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TIS National videos
TIS National provides a
range of videos to assist
you and your clients
to access and use our
services

ATIS Voice video
ATIS Voice is our automated
voice-prompted immediate phone
interpreting service, allowing you
to access interpreters in high
demand languages without having
to wait in a queue to be assisted
by an operator. The ATIS Voice
video explains the simple five step
process to accessing an immediate
phone interpreter.

Hints and tips video
When conversing through an
interpreter, it is important to
adopt some specific behaviours
and styles of communication. The Hints and tips for working with interpreters video provides
information on some effective ways to bridge the communication gap between English speakers
and non-English speakers through the use of interpreters.

Interpreter photo identification card
Do you check?
TIS National recommends at the commencement of each on-site interpreting assignment that
you confirm the identity of the interpreter.
To do this, please ask the interpreter to show you their TIS National interpreter ID card. The ID
card contains the interpreter’s photo, full name, TIS National ID number, language(s) and NAATI
accreditation details.
Why is it important to verify the interpreter’s details?
By verifying the interpreter’s ID card at the beginning of each interpreting assignment, it will
ensure that the allocated interpreter is conducting the interpreting session as per your booking
confirmation.
TIS National is client, community and security focused and we are recognised as being an
industry leader. You can assist us to continue to be a leader in the interpreting industry by
confirming the interpreter’s identity upon arrival.
Providing feedback
TIS National is committed to providing you with a high quality interpreting service and we would
like to hear from you about the performance of our interpreters. To provide us with feedback
please complete the online feedback form located on the TIS National website.
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Members of the award winning team with Director, TIS National.

Australia Day award
TIS Online wins coveted Departmental Australia Day Award
TIS National has won the 2016 Australia Day Achievement Medallion for its innovative
web based booking tool, TIS Online. The Department of Immigration and Border
Protection awards these to individuals and teams ‘for commitment to excellence in
technology, innovation and customer service, by producing a revolutionary system to the
highest standard.’
The award recognises the expertise of TIS National staff in several aspects of the project:
• Requirements gathering and detailed design
• System integration design, usability and testing
• Vendor and contract management
• Stakeholder engagement and training
• Marketing and Communications
TIS Online was launched in February 2015 and has had outstanding success. Close to
100% of our agency clients and over 95% of our interpreters have adopted TIS Online. It
has reduced the allocation of an interpreter to on-site assignments from several days to
around 18 minutes, and is a contributor to meeting the Government’s Digital first strategy.
In October 2015 TIS Online received recognition from the Melbourne Design Awards by
receiving a gold award in the Government Service category and silver award in the Digital
Experience (website) category. These awards recognise excellence and innovation across
a range of disciplines and are decided by a panel of 180 the world’s leading minds.
TIS Online has now been recognised by the private and public sector for providing
a streamlined booking request and allocation system that allows agency clients and
interpreters to self-manage their on-site interpreter bookings online.

Want to know more about TIS Online?
More information about TIS Online, including some useful videos and support resources,
is available from the TIS National website.
View TIS Online for agencies

View TIS Online for interpreters
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Interpreter profile
Maria Amore
Maria is a Tasmania based
Italian interpreter who was born
in Calabria, Italy and arrived in
Australia on her second birthday.
Maria learnt to speak Italian
from her parents, ‘Children
absorb language and that’s what
happened to me’, Maria explains.

35 years of interpreting for
TIS National
‘I think I was destined to it’. When
Maria and her husband returned
to Australia from living in Italy
he started to learn English. His
teacher recommended Maria
apply to be an interpreter at TIS
who were actively recruiting.
She was evaluated and found
successful to work as an
interpreter with the Department
of Immigration’s Telephone
Interpreting Service (the initial
name of TIS National).

Challenges
Maria says
‘It is a challenge keeping up-to-date with the language. Language changes so fast from day
to day’. She has noticed that English words are being used more and more instead of Italian
words.
She finds it challenging to listen to the elderly as they use Italian, English and Australianised
Italian words. Maria laughingly explains ‘They would not say ‘doccia’ for shower it would be a
‘showera’. She says, ‘you just need to put an ‘a’ or an ‘o’ on the end of an English word and it
becomes Italianised!’
Maria overcomes her challenges by listening carefully and interpreting what she hears in both
directions. She knows that people want to be heard.

A real sense of doing something worthwhile
Maria feels rewarded when there is a breakthrough in communication. Her passion is medical
interpreting, especially ambulance calls. There can be misunderstandings and the nonEnglish speaker may be stressed and upset. When they hear Maria’s voice speaking their
language, the stress fades away. ‘You get off a two to three minute call and feel relieved that
the person is going to be alright’.
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From left to right: Kat, Kathryn, and Lucinda

Meet TIS National’s Marketing and
Communications team
What is the role of your team in relation to the whole of TIS National?
The Marketing and Communications team is responsible for the development and
coordination of TIS Nationals marketing and communication activities. It includes —
marketing strategy, channel strategy, brand identity and communication campaigns.

What have been the team’s recent challenges and successes?
Recent milestones were creating materials for TIS Online and TIS Multilingual
initiatives, including the in-house production of promotional flyers, videos, news items,
web pages, and coordinating the successful TIS Online interpreter roadshow in 2014.

