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Director’s message
Welcome to the Summer 2021 edition of Talking TIS. As 2020
draws to a close, I would like to acknowledge the extraordinary
efforts made by our staff and interpreters for the way we have dealt
with the unprecedented daily challenges brought by the COVID-19
pandemic.
TIS National focused on improving our work to serve the needs of
the culturally and linguistically diverse (CALD) communities. This
ensured that we continue to provide vital language services to our
vulnerable clients during uncertain and turbulent times.
The use of digital channels to communicate effectively became
increasingly important this year. In response to the growing
demand for Telehealth consultations, we launched a new language
service channel - Telehealth video interpreting. The new service
facilitates access to interpreters in a period where restrictions,
imposed in response to the pandemic, may limit the equitable
access to medical services for patients from CALD backgrounds.
TIS National continued to provide language services 24 hours a
day, every day of the year. During the current calendar year to 30
November 2020, TIS National delivered 994,694 telephone
interpreting services, of which 22,679 were emergency-related
services. As call queues increased over the course of the year,
many of you showed great patience in both accessing and
providing our services.
It is now time to look forward with a degree of optimism. The
COVID-19 experience has demonstrated that here in TIS National
we can be adaptive to working in fluid environments and resilient to
the high operational pace of our work across extended periods.
I would like to take this opportunity to thank you for using the services of TIS National during this challenging year. I
wish you and your family a safe and happy festive season, and look forward to continuing to deliver a high quality
service in 2021 to meet all of your interpreting needs.
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Spotlight on the TIS National contact centre shift team
When the Victorian Government announced stage four restrictions,
permitting only essential workers to leave their home for work, TIS
National took immediate action in navigating the uncharted landscape that
was working in a global pandemic.
The TIS National Shift Team operates 24 hours a day, every day of the
year facilitating communication between private and government agencies,
and their clients with no or limited English language skills.
One important function of the TIS National shift team is to service 000
emergency calls, which includes, police, fire, and hospital priority calls.
These calls substantially increased during the COVID-19 pandemic. The
past 12 months saw the shift team answer many urgent community and
state emergency-initiated calls, including those from vulnerable and highneeds clients affected by the pandemic. There was a significant spike in
calls received all hours of the night including calls for the Department of
Health and Human Services COVID-19 Hotline and various state based
services to support the communities’ response to the pandemic and
access to important information.
The TIS National contact centre shift team operators adapted to these
challenges through maintaining communication and supporting one
another. The ability to work from home allowed TIS National staff to
continue delivering services, though the ability to interact with each other
is something that we really missed. As we ease out of restrictions and return to a new normal,
the shift team operators will continue to support the wider community on behalf of the
Department of Home Affairs taking calls around the clock. The team will be there throughout
the Christmas and New Year periods 24 hours a day.

TIS National interpreter capacity building
program
TIS National commits to building interpreting capacity where there is a shortage of interpreters, especially for the
new and emerging communities settling in Australia. We are currently sponsoring 30 interpreters to complete the
Interpreting Skills for the National Accreditation Authority for Translators and Interpreters (NAATI) certification
course through RMIT.
In response to settlement of Yazidi communities
in regional Australia, the program prioritised
language service providers who speak
Kurmanji. Our goal is to develop a larger pool of
interpreters with NAATI Recognition and
received with a positive response from 11
interpreters meeting RMIT eligibility
requirements and enrolling in the course.
Interpreters who provide services in settlement
languages including Amharic, Dinka, Filipino,
Hakha Chin, Kayah, Kinyarwanda, Mongolian,
Samoan, Swahili, Tibetan and Tigrinya were
also selected.
This program provides the interpreter a pathway
to apply to NAATI to become a Recognised
Practicing Interpreter or to sit the Certified Provisional Interpreter test in languages where this is available.
RMIT conducts the course online over 10 weeks for those with interpreting experience who seek to meet the
eligibility requirements for NAATI Certification or Recognition.
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The course helps interpreters develop the knowledge and practical skills required in their work and expands on the
ethical competencies required for interpreting within a community.
The first group of interpreters will complete their course in early December and then be supported to lodge an
application with NAATI. The second group will finish their training in February.

