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Interpreter recruitment
TIS National’s new and emerging languages: meeting the challenge

TIS National is one of the largest public sector interpreting service providers with more than 3000 contracted
interpreters speaking more than 160 languages.

Increasing demand for interpreters in new and emerging languages such as Afrikaans and Tok Pisin has led TIS
National to adopt innovative ways to recruit new interpreters:
•

We regularly promote our recruitment priorities on the TIS National website, and encourage
potential interpreters to submit an application online.

•

TIS National is now working with Job Network agencies to assist individuals with becoming an
interpreter. Job Network agencies help to ensure they meet set requirements and provide access
to training pathways for gaining certification. This partnership will contribute to TIS National in
providing the highest level of credentialed interpreters to our agency clients.

•

Working with an academic institution like RMIT, TIS National has been engaging with students to
promote the interpreting profession and recruit new talent.

TIS National is continuously expanding its efforts to recruit interpreters with the required language skills and, where
possible, support them to acquire appropriate certifications.
Ongoing analysis conducted by TIS National regularly identifies agency needs for new languages, which informs
our planning to recruit new interpreters and meet demand.
We are excited to announce that TIS National has recently added the following languages to its list:
•

Idi: a Papuan language spoken in Western Province of Papua New Guinea.

•

Afar: a Lowland East Cushitic language spoken mainly in the Afar Region of Ethiopia, in Djibouti
and Eritrea.
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Ethnic Communities’ Council of Victoria conference: Workplace Revolution:
‘The future of employment in multicultural Victoria’

TIS National was excited to participate as a Supporting Partner at the Ethnic Communities’ Council of Victoria
(ECCV) 2018 Conference in Melbourne, 17-18 May 2018. The ECCV is the peak policy advocacy body for over
200 ethnic and multicultural organisations in Victoria.
The theme of this year’s event was ‘Workplace Revolution: The future of employment in multicultural Victoria’. This
creates an ideal platform to promote TIS National as an innovative organisation that embraces diversity and
inclusion in the workplace, and to share information about our current interpreter recruitment priorities in-line with
NAATI’s new certification model.
With panel discussions, presentations and plenary sessions for over 500 delegates and 80 speakers, the
conference provided an opportunity for TIS National to join other industry stakeholders coming together to share
stories, ideas and thoughts about how policy can be shaped to improve workplace opportunities and experiences of
culturally and linguistically diverse Victorians.

Working with interpreters
AUSIT telephone interpreting protocols

The Australian Institute of Interpreters and Translators (AUSIT) is the national association for the translating and
interpreting profession. AUSIT promotes ethics and quality standards through the industry, and is the benchmark
organisation for the interpreter code of ethics and professional development. AUSIT recently issued Recommended
Telephone Interpreting protocols guidelines which is an invaluable resource for interpreters and agencies. The
protocols provide some practical tips and guidelines for how to best work with interpreters. This will result in
agencies having more meaningful and useful interactions with their non-English speaking clients through the use of
a telephone interpreter. The protocols are currently available on the AUSIT website.
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Meet: Sima Keyvan, Farsi interpreter
I am a professional level Farsi (Persian) interpreter based in
Melbourne. I believe that a good interpreter never stops
learning and improving their skills. I was born in Tehran, Iran,
to Russian parents. I studied English and Arabic in my early
years, and supplemented these with counselling courses
when I came to Australia. Throughout my life I have seen the
importance of language for effective relations, interpersonal
and cross-cultural communication and overcoming barriers.
With my natural ability to connect with people and passion for
helping others, I decided to pursue an interpreting career.
I believe interpreters are not just responsible for converting
one language to another, but also for accurately conveying
the emotion of a concept and upholding ethical and
professional conduct at all times. Interpreters are required to
be impartial, not advocate, and maintain appropriate
professional boundaries with clients. Interpreters should be
resilient and prepared to work with vulnerable or traumatised
clients in unpredictable, challenging situations. While these
challenges can be confronting, I encourage interpreters to be
mindful and attentive to their personal health and mental
wellbeing.
I see the continued development of professional skills and
knowledge as vital to excellence in the field. Building your
vocabulary and having understanding of the languages and
cultures you are interpreting is an ongoing process. I read articles, watch videos, and exchange ideas and
experiences in discussion groups to keep up-to-date with changes in the interpreting world. I immediately take
notes on my phone of new words I encounter, particularly technical terms and slang. I also find that it is helpful to
perform activities to improve memory retention, like brain-training puzzles, as well as practicing note-taking skills.
The rewards and experiences of being an interpreter include working with a range of different people, developing
coalitions with others and building experience by working in different fields, and helping people. Working as an
interpreter gave me the opportunity to meet and work with people from different backgrounds, cultures, races, and
religions. I believe interpreting gives me the opportunity to expand my social network, share experiences with
others, and learn more about different cultures and creeds.
Interpreters also have the advantage of working with specialists like medical or legal, who are experts in their field,
and adds to your general knowledge of different practices. Working in difficult environments gives you a newfound
appreciation for your own blessings in your life. I feel that being positive has an impact internally as well as on
others you interact with. I am passionate about helping others and believe interpreting is very rewarding.

