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Director’s message
Welcome to the 2020 Winter edition of Talking TIS!
During the first six months of 2020, TIS National has shown resilience and stayed together in the face of the
unseen challenge that is COVID-19. We took practical precautions in line with the latest guidance from the Federal
and State authorities to minimise the risk posed by COVID-19 on our staff, interpreters, agency clients and
community.
As per the government’s advice, the majority of TIS National staff started working remotely at the end of March.
While other states and territories have recently seen a gradual easing of the restrictions, the Victorian State
government has moved to Stage 4 ’Stay at Home’ restrictions across metropolitan Melbourne due to a recent
increase in coronavirus cases. These remote arrangements were made possible through use of technology to
ensure that we stay connected with our staff, clients and interpreters.
I am pleased to advise that despite the majority of staff working remotely, TIS National continues to successfully
deliver vital services to the Australian community.
We have also used technology as an opportunity to expand our Automated Telephone Interpreting Services (ATIS)
and delivered the highest number of calls in the last three years. This was due to a reduced number of on-site
assignments and increased demand for immediate telephone interpreting. In May 2020, TIS National has delivered
111,000 immediate telephone interpreting services. This is a 13.5 per cent increase from the same period in 2019.
TIS National is also in the process of developing our systems to support agency clients to access interpreters
through the telehealth channel. We anticipate that from late August 2020, medical practitioners and medical
specialists will be able to commence booking interpreters for telehealth purposes.
We have also recently implemented a new Deed of Standing Offer between TIS National interpreters and the
Department of Home Affairs. The new deed came into effect from 1 July 2020 and reflects the changing needs of
the industry. The deed aligns with the National Accreditation Authority for Translators and Interpreters (NAATI)
certification system and provides scope to expand TIS National’s service offer.
TIS National is also supporting interpreters who provide services in the languages spoken by new and emerging
communities settling in Australia by undertaking training that leads to a NAATI certification. Through this
arrangement, we hope to build capacity of Kurmanji and other practitioners to ensure the delivery of quality
interpreting services to these communities.
I would like to take this opportunity to express my appreciation to all TIS National clients and interpreters for your
continued commitment and support to the Australian community under these challenging circumstances.
Please keep safe.
Rockiya PIROVA, Director TIS National

Telehealth: TIS National expands service offering
for medical clients
Due to the COVID-19 pandemic and ‘Stay at Home’ restrictions, there has been a decrease in on-site faceto-face interpreting requests. The government responded by expanding telehealth services across all
general practitioners and specialist providers.
To complement this requirement, we are pleased to announce that TIS National will also expand its services
to include video interpreting to health care clients using applications such as healthdirect Video Call, Skype,
Zoom, and others. We anticipate that this service will be available late August 2020.

New Deed of Standing Offer for service provider
panel
TIS National interpreters are now operating under a new Deed of Standing Offer. Written in plain English, it
is easier for TIS National interpreters to reference and understand the new deed.
As part of the process, all interpreters were required to complete an eLearning module about Work Health
and Safety. This reminded interpreters about their obligations and also provided a wealth of practical advice.
TIS National’s main focus is that interpreting assignments are always conducted safely. This is achieved
through joint commitment to health and safety by TIS National service providers and agencies clients using
TIS National’s services to communicate with clients from culturally and linguistically diverse backgrounds.
The deed includes new rates for interpreters, with payments for all assignments increased in accordance
with the Consumer Price Index (CPI). There are currently more than 2300 experienced interpreters on the
panel who provide services in almost 150 languages.
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TIS National contact centre: at a safe distance
While our interpreters are located around Australia the TIS National contact centres are Melbourne based.
With exemptions to operate as an essential service we remain available 24 hours day, every day of the year
as always. In line with government directives for social distancing and remote working where possible we
have adapted our approach.
Prior to COVID-19, TIS National was exploring remote and flexible telephony arrangements to strengthen
business continuity measures. We moved quickly to activate our plans to expand with operators working
from multiple locations. Through rapid remote telephony innovations, TIS National ensured staff were able to
work on stable technology from home and/or within the office.

