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A guide to TIS Online for
agencies
What is TIS Online?
At the Translating and Interpreting Service (TIS National) we are continually improving our services to make
accessing an interpreter easier.
TIS Online is our online automated booking tool which you can use to request, manage and monitor all of your TIS
National on-site interpreter bookings from one location, whenever it’s convenient for you.
TIS Online gives you more visibility of your bookings, allowing you to view and update all of your on-site interpreter
requests and bookings quickly and easily.
You can access TIS Online whenever it’s most convenient for you and you can even use TIS Online on your mobile
device allowing you to easily manage your bookings anywhere, anytime.
Using TIS Online helps us process your booking requests in the shortest possible time frame, while ensuring you
receive the highest credentialed interpreter available.
You’ll always be kept up-to-date with TIS Online. You’ll receive email updates as the status of your bookings
change and if you include a mobile phone number on your profile, you’ll also receive SMS updates.
You can also quickly update your agency’s contact details through TIS Online without needing to contact TIS
National.
Your agency is already registered with a TIS Online account so it’s easy to get started. Read on to find out how.
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Getting started
Your agency is already registered with a TIS Online account.

Administrators, agents and contacts
Every TIS Online account has one or more account administrators who are responsible for managing the agency’s
account. Account administrators will generally be whoever registered or is listed as the contact person on your
agency’s TIS National client code.
Administrators have access to update your agency’s account information in TIS Online and the ability to invite other
individuals to be either administrators, agents or contacts on the account. Agents can view your agency’s
information through TIS Online, they can’t update the information or invite other agents to access the account.
Contacts do not have access to the TIS Online account, but are recorded as an additional person TIS National can
contact if required (such as a finance contact).
It is a good idea to have more than one account administrator within your agency to ensure you can continue to
operate your account in the case your administrator is absent or leaves the organisation. Also ensure that you
update your TIS Online account details when an administrator leaves the organisation to ensure they no longer
receive information about your account.
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Log in
The account administrator for your agency should have received a TIS Online invitation email from TIS National
which includes a link for them to log into the account and start inviting other administrators and individual users to
use the account.
When an account administrator invites a user to access the agency’s account, the user will also receive a TIS
Online invitation email.

Click on the link
included in your
invitation email to
log in.

To log into TIS Online for the first time, click on the link included in your welcome email.
Once you click the link, you will be directed to set a personal password to access your TIS Online account.
Your password must be at least 10 characters long and include an uppercase character, a lowercase character, a
numeric character and a special character.
If you are the administrator for your agency’s TIS Online account and you did not receive a welcome invitation
email, please contact the Channel Support team during business hours (call 1300 655 082 or email
tis@homeaffairs.gov.au) and we will re-send it to you.
If you are an agent on your agency’s TIS Online account and you did not receive a welcome invitation email,
please contact your agency’s TIS Online account administrator who can re-send your invite email.
After you have logged in the first time, to access the TIS Online login page you will need to type
https://tisonline.tisnational.gov.au into your internet browser or click on the TIS Online link on the TIS National
website homepage (www.tisnational.gov.au).
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To log in you will need to enter your email address, TIS National client code and password.
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The TIS Online dashboard
Once you have successfully logged in you will see your personal TIS Online dashboard.
The navigation bar on the TIS Online dashboard allows you to access:
● your jobs summary
● your agency’s account information
● your profile
● help and support information
● news and resources.
From the main dashboard you can also search for a particular item using the search bar.
Use the ‘Collapse’ buttons to expand or collapse individual sections or hover your mouse over the question mark
icons to view more information about the section you are looking at.
Return to the TIS Online dashboard at any time by clicking on the Department of Home Affairs crest or TIS Online
logo.
When you have finished using TIS Online, click the ‘Logout’ button to end your session and ensure no one else
with access to your computer can access your TIS Online account.

Click on the Department of Home Affairs
and TIS National crest at any time to
return the main dashboard.
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If you are using TIS Online on a mobile device, all of the same functionality is available as if you were using TIS
Online on a desktop computer however it will be displayed in a slightly different format depending on the device
you are using.
You can access navigation bar by selecting the ‘Menu’ button on a mobile device.