‘Translation is that which transforms everything so that
nothing changes’ ― Günter Grass

Cancellations
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Changes to TIS National's cancellation policy
TIS National has recently amended the cancellation notice period required for:
•

Full Day On-site jobs (these are on-site jobs that are 6.5 hours in duration or longer)

•

IMA deployments

•

Extended Travel On-site jobs (these are on-site jobs where the interpreter must travel 100
kilometres or more, one way, from their usual place of residence).

The required cancellation notice period for a Full Day On-site job or IMA deployment is now 48 hours before the
scheduled start time. For Extended Travel jobs, the required notice period will commonly also be 48 hours before
the scheduled start time. However, in some circumstances, special provisions apply which result in the required
minimum notice being greater than 48 hours to ensure cancellations can be actioned within standard TIS National
operating hours.
A cancellation fee will apply for any significant change or cancellation provided with less than the required notice.
This policy amendment is now in place for these job types.
For all Standard On-site jobs (which are on-site jobs less than 6.5 hours in duration), 24 hours’ notice is still
required for any significant change or cancellation, in order to avoid cancellation charges.
Details of these changes are contained within TIS National’s cancellation policy.
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Free services
Expansion of the Free
Interpreting Service

The Free Interpreting Service is delivered
by TIS National, on behalf of the
Department of Social Services (DSS). The
Free Interpreting Service aims to provide
equitable access to key services for people
with limited or no English language
proficiency.
Eligibility for the Free Interpreting Service
has recently expanded. The service can
now be used to communicate with anyone
in Australia who has a Medicare card
(previously restricted to Australian citizens
and permanent residents).
The Free Interpreting Service is available to:
•

Private medical practitioners

•

Pharmacies

•

Non-government organisations (NGO)

•

Real estate agencies

•

Local government authorities

•

Trade unions

•

Parliamentarians

Other changes to eligibility for the Free Interpreting Service include:
•

access for allied health professionals providing casework and emergency services within the
eligible non-government organisations group

•

pharmacies using the service to discuss any medications or health issue (previously only provided
for dispensing PBS medications).

To find out if your organisation is eligible for the Free Interpreting Service contact TIS National.
Phone: 1300 575 847
Email: tis.lpl@homeaffairs.gov.au

Register now
If you are eligible for the Free Interpreting Service, it’s easy to register. Eligible groups simply need to complete the
client registration form on the TIS National website.
For assistance with registration, contact our friendly Language Policy Liaison Team.
Phone: 1300 575 847
Email: tis.lpl@homeaffairs.gov.au
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Be connected to an interpreter in just a few minutes!

Service providers using the Free Interpreting Service can be connected to a
phone interpreter within a few minutes.
To use the Free Interpreting Service:
•

call TIS National on 131 450

•

provide the operator with the language of the interpreter that you
need

•

provide your client code and the name of the
organisation/practitioner/parliamentarian

•

request an interpreter of a particular gender, if required (subject to
availability).

View more information about the Free Interpreting Service.
Free Interpreting Service: 131 450

Stay up-to-date with TIS
Subscribe to our e-News

Would you like keep up-to-date with the latest news and initiatives at TIS National?
By subscribing for updates from TIS
National, you can stay up-to-date with the
latest news and events including:
•

policy updates

•

service updates

•

the Talking TIS newsletter

•

new initiatives and services.

Register by completing our online
subscribers form.
When you register, you can choose to
receive updates by email and/or SMS and
you can unsubscribe at any time by filling
out the Ask us a question form or by
emailing
tis.communications@homeaffairs.gov.au.

Subscribe now!
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Who pays your invoices?
Tips and tricks for paying your TIS National invoices

Do you use purchase orders or reference numbers?
Some organisations require a purchase order or a unique reference number to be quoted so that their monthly
invoice can be paid. If you would like your purchase order or reference number to be included on your monthly
invoice, please email your requirements to tis.invoice@homeaffairs.gov.au.

