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KIM GREGO/ ALESSANDRAV ICENTINI*

English and Multilingual Communication
in Lombardy’s Public Healthcare Websites

1. Background

Starting from the 1990s, Italy, like other Europeanntries, has been
undergoing a process of devolution by implementorghs of admini-
strative decentralisation. Within this trend, a @mof public servi-
ces have been, over the years, partly devolveddal lgovernments.
This, in response to a call for greater local aatoy, especially as
regards the use of funds deriving from local taatand paying for
services administered locally. Public healthcarlorgs to the latter
category. What was born as and was for decadesamalahealthcare
system (Servizio Sanitario Nazionale) evolved istwcalled local
healthcare authorities (Aziende Sanitarie LocalA&L). Among the
advantages expected were an increase in attemtitotal needs and
in economic autonomy, and a move toward a busiogssted ap-
proach as opposed to a classic paternalistic veeffigstem. Whatever
the socio-economic outcome of this move, to beuatald by experts
in that field over a lengthy period of time, a pieal and tangible
consequence, with relevance from a socio-linguiptiint of view,
was that the devolution of Italy’'s public healtreaesulted in the
immediate, significant differentiation of its ASLs'ebsites in both
their layout and, especially, content. Online comivation is deemed
especially relevant, for its ethical implicationghen it occurs bet-
ween a country’s healthcare institutions and itzems. Specifically,

1 Research for this paper was conducted jointhyhieytivo authors. Specifically,
Kim Grego is responsible for 81, 4.2, 5; Alessandientini for §2, 3, 4, 4.1.
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the Italian Ministry of Health has published guideb on web com-
munication, which identify:

una batteria di indicatori articolati in 4 aree #ithe, che ha operazionaliz-
zato il concetto di qualita dell'offerta informadivon line in altrettante dimen-
sioni di analisi:
 area 1 — Caratterizzazione istituzionale e relati@gna
» area 2 — Trasparenza amministrativa
« area 3 — Disponibilita e qualita dei servizi orelin
« area 4 — Utilizzabilita e qualita tecnologica.
(Ministero della Salute 2010: 29)

The institutional nature, rationality, transparerayailability and qua-
lity of online services, and usability and techigidal quality of the
communication are thus the seven indicators, ddvidéo four areas,
that set the background of this study.

2. Aims

The chapter intends to evaluate the applicatiothefindicators put
forward by the Ministry of Health in the Englishniguage versions,
pages or documents of the websites of Regione LaditbASLs. In
particular, our aims consist in:

. investigating the multi-lingualism (if any) of th&SLs’ web-
sites, focusing on English as thegua francaof international
communication;

. seeing what information is provided in which langes, and in
English in particular;

2 [a series of indicators organized into 4 submeas, which has turned the
concept of on-line information quality into as mdayels of analysis:
area 1 — Institutional characterization and refetiiy
area 2 — Administrative transparency
area 3 — Availability and quality of on-line sere&c
area 4 — Usability and technological quality.]
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. ascertaining which social groups are addressed wisimg
English;
. determining the linguistic effectiveness of suchbweediated

communication.

ASLs were identified as suitable entities for thedy because they
represent the smallest healthcare institutionsailly,Ithose that should
meet local healthcare needs and be closer to &shitieeds, those —
therefore — that should first be consulted by eitiz when in need of
institutional health information or services.

The choice of investigating English-language matehas a
double rationale. As lingua franca English is employed in Italian
institutional communication with both an inbounddaan outbound
purpose. Inbound, because it is aimed at attraciimg including
patients/users in need that do not speak Italiamobwvell enough, for
whom it can represent a universal idiom at leastfifest/emergency
contacts. This would be a nationalising drive, aeway to include
reluctant users — whether foreign residents, 8lémmigrants or just
tourists — and let theraccessthe country’s healthcare system. Out-
bound, because English is used as a means fanltalstitutions to
reach out to patients/users who mighboseto be treated in Italy, as
part of an internationalising drive (Grego/Vicen®11). This would
also mean satisfying the obligation that every paem country has of
implementing multilingualism, very much encouradedh nationally
(see the ministerial international policy, Minigietella Salute 2013)
and supranationally, in that “multilingualism in iBpe [can] provide
a firm basis for assessing existing public poli@es practices within
major areas such as education and health” (Euro@Eanmission
2014), and “Social Sciences & Humanities reseaothdcprovide the
economic and social analysis necessary for refgrrpiublic health
systems” (Horizon 2020).