Invite or remove other administrators, agents and contacts
TIS Online account administrators can invite other administrators, agents and contacts to be added on your
agency’s TIS Online account.
If you are an account administrator, you can view and add other administrators, agents or contacts from the
‘Agency account’ page which you can access from the navigation bar.
From the ‘Agency account’ page, scroll down to the ‘Agents’ section and click on the ‘Add Agent’ link to invite a
new user to access the account.
When you click the ‘Add agent’ link, you will be redirected to the ‘Contact creation’ page, where you can enter the
details of the person you would like to invite to access your agency’s account.
Once you have clicked ‘Submit’ a welcome email will be sent to the new user with a link to log into TIS Online and
set a password.
You can also do the following things from the ‘Agents’ section of the ‘Agency account’ page.
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Update your agency’s profile
Account administrators are able to update your agency’s information in TIS Online. While agents are able to view
their agency’s information in TIS Online, they are not able to change it.
You can update your agency’s information from the ‘Agency account’ page, which you can access from the
navigation bar. While you can’t edit all of your agency’s information through TIS Online, you can change the
following information:
● Your agency’s main account contact person.
● Your agency’s address information.
● Your agency’s communication preferences.
To edit any of this information, click on the ‘Edit general information’ button in the relevant section.

Notifications and communication preferences
TIS Online automatically sends you notifications by email and/or SMS when:
● your account is updated
● you create a new booking request
● an interpreter has been assigned to a booking
● an interpreter assigned to a booking can no longer attend
● a booking has been changed
● a booking is cancelled
● a booking is ready to be finalised
● a booking is varied or disputed.
From the ‘Agency account’ page, account administrators can also select if your agency would like to accept calls
initiated by non-English speakers and if your agency is permitted to request on-site jobs.
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Update your personal profile
Account administrators and agents can update their personal information in TIS Online.
You can update your personal information from the ‘My profile’ page, which you can access from the navigation
bar. TIS Online allows you to update your name, position, contact phone number/s and email address.

Change your password
If you are logged into your account and want to change your password, you can do this from the ‘My profile’ page,
which you can access from the navigation bar.
Type your new password in the fields provided and click the ‘Update’ button. Your password must be at least 10
characters long and include an uppercase character, a lowercase character, a numeric character and a special
character.
If you are trying to log into your account but have been locked out because you entered an incorrect password too
many times, you can reset your password by clicking on the ‘Forgot password’ link on the login page.
You will be redirected to the ‘Request password reset’ page where you will need to provide your email address and
TIS National client code. You should then receive an email which includes a link to reset your password.
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Manage your bookings
Create a new booking request
When you are ready to create a new on-site interpreter booking request, from the ‘My jobs summary page click on
the ‘Create new job’ button.

You will be redirected to the ‘Create a job’ page, where you will be required to enter the booking request details.
On-site interpreter bookings must be for a minimum of 90 minutes.
You need to complete all fields marked with a * before you will be able to submit the request. When you have
entered all of the booking details, click the ‘Submit’ button to complete your booking request.
The booking request should now appear in the ‘Unassigned jobs’ section on the ‘My jobs summary’ page. The
booking request is now available for an interpreter to accept it.
Once an interpreter has accepted the job, you will receive an email notification and you will be able to find the
booking in the ‘Assigned jobs’ section on the ‘My jobs summary’ page.

Find an existing booking

You can view a summary of all of your jobs from the ‘My jobs summary’ page. From this page you can view your:
● jobs awaiting finalisation
● unassigned jobs
● assigned jobs
● disputed jobs.
If you want to search for a particular job, you can select from the following job type options in the ‘My jobs
summary’ section of the navigation bar:
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● jobs waiting to be accepted
● upcoming jobs
● jobs to be finalised
● jobs varied by interpreters
● jobs currently disputed
● past jobs
● cancelled jobs.
From any of these pages you can search for a particular job by adding search parameters or filters to help you find
the job you are looking for. You can view the details of the job by clicking on the relevant ‘Job ID’.
If you are using a mobile device, you can click on the ‘Plus’ button to expand and view the job details.

