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Director’s message
Welcome to the 2020 summer edition of Talking TIS. As we welcomed in the New Year and decade, the
devastation of the bushfires that swept across the country was truly shocking in size and ferocity. The immediate
and enduring impact of these events will affect many, either directly or indirectly, for years to come.
The Department of Home Affairs response was instant and dynamic to these critical incidents, while maintaining
services and considering the impact to staff and services providers. On one occasion, TIS National was operating
at a reduced capacity as a result of the effects of the bushfires.
TIS National also issued a precautionary advice to our interpreters to consider providing services by phone until the
situation improves. Staff and interpreters were reminded to contact our Employment Assistance Program for
support 24 hours a day, seven days a week.
As weather related critical incidents continue to impact Australia, TIS National will monitor the effects and provide
further updates as required. This will assist us with being able to provide services to those most in need, while also
ensuring the health and wellbeing of our staff and interpreters.

Highlights of 2019
2019 was another successful year for TIS National with over 1.18 million services provided in over 140 languages.
We focused on recruitment of interpreters and welcomed new interpreters to our panel in high priority languages
such as Greek, Kurmanji, Sango and Swahili.
Our teams continued to collaborate with industry and clients to provide best service and connect with the
community. TIS National supported several stakeholders to train interpreting within complex industries such as the
health and judicial systems.
TIS National sponsored the Federation of Ethnic Communities’ Councils of Australia (FECCA) 2019 National
Biennial Conference and Australian Institute of Interpreters and Translators (AUSIT) Conference, both held in
Hobart. The FECCA conference attracted around 500 leaders from Australia’s diverse multicultural communities,
language service providers, and government agencies. The AUSIT Conference brought together interpreting and
translator professionals and researchers. TIS National takes a strategic approach in meeting the language
demands of Australia’s growing linguistic diversity. We attend these events to stay in touch with the changing
needs of the interpreting industry and community stakeholders. These are also forums to recruit interpreters for the
new and emerging communities settling in Australia.
In December, TIS National sponsored and attended the African Music and Cultural Festival held at Federation
Square, Melbourne. The festival had an expected attendance of 45,000 people allowing us to connect with
potential interpreters in high demand African languages like Shona, Swahili and Lingala.

Looking ahead in 2020
TIS National is working towards introducing some exciting new initiatives in 2020. With the launch of our e-learning
platform, we have developed several modules for interpreters and the remaining modules will be progressively
rolled out in 2020.
We look forward to continuing to foster relationships with our stakeholders, working collaboratively to continue to
improve our services and connect with the community.
On a final note, I want to say thank you to our interpreters, for being the voice that facilitates communication for
people with no or limited English language skills and ensures that all eligible Australians from culturally and
linguistically diverse backgrounds have equitable access to government policies, programs and services. We also
thank our agency clients that commit to the Multicultural Access and Equity policy ensuring that all Australians
regardless of cultural, linguistic, and the like backgrounds have the opportunity to achieve their potential and
participate in the social, economic and cultural life of our nation; helping to drive our future prosperity and build a
stronger, more cohesive Australia.
All the best for your best year, 2020.
Rockiya PIROVA, Director TIS National
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Top tip: When should I use the Pre-booked telephone
service?
TIS National’s Contact Centre provides an efficient and professional service to the community and agencies who
require immediate telephone interpreting services. Our operators are always available to assist agencies to use TIS
National’s services effectively. In addition to immediate telephone interpreting services, TIS National also offers
pre-booked telephone interpreting.
Pre-booking a telephone interpreting service is beneficial when the nature of the assignment may be complex,
requires specialist knowledge or the availability of interpreters in a particular language is limited. You can provide
background or briefing material to the interpreters in advance, which allows the use of interpreting time in the most
efficient manner. Please note that a charge for pre-reading applies in these instances. TIS National is currently only
able to supply interpreters for a pre-booked telephone interpreting assignment, and interpreters are not expected to
read (translate) directly from the supplied material. In many cases, using a pre-booked phone interpreter has
proven to be an effective and less expensive alternative to providing an on-site interpreter.
Read more about our phone interpreting services on the TIS National website or contact the Channel Support
Team for existing booking enquiries.

