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VRI/ OPI Professional Interpreters  
 
Minimum Interpreter Qualifications 
 
Video Remote Interpretation (VRI) and over-the phone interpreters (OPI) are held to a 
high standard for experience, qualifications, certifications, and specialty areas of 
knowledge. These interpreters are carefully vetted to ensure the interpreters meet these 
standards. VRI/OPI policies and procedures control the recruitment, on-boarding, 
training, continuing education, and quality assurance programs. 
 
Our standards assert that interpreters have competency in the profession of 
interpretation and are skilled subject-matter experts before Voyce engages them. They 
must be fully trained with proficiency in interpreting prior to consideration. Our 
interpreters hold an average of over 4 years of interpreting experience prior to joining 
our team, and 90% of them are native speakers of the target language. The minimum 
requirement is 2 years of confirmed experience and 40 hours of training. 
 
Interpreter Certifications 
 
We prioritize working with professional interpreters who hold nationally recognized 
interpreting certifications through organizations that include:  

• Certification Commission for Healthcare Interpreters (CCHI)  

• National Board of Certification for Medical Interpreters (NBCMI)  

• Department of Human Services (DHS)  

• Administrative Office of the U.S. Courts’ court interpreter certification 
program/examination  

• US Healthcare - CCHI Certification 

• NIC (National Interpreter Certification) by RID 

• NIC Advanced (National Interpreter Certification) by RID 

• NIC Master (National Interpreter Certification) by RID 

• CDI (Certified Deaf Interpreter) by RID 

• CI (Certificate of Interpretation) by RID 

• CT (Certificate of Transliteration) by RID 

• NAD III (Generalist) - Average Performance 

• NAD IV (Advanced) - Above Average Performance 

• NAD V (Master) - Superior Performance 
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Voyce University 
 
After they have met our minimum qualifications, all of our interpreters must complete an 
interpreter testing and training process that ensures they are skilled in core 
competencies of professional interpretation, as well as terminology specific to their 
specialty. Knowledge of industry-specific vocabulary ensures precise use of language, 
minimizing call times and reducing the potential for misunderstanding. 
 
Voyce University provides a 40 hour online course covering the basics of professional 
interpretation, Voyce standards and practices, HIPAA and CMS fraud, waste and 
abuse, ethics, language fluency in the target language, and medical terminology. There 
are tests and quizzes throughout the coursework, and interpreters must complete a final 
exam with a score of 90% or higher to service Voyce clients. This comprehensive 
testing covers not only language fluency in both English and the target language, but 
also requires interpreters to display proficiency in the following areas: 
 

Industry-specific terminology (lexicons) 

Common colloquialisms  

Customer service  

Message accuracy  

Interpreting in the first person  

Maintaining neutrality  

Cultural competency  

Adherence to HIPAA, the National Code of Ethics for Interpreters, and the National 
Standards of Practice and Cultural Competence  
 
Because of the high volume of medical interpreting we provide, we prioritize hiring 
interpreters with experience in healthcare interpreting and competency in diverse 
medical settings like emergency rooms and mental health clinics.  
 
Our medical interpreter training and exam focuses on the following concepts and 
terminology:  
Anatomy and physiology  

Medical equipment  

Pharmaceuticals  

Patient advocacy  

Medical tests and diagnostic procedures  

Common health problems  

Family assistance programs  

Abbreviations and acronyms  

Specialties (e.g., Oncology, research, mental health, substance abuse, etc.)  
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VRI/ OPI Interpreter Services 

We are able to offer on demand, immediate access to our network of interpreters. 

Interpreters can be reached 24 hours a day, 7 days a week, 365 days a year for 

interpretation in over 220 languages. Interpreters are reached via video or audio 

through the Voyce proprietary mobile application that runs on almost all Apple and 

Android smartphones and devices, as well as any web enabled computer. Interpreters 

can also be reach by simply dialing a phone number. 

Voyce uses intelligent algorithms to route interpretation requests to the most qualified 

available interpreter. The proprietary information systems are able to take into account 

attributes of the client and their interpretation request requirements and match those to 

the attributes and qualifications of the interpreters available. If human intervention is 

required an operator is able to intervene, speak with the client, and route the call 

accordingly. We are able to respond immediately to call volume spikes, volume shifts, 

natural disasters, and national emergencies due to virtual base of interpreters with 

broad geodiversity. 

Proprietary rule and attribute based routing combined with flexible internal and external 

interpreter resources allow us to maintain performance standards, and make sure that 

all calls are answered. Redundant interpreter panels are employed to allow for 

unexpected increases in call volume, and routine analysis of service request volume is 

used to balance expected demand and the availability of interpreters by language. 

Proprietary systems automatically route service requests (calls) according to attributes 

of the request (like language pair, interpreter gender, special area of knowledge) 

balanced against the current volume to make sure calls are directed at the most 

appropriate, available interpreters. If service levels are not being met because of 

interpreter availability, interpreters can be added quickly to the back-up panel through 

industry partners.   

• Our ASA (Average speed of answer) is under 20 seconds. 

• Our ACT (Average connection time) is under 25 seconds. 

• Our ACL (Average call length) for all customers is 11.9 minutes; however, this 
can vary depending on the industry. 

• Our ADR (Average Disconnect Rate) is less than 1% 

• Our ALA (Average Language Availability) is over 99% 
 
Continuous up-time or availability of service is guaranteed by a redundant network of 
cloud-based servers. In the unlikely event of a server dropping, a mirrored server 
recovers the responsibilities automatically. If a call is dropped users are able to 
reconnect to an interpreter immediately.   
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Voyce engages only highly qualified, professional interpreters with at least 2 years of 

confirmed experience and 40 hours of training prior to joining Voyce. This ensures that 

our interpreters are fully trained with advanced levels of proficiency in interpreting 

before going through the internal review program. A detailed review of interpreter on-

boarding and a continuing education processes ensure the ongoing quality of 

interpretation services. This includes: 

• Review of resume, cover letter, and interpreting experience 

• Telephone Interview with dedicated interpreter recruiter 

• Confirm language fluency via verbal and written testing 

• Follow-up interview  

• Verified references 

• Criminal background check 

• Formal signed contract that includes confidentiality agreement 

• Industry Training (Including HIPAA) 

• Ongoing evaluation and performance reviews 

• Continuing education and professional development 

• Regular Quality Assurance 

http://www.voyceglobal.com/