We speak your language
Did you know that TIS National offers services in more than 150 languages?
We have recently added two new languages to our panel: Congo Swahili and Müün Chin.
The National Accreditation Authority for Translators and Interpreters (NAATI) added Congo Swahili to the list of
languages it recognises. Approximately twenty percent of the words used in Congo Swahili come from French.
We also offer Müün Chin. This language is spoken in and around Mindat, which is part of Chin State in Myanmar. It
is also sometimes referred to as Mindat Chin.

Legal Terms Glossary Assistance for Interpreters

The Judicial Council on Cultural Diversity have developed and recently launched a legal glossary app (for Android
and IOS devices) called Legal Literate.
This resource aims to assist interpreters working with people with limited or no English proficiency in understanding
over 500 common legal terms used in Australian courts and tribunals.
The App’s content can be accessed offline (once downloaded) to assist with remote working. It is free to download
in the App Store or on Google Play.

Focus groups support UNSW research about the role of
Judicial Officers when working with interpreters
TIS National has recently hosted two very successful focus group discussions with our interpreters. We aimed to
explore the challenges experienced by language practitioners, while interpreting for courts and tribunals. The focus
groups were held in partnership with the University of NSW (UNSW).
In 2019, the School of Humanities and Languages at UNSW initiated a national research project funded by the
Australian Research Council (ARC) with a range of industry partners, including TIS National. The project is titled,
‘Access to justice in interpreted proceedings: The role of Judicial Officers’.
The research aims to examine the ways judicial officers can improve courtroom communication and prevent
miscommunication and error. This is particularly relevant in criminal cases where courts use interpreters to
communicate with people from new and emerging communities and where interpreters are much less likely to have
received specialised training. Expected outcomes of this project include improved communication and better
access to justice for participants with no or limited English language skills.
During focus group discussions, interpreters shared their experience of working in courts and tribunals and outlined
how judicial officers and court administration can provide better support to interpreters in recognition of their
professional needs.
The project’s Lead Investigator Professor Ludmila Stern noted, ‘Interpreters’ experiences when working in courts
and tribunals have been diverse. Most found judges and magistrates polite and respectful, however other court
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participants have a limited understanding of the interpreters’ role and needs, including why interpreters need to be
briefed for a case or what challenges interpreters experience when trying to interpret accurate legal language.’
A total of 16 interpreters from the ACT, NSW, Queensland, Victoria and West Australia took part in the focus
groups. The online discussions allowed the UNSW research team to engage with interpreters who have experience
in courts and tribunals in jurisdictions where interstate fieldwork travel was disrupted due to travel bans.
Interpreters involved in the project provide services in a range of languages including Amharic, Hazaragi,
Rohingya, Sorani Kurdish, Southern Kurdish (Feyli), Sudanese Arabic, Tok Pisin, Tongan, and Turkmen. In some
of these languages, Certified Provisional Interpreter Credentials are available, but in other languages. Recognised
Practicing Interpreter is the only credential currently on offer.