TIS National Channel Support Team

NAATI automated credential updates
National Accreditation Authority for Translators and Interpreters (NAATI) is offering a new online service, which
enables TIS National to automatically verify practitioner credentials. The NAATI Application Programming Interface
(API) allows our online booking portal, TIS Online, to search NAATI's database using the interpreter's practitioner
ID, returning the practitioner's name and current and previous certifications.
This automated process for gathering NAATI credentials will improve the accuracy and timeliness of this
information in our databases. The process also eliminates the need for TIS National to manually update
credentials, and interpreters do not need to upload evidence for their credentials to remain valid.
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Identity matters—always check, don’t take the risk
It is essential that agency clients check and verify the identity (ID) card of each interpreter at on-site assignments.
Failure to check the ID card exposes clients to potential risk of permitting an unauthorised person onto your
premises. It could also lead to serious issues including an unqualified person or someone not bound by the
Interpreter Code of Ethics undertaking an assignment.
TIS National collects personal information of all parties involved in the provision of interpreting services, including
interpreters, non-English speakers and agencies who wish to communicate with their non-English speaking clients.
TIS National’s privacy notice provides details of collected personal information: when, why and how.
To become an interpreter on the TIS National panel, applicants must be an Australian citizen, permanent resident
or New Zealand citizen and provide 100 points of identification documentation, a National Police Clearance, and
Working with Children Check permit, or equivalent, where required.
TIS National ID cards have security features to safeguard against misuse. Our Deed of Standing Offer requires
interpreters to prominently display their ID card to the agency at the start of each on-site assignment and they must
wear it at all times during the on-site assignment.
You can protect the integrity and privacy of your agency by always checking TIS National interpreter ID cards for
every on-site assignment.
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National study examines interpreting in courts and
tribunals
In 2019, a team of researchers from the University of New South Wales (UNSW) with the support of industry
partner organisations received an Australian Research Council (ARC) Linkage grant for the research project
Access to justice in interpreted proceedings: the role of Judicial Officers. The research team includes UNSW
researchers Professor Ludmila Stern, Professor Sandra Hale, Acting Professor Stephen Doherty, Ms Melanie
Schwartz and Mr George Bisas as an Industry Partner from Multicultural NSW. The partner organisations represent
interpreter bodies, interpreting service providers, and bodies representing the judiciary. These include National
Accreditation Authority for Translators and Interpreters (NAATI) and The Australian Institute of Interpreters and
Translators (AUSIT), TIS National, Multicultural NSW, the NT Aboriginal Interpreter Service (AIS), All Graduates,
Australasian Institute of Judicial Administration (AIJA), and the Judicial Council for Cultural Diversity (JCCD) of the
Migration Council.
The national study will be the first to examine the role of the Australian Judicial Officers’ (JOs) to achieve effective
communication during legal proceedings. It will examine if JOs adhere to the Recommended National Standards
(RNS) and compare their practices to those of international criminal courts and tribunals.
With the assistance of its Partner Organisations, the research team will observe interpreting during criminal court
proceedings in most jurisdictions. Interviews and focus groups with JOs, interpreters and lawyers will complement
the study to capture the broader perspectives of different stakeholders. To increase the representativeness of the
findings arising from the observations and interviews, the researchers will compile and analyse a large collection of
transcripts of interpreted materials from proceedings and judgments.
The project’s practical outcomes will include strategic recommendations for enhanced communication strategies in
interpreted proceedings – an area of growing courtroom demand that presents significant challenges.