A mixed methodology combining Critical Discourse alysis
(Fairclough 1993, 1995, 2003; Faircloughal. 2007), multimodality
(Kress/van Leeuwen 2001, 2006; Garzateal 2007), ESP (Gotti
2003, 2011) and lexicological studies was adoptaeined at
producing a qualitative analysis. Within this frameek, the specific
research questions addressed in the chapter weded! at identify-
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ing: a) the quantitative presence of informatiorEimglish and b) its

linguistic quality, i.e. the conformity of the Enmgj language used to
the Ministry of Health's seven indicators reportedthe previous

section. For the purposes of the latter, aspeatsidered for each
texts were:

. location within the website;
. genre;

. size;

. subject;

. purpose;

. target audience;

. lexico-syntactic quality.

3. Corpus and quantitative analysis

Lombardy is one of Italy’s 20 administrative regont is home to
about one sixth of the country’s population (9,164/59,433,744,
Istat 2011) and produces one fifth of the GDP (€B8%/1,580,410,
ASR Lombardia 2014). These data, and the regiorsgphical
position in the north-west of Italy, close to comtital Europe, make
Lombardy a significant territory to screen for niuigualism and
internationalisation. The corpus collected for gs@l consists of all
the English-language texts retrieved in the websifd_.ombardy’s 15
ASLs as of 31 March 2015. The websites considere wof course,
only the official ones published and maintained_bynbardy’s ASLs.
The devolution process described in Section 1 3parsible for the
autonomous — at least to a certain degree — choictke layout and
content of the websites.

The preliminary quantitative analysis identifiedet foreign
languages employed in at least one text througkioeitcorpus, as
reported in Table 1.
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Foreign languages found in | Foreign languages most spoken by the foreign
Lombardy’s ASLs (in residents of Italy (Istat 2014)
alphabetical order)

1. Albanian 1. Romanian

2. Arabic 2. Arabic

3. Chinese 3. Albanian

4. English 4. Spanish

5. French 5. ltalian

6. Polish 6. Chinese

7. Portuguese 7. Russian

8. Punjabi 8. Ukrainian

9. Romanian 9. French

10. Russian 10.Serbian, Croatian, Bosnian, Montenegrin
11. Spanish 11. Other languages (including Bengalese,
12. Urdu English, Polish, French)

Table 1. Foreign languages found in Lombardy’s A8& she foreign languages most
spoken by Italy’s foreign residents.

The highlighted languages in Table 1 are thosedtanot present in
the list of the eleven languages most spoken Hy'dtdoreign resi-
dents (Istat 2014).

As far as English is concerned, its presence énvtbbsites of
Lombardy’s ASLs is shown in Table 2.

ASL websites with English texts
ASL Bergamo

ASL Brescia

ASL Como

ASL Lodi

ASL Mantova

ASL Milano

ASL Milano 1

ASL Milano 2

. ASL Pavia

10. ASL Vallecamonica-Sebino
11. ASL Varese

© o N A wWiNE

Table 2. Lombardy’s ASLs’ websites with Englishtgex
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The presence of English language information idicoed in a quite
good number (11 out of 15) of the websites, ndy fuustified by its

low position as one of the ‘other’ foreign langus@@oken by foreign
residents in Italy, but in line with its role figua franca

4. Qualitative analysis

A qualitative analysis of the English texts retadvin the preliminary
gquantitative search reveals that the English tiodaad on the ASLS’

websites are not located in any specific webpagé{sy are usually
downloadable PDF brochures/leaflets and mosthuitelinformation

on common infectious disease or vaccination canmgaigontact in-
formation or useful forms that a foreign resideitizen might need to
fill in. They are aimed either at informing or aitting users within
the Iltalian healthcare system, generally pregnamimen, new

mothers, workers and new immigrants. No specifiorination is ad-

dressed at tourists. A sample lexico-syntacticyamawill help assess
their usability and functionality within a multijual context. Among
the ASLs’ websites including English material, AS4ilano 1 and

ASL Vallecamonica were selected as case studiese shey serve
two completely different territories and compriseng very interest-
ing English language texts in their websites.

