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Director’s message

Welcome to a new year and a new edition of Talking TIS.
Translating and Interpreting Service (TIS National’s) mission is to connect government, businesses and
communities through the provision of credentialed, cost effective and secure language services.
Every hour of every day, TIS National interpreters are on-hand to assist non-English speakers to access essential
services, engage in commercial transactions and enjoy the benefits of Australian society.
Through the Department of Social Services, our interpreters assist doctors, pharmacists, local government, trade
unions and parliamentarians to communicate with culturally and linguistically diverse members of the Australian
community.

Highlights of 2018
In 2018, TIS National provided more than one million telephone interpreting services and 120,000 on-site
interpreting assignments. The number of interpreters has grown as a result of recruiting new interpreters in high
demand languages such as Afar, Kunama, Sango and Tibetan, which are spoken by new and emerging
communities.
TIS National successfully transitioned our interpreters to the new National Accreditation Authority for Translators
and Interpreters (NAATI) certification standards. More than 85 per cent of TIS National’s interpreting assignments
are now performed by interpreters holding the new credentials.
TIS National participated in a number of community events in 2018 where we had the opportunity to engage with
clients and industry representatives, recruit interpreters and create awareness of TIS National’s services. Highlights
included the Gold Coast Multicultural Festival, Melbourne’s Polish Festival, Canberra’s National Multicultural
Festival, the Victorian Multicultural Festival and the Ethnic Communities Council of Victoria Conference.
TIS National also looked at ways to enhance our feedback processes to ensure that your feedback is used for our
continuous business improvement.

Looking ahead in 2019
There are a number of exciting projects underway which will enhance our service delivery in 2019 and beyond.
TIS National are looking at ways to expand our service range to ensure we meet our clients’ emerging needs.
Currently, we are developing a range of e-learning modules for TIS National interpreters which will include such
topics as Work Health and Safety, Child Safeguarding and New Interpreter Induction.
2019 looks set to be another eventful year for TIS National and we look forward to your continued support.

Rockiya Pirova, Director TIS National
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How to reconnect your telephone interpreting
conference using the *0 function
In the event that you are in the middle of a telephone
interpreting conference and the non-English speaker (NES)
or the interpreter disconnects from the line unexpectedly,
you can reconnect by selecting *0.
This function is inbuilt to the TIS National telephony system
and is available to clients to minimise any disruption to your
interpreting session that may result from technical issues
occurring.
If you are on a conference call and one of the parties
(interpreter or NES) disconnects, you will hear the following
message:
‘The non-English speaker/Interpreter has left the
conference. Please disconnect from the conference,
unless you require assistance by pressing *0 now.’
If you had not concluded the conversation and need to be
reconnected, select *0 and you will hear another recorded
message: ‘Please wait while we contact an operator.’
You will then be transferred directly back to a TIS operator. You will be asked to provide the TIS operator with your
job reference number given to you at the beginning of the conference. This will enable the operator to easily locate
the relevant details to get all parties back on the line as quickly as possible.

We want to hear your feedback

As a leading language service provider in Australia, TIS National is committed to service excellence, with a focus
on you: our customer.
We respect your time and value your opinion about our services, policies and procedures. Your feedback is
important to us and we use this information to further improve our service delivery.
You can lodge your feedback by submitting the Department of Home Affairs web form at
www.homeaffairs.gov.au/feedback. Please include your client code and provide detailed information to ensure
feedback can be actioned efficiently and appropriately.
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Online training for interpreters

TIS National proactively supports advancements in the interpreting industry. The recently introduced NAATI
certification system requires interpreters to undergo continued professional development to maintain their
credentials.
In 2019, TIS National will be implementing a new initiative which is aimed at enhancing interpreters’ skills and
promoting their professional expertise and development. TIS National will soon be launching a new e-learning
platform, which will provide interpreters with access to e-learning through the TIS Online interpreter portal.
E-learning will provide interpreters with more flexibility to undertake training in their own time and at their own pace.
Some of the courses offered will contribute towards professional development points required for their NAATI
recertification. E-learning will also provide interpreters being inducted to the TIS National panel with an improved
understanding of what is expected of them. The modules will introduce new interpreters to TIS National systems
and processes, and reinforce their responsibilities. Interpreters will need to complete and pass the induction
modules before they can accept assignments.
Further e-learning modules will be progressively added to the platform that will enhance interpreters’ professional
development. Current interpreters will initially benefit from e-learning modules to develop their understanding of
Work Health and Safety and how to make the most out of learning from feedback.

