, the role

of a “hospital attendant”, “a guide”, “a counsellor” etc. who deals with the patient’s procedures within
the hospital as if s/he were the patient’s relative.

Lastly, the doctors were asked how they perceive the status of the healthcare interpreter within the
hospital, which was almost the same with the other questions asked above. They were given 4
alternatives to choose: [The interpreter] “is an expert with his/her medical terminology knowledge”, “a
language expert (only as an interpreter)”, “a hospital staff providing support for the hospital
procedures”, and “all of the above”.
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How do you perceive the status of the interpreter within the hospital ?
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Figure 6: Doctors’ status perception of the interpreters

When the answers given by the doctors are examined, it can be figured out that there is a slight
difference between the first and the second option which is “a language expert” and “a hospital staff
providing support for the hospital procedures”. Despite this difference, more doctors tended to think
of the interpreter only as a language expert. It is again astonishing that the doctors certainly declared
that the interpreter should also be responsible for many other duties, which are beyond their
capacities.

As a conclusion, it can be summed up that there were tricky questions so as to reveal real opinions of
the users. Therefore, similar questions were directed to the doctors. However, some contradictory
results came out of the analysis. First of all, when asked to describe the task(s) of the interpreter, a
large number of doctors indicated that the interpreter is a neutral and uninvolved agent who merely
transfers the messages like a “translation machine”. However, when it comes to defining the
interpreter’s role, this time the doctors said that the interpreter is an active participant coordinating
and shaping the interaction, which is in stark contrast to the previous answer. If the interpreter is
expected to be an uninvolved agent, then s/he cannot be expected to get involved in the process and
coordinate it. Likewise, most of the doctors also expect the interpreter to deal with a variety of tasks
such as dealing with insurance claims of the patients, guiding the patients during the procedures,
helping them to fill out forms, etc. All these tasks encumber the interpreter to additional roles such as
the role of a hospital attendant, hospital staff, or even relative of the patient. Even yet, more doctors
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perceived the interpreter as a language expert. All these inconsistencies of the results clearly show the
lack of awareness among the users regarding the role definitions and limitations of the interpreters.

6. Analysis of the Interviews with Healthcare Interpreters

To elicit data regarding the interpreter’s self-perception of role and compare it with that of the users’,
open-ended semi-structured interviews were conducted with a total number of 13 healthcare
interpreters working at private hospitals in Ankara, Istanbul, and Izmir during October 2020. There is
a mix of genders, with 7 female interpreter and 6 male interpreters. Their ages are between 22 and 47
years. They have different language pairs. For example, 7 of them work in a single language pair
between English and Turkish (4 interpreters), German and Turkish (2 interpreters) or French and
Turkish (1 interpreter). There were also interpreters working between more than 2 or even 3 languages
such as English-Turkish- German, Arabic- English-Turkish, English-French- Turkish or even between
English-German-Dutch- Turkish. Except 3 interpreters, all interpreters graduated from Translation
and Interpreting Department. As for their work experience in the field, it ranges from 3 months to 11
years.

To analyze and compare results obtained from the answers of the doctors and the interpreters, similar
questions about ‘role’ were posed. Thus, the issue of ‘role’ will be discussed under the sub-headings:
“interpreter’s self-perception of role”, “interpreter’s self- perception of status within the hospital”, and
“interpreter’s tasks and responsibilities besides interpreting”. For confidentiality reasons, the

interpreters were coded between INT1- INT13.
6.1. Interpreter’s Self-Perception of Role

When the interpreters were asked to describe their role, they gave similar responses to those of the
users. They defined their role as a “guide”, a “counsellor”, or a “representative” of the patient,
providing both physical and psychological support.

EXa1:

[1] think that I play an important role especially for the people who cannot speak foreign language
because I help them in fact during the whole process within the hospital or during the
procedures. That is, I am, in fact, of the opinion that I play very important role for both parties
who are doctors and patients. [INT13]

[[D]il bilmeyen yani hi¢ bilmeyen hastalarda oOzellikle bence ¢ok biiyiik bir rol oynadigim
diisliniiyorum c¢iinkii yani hastalarin eli, ayagi oluyorum aslinda hastanede ya da o siire¢
boyunca. Yani her iki taraf i¢cin de doktor igin de hasta i¢in de ¢ok onemli bir rol oynadigimi
diisliniiyorum acikeast.]