Telehealth: TIS National service offering for medical clients
continues to grow
In response to the COVID-19 pandemic and Stay at Home restrictions, TIS National expanded its services to
include video interpreting to health care industry clients using Healthdirect Video Call, WebEx, Zoom, and other
applications. This service went live late August 2020.
The new video interpreting service is currently available to general practitioners, medical specialists, nurse
practitioners, and allied health professionals nationally. This service ensures that patients with limited or no-English
language ability can seek medical treatment without having to leave their home, while still retaining the benefits of
visual contact with their doctor and the TIS National interpreter. Clients in the medical profession including those
working across a diverse range of Allied Health professions have adopted the Telehealth Video conferencing
service in growing numbers.
The use of video interpreting has also proved to be an excellent option, enabling clients to access an interpreter in
situations where an onsite interpreter is not available. In regional and rural settings, video interpreting allows
access to specific languages that otherwise would not be available or where interpreters are unavailable to travel
the distances required to attend an onsite appointment.
Over 1000 Telehealth bookings have been made since the launch of this service, allowing health care
professionals to engage a TIS National interpreter to connect with their non-English speaking patients via video
call. The most requested languages to date have been Vietnamese, Arabic, Mandarin, Greek and Italian.
To ensure that the Telehealth video assignments proceed effectively, agencies have been providing technical
support to interpreters. Identifying staff who are available and knowledgeable in both the TIS National booking
system and the available popular video platforms is important to ensure Telehealth assignments proceed
effectively.
The use of video interpreting will continue to contribute towards the COVID-safe delivery of vital health services
and reduce the risk of community transmission of COVID-19.
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Top tip: using specific requirements for pre-booked
telephone and on-site bookings
Did you know that you can communicate with us about any special requirements you may have for your booking?
In the pre-booked telephone request form, a question states ‘Do you have any other specific requirements for the
job?
In the on-site booking form under the ‘additional requirements’ section - there is a question that states ‘Do you have
any other requirements for the job?’
If you click ‘Yes’ on either of these questions, a ‘specific requirements’ free text box will appear (image below).
Anything you record in these free text boxes will be visible to TIS National staff once you have submitted your
request. Using this function is a great way to communicate information that may be of a confidential or sensitive
nature prior to the booking allocation.

Screenshot of the specific requirements free text box that will appear
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In the on-site booking form, you will also see a free text box under the ‘interpreter instructions’ section. Anything
you include in this free text box will be visible to interpreters offered the booking via TIS Online. You can use this
free text box as a way to communicate information to the interpreter, such as instructions about finding the site
address or parking facilities.

TIS National’s National Disability Insurance Scheme (NDIS)
eLearning Module has arrived!
TIS National is very pleased to announce the launch of our new eLearning module for Interpreters: ‘An Introduction
to Interpreting in NDIS settings’. We developed this module in collaboration with disability experts, as well as
drawing on feedback from our clients and interpreters about their experiences and challenges working in the
sector.
With the ability to reach over 2500 interpreters, our eLearning platform is easy to use and ensures interpreters in
rural and regional areas have access to high quality training.
The module is designed to provide interpreters with the tools to confidently interpret within NDIS settings and takes
a comprehensive look at:


the philosophy underpinning the NDIS, how the scheme works and the terminology used



TIS National’s role providing services to support the NDIS and the diverse types of jobs offered



the diversity of people with disability who are NDIS participants



how to navigate challenges and strategies for managing ethical issues



where to go to access further training and information to assist interpreters with ongoing work with
NDIS participants.

The module is free to all TIS National interpreters via TIS Online. Interpreters can claim 10 Professional
Development points to contribute to their NAATI recertification requirements.
While the module is not compulsory, we encourage interpreters to undertake the training. This will ensure they stay
informed and feel confident about working with people with disability and agencies delivering disability services. We
have already seen a number of interpreters undertake the training since the launch.
If your organisation provides training for interpreters, please contact our Interpreter Liaison team at
interpreters@homeaffairs.gov.au. This will enable us to promote this training via our monthly interpreter Newsletter.

TIS National feedback changes
In late October, TIS National streamlined the process of submitting feedback about our services. Please access the
‘Provide feedback’ page on the TIS National website and you will be redirected to the Department of Home Affairs’
Compliments, complaints and suggestions form.
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Screenshot of the information available for clients who wish to submit about TIS National services on the TIS National website and the hyperlink
to the feedback form.

This key change has already improved the way TIS National receives, handles, and responds to feedback. As a
result, we can continue addressing incoming feedback promptly and demonstrate our commitment to continuous
improvement of services.
TIS National clients with limited or no English language skills can continue to receive in-language assistance with
providing feedback. Please call TIS National on 131 450 and tell the operator you would like to give feedback about
TIS National.
From all of us at TIS National, we wish you and your family a safe and happy festive season, and a prosperous
2021.
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