Top tip: What do I need to do if I have booked an
interpreter for an on-site home visit?
An accurate address and any specific instructions to assist the interpreter locating the site is important when
submitting a request for an interpreting assignment in TIS Online. On the day, the site contact must meet the
interpreter at the front of the property at the scheduled appointment time, as interpreters cannot enter the premises
without the site contact present.
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TIS National promotes interpreter training: National
Disability Insurance Scheme (NDIS)
The Centre for Culture, Ethnicity & Health (CEH) delivers training workshops for interpreters across Victoria to
understand the complexities and distinct terminology of the National Disability Insurance Scheme (NDIS). During
2018 and 2019, the CEH trained 1000 interpreters in Victoria with the support of the National Accreditation
Authority for Translators and Interpreters (NAATI). Many of these interpreters are on the TIS National interpreter
panel. The workshops are collaborative, involving interpreters from the same language group who work together to
agree on how NDIS terms and concepts are best interpreted. Interpreters use the resources developed by CEH,
such as the Glossary of NDIS and Disability Services and Health Translations online library to prepare for NDIS
participant conversations.
Feedback received from our interpreters is positive:


93 per cent have a better understanding of the concepts and principles of the NDIS



82 per cent are more likely to attend an NDIS assignment after undertaking the training.

In addition to training workshops, TIS National has assisted the CEH to promote follow-up focus groups with TIS
National interpreters. The aim of these focus groups is to develop a deeper understanding of the impact that
training interpreters in the disability sector can make. We aim to use the outcomes of these focus groups to identify
gaps and barriers to accepting NDIS assignments, and to work with interpreters and service providers to improve
the quality of services delivered to NDIS participants.
If you are a NDIS registered service provider working with TIS National interpreters, you can submit feedback
about your experience via the TIS National website.
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Automatic ATIS account registration for Free
Interpreting Service agencies
The Automated Telephone Interpreting Service (ATIS) provides a fast and easy way to engage a phone interpreter
without the need to speak with a TIS National operator. It provides immediate access to interpreters in over 50 high
demand languages. Using voice recognition technology to identify the language required, it automatically connects
with an interpreter in that language.
As part of TIS National’s commitment to continuous improvement of services through the efficient use of
technology, ATIS registration has become mandatory for the following Free Interpreting Service clients when
creating a new client code:


Medical practitioners
o

General Practitioners

o

Specialists

o

Nurse Practitioners



Pharmacies



Real Estate Agents

After registration of a new client code these clients will receive a welcome letter from TIS National confirming their
ATIS account number and ATIS access number, and instructions on how to use ATIS.

TIS National connects at conferences and festivals
TIS National staff have been out and about attending events and engaging with interpreting industry professionals,
ethnic community councils, and the wider community. These events yielded strong professional connections and
networks as well as an opportunity to promote our services and receive instant feedback.
TIS National sponsored the Federation of Ethnic Communities’ Councils of Australia’s (FECCA) Biennial
Conference and the Australian Institute of Interpreters and Translators (AUSIT) National Conference. Our
participation demonstrated the important role TIS National services play in connecting communities and making a
meaningful contribution to Australia that is prosperous, open, and united.
We accepted an invitation from the Mater Group to attend the Pharmacy Assistant National Conference. Our staff
engaged with medical professionals to gain valuable insight into current issues and ethical considerations within
the pharmaceutical industry. The conference attendees provided positive feedback about TIS National’s 24 hours
phone interpreting service through the Pharmacy Priority Line. This line allows immediate interpreting access for
pharmacy staff to provide important medical and prescription information to their non-English speaking clients.
TIS National also attended the Fiji Day Multicultural Festival and the African Music and Cultural Festival, both in
Melbourne. These celebrations brought together communities for days of food, dancing and celebrations. By
attending various community events, TIS National aims to recruit new interpreters in high demand, and languages
of new and emerging communities settling in Australia.
Connecting at industry and community events enables TIS National to promote the objectives of the Multicultural
Access and Equity Policy that all Australians from culturally and linguistically diverse backgrounds have equitable
access to government policies, programs and services. These events are also a good platform for TIS National to
stay up to date with trends and issues in the language services industry.
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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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