INT13 strongly emphasizes the indispensable role he plays during the patient’s treatment process not
only for the patients but also for the doctors. A similar opinion was shared by INT1, who said:

EX2:

(Our role is) In the administrative division, let’s say as a guide, as a manager ehmm, as a person
who helps patients during their treatment process. [...] [INT1]

[idari béliimiinde, diyelim ki idari bir sekilde rehber gibi, idari gibi ehmm hastalarin ehmm tedavi
siirecinde destek olmak, yardimci olmak. [...]]
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As can be inferred from the statement above, the interpreter conceives his role not only as an
interpreter, but also as a guide or a manager who coordinates and controls the whole process of the
patient. Likewise, INT5 described his role as a “counsellor”:

EX3:

As a healthcare interpreter, well that is: a person who accompanies the patient, I mean foreign
patient, afterwards conduct paper works as if s/he were a counsellor for the patients. For the
hospital I can say that I was like a mediator in order to manage insurance operations and of course
to provide smooth communication with the patients. [INT5]

[Hastane ¢evirmeni olarak ehmm yani soyle: hastalara, daha dogrusu yabanci hastalara eslik eden,
ardindan da hani gerekli evrak iglerini yapan bir- hani hastalar icin bir danisman diyebilirim bir
nevi. Hastane igin de bu sigorta siireclerinin yiiriiyebilmesi, hastalarin tabi ki daha rahat iletisim
kurabilmeleri icin bir araci gibiydim diyebilirim.]

Just like INT13 and INT1, INT5 also shares a similar view on their role within the hospital and
explained the scope of their tasks, which are not restricted to interpreting between the two languages.
INT5 describes his role as a counsellor who accompanies the patient during the whole procedure,
tracking the paperwork of the patients including insurance claims. He also expressed that he is
perceived as a “mediator” by the hospital staff. At this point, INT1 broadens the descriptions of their
role and takes the issue one step further by indicating that they also provide psychological support:

EX4:

From my perspective, interpreters do important things. For example, we strive to enable patients to
receive an appropriate treatment, a correct medicine. Sometimes, how can I say? It is sometimes
conducted as a psychological guidance. That is, when the illness of a patient is explained, (I say)
“It is not important, it is not a serious illness”, “I say ‘disease’ but it is curable disease, don’t bother.
Medical science has progressed”. Let me give an example. We have patients awaiting a liver
transplant. The patient comes (and asks) “Tell me, what happened?”, “How will it be?”, “Which
procedure will be followed?”. Then we explain. For example, I know that illness. Then I say “I have
seen many patients transplanted. There is nothing to be afraid of”. “You will be better”. So, we
provide something like psychological support. We advocate them as if we were a
guide or a counsellor. [INT1]

[Benim bakis acisindan tercimanlar ¢ok 6nemli seyler yapiyorlar. Mesela hastanin ehmm tedavi
anlaminda bir ugras, dogru ilaci almas: igin, dogru tedaviyi almas: igin bir ugras yapiyoruz. Bazen
bir sey mesela nasil diyeyim? Psikolojik rehberlik gibi de oluyor. Iste hastanin- hastaya bir
hastalig1 aciklandigl, yapildigi zaman, sey yapildig1 zaman 6nemli bir ... “Yok iste 6nemli degil, cok
ehmm biiylik bir hastalik degil”- hastalik dedigim de “tedavisi miimkiin”, “canim1 stkma”, “bak iste
tip gelisti, tedavin miimkiin olabilir”. Mesela 6rnek vereyim size: karaciger nakli hastalarimiz oluyor
iste. Geliyor hasta “Nasil?”, “Anlatin bana, ne oldu?”, “Nasil olacak?”, “Ne yapilacak?”. Iste
anlatiyoruz ona. Mesela daha onceden gordiigiim hastalik. “Benim ¢ok gordiigiim hastalar nakil
oldular”, “cok, yani o kadar da korkacak bir durum yok”, “Daha iyi olacaksin”. Yani psikolojik bir
destek gibi bir sey oluyoruz. Bir- rehberlik gibi, damismanhk gibi, destek gibi
oluyoruz.]