4.1. Case study A: ASL Milano 1

ASL Milano 1 serves the western part of Milan ar¢as an urban,
densely inhabited district, where the foreign restd’ population con-
sisted of 69,524 units of 1 January 2011 (ASL Milano 1 2012). This
figure represents 7.3% of the entire Italian poporia with an average
age of 29.7, which, compared to 43 in Lombardynfsoto young
people as the typical social group migrating te thiea. The main



English and Multilingual Communication in Public Héecare Websites 261

continents of origin are Europe (Romania and AlagniAfrica
(Morocco) and America (Ecuador) (ISTAT 2011). Seveompanies
operate here, with many opportunities for intewzdl trade and busi-
ness. Furthermore, the main tourist attractionslitdn centre are not
far away, and hotel accommodation capacity is exehg good (ASR
Lombardia 2012).

The expectation was therefore to find lots of Estgks dingua
franca material for foreign residents, tourists and bessmen alike.
On the contrary, the scrutiny of the ASL’'s webse#¢éurned no pre-
sence of foreign language versions of the sité ¢fupartial), not even
any signal on the homepage directing foreignemsi@or language
speakers at foreign language resources. This mtbahsapparently
foreign users are not among the targets of the ASbmmunication
strategies, with the consequence that foreignene@d of medical in-
formation might not be able to find it when lookiagthe ASL’s web-
site.

Indeed, only a manual search allowed for retriedrdpcument
titted CALIS, Cancer Literacy and Information Seeki(2013), a
research protocol submitted to ASL Milano 1's edhicommittee by
Universita della Svizzera ltaliana. The documenhig&nglish, given
the international relevance of the research, wiiel conducted and
published by a non-Italian University. The impliaddressee is the
international scientific community acquainted wihglish, which is
clearly used here adiagua francain a specialised context.

Moreover, English material is present, along wititchments in
other languages, in the sectibfalattie infettive e vaccinazionia
thematic area concerning infectious diseases aocinations, which
is reachable only by those interested in the issai¢he pathHome-
page > Malattie infettive e vaccinazioni > Vaccii@d > Vaccina-
zioni per l'infanzia where a PDF on childhood immunisation infor-
mation {/accinazioni dell'infanzia: quali sono e quandcettifiarle is
present in seven languages (i.e.: Spanish, Rumaarmagilish, French,
Chinese, Arabic and Albanian). The same applieshé website’s
sectionMalattie infettive where users can find ten PDF brochures
about various infectious diseases, as can be serabie 3.
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Title of document Genre |Size | Purpose Target audience
(pag.)
1. Vaccinations for PDF 5 Inform about childhood | All foreign
children: what they are| prochure immunisation campaign | residents with
and when to have then; children
2. Tuberculosis - Test | PDF 2 Inform about Mantoux | All foreign
leaflet test residents
3. Tuberculosis PDF 4 Inform about tuberculosis All foreign
brochure and its treatment residents
4. Ringworm PDF 2 Inform about ringworm | All foreign
leaflet and its treatment residents
5. Scabies PDF 2 Inform about scabies and All foreign
leaflet its treatment residents
6. Lice: what to do? PDF 2 Inform about pediculosis| All foreign resi-
leaflet and its treatment dents with children
7. Lice PDF 5 Inform about pediculosis| All foreign resi-
brochure and its treatment dents with children
8. Measles PDF 2 Inform about measles andAll foreign resi-
leaflet its treatment dents, especially
those with children
9. Meningitis PDF 4 Inform about meningitis | All foreign
brochure] and its treatment residents
10. Sexually transmittedPDF 13 Inform about sexually All foreign
diseases brochure transmitted diseases residents
11. Orally or faecally | PDF 11 Inform about orally/fae- | All foreign
transmitted disease brochure] cally transmitted disease| residents

Table 3. English texts in the ASL Milano 1's websit

All of these texts seem to address users/patidready within the
healthcare system, who are familiar with the ASl/sbsite and can
thus quite easily reach the information they aokilag for. The focus
is on infectious diseases; the documents are nfieaimformation and
follow a quite similar move structure: definitiof disease — descrip-
tion of transmission and general causes — desmniftf symptoms —
description of treatment — description of vacciard/or prevention of
disease.