Advice for agencies - What to do if an interpreter is
running late
If an interpreter is running late for your onsite job, check the booking in TIS Online to make sure there is an
interpreter assigned and the job has not been cancelled. It is also good practice to check the address to ensure
that the interpreter is going to the correct location.
Once you have checked the job details in TIS Online, wait until 10 minutes after the scheduled start time before
calling the Channel Support team on 1300 655 082 (option 1, option 3). The Channel Support team will then
contact the interpreter to check on their whereabouts.
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TIS National attends AUSIT Conference

2018 AUSIT Conference (left to right): Lia (TIS National Interpreter Liaison Officer), Lisa (interpreter), Lamma (interpreter), Maryam (interpreter)
and Rhodora (TIS National Interpreter Liaison Manager).

TIS National attended the 2018 AUSIT conference held at Flinders University in Adelaide. The national conference
theme ‘Intercultural Aspects of Translation, Interpreting and Communication’ highlighted the importance of cultural
understanding and sensitivity among interpreters and professionals in a globalised world. It is a premier event for
practitioners and academics to hear from leading language experts, discuss industry trends and learn about best
practice.
There were 18 presenters over the two-day conference covering a wide range of topics such as NAATI certification,
training interpreters in languages that belong to new and emerging community and testing intercultural competency
among others.
Helen O’Malley, a project officer at NAATI, highlighted the importance of the certification scheme in the ongoing
professionalisation of the interpreting sector in Australia.
The introduction of NAATI’s pre-requisite screening tests has delivered significant improvements. Candidates must
demonstrate intercultural and ethical competency as part of the process. NAATI conducts the test using live roleplay dialogues to recognise and award the credential.
Whilst the certification system primarily exists for consumers of translating and interpreting services, NAATI
considers the benefits of the new system apply right across the industry.

TIS National responds to language demands of new
and emerging communities
TIS National is committed to supporting new and emerging communities settling across Australia by recruiting
interpreters who speak their languages. Where NAATI testing is not available, TIS National proactively approaches
interested parties and assists them in identifying development opportunities to become interpreters. This approach
is crucial to ensure that as new communities settle, they can access services and remain connected through the
help of interpreting services.
Our interpreter recruitment program includes a thorough screening process to ensure that potential interpreters
have English proficiency, meet residency requirements, undergo police checks and possess Working with Children
Check permits where appropriate. We interview all applicants to assess suitability for the role and their ability to
apply the code of ethics which is mandatory for the interpreting profession.
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Introducing the Yazidi community
The Yazidi people are a religious minority who traditionally live in northern Iraq. They mostly speak Kurmanji, which
is a Kurdish language. Yazidi people are settling in regional Australia with communities in Armidale, Coffs Harbour,
Toowoomba and Wagga Wagga. Toowoomba is home to approximately 100 Yazidi families while Wagga Wagga is
home to over 400 Yazidi people.
With growing demand for interpreters to provide services in Kurmanji, TIS National has made recruiting interpreters
to service the Yazidi community a high priority. We have recently added two Kurmanji interpreters residing in
Toowoomba, bringing the total number of Kurmanji interpreters on our panel to 27.
TIS National has also recently added new interpreters to the panel in the Afar, Fulfulde, Oromo, Sango, Tigrinya
and Tok Pisin languages. These service providers are now ready to meet the interpreting needs of clients.

Commitment to improvement
TIS National has well-developed recruitment and interpreter management policies. These policies ensure that TIS
National is well positioned to respond to the demand brought by linguistic diversity of new and emerging
communities settling in Australia.
To address changing language needs, including in regional Australia, TIS National will continue to analyse
changing demand patterns in consultation with stakeholders and collect data to make informed decisions.