INT1 touches upon a striking point above expanding his role boundaries as a “guide”. Furthermore, he
also clarifies that he gives psychological support for the patient, when necessary. The same point is
also highlighted by INT6:

EX5:

[N]ot all the staff dealing with patients can speak English. Thus, they need our help. Ehmm for
example, they ask for help in positioning the patient or in turning the patient or when the patient is
required not to move. They can communicate in some degree in those moments. However, for
instance I need to talk about anesthesia before the procedure since it is a bit painful
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process. The patient needs to be patient for ten minutes or so. Ehmm when all these are repeated
every day, it is like automated. Apart from this, I was striving for having a talk with the
patient and thus divert his/her attention away. [...] [INT6]

[[H]asta ile ilgilenen kisiler hepsi ingilizce bilmiyor. O kisimda size ihtiyaclar1 oluyor. Ehmm iste
hastaya pozisyon verirken yardim istiyorlar genelde donmesi gerektigi ya da kipirdamamasi
gerektigi ile ilgili seyde. Zaten artik yavasg yavas 6grenmigler ama onun disinda iste islemden 6nce
mesela anestezi ile ilgili birazcik konusmam gerekiyor ciinkii birazcik acili bir siirec o
kisim. Bir 10 dakika falan disini sikmasi gerekiyor hastanin. Ehmm yani bunlar da zaten
her giin her giin tekrarlaninca artik otomatige bagland1 gibi bir sey oldu. Onun disinda hastanin
birazcik o siirecte dikkatini dagitip sohbet etmeye calisiyordum. [...]]

As inferred from the statement above, INT6 emphasizes the importance of talking to the patient,
especially when the patient is in pain. This comes more as an intuitive act of the interpreter instead of
a task imposed on the interpreter. In such situations where the patient has trouble, the interpreters
assert that they converse with the patient in order to relieve their pain by taking initiatives.

6.2. Interpreter’s Self-Perception of Status within the Hospital

This part of the study relies on the interpreters’ answers given to the question regarding the
interpreter’s prestige or status within the hospital. There were different approaches to the issue of
status from the interpreter’s perspectives. While a group of interpreters advocated that they are
respected by the hospital staff, the other group claimed they do not get respect they deserve. For
example, INT1 stated:

EX6:

In fact, they don’t think the interpreters’ profession as prestigious. They don’t think that it is so
important. They have an approach towards us as if we were a representative of the patient and say,
“The interpreter deals with the patient’s procedures”. I can also give an example. For example, a
wheelchair was needed, and you call and say, “The foreign patient needs wheelchair”. They say
“Well, why don’t you send?”. I am an interpreter there and I am not a bellboy. I don’t despise
bellboys here, but it is not my task there. Another example can be that they take the patient, for
example. They say to me “Take the patient” or “Carry the patient’s documents”. There is not much
respectability. [INT1]

[Ashnda, agikca o kadar da bir sey ehmm bir prestij bir sey gormiiyorlar. Cok 6nemli bir sey
gormiiyorlar. Iste hani dedigim gibi ilk basta geliyor hastanin bir temsilcisi gibi iste “hastanin isini
halleder” falan felan. Mesela bazen bir 6rnek de vereyim: Hasta diyelim ki ehmm tekerlekli sandalye
falan isteniyor, sey ediyor. Ariyorsun iste yabanci hasta iste “Aa, niye sen gondermiyorsun?”
anlaminda. Ben terclimanim burada, bellboy degilim ya da ... O, karsidaki bellboy’u kiiciimseme
anlaminda degil ama o benim igim degil mesela. Ya da hastayn mesela bir yerden bir yere
gotiiriirken yatan hastay: gotiiriiyorlar “sen gotiir” mesela ya da hastanin yaninda giderken dosyasi
oluyor. “Sen tas1” mesela, falan filan. Bu anlamda iste biraz sayginlik yok sanki.]