They are all translations from lItalian (L1) intodtish (L2), as
both the textual organisation and the syntactic larital choices re-
veal. Indeed, each leaflet/brochure is translatachgraph by para-
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graph, sentence by sentence, and even word by wuadod English.
The L1 text is juxtaposed to the L2 version (sepufé 1).

comprendono:

Vaccinazioni dell’ infanzia: quali sono e quando effettuarle
Vaccinations for children: whar they are and when to have them

Le wvaccinazioni dell'infanzia riguardano bambini ed adolescenti sino ai 16 anni deta e

Vaccinations for children are aimed at children and adolescents up to the age of 16, and include:

inglese/English

Vaccinazioni obbligatorie

Vaccinazioni raccomandate

Vaccinazioni raccomandate
solo per alcune categorie

Anti-poliomyelitis

Obligarory vaccinations Reccommended vaccinations
Vaccinations recormmended
only for certain categories
Antipoliomielite Antipertosse Antinfluenzale

Anti- pertussis (whooping cough)

Anti-influenza

Anti-Hepatitis B

Antidifterite Antiemofilo Antipneumococcica

Anti-diphtheria Anti-hemophilia (haemophilus Anti -pneumococcus
influenzae type B)

Antitetano Antimorbillo parotite rosolia Antimeningococcica

Anti-tetanus Anti-measles mumps rubella Anti-memingococcus

Antiepatite B Antipapillomavirus Antivaricella

Anti- Papilloma Virus

Anti-chicken pox

Figure 1.Vaccinations for children: what they are and whem&ve thempage 1.

Looking at the quality of translation, numerousichke show a literal
translation, with lots of syntactic and lexical mo@anslations:

(2) Vaccinazioni dell'infanzia: quando sono e quandet&darle
Vaccinations for children: what they are and whehdve them.

(2) Vaccinazioni obbligatorie
Obligatory vaccinations.

3) Sono gratuite tutte le vaccinazioni obbligatorieraccomandate, comprese
quelle per particolari categorie di bambini (in gene a rischio per patolo-

gie).
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All the obligatory and recommended vaccinationsfege, including those for
particular categories of children (in general thasésk from diseases). (Doc.
1 Vaccinations for children: what they are and whehéve thempage 1)

(4) Il pidocchio, conosciuto da piu di 100.000 annijréo sgradito ospite specifi-
co dell'uomo: le specie ‘umane’ non infestano glimali e viceversa. La spe-
cie piu comune ¢ il pidocchio del capo
Known to man for more than 100,000 anni, lice araiawelcome guest spe-

The most well-known variety are the head lice. (Dbkice, page 1)

The first example shows an incorrect syntactic @adivhen to have
theminstead ofwhen to get vaccinatéghenor why you should get
them), while the second presents inaccurate lexicdlsegns 6bli-
gatory instead ofmandatory which usually collocates with the word
vaccination see WHO website search engine results with the ke
words obligatory vaccination(s)— 719 hits — vs mandatory
vaccinations— 9 hits). In the following two excerpts (3 andthgre
are grammar errors such as wrong prepositionssfatrom instead of
for/of), incorrect singular/plural concordandied are an unwelcome
guest the most well-known variety are the head)liéecorrect lexical
choices ljuman varietyinstead ofhuman specigsand words that are
left in Italian @nniinstead ofyears.

As regards the strictly medical terminology, altdives are
usually given between the specialised and the popeitm (see Figure
1 abovepertussisandwhooping cough though there is no coherence
throughout the various brochures/leaflets, wherenetiimes only
popular variables are useth{cken poxand notvaricella— see WHO,
Varicella 2013yingworm and notinea— see WHO, Ringworm/Tinea
2014). There are numerous spelling mistakes irthal texts @nti-
meMingococcysand no coherence between American and English
spelling even in the same brochure and paragrapimdphiliavs
haemophilusfecal vsfaeca).

Plenty of similar examples may be reported, emegrgiom a
detailed analysis of the mentioned documents. Tladlseontain in-
accuracies and lexico-syntactic calques, which aesiggthat they were
most probably translated from Italian by non-natipeakers of Eng-
lish. Generally speaking, though, the lexical ammtactic issues
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identified do not seem quantitatively so frequentaprevent under-
standing the message and fulfilling their purpase,to inform for-
eign residents, with a special focus on familiewhildren, on vac-
cination campaigns and infectious diseases. Indeederify qualita-
tive comprehension, surveying native speakers gligim may be ne-
cessary.