Individual remittance advices
TIS National often receives remittance advices that don’t include sufficient information which results in a timely
process when entering invoice payments into our system.
The remittance advice should list the full invoice number and the dollar amount being paid against that invoice. This
is especially important when multiple payments appear on a single remittance advice.
If your payment system has text limitations that prevents the full invoice number from being entered into the
remittance advice, please enter your account number (also known as a ‘Client Code’) which is in the format of the
letter C followed by six numbers (e.g. C123456). Having the account number displayed on the remittance advice
allows us to identify what jobs you are paying for and process your payment efficiently.
If you are short-paying your invoice, please indicate on the remittance advice the specific job numbers that are not
being paid. Remittance advices should be emailed to tis.finance@homeaffairs.gov.au.
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Events
Victoria’s Multicultural Festival

TIS National participated in Victoria’s Multicultural Festival on Saturday 24 March 2018. The festival was the
highlight of Cultural Diversity Week being a much anticipated event on the multicultural calendar.
The festival was a showcase for the many artistic talents of Victoria’s multicultural communities and offered an
incredible array of food. Representing TIS National was our Interpreter and Client Liaison Teams who provided an
opportunity to speak with several attendees who were interested in either becoming an interpreter or using TIS
National’s services.
Representatives from TIS National also participated in the festivities for Cultural Diversity Week where various
community groups were enthusiastic to hear about the work of TIS National, including Helen Kapalos, the
Chairperson of the Victorian Multicultural Commission.

Image: Cultural performance at Victoria’s Multicultural Festival

TIS National to present at the Cultural Diversity in Ageing conference

TIS National has been invited to present at the Setting Standards - Cultural Diversity in Ageing conference taking
place on 15 June 2018. The Melbourne conference aims to provide an understanding of cultural diversity in aged
care facilities for attendees who work in the aged care sector. This event will also equip aged care workers with the
tools to assist community members from diverse backgrounds living in supported aged care facilities.
Up to 200 delegates are expected to attend the conference and TIS National will be focusing on raising awareness
in the aged care sector on the importance of using interpreters, and how to access TIS National interpreters to
communicate with their non-English speaking clients.
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Connecting you in your language
Resources for non-English
speakers

After merging into the newly established
Department of Home Affairs, we have completed
the updating of branding and design of our
promotional materials.
The rebranding project also provided us with an
opportunity to produce new resources directed at
our non-English speaking audience, helping them
to access a telephone interpreter.

Instructional poster for non-English speakers calling
131 450
This poster assists your non-English speaking clients to access interpreting
services independently and is currently available in the following highdemand languages:
•

Arabic

•

Mandarin

•

Cantonese

•

Spanish

•

Dari

•

Tamil

•

Farsi

•

Turkish

•

Korean

•

Vietnamese

I need an interpreter sticker
Non-English speaking clients can apply this sticker to the back of their
Medicare card or their mobile phone to show to the English speaker at the
reception desk. The English speaker is quickly able to identify their need for
an interpreter and what language they speak.
TIS National provides a range of
promotional products in electronic
format for you to view, print or save
immediately. Some promotional
products are also available in hardcopy format on request using the
promotional materials request form.
Check out the promotional
materials catalogue on the TIS
National website.
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Feedback
What do we do well? What could we improve on?

TIS National values all feedback as it helps us to identify opportunities for improvement to our services and
systems. Providing more than one million telephone and face-to-face interpreting services each year, we
encourage all clients to tell us about their experiences using TIS National.
We welcome all feedback comprising; compliments, complaints and suggestions to improve:
•

your journey when calling our contact centre

•

your experience working with our interpreters

•

your online experience while booking a service.

All feedback is collected by the Global Feedback Unit (GFU) which manages all feedback relating to the
Department of Home Affairs. Each feedback item received is thoroughly investigated, discussed with the relevant
area, and responded to within 15 working days.
Feedback about our interpreters provides TIS National with the opportunity to conduct interpreter coaching
sessions and to recognise our high-performing interpreters.
Tell us what you think through the TIS National online feedback form or by calling the GFU Feedback Team directly
on 133 177.
To help us get your feedback through to the relevant area, please provide as many details as possible.
For example:
•

TIS National job number (18xxxxxxx)

•

TIS National client code (C123456)

•

date and time of service

•

language.

TIS Online account tips
# Account housekeeping

There are some instances where we need to contact the Account Administrator of a client’s TIS Online account.
The Account Administrator must ensure that their email address is not a personal email address. Entering a
personal email address could mean that we cannot contact you in the event of a job update or updates to your
account.
To update your existing email address:
1. Log into TIS Online.
2. Navigate to ‘Agency account’:
3. Click on the edit button in the ‘Agency contact details’ section.
4. Change your email address and click update.
5. This change will be reflected in your Account history.
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TIS National
Connecting you, in your language
131 450
Client Liaison | Phone: 1300 655 820 | Email: tispromo@homeaffairs.gov.au

Useful links
Visit our website
Contact us
Provide feedback
Subscribe for e-Comms updates
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