In this case, INT1 complains about the additional tasks imposed on him, apart from the task of
interpreting and considers such kind of tasks as devaluing them and ruining their status and prestige
in the hospital. The same approach can be traced in the statements of INT5:

EX7:

I can say that the profession of interpreting doesn’t receive a respect which it reserves. Because, if
you don’t deal with a patient at that moment, they can ask you “Can you also deal with this?”. Or, if
the executives need a translation, they can ask you “Can you translate this document?”, even if it is
not among your responsibilities. Therefore, I think that it doesn’t receive a respect deserved. Yet, I
also don’t think that we are otherized in the hospital. However, I don’t think that we receive respect
that we deserve. Especially in financial terms, when we take our salaries into account. [INT5]
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[Yani ¢ok hak ettigi yeri gormedigini soyleyebilirim agikgasi. Ehmm ¢linkii hani eger mesela hasta
yoksa, gerekirse hani boyle iste “su isi de yapar misin?” falan hani boyle ya da yoneticilerin bir
geviriye ihtiyac1 varsa, hi¢ senin gorev taniminda olmasa bile hani sana gonderip, “Bunu da cevirir
misin?” falan gibi boyle is kakalama gibi. Ehmm sey de vardi acik¢asi. Hani- o ylizden ¢ok gorevine,
meslegine saygi- yani ¢ok fazla, olmasi gerektigi kadar oldugunu diisiinmiiyorum. Ama yine de ¢ok
otelendigimizi diislinmiiyorum hastanede ama. Ehmm ama yine de hak ettigimiz degeri
gordiigiimiizii diisiinmiiyorum acikcasi. Ozellikle de maddi yénde hani. Aldigimiz maas bazinda
diisiiniince.]

Like INT1, INT5 also thought that their profession is undermined and for that reason the hospital staff
expect them to take on unrelated tasks, which are not acceptable by the interpreters. Moreover, INT10
introduced a new aspect into the discussion, focusing on the financial side of the profession and gave a
remarkable example:

EXS8:

If we conceive interpreters only as interpreters- I mean, if we consider interpreters’ prestige only as
interpreters, then I can say that it is not very prestigious. You aren’t appreciated only as an
interpreter from the users’ perspective. Having additional titles apart from being just an interpreter
and taking additional responsibilities will increase your reputation. Right in the beginning, your
position is already very important. If you are employed only as an interpreter, then people don’t
understand your value. They don’t know how important it is because there aren’t much people who
are received language education. There aren’t many experts in language. You interpret for the
people who haven’t received that education, but it is your job as an interpreter. However, the role of
interpreters isn’t much respected in our country. Particularly the hospital is a trade place. I was
working at a private hospital. As I said, the time is money here. Everything comes from
money. In such a place, the interpreter isn’t considered important because s/he is
only in the role of an interpreter, not in the role of a person who brings money to the
hospital. S/he only provides service. Therefore, s/he doesn’t’ receive the reputation
that s/he deserves. At least, the hospital executives have this opinion. [INT10]

[Sadece hastane cevirmeni olarak bakarsak yani sadece cevirmen olarak bakarsak c¢ok iyi
gormiiyorum maalesef. Ehmm yani sadece ¢eviri yapmak insanlarin goziinde ¢ok fazla deger arz
etmiyor maalesef. Onun yerinde farkli title’lara sahip olmak, farkli sorumluluklar almak sizin
sayginhgimzi artiracaktir. Zaten pozisyona girdiginiz zaman ne pozisyonda girdiginiz ¢cok onemli
ama cevirmen olarak- sadece ¢evirmen olarak girdiginiz zaman maalesef insanlar bunun degerini
anlayamiyorlar. Ne kadar 6nemli bir is oldugunu bilemiyorlar ¢ilinkii dil egitimi alan ¢ok fazla insan
yok. Dil konusunda uzman olan ¢ok fazla insan yok. Siz zaten uzman olmayan insanlara
yapiyorsunuz ki ¢evirmen olarak roliiniiz de bu ama maalesef iilkemizde cevirmen rolii ¢cok fazla
deger arz eden bir rol degil. Ozellikle de hastane- ya da soyle sdyleyeyim: ticaret yapilan yerlerde-
¢linkii aslinda hastane de bir ticaret yapilan bir yer- ben 6zel hastanede c¢alisiyordum. Burada
dedigim gibi vakit nakittir. Her sey paradan déniiyor. Oyle bir yer oldugu zaman
cevirmen maalesef ¢cok onemli sayilmiyor ciinkii cevirmen tek sadece cevirmen
roliinde oldugu zaman aslinda parayi getiren rol degil, sadece hizmet roliinde oluyor.
O yiizden yeterli degere sahip olmuyor. Yani en azindan patronun goziinde o sekilde.]