4.2. Case study B: ASL Vallecamonica-Sebino

ASL Vallecamonica-Sebino serves the homonymousyalhd lake
north of the city of Brescia, in west Lombardyidta mountain and
rural community, with popular lake resorts by trebio Lake and ski
areas in the Alps, and has good hotel accommodatpacity com-
pared to other areas in Lombardy (data: ASP 200H4¢.foreign resi-
dents’ population consisted of 9,720 units in 2043L Vallecamoni-
ca-Sebino 2014: 12), mostly male and living in viadley’s lowlands,
closer to industries and public transportation. €kpectation, there-
fore, was for some relevant presence of Englisksjeat least in the
foreign citizens’ section, with a differentiatioetiveen those aimed at
international tourists and those for foreign restde

The screening of the ASL’'s website revealed no gires of
foreign language versions (full or partial). Theras and still is, how-
ever, a very visible clickable area on the toptighthe homepage,
showing foreign flags and indicating, though withamy writings, a
link to the so-called International section. Instiegly, although
English material is present in this section, anthe® first before all
other foreign languages, the UK or USA flag is amiong those in the
homepage. The presence of information in Englistihimm website,
however, was limited to this section. A manual skaretrieved a
document titledGioco d’'azzardo patologico (GAP) — Ludopatia
the News section, in Italian, English and Chineg®ut pathological
gambling. This document, however, is part of a starial campaign
and can be found on other ASL websites, for exarRgi’s in the
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Lazio region® Moreover, in the sectioBuide ai serviziusers can find
17 PDF brochures about various hospitals, wardgiesies, services
and labs in the area, all of which (with only oneeption) are trilin-
gual Italian, English and French. These texts stemddress users/
patients already within the public healthcare systevho, in other
words, must be legal residents, because they maetl/with specia-
lised treatments and services to access whichesrakfoy a family
doctor is usually necessahirhe focus is on admittance/dismissal pro-
cedures as well as daily hospital routines. Englsld French are
clearly used asinguae francae The quality of the language shares
features with the texts in the International settianalysed in detalil
below. The International section — which also fesdumaterial in
French, Russian, Arabic, Albanian, Chinese, and &iam — repre-
sents the most interesting source of English lagguexts in the web-
site, as it hosts six English monolingual documécitsTable 4).

Title Genre | Size | Purpose Target audience
1. 'm foreigner and PDF 1 Inform about All foreign

want to have information leaflet language and residents

about the cultural interpreting

mediation services services

available for the ASL
Seats and at the Hospital

2. Guida al ricovero - | PDF 12 Inform about hos-| All foreign

Guide for foreign citizengbro- pital admittance, | citizens, il/legally
chure stays and dismissakesident

3. Nascere Oggi - Born | PDF 12 Inform about Expecting women

today in Valle Camonicd bro- healthcare servicesand new mothers
chure for expecting wo-

men / new mothers

3 <http://www.asl.ri.it/cittadino/ludopatie/pdf/Gdming---Poster-in-Inglese.
pdf>.
4 Urgent treatment is however provided by law tdlase in need, even if ille-

gally resident, and all the texts specify this.
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Title Genre | Size | Purpose Target audience
4. Percorsi e consigli- | PDF 2 Inform about All foreign citi-
Ways and councils leaflet access to zens, il/legally re-
prevention and sident. Special
treatment section for expect
ing women and
new mothers
5. Prevenzione e PDF 4 Inform about Foreign workers
Sicurezza - Prevention | bro- safety and
and safety information | chure prevention on
workplaces
6. Aspetti un bambino? { PDF 12 Inform about ser- | Expecting women
You are pregnant? bro- vices for expecting and new mothers
chure women, including

right to and proce-
dure for abortion

Table 4. English texts in the international sectibthe ASL Vallecamonica-Sebino’s

website.

The lexico-syntactic analysis immediately reveatet these texts are
translations and, considering the numerous calqieey, are most
likely Italian into English translations. This i¢ear, for instance, in
document FPrevenzione e Sicurezaahich is a mix of excerpts from
materials by international organisations like thél®@/ (source ack-
nowledged), as shown in the following extract:

Five keys to safer food

Keep clean

Wash your hands before handling food and oftemduidod preparation
Wash your hands after going to the toilet
Wash and sanitize all surfaces and equipment usdddd preparation

Protect kitchen areas and food from insects, @@gither animals. (Page 3)

and original Italian text translated into Englists, in the excerpt be-

low:

Foreigners workers
Informations about prevention
Accidents and safety [...]
For all explanations or information You must addras
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Medical Prevention Department of the ‘Asl di Vak@oonica-Sebino’ - via
Nissolina 2 - Breno.

