Appendix B — Translation and Interpretation Services Options Appraisal
1. Introduction

This appendix summarises the findings of the Council’s options appraisal for
recommissioning Translation and Interpretation Services. These services ensure
residents who face language or communication barriers can access Council support
and statutory services on an equal basis.

The current contract will end in July 2027 and new service will be commissioned
from this point onwards. Rising demand and increasing expenditure highlight the
need to review the future delivery model to ensure services remain accessible,
reliable, and value for money.

2. Background

Translation and interpretation services support residents across Cambridgeshire and
are used widely across Council teams. Services include:

e Face-to-face interpretation

¢ Video remote interpretation
e Telephone interpreting

e Document translation

e British Sign Language (BSL)

Since 2023, demand has grown significantly, particularly for face-to-face
appointments, which also incur travel expenses. Expenditure by December 2025
exceeded original forecasts.

To inform the options appraisal for recommissioning the service, the Council
undertook:

e A review of current service activity and spending
e Benchmarking with other local authorities

e Engagement with 20 language service providers
e Staff surveys and workshops

e Review of strategic duties and legal requirements



3. Key Findings

3.1 Demand and Usage

e From July 2023 to December 2025, the Council commissioned almost 12,000
jobs, averaging 398 per month.

e Face-to-face and video interpreting represent the majority of expenditure, partly
due to travel-related costs.

e Children’s Services account for the largest proportion of activity and spend.

3.2 Challenges ldentified

e Increasing demand makes forecasting and cost control difficult.

e The current single-supplier model provides limited flexibility and data quality.

e Travel costs for face-to-face appointments are rising and uncapped.

e The existing booking system is not flexible enough for the Council’s needs.

3.3 Opportunities Identified

¢ Increased use of telephone and video interpretation could reduce costs.

e Corporate Al translation tools (for non-sensitive documents) could reduce
external translation spending.
e Stronger performance measures and clearer data requirements would support
better contract management.
¢ Introducing a travel cap, as used by some other councils, could support cost

control.
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Summary of the Options Appraisal Criteria and Scoring Method

The options were assessed against four key criteria:

e Contribution to strategic aims — how well the option supports the Council’s

priorities.

e Impact on Council resources — whether the option eases or increases internal

workload.

¢ Ability to deliver required service objectives — capacity, quality, and reliability.
e Financial value for money — affordability within available budgets.

Each option was scored 1-3 for each criterion:

e 1 =Low alignment — limited ability to meet requirements or significant risks.
e 2 = Moderate alignment — meets requirements in part, with some limitations.
e 3 = High alignment — strongly meets requirements with clear benefits and

minimal risk.

Scores were then combined to give a total out of 12, allowing the Council to compare
the strengths and weaknesses of each procurement route.



5. Baseline Improvements (Apply to all options)

Regardless of the procurement model chosen, several improvements are required to
strengthen service delivery:

Promote telephone and video interpreting as default options where appropriate
Include a travel cap for face-to-face interpreting

Implement stronger performance measures and data reporting

Specify a reliable, user-friendly booking system

Introduce interpreter practice standards

Ensure Al translation is used only where appropriate and never for sensitive or
legal documents

6. Recommendation

Option B — National Framework Multi-Supplier Model is recommended.

This approach:

Offers the best balance of flexibility, capacity and value for money
Reduces reliance on a single provider

Encourages innovation and competition

Enables access to a wider range of specialist language provision
Supports improved resilience and service quality

When combined with the baseline improvements identified, Option B is judged to
offer the strongest route to ensuring accessible, high-quality, and financially
sustainable services for Cambridgeshire residents.

7. Recommissioning Timeline

Period Activity

Jan—Mar 2026

Finalise options appraisal; develop interpreter practice
standards

Mar—Jun 2026 | Develop service specification

Apr—Jun 2026 | Governance and procurement preparation

By Dec 2026

Competition via national framework; evaluation and contract
award

Apr 2027 Mobilisation period: system build, onboarding, testing

Jul 2027 New service goes live