INT10 places an emphasis on the financial aspect of their profession and claims that only when the
interpreters contribute to the hospital in financial terms, in other words, if they make the hospital earn
money, then they receive reputation in the hospital. According to the statement above, providing
communication between the participants is not enough for the hospital and financial interests have
more importance.

When all the answers handled above are taken into account, it can be suggested that the interpreters
have various approaches, some of whom declared that their profession is well respected. On the other
hand, there are interpreters who are not content with their status because of the irrelevant tasks
imposed on them. It becomes obvious that those tasks make the interpreters feel insignificant, even
though the interpreters play a determining role in bridging the gap between the parties. Thus, it might
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also lead to a lack of motivation among the interpreters which might have negative effect on their
performances as well.

6.3. Tasks and Responsibilities besides Interpreting

The last part on the issue of role includes the discussions about additional tasks the interpreters deal
with. Thus, the interpreters were asked whether they undertake other responsibilities other than
interpreting. All interpreters, except one, admitted that they are also responsible for many other
duties. INT9 lists those tasks extensively:

EXo:

[...] Registration of the patients, if the fee isn’t received correctly, calling the fee center, reaching the
person representing the patient’s country, finding the correct price by negotiating with her/him,
giving a regional discount, if there is any, a lot of thing like this. I also help the patient’s
pharmaceutist to communicate, because the pharmaceutist cannot speak foreign language. The
hospital doesn’t provide service for this. International hospital might be providing such services,
but I haven’t encountered. Also, the transfer of the patient. Dealing with return transfer of the
patient by getting in contact with the related person. There are a lot of extra duties. It is not limited
to interpreting. [INT9]

[[...] Hastanin siirekli- girisinden kayitin- kayiti, {icret alinmas1 ehmm dogru alinmadiysa ticret
merkezi aramak, merkezde onun temsilcisi oldugu iilkenin ehmm fiilkesini temsil eden kisiye
ulagsmak. Onunla tekrar miizakere edip dogru fiyati bulmak, bolge indirimi varsa onu yapmak,
ehmm bunun gibi bircok sey. Bazen eczanesine tabi yle seylere de yardim ettigim ¢ok oluyor.
Eczane bilmiyor ciinkii. Hastanenin bdyle bir servisi yok. Ehmm uluslararasinda vardir hani sabit
seylerde belki vardir ama ehmm benim kargilastigim bircok alanda- sonra transferi. Doniig
transferini ilgili kisiye iletip transferini saglamak. Birgcok ekstra seyleri de oluyor. Sadece terciime
degil.]

As one can infer from the passage above, the interpreter’s task is not restricted to transferring
messages between the parties during the encounters. After the encounters, the interpreter’s tasks
continue, and s/he is the one who is responsible for solving the problems, if any. INT9 exemplifies at
this point the costs of the patient’s procedures. It falls to the interpreter to negotiate with the insurance
company of the patient and find the correct price, if there is a mistake with the prices. The statements
of INT9 actually exemplifies the statements of INTi0 above, who highlighted the interpreter’s
important role even in financial terms. Apart from that, the interpreter is understood to provide
assistance in other situations as well, for example, in providing medicine for the patient. Likewise, the
transfer of the patients also takes place under the coordination of the interpreters.

INT7 and INT10 mentioned that they have additional responsibilities under different titles other than
the “interpreter”. INT7 said that she is working at the department of “sales marketing”:

EX1o0:

[IIn fact I am working at the department of “sales marketing”. Interpreting constitutes only a
part of my job. I think this case is all the same in most hospitals. There are not many hospitals and
departments in Izmir, but the case is the same in most hospitals because the target receiver is health
tourism patients. Therefore, my main responsibility is regarding sales marketing, which includes
getting in contact with the patient, listening to their requests and afterwards offering them price,
responding, informing, helping them while purchasing flight ticket We also arrange their
appointments by informing them regarding which airport they should come on which dates. We
arrange their appointments and hotels. We also deal with their transfers between the airport, hotel
and the hospital. The patients get in contact only with us from the hospital before coming to Turkey.
After returning their countries, we also get in contact with them. If they need to ask something to a
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doctor, they pose their questions to us. We ask to the doctor and then inform them. We are also
involved in the “post-op” process, after they return to their countries after their operation. [INT7]