Change a booking

TIS Online allows you to make the following changes to your existing jobs up to 24 hours before the scheduled
start time of the job:
● the name of the non-English speaker
● the site contact details
● the interpreter instructions
● the job address
● job start and end times.
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To change one of your existing bookings, find the job and click the ‘Update job’ button.
You will be directed to a page including the current job details, which you can edit by clicking on the ‘Edit general
information’ button.
If you update the name of the non-English speaker, the site contact details or the interpreter instructions, the job
will be updated immediately.
If you update the job address or job start/end time where the job is already allocated to an interpreter, this may
impact the interpreters ability to complete the job so the interpreter will need to re-accept it.
If you need to update a job where the scheduled start time is less than 24 hours away, you will need to contact the
Channel Support team by calling 1300 655 082.

Cancel a booking
TIS Online allows you to cancel your bookings up until the scheduled completion time. To cancel one of your
existing bookings, find the job and click the ‘Cancel job’ button.

You will be directed to a page where you will need to type your reason for cancelling the job, then click the ‘Submit’
button to confirm that you want to cancel the job.
The job should then be available for you to view in your ‘Cancelled jobs’.
If you cancel a Standard On-site booking (less than 6.5 hours in duration) with less than 24 hours’ notice before the
scheduled start time of the job, you will incur charges for the booking as per TIS National’s cancellation policy. If
your organisation receives free services through TIS National, any fees incurred will be charged to the funding
agency.
For all Full Day On-site and Extended Travel On-site bookings, 48 hours’ notice is required for any significant
change or cancellation. These are on-site jobs 6.5 hours or more in duration.
View TIS National’s Cancellation Policy.

Finalise or dispute a booking
Once a job has been completed, you can finalise the booking with TIS National through TIS Online. If you haven’t
finalised a job in TIS Online within 7 days after the booking took place, it will be escalated to a TIS National staff
member to resolve.
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When a booking has been completed, the job will be available in the ‘Jobs to be finalised’ section. Interpreters also
have the ability to finalise bookings they have completed.

If the interpreter attended the appointment and the job went ahead as scheduled, to finalise the job click on the
‘Finalise job’ button. If the job did not go ahead as scheduled, you can dispute the job by clicking on the ‘Dispute
job’ button.
When you select the ‘Finalise job’ button, you will need to confirm your selection before it will be processed.
If you select the ‘Dispute job’ button, you will need to provide a comment why you are disputing the job and confirm
your selection before it will be processed.
Interpreters have the ability to vary job details when finalising a job (for example, the time the booking finished). In
this case, the job will appear in your ‘Jobs escalated to TIS National’ section.
It is important you continue to sign the Service Delivery Form (SDF) provided by the interpreter when they attend
the appointment to assist us to resolve any disputes which may arise.
Once a job has been finalised, you can view it in your ‘Past jobs’ section.
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Help and support
From the ‘Help and support’ page in TIS Online you can access:
● a copy of this user guide
● a video demonstrating how to perform a range of key functions in TIS Online
● answers to some frequently asked questions about TIS Online.
You can also access most of these resources from the TIS Online for agencies section of the TIS National website.

Enquiries and assistance
If you need assistance using TIS Online, you can contact the TIS Channel Support team.
● Phone: 1300 655 082
● Email: tis@homeaffairs.gov.au
The team is available during standard business hours. For urgent enquiries outside of business hours, call the TIS
National Contact Centre on 131 450.
For assistance with matters not related to TIS Online you can contact one of our Liaison teams.
Client Liaison (general enquiries and feedback):
● Phone: 1300 655 820
● Email: tispromo@homeaffairs.gov.au
Free Interpreting Service:
● Phone: 1300 575 847
● Email: tis.freeinterpreting@homeaffairs.gov.au

Feedback
We value receiving feedback from our clients and we may use your feedback to make enhancements to TIS
Online.
We want to receive feedback about your experience using TIS Online including:
● If TIS Online is easy of difficult to use.
● The benefits of using TIS Online.
● Any disadvantages of using TIS Online.
● Any technical difficulties you experienced using TIS Online.
● How the training resources could be improved.
● Any other feedback you would like to provide.
To provide feedback, please complete the feedback form on our website (www.tisnational.gov.au/feedback) or
contact the Client Liaison team by calling 1300 655 820.