Increased telephone interpreting services
May 2020 had the highest monthly call volumes in three years. TIS National supported COVID-19 related
national initiatives which contributed to the higher number of calls.
Initiatives include:


Department of Health, National Coronavirus Helpline and Older Persons Coronavirus
Support Line



Department of Health and Human Services, Coronavirus hotline for Victoria and Tasmania



Lifeline and Cancer Council state based hotlines



Australian Taxation Office (ATO) hotline - for the early release of superannuation.

Since the introduction of the National Coronavirus Hotline, TIS National has connected over 3,100 calls.
Requests to connect to the ATO has tripled since last year. We connected just under 15,800 calls in May
2020, compared to approximately 5,300 in May last year.
TIS National is working to ensure continuity of service to provide our clients with the confidence that they
can call us to remain connected with their clients.
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Providing interpreting services in the era of
COVID-19
The ability to access information and support services during a public health emergency is vital for the whole
community. This makes the services provided by TIS National crucial for those who have limited or no
English language skills.
The pandemic has changed the way that service providers deliver essential services. TIS National
interpreters continue to respond with flexibility and resilience to regular updates, public health guidelines,
and changes to client requirements.
COVID-19 will continue to change how we deliver interpreting services while we all focus on reducing the
spread of the virus.
Interpreters have embraced work from home messaging wherever possible. The measures taken across the
community have decreased requests for on-site services, while agency clients shifted to pre-booked and
immediate telephone interpreting.
As we move towards operating in a COVIDSafe environment, we anticipate that the number of on-site
services will continue to increase. Interpreters are displaying great flexibility as they comply with physical
distancing measures designed to keep everyone safe.

Interpreter compliments and feedback
We are pleased to advise that TIS National has received an increase in positive feedback from agencies in
the recent times. Many of the compliments have been about appreciation for the work interpreters do,
especially on longer than anticipated phone calls. Clearly, TIS National’s agencies recognise the challenges
of telephone interpreting under the COVID-19 related restrictions.
A pattern of words emerged in the feedback: ‘amazing,

attention to detail, appreciation,
calm, fantastic, helpful, impressed, thankful and understanding’. All words appear
repeatedly, but the word that comes up over and over again is ‘professional’.
We would like to thank and acknowledge our interpreters for continuing to deliver language services to the
Australian community in such challenging times.
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TIS National business continuity enhancements
TIS National has enhanced its Business Continuity Plan (BCP) processes. This is to ensure continued
interpreting capability to high priority customers, including 000 emergency, hospitals, medical practitioners
and specialists, and the Department of Home Affairs.
We merged the functionality of our Automated Telephone Interpreting Service (ATIS) with the 131 450
number and added a suite of updated call flows to handle contact centre down time. These enhancements
provide a more robust infrastructure to access the ATIS service easier, in the unlikely event of a full contact
centre outage.

Interpreter and language profile
Soryas and Rivas Khero
Siblings Soryas and Rivas Khero have recently joined a
growing group of nationally certified Kurdish-Kurmanji
interpreters on the TIS National panel. They gained
their credentials with the assistance of the NSW
scholarship program delivered by Multicultural NSW.
They have proven to be a very busy duo, as the
growth in demand for Kurmanji interpreters across the
country continues.

Kurdish language profile
There are multiple dialects of the Kurdish language with a
variety of language naming conventions. TIS National bases
language names on a range of factors including aligning with
NAATI and with Ethnologue, an annual reference publication on living languages of the world.
The Kurdish dialects offered by TIS National in highest demand include:


Kurmanji [Northern Kurdish] is spoken primarily in Turkey and the North Western part of Iraq. Latin
characters are used in the written form. Kurmanji - is the preferred naming convention for Northern
Kurdish language in Australia.



Sornai Kurdish [alt Kurdistani] is spoken mainly in Iran and Iraq. Perso-Arabic script is most
common for the written form.



Southern Kurdish [alt Feyli] that is spoken mainly in Iran.