[[S]atis pazarlama boéliimiindeyim ashnda. Terciimanlik dedigim gibi isin sadece bir kism1. Bu
zaten saniyorum cogu hastanede de bu sekildedir. Izmir'de cok fazla hastanede yok gerci boyle
departmanlar ama ¢ogu hastanede bu sekilde oluyor ¢ilinkii erek kitle saglik turizmi hastas1 ehmm
bunun - yani bu nedenle iistlendigim gorevler oncelikle satis pazarlama kismi. Yani hastayla ilk
olarak diyaloga ge¢me, hastanin isteklerini dinleme, sonrasinda ona bir fiyat teklifi sunma, yanit
verme, bilgilendirme saglama, ugak biletleri bakarken ona destek olma, hangi- iste hava alanindan
almasi gerektigini, hangi tarihleri alacagini randevusunu ayarliyoruz. Otellerini biz ayarhyoruz.
Bunun disindan havalimani hastane ve kalacag1 adres arasinda transferlerini biz yapiyoruz. Hastaya
gelmeden Once hastanin tek muhatap kisisi biziz hastaneden, gittikten sonra da yine aym sekilde
doktora bir sey danigsmasi gerekiyorsa bize soruyor. Biz doktora sorup hastaya soyliiyoruz. Yani
“post-op” dedigimiz ameliyat sonrasi hasta iilkesine dondiikten sonra takibinde de yer aliyoruz.]

INT7 expressed that the task of interpreting constitutes only a small part of her tasks. She assumes a
variety of tasks pertaining to the sales and marketing department, which has no direct relation with
the task of interpreting. The answer above also reveals the fact that the interpreter assumes a role of
hospital attendant by guiding the patient through all the procedures. Additionally, conducting a
market research about the patients, informing them about the prices, organizing the patient’s flights,
and providing guidance through all the procedures are within the scope of the interpreter’s
responsibility. Likewise, INT10 remarked that he was employed as an “operation specialist”.

EX11:

[...] I was employed as an operation specialist. [...] I have actually a number of responsibilities
under the title “operation specialist”. Let me explain: There has been a health tourism trend abroad
in recent years. Some processes need to be managed here. I was managing this process. I was a
mediator. So, what is it? Making agreements with agencies, agency research, market research,
making agreements with hotels, organizing transfers, marketing, preparing advertisements, making
statements there, posts in the website, etc. All these are included in my job. [...] Interpreting, in fact,
constitutes a large part of all my responsibilities because all are related to language. You conduct all
these responsibilities with your language competence. Thus, interpreting is also included in this
process. For example, when you write a text for advertisement, you also translate it or when you
write an informative text in the website, for instance, I was writing these texts on the website and
they needed to be translated into three languages. Thus, you upload them to the website. You give
them to graphic designer. S/he arranges texts and uploads to the website. Actually, texts belong to
you. You both create them and translate them. [INT10]

[[...] operasyon uzmam olarak ise alindim. [...] Operasyon uzmam olarak aslinda bircok
gorevimiz var. Mesela soyle anlatayim: yurt disinda biliyorsunuz son yillarda bir saghk turizmi
trendi var. Burada baz siireclerin yonetilmesi gerekiyor. Ben bu siire¢ yonetimini yapan kisiydim.
Buradaki ara bulucuydum yani. Nedir bu? Acentalarla olan anlagmalar, acenta arastirmasi, piyasa
aragtirmasi, otellerle yapilan anlagmalar, transferlerin ayarlanmasi, onun disinda satig kismu,
pazarlama, reklamlarin hazirlanmasi, oradaki demeglerin verilmesi, sitelerdeki yazilar vs. bunlarin
hepsi var icinde. [...] Ceviri ashnda bunun biiyiik bir kismini olusturuyor c¢iinkii tamamen dille
bagdasik bir siire¢. Ehmm yani dilinizi kullanarak yapiyorsunuz. O yiizden ceviri bu isin i¢inde var.
Mesela siz reklam igin bir metin yazdiginiz zaman onun cevirisini de kendiniz yapiyorsunuz ya da
sitede bir bilgilendirme yazis1 yazdiginiz zaman, sitedeki yazilar1 atiyorum ben yaziyordum, onlarin
yine ii¢ dile ¢evrilmesi gerekiyor. E siz ylikliiyorsunuz siteye yani. Onlar1 yaziyorsunuz diiz bir metin
olarak. Grafikere veriyorsunuz. O kendisi ayarlayip siteye yiikliiyor ama yazdigimiz sey aslinda sizin
yaziniz, hem de sizin ¢eviriniz ayni zamanda.]