News and resources
You can keep up-to-date with the latest TIS National and TIS Online news from the ‘News and resources’ page.

A guide to TIS Online for agencies | 15

Legend
Icon

Description
View job button:
Use this button to view the full details of a job.
Collapse section button:
Use these buttons to expand or collapse a section of jobs.
More information icon:
Use this icon to see more information about the section you are viewing.
Confirm button: Use this button to confirm a selection you have made.

Yes button: Use this button to confirm a selection you have made.

Submit buttons: Use these buttons to confirm a selection you have made.

Update button: Use this button to confirm a selection you have made.

Cancel buttons: Use these buttons to cancel a selection you have made.

No button: Use this button to cancel a selection you have made.

Finalise job button: Use this button to cancel a selection you have made.

Re-send invitation/Dispute button: Use this button to re-send an agent
their TIS Online welcome email invitation or dispute a completed job.
Edit general information button: Use this button to edit information in a
particular section.
Navigation bar expand button: Use this button to expand a section within
the navigation bar.
Navigation bar collapse button: Use this button to collapse a section
within the navigation bar.
Search button: Use this button to search for something in TIS Online.
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Icon

Description
Drop-down button: Use this button to view a list of options you can select
from.
Calendar button: Use this button to view a list of options you can select
from.
Number of jobs icon: Indicates the number of jobs in a particular section.

Menu button: Use this button to view the navigation bar when using TIS
Online on a mobile device.
Find button: Use this button to search for a particular job when you have
added job filters.

Create new job button: Use this button to create a new on-site interpreter
booking.
View my profile buttons: Use these buttons to view your personal profile.

Logout buttons: Use these buttons to logout of TIS Online.

Page buttons: Use these buttons to scroll between different pages in TIS
Online.

Sort button: Use this button to reverse the order your list of jobs appears
in.

Checkbox: Tick or un-tick checkboxes to indicate ‘yes’ (ticked) or ‘no’
(un-ticked).
Required information icon: Indicates information is required before an
action can be performed.
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Glossary
Here are some definitions of key terms used in TIS Online:
● Account administrator: One or more people within your agency responsible for managing your agency’s TIS
Online account. Account administrators have access to more functionality in TIS Online than account agents or
account contacts.
● Account agents: Users within your agency who have been invited to access your agency’s TIS Online account
by an account administrator. Account agents can request and manage on-site interpreter bookings in TIS
Online, but do not have access to the full range of TIS Online functions as an account administrator.
● Account contact: Contact persons within your agency who do not need access to TIS Online, but should be
listed on the account as a general TIS National contact. Account contacts can’t log in to TIS Online.
● Cancelled jobs: On-site interpreter bookings which have been cancelled by you or by TIS National.
● Jobs escalated to TIS for finalisation: A completed job which has been escalated to TIS National to resolve as
the agency and interpreter disagree on the times or job details recorded in TIS Online.
● Jobs to be finalised: Completed on-site interpreter bookings waiting to the finalised. When you finalise a job you
are confirming that the job went ahead as recorded in TIS Online.
● Jobs waiting to be accepted: On-site interpreter booking requests you have submitted in TIS Online which have
not yet been accepted by an interpreter.
● Past jobs: Completed jobs which have been finalised in TIS Online.
● Upcoming jobs: On-site interpreter bookings where an interpreter has accepted the job and is scheduled to
attend the appointment.
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Top tips when booking your next on-site
interpreter
Home visits
● The ‘Site Contact’ must wait out the front of the house for the interpreter.
● The interpreter is not permitted to approach the door without the ‘Site contact’.
● Provide the ‘Site Contact’s’ mobile number in the ‘Site Contact Detail’ field in TIS Online.