Update on TIS National’s partnership with the
National Disability Insurance Agency (NDIA)
In September 2017, TIS National and the NDIA partnered to provide funded interpreting services to National
Disability Insurance Scheme (NDIS) participants from culturally and linguistically diverse (CALD) backgrounds.
The purpose of this partnership is to ensure that NDIS participants have access to the same level of services as
English speaking participants, and for registered service providers to be able to discuss and implement important
support needs within a participant’s plan.
Since its development, TIS National and the NDIA have been working closely to improve the experience and
quality of services for participants, service providers and TIS National interpreters by:








Furthering our understanding of the needs of people with disabilities from CALD backgrounds
Working with CALD peak bodies to enhance the experience for participants, providers and interpreters in a
way which supports CALD participants
Liaising with interpreters via TIS Nationals feedback tool to understand their experiences on NDIS
assignments
Developing and distributing communications to interpreters to support them during assignments with NDIS
participants. Most recently the NDIA translated their Glossary of Terms into 11 key languages other than
English which were uploaded to our TIS Online Interpreter Portal
Attending events and conferences to promote the partnership between the NDIA and TIS National
Developing and distributing information through newsletters and fact sheets for a range of stakeholders
including participants, partners in community, registered service providers and interpreters.
Registering for funded TIS National services.

Registering for funded TIS National services
To access funded interpreting to communicate with your NDIS participants, you will need to register with TIS
National for an NDIS specific client code.
Service providers not registered with the NDIA can still use TIS National services, however unregistered NDIS
providers will be billed directly for these services.
To find out more about how to register for funded interpreting please call our Client Liaison team on 1300 655 820
or email tispromo@homeaffairs.gov.au.
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Pharmacies and the Free Interpreting Service

The Department of Social Services (DSS) expanded the Free Interpreting Service (FIS) eligibility parameters for
pharmacies in July 2017. Pharmacists and other pharmacy staff can now access telephone interpreting for
programs delivered under the 6th Community Pharmacy Agreement. Pharmacists undertaking MedsChecks or
Home Medicine Reviews can also access FIS when delivering community pharmacy services in clients’ homes as
part of a pilot program.
Pharmacies may need assistance from interpreters to communicate with their customers when:










dispensing medication
providing general advice
undertaking medical screening and risk assessments
seeking informed consent and providing immunisations or wound care
assisting with smoking cessation programs
providing leave certificates
discussing the introduction of My Health Record
processing payments for medication or other services
making appointments.

Since the changes were introduced in 2017, there has been a 40 per cent increase in FIS usage in pharmacies,
which is expected to continue as more and more pharmacies register for the service. So far this financial year,
seven times as many pharmacies have registered for FIS compared to the same timeframe last financial year. DSS
will continue to promote the service to pharmacies and raise awareness about the importance of engaging
interpreters in the coming months.
For more information about the Free Interpreting Service go to www.dss.gov.au/free-interpreting.
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Did you know that TIS National now offers Working
with Children Check cleared interpreters in all states
and territories?
The Royal Commission into Institutional Responses to Child Sexual Abuse, which concluded in late 2017, made a
range of recommendations designed to ensure the safety and wellbeing of children receiving services, particularly
in institutional settings. TIS National is fully committed to supporting the outcomes of the Royal Commission to
ensure children’s safety. TIS National has worked hard to build the capacity to provide clients with interpreters who
hold Working with Children Checks (WWCCs), or their equivalent in different Australian jurisdictions, where
required. Since May 2018, TIS National has been able to offer WWCC-cleared interpreters for on-site and
telephone interpreting in all states and territories.
Each state and territory has its own system of WWCCs, often with quite different requirements. This has made the
process of developing the capacity to offer WWCC-cleared interpreters quite complex. A national model for
WWCCs was recommended by the Royal Commission and we look forward to a time when such a model is in
place.
TIS National relies on our clients to identify any requirement for a WWCC-cleared interpreter and advise of this
when requesting an interpreter. Agencies that work with children in settings which constitute child-related work may
assess that an interpreter who holds a WWCC (or equivalent) is required. Where this is the case, the agency can
request a WWCC-cleared interpreter in the following ways:




On-site jobs – in the ‘Additional Requirements’ section of the TIS Online booking form
Pre-booked phone jobs – in the ‘Nature of appointment’ section of the pre-booked phone interpreter form
on the TIS National website
Immediate phone jobs – by advising the TIS National operator at the start of the call.