In recent years, TIS National has experienced significant demand growth for Kurmanji language. This is due to
demand from Kurmanji speaking Yazidi people settling in regional Australia. The Yazidi people are a religious
minority who traditionally live in northern Iraq. There are now significant communities in regional New South Wales
and Queensland.
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Get the most out of your interpreting session
The role of TIS National interpreters is to transfer a spoken message from one language (the source language) into
a spoken message in another language (the target language) to facilitate communication between people who do
not share the same language.
As you have control of the conversation, we suggest agency clients to allocate some time to brief the interpreter at
the start of a call or on-site assignment. Introduce the interpreter to your client. The interpreter will speak in the first
person as if they are the non-English speaker and you should speak directly to the non-English speaker too.
Here are more tips to help you save time and get the most out of your interpreting session:


ideally position yourself so that the non-English speaking client is directly facing you and the interpreter is
sitting to the side



allow the interpreter to clarify information if necessary



use clear language and short sentences and avoid using jargon, slang, idioms or proverbs, and



include a pause after each sentence so that the call participants do not talk over each other or cut each
other off.

Watch our Hints and tips for working with interpreters video for more hints and tips.
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Support for interpreters
In addition to daily stresses and regular challenges of providing interpreting services, COVID-19 is placing even
more stress on interpreters and their families. To continue providing our essential services during the pandemic,
TIS National focused more on Work, Health and Safety and support to service providers.
TIS National:





published regular health advice reminding interpreters to consider their own situation and take appropriate
measures to keep safe.
required all interpreters to complete a Work Health and Safety eLearning course.
reminded interpreters they have a free of charge access to professional, confidential counselling
and support services.
designed an exciting new resource available in the ‘TIS Online’ interpreter portal. MindWell, mindfulness
podcasts.

As we continue to transition to a COVID-safe economy, TIS National will continue supporting service providers to
be flexible and adaptable.

Managing interpreter breaks
To support optimal interpreting performance, agencies should schedule appropriate breaks for their clients from
cultural and linguistically diverse (CALD) backgrounds and interpreters. Ideally, we recommend breaks when an
interpreting assignment extends beyond 60 minutes and/or is complex and sensitive in nature.
The scheduling of regular breaks is consistent with Work, Health and Safety (WHS) principles and maintaining a
duty of care. WHS responsibilities encourage agencies to cover the provision of appropriate interpreter breaks as
part of established ‘working with interpreters’ staff training.
TIS National recommends that agencies discuss breaks with the interpreter at the start of each interpreting
session. Please consider providing reasonable short breaks during an assignment or between back-to-back
sessions. This may include offering sufficient time for the interpreter to get a drink, go to the bathroom, and refresh
their focus.
There is no requirement to record breaks on the booking Service Delivery Form (SDF). Although, agencies can
make a note for their own records. Regular breaks form part of the overall interpreting assignment.

Questions?
Contact TIS Nationals Client Liaison Team on 1300 655 820 or by email: tispromo@homeaffairs.gov.au
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Do you make assignment address changes at short
notice?
Occasionally agencies may need to change the location of an on-site interpreting assignment at short notice. While
generally this is fine, it is important to remember that interpreters must notify TIS National of the new location
before departing.
TIS National’s preference is that where possible the interpreter travels in their own vehicle, should the new location
require travel by car.
If there is a need for the new location to remain confidential, TIS National will ask the interpreter to proceed without
making a record of it in our systems, only noting the request for confidentiality.

Questions?
Contact TIS Nationals Client Liaison Team on 1300 655 820 or by email: tispromo@homeaffairs.gov.au

Working with Children Check
TIS National continues to enhance the operational capability of TIS Online, our interpreting booking solution. In
recent months, we have improved the Working with Children Check functionality. This ensures that we accurately
follow changes to legislative rules.
The most recent change in South Australia has introduced stronger, more effective, and transparent screening laws
for people working or volunteering with children. The new laws mean that, from 1 July 2020, everyone working or
volunteering with children must have a valid South Australia Working With Children Check (SA WWCC).
We continue to maintain and enhance TIS Online functionality to ensure the successful operation of TIS Online
services throughout the COVID-19 pandemic.
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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