While the first example is lexico-grammatically mwt, the second
shows the incorrect use of a noun instead of agctidg oreigners
instead offoreign), the plural use of an uncountable nourfarma-
tiong), the use of the modahustinstead of the imperative, the use of
addressgnstead ofcontact the use of the prepositia@t afteraddress
Moreover, part of the text on page 4, presumakiyndiated from
ltalian, is also present in other similar onlinecdments, probably
coming from INAIL, Italy’s National Institute fornisurance against
Accidents at Work. Similar considerations may bedenabout the
lexicon and syntax of the other five documents Whimwever, seem
to be original ASL Vallecamonica-Sebino texts ather, translations
of Italian originals. Figure 2 shows the text ory@a of document 2
Guida al ricovero

Dear Sir, Dear Mrs,

In greeting you in our Hospital, we want first at all fo wish you a
soon recovery.

We know that a refuge constitutes a moment of frightness for you
and your family.

For this reason all the personnel that will take care of you will try his

best to make you confortable.

With the present guide we want to help you to orient in this Hospital,
to individualize the essential services, to know the relief activity and
customs of life.

We wish that you all of this will help you to make a little better you
staynqg with us.

Best wishes.

Figure 2. Doc. Zuida al ricoverg page 3.

The red lines highlight lexically ambiguous choicthge yellow ones
syntactic incongruences, the black ones mere niisgee Whereas

5 For example, in a brochure titl€dreigners and INAIL: accidents and safety
<http://www.laprotezionecivile.com/Archivio/dir_abli/200908181028110.
NG.pdf>.
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some of these issues are minor (&gs instead ofMadam without
discussing the choice of salutation) and do novgme comprehen-
sion, some may indeed cause misunderstandings,ceritiequences
that may prove relevant, given the text's targetience of foreigners
in need of health services. One such case is thé nefuge From the
context as well as a comparison with the Italiaschures on the same
website, it seems to have been chosen to trantiatdtalian word
ricovero, or (hospital)admittance- it is indeed one of its translations
as reported in most Italian-English dictionafigdowever, although
admittanceandrefugedo share the common semantic idea of ‘shelter’
and ‘welcoming’, becauseefugeis very similar torefugee and the
document addresses all kinds of foreigners, inolgidllegal residents,
ambiguity may arise as to the possibility of segkaisylum and not
treatment in hospitals.

Another example — a syntactic one this time — thighlights
the ethical relevance of the language of publidtheare comes from
document GAspetti un bambina?

IF YOU CAN'T KEEP BABY WITH YOURSELF...

If you are in serious troubles, you believe don’t succeed in, no fear, you are not

alone.

If you decide to complete pregnancy, Italian Law permit you to bear in
a Public Hospital, in safe and privacy conditions, without denounciaour
name.

If you can’t keep baby with yourself, you have right don’t recognize him and
let him in hospital. This is not an offence and it don’t cause signalizing , also
if you are clandestine.

In this way you can guarantee to baby the right of growing in an adoptive
family, that takes care of him with love and protection.

These rights are free.

But you must know that is a definitive choice, from which you can return.

Figure 3. Doc. @spetti un bambinohage 8.

6 E.g. the Collins Online Italian-English Dictionary <http://www.collins
dictionary.com/dictionary/italian-english>, SRICOVERQ.
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Again, the same colour code applies as in Figurféo2using on the
use of syntax, an example of serious ambiguitiesuise otanin the
last line. The text informs pregnant women who @b want their
baby about their right to give birth anonymouslyl o give the child
up for adoption. The Italian law on the matter Isac about the
mother’s right not to acknowledge her new-born cth{iPresidential
Decree no. 396/2000, art. 30), furthermore stétag she has 60 days
to change her mind (Law 184/1983, art.After that, the procedure
will start for the child to be adopted. In this q@ex, changing legal
context, it is evident how the use or omission fed aidverbnot in
conjunction with the modatan may indeed give rise not only to
momentary confusion but also to serious legal ssue

Analogous examples of questionable lexical andasyit usage
are recurrent throughout the six documents analysedetail. The
rather frequent calques point to the translatiangry possibly being
made by non-native speakers of English, most likglytalian speak-
ers. Comprehension of the information providechendocuments thus
proves oftentimes compromised, in certain casks,thiose reported,
with significant ethical implications.

