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AI Interpreting Across the Patient Journey: GLOBO’s Scalable Approach to Language Access and Equity
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The Transformative Power of AI on Language Solutions
By Dipak Patel, CEO, GLOBO Language Solutions
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While generative artificial intelligence (AI) is expected to be “transformative” across a wide range of healthcare applications, its near-term impact is expected to be particularly compelling for limited-English-speaking patients. For this community, which frequently struggles to understand and be understood, AI promises to vastly improve translation and interpreting access, going beyond today’s limited capacity to connect the entire patient journey. 
More than just a matter of convenience, broader coverage using AI potentially encompasses many touchpoints and promises a much-needed lifeline to quality care for the 68 million people1  who speak a language other than English residing in the U.S. today.
How severe is the need?
The National Institutes of Health2 (NIH) found that a lack of adequate translation and interpretation often leads to miscommunication between clinicians and patients, impacting patient satisfaction, quality of healthcare delivery, and patient safety.  A study3 by the Duke Center for Personalization Health Care rated “speech ability or language articulation, and foreign language spoken,” as top variables having “profound positive and negative implications on healthcare … correlating to improved patient outcomes.”
While providers that receive federal assistance are bound by law4 to provide translation and interpreting services as needed, compliance remains sporadic if not at all. In some cases, patients who need linguistic support only receive it when they have an emergency room visit or are discharged from the hospital.
What are the barriers?
Limited access is currently due to cost and resource constraints. Studies have found that healthcare facilities incur roughly $279 per patient per year5, with the availability of certified live resources in seriously short supply. According to Statista6, the total number of interpreters and translators employed in the U.S. in 2023 was just over 51,000.
Leveraging AI as a “Superpower”[image: ]
It is no exaggeration that healthcare organizations embracing AI-enabled language services will likely find themselves at the forefront of transforming healthcare, leveraging the technology as a “superpower” to enhance language access along the patient journey. When re-imagining the language and interpretation space, AI is expected to provide:
· Use of healthcare-optimized interpretation technology, such as AI interpreter, GLOBO KAI™7,  which is accessible to users through GLOBO Connect8, to provide interpreting services whenever and wherever for non-clinical, informational needs
· Increased use of live interpreting via telehealth or on-site for in-depth clinical discussions, with AI monitoring accuracy and the quality of conversations
· Greater use of AI-assisted translation and interpreting platforms, such as GLOBO HQ9, as essential work and training tools
Along with greatly improving communication, the use of generative AI also promises to be a financial game-changer. McKinsey & Company and Harvard researchers estimate that AI is expected to impact healthcare savings by 5-10%,10 or roughly $360 billion annually. While it is anybody’s guess how much of this will come from improved language solutions, we do know better informed provider-patient communications reduces unnecessary tests and readmission rates, along with relieving overburdened staff through efficiency gains – a win-win for all. 
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The patient journey often includes numerous touchpoints before and after meeting with a healthcare provider. Each step is an opportunity to empower limited-English-speaking individuals, ensuring they feel understood and comprehend the care they’re receiving. Increased access is possible with the availability of GLOBO KAI™11, an AI interpreter now available to clinicians and healthcare staff at 3,000 U.S. health systems, hospitals, and physician practices nationwide.
KAI is specifically optimized for healthcare, supporting more than 20 languages, including Spanish, Arabic, Mandarin, Cantonese, and Portuguese- Brazilian.
Tested earlier this year with Spanish-speaking patients in a pilot project at Affinia Healthcare and other healthcare organizations, GLOBO KAI is proving to be a game changer in improving patient engagement for limited English proficiency (LEP) patients, helping to provide better coverage across their healthcare journey. 
Increased coverage is significant, as communication breakdowns can impact the quality and efficiency of care. A strong body of research studies12  report that language barriers between providers and LEP patients lead to poorer outcomes and drive up the cost of care through increased readmissions, extended hospital stays, and preventable errors. 
Despite widespread recognition of this challenge, some healthcare organizations and their language service providers struggle to consistently evaluate, improve, and expand the quality and reach of their medical interpreting services. Providing accurate, culturally appropriate, and linguistically sensitive interpretation throughout a limited-English-speaking patient’s care is key to equitable communication and sets the stage for better outcomes. 
See GLOBO’s AI interpreter study results on pages 8-9.
Said Jennifer Winters, assistant vice president of Value Based Care at Affinia Healthcare, “We found that GLOBO KAI was really beneficial for our front desk staff, who were previously struggling to efficiently connect patients with interpreters. With KAI, we could direct patients through registration, pharmacy, and back to Convenient Care much faster.”
From an economic standpoint, AI interpretation also could help providers reduce costs by streamlining LEP patient interactions, reducing the need for additional in-person interpretation services in specific, low-risk interactions along the patient journey.  
Said GLOBO CEO Dipak Patel, “Reducing healthcare expenses is a national priority—especially for federally funded programs. New AI innovations like GLOBO KAI present a promising path forward to improve cost, efficiency, and sustainability, while vastly improving patient engagement and overall care.” 
Physician Cites Real-World Benefits of AI Interpreting App
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Access to a healthcare-optimized AI interpreter is a dream come true for David A. Miller, M.D., clinical director of Affinia Convenience Care and an assistant medical director of Affinia Healthcare, a Community Health Center in St. Louis, Mo. Operating on a walk-in basis, the clinic serves a significant population of non-native, limited-English-speaking patients with languages including Spanish, Arabic, Swahili, Haitian Creole, and more. 
“I’ve had a chance to use multiple versions of the new GLOBO KAI AI interpreter during pilot testing, and I found it very helpful,” he explained. “We don’t take appointments, so we are not able to arrange for interpreters to be present beforehand. We never know who’s coming into urgent care, nor do we ever know which languages we might need for a particular day.”
Adding to the challenge, Dr. Miller noted that “patients often leave the room for tests, requiring the interpreter to restart a session upon their return, which can be inconvenient.”
Along with streamlining the interpreting process, Dr. Miller explained that having an on-demand AI interpreting tool also improves patient-provider communications, which he emphasized is integral to delivering quality care. 
“Effective communication is very important in medicine. If we’re not talking about the same thing, it’s difficult to help the patient. Having an AI interpreter at my fingertips gives me the ability to know what the patient is saying so I can get to the right diagnosis,” he said, adding, “I would say, ‘effective communication is paramount to effective healthcare.’”
As for on-demand accessibility, Dr. Miller likes the hands-free nature of the solution. “I can start it and let it run while I am talking to and examining the patient. That’s a great feature,” he said.
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In early 2025, GLOBO collaborated with multiple providers13 to test AI interpreting with Spanish-speaking patients using its healthcare-optimized technology, GLOBO KAI™. Along with pilot testing at Affinia Healthcare, a primary and preventive health services clinic in Missouri, other participants included a large, not-for-profit healthcare system with 16 hospitals, multiple clinics, and other healthcare facilities, and a women’s specialty hospital. 
The purpose of the pilot was to test the effectiveness of an AI interpreter for providers and patients in scenarios across the patient journey where an interpreter is typically underutilized. Clinicians performed a series of calls with limited English proficiency (LEP) patients to evaluate accuracy, receptivity, and improved clinician and patient satisfaction.
Methodology
Clinicians were provided with a mobile device to access the proprietary AI interpreting app and asked to conduct non-clinical interactions to facilitate communication with LEP patients (as opposed to live or video interpreting options). To ensure interpreting continuity, all interactions were supervised by a professional medical interpreter. The calls were then evaluated to verify the LEP patient’s understanding and the overall quality of the interpreting experience. 
Results
From January 1 to April 1, 2025, the pilot resulted in:
· 74 patient interactions
· 1,138 utterances 
· ~8.5 hours of service
While KAI performed well in almost half of the non-clinical interactions, approximately 10% of interactions required revisions, and a live interpreter interjected in less than half of the conversations. Success was highest when there was low background noise and effective conversation management. Acceptability by use case was highest when capturing patient history and other administrative information.
Another key finding during the pilot was that speaking cadence is affected when a patient is in pain. Consider a woman who experiences contractions before going into labor, for example. Until the AI is trained to better anticipate how pain affects speech, high urgency interactions are not recommended. Additionally, the transcription of hard-to-hear conversations was responsible for more interjections than translation accuracy. Issues stemming from background noise can be mitigated by implementing an appropriate hardware solution.
Additional AI research
Along with testing and launching the industry’s first healthcare-optimized AI interpreter, GLOBO has also been utilizing AI to evaluate 100% of its live video and audio interpreter sessions. First to market with GLOBO Live Quality14 AI monitoring, the technology helps to ensure a more compliant and professional experience during every encounter. 
Although interpreter standards15 are in place today, monitoring practices vary widely among health systems and language service providers. Interpreter quality evaluations are typically manual, with humans reviewing a sampling of sessions to ensure consistent quality and user experiences across the board. 