INT10 gave a very similar response to that of INT7 and explained that he is conducting a market
research, organizing transfers of the patients, making agreements with the health tourism companies,
preparing advertisements of the hospital and translating them. In other words, he is also liable for
finding patients to the hospital. All these remarks of INT 7 and INT10 verify the claims asserted above

regarding the fact that only when interpreters bring money to the hospital, then they are regarded as
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prestigious. All these financial tasks and responsibilities taken on by the interpreter also underlined
the indispensable role the interpreter plays.

7. Discussion of the Findings

The opinions of the doctors and the interpreters were discussed comparatively in accordance with the
expectancy norms and the professional norms. First and foremost, it became obvious that the
answers of the doctors entailed inconsistencies within itself. For instance, they, on the one hand,
indicated that the interpreter is a neutral agent who only transfers the utterances of the parties without
any additions or omissions, just like a “translation machine”. On the other hand, they described the
interpreter as an active participant who coordinates and shapes the interaction. Both alternatives
cannot be valid at the same time, since the two options conflict with each other. The reason might be
that the doctors chose the ideal option which is a “neutral”, “uninvolved” interpreter perception.
However, they even furthered their perception of an active interpreter by expecting them to deal with a
number of tasks such as filling out forms, guiding the patients, etc., which lead the interpreter to
assume various roles besides just being an “interpreter”. These inconsistencies clearly show the gap
between how the doctors image the interpreters in their minds and what they expect the interpreter to
do in real life. From the interpreters’ perspective, they displayed that they meet the user’s expectations
by dealing with a variety of tasks, in theoretical terms, expectancy norms determined by the users.
What is interesting at this point is that the answers of the interpreters also revealed a gap between the
role perceptions of the doctors and the interpreters. The answers of the doctors seem to reflect the idea
that the interpreter comes forward as someone who could undertake all the responsibilities regardless
of being related to the task of interpreting or not. This role gap could also be traced in the answers of
the interpreters in that they feel their profession is not accepted as prestigious, thus they are imposed
on unrelated tasks. Some of the interpreters further asserted that they were recruited under different
titles and responsibilities instead of being an ‘interpreter’. However, the interpreters depicted their
role more as “facilitator” and/or “advocator” for both parties. One of its strongest evidence is that they
stated they also provide psychological support for the patients, which comes as an intuitive act. At the
other end of the spectrum, they advocate the hospital interests including their financial interests. All
these point to the reinforcing of awareness regarding the complex role of healthcare interpreters
among the users.

8.Conclusion

This study attempts to provide an in-depth comparative analysis of role perceptions of doctors and
healthcare interpreters. The user’s expectations and perceptions are among the significant factors
having an impact on the role of the interpreter. Therefore, it is significant to reveal the user’s role
perceptions and expectations. With this purpose, 22 medical doctors working in private hospitals in
Turkey filled out questionnaires and interviews were conducted with 13 interpreters.

The answers of both the doctors and the interpreters proved the fact that the interpreters play an
instrumental role not only during the interactions, but also before and even after the doctor- patient
encounters. However, we can come to a conclusion that the role gap is twofold. First, the
inconsistencies were detected in the doctors’ answers, which also direct us to the conclusion of a lack
of awareness among them. Because, even though they describe the interpreter as a translation machine
or perceive them only as a language expert, they expect more than that in real life conditions, which
might from time to time go beyond the task of interpreting. Second, there seems to be a role gap
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between the role perceptions of the doctors and the interpreters. Even though the doctors seem to
perceive the interpreter as someone who deals with all types of tasks, including even the unrelated
tasks, the interpreters seem to perceive themselves as “facilitators” and “advocators” for the parties.

All in all, as suggested by the questionnaires given to the doctors and the interviews conducted with
the interpreters, discrepancies occur between the way the interpreter’s role is perceived and defined,
and the way interpreters are expected to behave in various situations. These discrepancies will be
further analyzed in terms of the perspectives of the other users involved in the interactions and
observations of actual practice within the scope of the ongoing broader study.
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