5. Summary of results and conclusions

Upon the basis of the samples considered hers, pos$sible to ob-
serve that, from the viewpoint of quantity, thegmece of English lan-
guage information is scarce, with eleven out ofvEbsites containing
just a few texts of any kind in English. It is pemlarly unexpected
that even the populous areas surrounding Milanatsseem eager to
reach out to potentially international users/pagenMoreover,

tackling multilingual communication must be a quiéeent necessity;

7 This was changed, with limits, by the recent 2&8@atence by the Italian
Supreme Court of 7 February 2014, which allowed aamm who had given
up her new-born child for adoption to change herchpast the legal terms.
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evidence thereof is that all the English and farelgnguage texts
were uploaded on ASL Milano 1's website only in @0&nd on ASL
Brescia’s website even in 2015.

On the qualitative side, the most relevant featsrthat there
are very few original texts, since most are (likedybe) L1 (Italian)
into L2 (English) translations. The original texdsee in some cases
copied from English originals (e.g. UNICEF or WH@fdrmative
brochures and leaflets). The analysed translatior@duding those
presented in the case studies in this chaptermastly low-quality
linguistic products, suffering from numerous sytitacalques and
incongruities, as well as unsuitable lexical chsie¢ both the non-
specialised and specialised levels, which, all doeth may some-
times prevent understanding and result in non-comcation.

The devolution process has indeed led to variationshe
layout, content and organization of Lombard ASL&bsites even as
regards multilingual information. Its presence adhbscarce and ran-
domly distributed across the corpus examined. Qoinag English, in
particular (other languages would require sepastidies), the fol-
lowing observations apply. To begin with, Englisbed tend to be
used as dingua franca as such a purpose would imply a larger pre-
sence of the language, not only in terms of pagesfdents present in
the website, but also of full English versions afSs’ websites.

Another important issue to highlight is that almabtthe Eng-
lish texts retrieved while screening the corpughaf 15 websites of
Lombardy's ASLs have been identified through lexsemnantic ana-
lysis as translations. The use of translation igself problematic, if
only for the time and money a professional (L2 ibig job requires,
two factors of some relevance when discussing wdtich means
fast) communication, and a public service (fundgdbblic money).
Indeed, the results of the analysis point in palsicto L1 into L2
translations, and this has at least two importanglications. On the
one hand, it means that the focus of any linguigfi@alitative
evaluation moves from language assessment to atarslquality
assessment, which requires an altogether diffenegtthodological
approach (House 1977/1997; Grego 2010). In thisqodar case, the
quality of the translations was oftentimes suchogsrevent full com-
prehension of medical procedures as urgent asiaboftr example.
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On the other hand, both translating original textd evaluating trans-
lations appear to be, generally speaking, timemisg processes,
hardly justified in fast-paced web communicationless it regards
long-lasting documents like guidelines or annudborimation, in
which case, though, centralised translations aisteinal level to be
shared locally have been identified as better esjias (Grego/
Vicentini forthcoming).

A third consideration stems from a Critical DiscsgirAnalysis
perspective, i.e. considering the relations of poweplied by dis-
course. It is agreed that access to healthcaremafoon is a right for
everybody, irrespective of the language spoken,aansluch it should
be as inclusive as possible. In this view, withiraidnformation from
citizens/users implies withholding power from thems, well as pre-
venting individual choice. The ethical aspect oetrter some specific
information is provided in one language and nanother (especially
when this is given in the country’s main languagéalian, in this
case) is thus evident, pointing to questions sschvao chooses what
to say what in what language(s)? On what groundd, far what
purpose(s)? Who is included/excluded, how and wiWiat are the
implications? Is it better to have some poorly caminated informa-
tion, or to have no information at all? Of courgas not for the lin-
guist but for policy-makers to address these isshies discourse ana-
lyst, in this respect, can only offer professiofiabuistic analysis,
informed interpretation, constant critical confratitn.
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