TIS National will then allocate the highest credentialed available interpreter holding the required WWCC clearance.
For clients booking on-site interpreting jobs in the ACT, there is no need to take any action to secure a Working
with Vulnerable People (WWVP) cleared interpreter. Our systems will automatically assign a WWVP-cleared
interpreter for these jobs, as this is a legal requirement for all on-site interpreting jobs in the ACT. Phone
interpreting is not affected by this special arrangement, as the ACT legislation does not currently require a WWVP
check for phone interpreting.
You can also rest assured that all TIS National interpreters are required to provide us with a National Police History
Check/National Police Certificate (NPC). In addition, all of our interpreters are contractually required to abide by the
AUSIT Code of Ethics and the TIS National Code of Ethics and Conduct. These codes require our interpreters to
adhere to the highest standards of professional conduct, including maintaining absolute confidentiality in relation to
all interpreting jobs.
Whilst all of our interpreters are required to provide an NPC, not all are required to provide a WWCC. TIS National
have made substantial efforts to build broad coverage of WWCC-cleared interpreters across as many languages
and jurisdictions as possible. However, occasionally TIS National may not be able to fulfil WWCC job requests in
particular jurisdictions or languages. TIS National ask that clients carefully assess the requirement for a WWCCcleared interpreter against the relevant legislation before requesting one. Requesting a cleared interpreter where
this is not legally required may unnecessarily restrict our ability to meet demand.
Further information on our WWCC arrangements can be found on the TIS National website at
https://www.tisnational.gov.au/en/Agencies/Frequently-Asked-Questions-for-agencies, or you may also contact our
Client Liaison team on 1300 655 820.
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Polish Festival
On Sunday 18 November 2018, TIS National representatives attended the Victorian Polish Festival at Federation
Square in Melbourne. As a celebration of Polish culture, this festival attracts a large number of attendees each
year. It’s an opportunity for Melbournians to learn about Polish heritage and experience rich and vibrant culture first
hand. For TIS National, it was a wonderful opportunity to engage with community representatives, language
practitioners and interpreting industry representatives.
The festival president, Monika Paszkiewicz, opened the event and thanked all the sponsors, including TIS National.
Polish Ambassador to Australia, Michał Kołodziejski, and former Victorian Liberal Party leader, Matthew Guy, were
both in attendance.
There was plenty of traditional music, singing, dancing and food, and booths offering information on Polish
citizenship, Polish history, crafts and films. Large crowds attended the festival throughout the day.
TIS National representatives had the pleasure of speaking with various attendees, including several TIS National
Victorian Polish interpreters, Teresa, Magdalena, Tatiana and Lucyna.

2018 Polish Festival: Official opening. Paul Ryan, TIS National (Account Manager Client Services) and Interpreter Tatiana Slezak; Interpreter
Liaison Officer Catherine Walsh and Interpreter Teresa Zerger.
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Interpreter profile: Han-Yin Yang
I was born in Taiwan, migrating to Australia with my family
around the year 2000. Taiwan is an island that heavily relies
upon international trades. When I was young, I had the
opportunity to observe interpreters working in business fields. I
was amazed by their language and communication skills. All of
them not only interpreted the meaning of the words but the
emotions of the speakers as well. Although they are not
professional actors, their performances were awesome and
impressive. Since then I had made up my mind to begin a
career in interpreting.
A career in interpreting gives me a lot of opportunities to
explore the world. Another reason for me to become an
interpreter is my
personality. I am a very
curious person. I enjoy
investigating subjects
that interest me and love
to learn new knowledge
outside of my
professional career. I
enjoy reading and
listening to podcasts
(especially when the
topic is health-related), cooking, having coffee with friends, and going to the
beach. Recently, I have started a self-education journey about essential oils,
learning about the history and theories of aromatherapy. I am totally
obsessed with the chemical interaction between human body and aroma
now.
For new interpreters, I
would like to recommend
that they train their brain,
not just work on their
note-taking skills. This
helps to memorise as
much information as possible, which I find is a much-efficient
tool for interpreters to accomplish their task. I would also like to
remind new interpreters to look after their health, both
physically and mentally. With a healthy body and a strong and
clear mind, it will definitely help your performance.
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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