Relying on manual sampling can be especially problematic for large healthcare organizations averaging 100,000 minutes or more of video and audio remote interpreting each month.16 At high volume, humans can only evaluate a small fraction of interactions to identify and reduce language barriers.

Jennifer Winters, assistant vice president of Value Based Care at Affinia Healthcare, emphasized the importance of having high-quality interpretation from the start of care and called it “fundamental” to any quality interpreting program. “Recognizing the patient’s cultural and linguistic needs can create a greater level of understanding, leading to better outcomes, and reduced repeat visits, as it allows healthcare providers to see a more complete picture of the patient's health,” she said.

Said Elizabeth Robeck, GLOBO senior vice president of operations, “GLOBO Live Quality provides greater insight into the quality of each interaction, delivering consistent experiences for patients and providers.” 

Having the capability to evaluate every interaction also puts the language solutions industry one step closer to better defining measurable standards for assessing the quality of each medical interpretation session. In this spirit, GLOBO Live Quality is more than just an improvement in language services; it represents a crucial step closer to ensuring safer, more effective care for all patients, regardless of what language they speak. 



GLOBO Evolves Language Solutions to Meet Communications Needs

GLOBO CEO Dipak Patel’s vision goes beyond serving healthcare as “just another vendor.” He characterizes GLOBO as a “patient communication company” whose vision is to “support health systems, hospitals, physician practices, clinics, and other healthcare organizations across the patient journey, meeting federal mandates to provide access wherever and whenever the patient needs it.”

This vision is facilitated through GLOBO’s robust portfolio of offerings, which includes an AI-enabled platform; a robust network of live interpreters covering more than 430 languages via audio, video, on-site, and sign language interpreting; and the newest GLOBO KAI™ AI interpreter and GLOBO Live Quality offerings.

“Ultimately, we believe AI will transform language solutions for health systems, hospitals, physician practices, and other healthcare organizations. There are many touchpoints where AI can and should be used to ensure patients get the information they need, in their language of choice, throughout their healthcare journey.”

Ready to learn how GLOBO can integrate language solutions across your patients’ health journey? Request a demo with a GLOBO language access expert. 
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