Incorrect contact details
● Please do not use agent IDs that contain obsolete contact details.
● Contact our Client Liaison team to be added as an agent, or email us with the updated contact information.

Interpreter instructions
● Make use of the ‘Interpreter Instructions’ field in TIS Online where you can provide details of the exact location
where the interpreter should arrive. For example, ward 5, level 3 etc.
● You can also use this section to enter any parking requirements, or if the interpreter needs to bring something
with them, such as ID.

Client codes
● A client code contains the letter ‘C’ followed by six numbers.
● Always enter a ‘C’ in front of the six numbers when entering your client code.

Ensure the job has been submitted successfully
● Make sure that you have received an email notification with the job ID as proof the request has been submitted.
● Make sure that the request has not been duplicated. A note will appear at the top of the screen advising that a
duplicate exists. If a second email has come through for the same client, a duplicate job may exist.

Email notifications
● Only sent to the ‘booking contact’. TIS National does not send a notification to the ‘site contact’ email address.
The ‘booking contact’ acts as the internal liaison officer for the ‘site contact’ and should notify the ‘site contact’ of
changes if required.

Cancelling a job
● If your client is unable to attend the appointment or if the site contact needs to cancel, the job should be
cancelled in TIS Online. This will notify the interpreter via email that they no longer need to attend.
● If the interpreter has arrived, the agency should cancel the job rather than sign the SDF. This records the
information accurately that the job did not proceed.

What is the invoice reference field?
The invoice reference field records information that your agency wants provided for individual jobs each time an
interpreting service is requested through that particular client code.
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This assists your agency to:
● maintain records of services
● identify who the communications campaigns are reaching
● reconcile financial accounts.
● In some cases, the invoice reference field is mandatory information that your agency has requested before a job
can be submitted. Examples of required information could be:
● requesting that non-English speakers are connected to a specific phone number
● capturing unique identifiers and other information to help identify your non-English speaking clients
● capturing unique identifiers to help you identify staff using the account.

Do I need to fill out the invoice reference field when booking on-site jobs?
If your agency has asked for particular information, you will be prompted to populate this field before you can
submit your booking request, see below.
If you are unsure of what information is required, you can refer to the Instructions for invoice reference field or
contact your TIS Online account administrator for assistance.

What is meant by specific requirements for the job?
This field is for information that cannot be recorded elsewhere in the booking form and if used, it must be reviewed
by a TIS National staff member before it’s released to our interpreters to accept. This may slightly delay the
allocation process.
Please note this information cannot be seen by the interpreter.
An example of a specific requirement is a request for the interpreter to pre-read background information prior to the
job.
Note: This field is not to be used for Specific Interpreter Requests.

What is a Specific Interpreter Request?
A Specific Interpreter Request is a request by the agency client to use a specific interpreter in exceptional
circumstances, noting that the client must first clearly demonstrate what exceptional circumstances apply to
warrant allocation outside of our Allocation Policy.

How are Specific Interpreter Requests assessed?
Specific Interpreter Requests are assessed on a case-by-case-basis, but are more likely to be considered
favourably where a client can demonstrate that allocation of the nominated interpreter is:
● essential to maintaining the quality and continuity of care or service; and
● of clear benefit to the non-English speaking client.
TIS National will not provide a specific interpreter simply to meet the personal preferences of the client or nonEnglish speaker.
When requesting a specific interpreter you will need to work through the questions on the booking form and
complete an acknowledgement of requirements for the provision of a specific interpreter form, including details of
the exceptional circumstances which apply, before submitting the booking request.
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What is meant by interpreter instructions?
This field is for instructions or information to assist the interpreter to:
● easily locate the job (landmark or room number)
● understand the nature of the appointment. For example, a counselling appointment or home visit including an
assessment.
Please note, the interpreter instructions field is visible to all interpreters that are eligible for the assignment. Please
do not enter any sensitive or confidential information in this space.
This field is not for the site address, the address should be entered in the ‘Site Address’ field.
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