Tell us about the people in the team
Kathryn: I am the Marketing and Communications Coordinator. I am responsible for
internal communications, newsletter content creation, and strategic development and
implementation. I studied marketing and advertising at university, worked in marketing
then spent five years overseas before joining the Department of Immigration and Border
Protection about ten years ago. I love my role as every day is different and can include
writing scoping documents for new projects to updating the website. It’s a great and
varied role.

Lucinda: I am the Web and Digital Coordinator in the team, mainly responsible for
video/audio production, website analytics and website content updates. I’m always
looking for ways to improve our website to make it easier for users to find the
information they are looking for quickly. I also play a large part in our external and
internal communications, ensuring our messages are conveyed to the right audience
in the right way.
Kat: I joined TIS National as a Contact Centre Operator in March 2014, spending
six months in the role before becoming a Team Leader. In July 2015 I joined the
MarComms team as the Branding and Publications Officer and I couldn’t be happier.
Prior to moving to Melbourne and joining TIS, I had a long career as a graphic
designer, and it is wonderful to have the opportunity to use my knowledge and
experience in my new role. I am very excited to be developing additional skills in
marketing, communications, and digital media.
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Domestic violence fact sheets

The Department of Social Services (DSS) has developed a family safety pack with
information on Australia’s laws regarding domestic and family violence, sexual assault and
forced marriage.

The packs can be accessed on the DSS website and include four factsheets on the
following topics:
• domestic and family violence
• forced and early marriage

• sexual assault
• family violence and partner visas

Interpreters and family safety
Interpreters play a crucial role in ensuring that people who don’t speak English, or speak
English as a second language, are able to access appropriate support and legal services.
To complement the Family Safety Pack the Australian Government has developed the
following two factsheets to raise awareness of the role and responsibilities of interpreters
in domestic violence situations:
Interpreting in domestic violence situations (for interpreters)
Interpreters and family safety (for workers in the domestic violence sector)
The purpose of the factsheets is to raise awareness of the importance of using
professionally trained interpreters, how to effectively engage with interpreters, and
awareness of interpreters’ responsibilities under the AUSIT Code of Ethics. They also
include information on steps to take if there are concerns that an interpreter has acted
inappropriately. The factsheet aimed at interpreters includes information on training and
professional development opportunities and available support services.
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Census 2016
Our moment to pause and make a difference
On 9 August everyone in Australia has the opportunity to pause and make a difference to
the nation’s future.
Every five years the Australian Bureau of Statistics (ABS) counts every person and
household in Australia, except foreign diplomats and their families. The 2016 Census will
be the largest to date, counting close to 10 million homes and around 24 million people.
Data collected from the Census helps community organisations, governments and
businesses to plan for services and facilities, such as housing, healthcare and special
assistance programmes. It is important that questions on the Census form are completed
accurately and in full. The information people provide is crucial in making a difference to
our future.
TIS National interpreters can assist non-English speakers calling the Census Inquiry
Service with general enquiries. However, due to the confidential nature of the information
collected, the ABS won’t be offering a dedicated over-the-phone assistance service to
complete the Census.
The Census Inquiry Service will be available from 22 July —30 September 7 days a week.

Making Sense of the Census videos
Watch Making Sense of the Census videos in English, Arabic, Cantonese, Mandarin,
Korean, Spanish and Vietnamese on the Census Australia Youtube channel

Contact information
Census website census.abs.gov.au
Census Inquiry Line 1300 214 531
Contact TIS National’s Client Liaison team for general enquiries or feedback: 1300 655 820
TIS National immediate phone interpreting: 131 450

Census fast facts
Culturally and linguistically diverse people
In 2011:
•
•
•
•
•

24.6% of Australia’s population was born overseas.
43.1% have at least one overseas-born parent.
The largest increase for country of birth was India (growing from 147,106 people
in 2006 to 295,363 people in 2011).
Mandarin, Italian and Arabic were the most common languages other than
English spoken at home.
Punjabi was the fastest growing language.
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A useful spelling tool
When using the telephone system, words and sounds can be misunderstood because
they sound similar. The phonetic alphabet was introduced to overcome this and is a useful
tool when using an interpreter.
It is commonly used in the military, police, and aviation industries. It’s usage avoids
confusion when pronouncing similar sounding letters, for example, the letters ‘N’ and ‘M’
or ‘B’ and ‘P’.
Try using the phonetic alphabet the next time you are using an interpreter.

Phonetic alphabet
Letter
A
B
C
D
E
F
G
H
I

Code word
Alpha
Bravo
Charlie
Delta
Echo
Foxtrot
Golf
Hotel
India

Letter
J
K
L
M
N
O
P
Q
R

Code word
Juliett
Kilo
Lima
Mike
November
Oscar
Papa
Quebec
Romeo

Letter
S
T
U
V
W
X
Y
Z

Code word
Sierra
Tango
Uniform
Victor
Whisky
X-Ray
Yankee
Zulu
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131 450
Translating and Interpreting Service (TIS National)
Client Liaison
Phone: 1300 655 820
Email: tispromo@border.gov.au
Useful links
Visit our website
Contact us
Provide feedback
Subscribe for e-Comms updates
More editions of Talking TIS

