
IWSS offers free culturally sensitive
and confidential advocacy, counselling and
support to immigrant and refugee women
and their children from non-English speaking
backgrounds who are affected by domestic
and sexual violence.

In compiling “Working with Interpreters” information
has been gathered from the Multicultural Affairs
Queensland, Department of Premier and Cabinet
and the extensive experience of staff at IWSS
who have worked cross-culturally over the years.
Qld Health provided funding to The Immigrant
Women’s Support Service for this publication.

Working with
Interpreters
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Resources available from IWSS:
Working with interpreters
How to translate information for women in your community
Myths and facts: women of non-English speaking
backgrounds and violence
Consenting sexual activity in a relationship or marriage

The following resources have been translated in several
languages and are available by contacting IWSS:
Palm cards on sexual assault
What is counselling and how can you access it?
Sexual violence is difficult to speak about
Information for mothers whose children have been
sexually abused

Domestic Violence Program

Phone (07) 3846 3490  Facsimile (07) 3844 8467

Sexual Assault Program

Phone (07) 3846 5400  Facsimile (07) 3846 5619

Email mail@iwss.org.au  Website www.iwss.org.au

Copyright (c) Migrant Women’s Emergency Support Service Inc. 2002
The copying of all or part of this brochure is not permitted without obtaining
written permission from The Migrant Women’s Emergency Support Service Inc.

Make sure that the service has applied and been granted
exemption from payment; or that resources to pay for the
interpreter are available.

Fax booking form to TIS on 1300 654 151 at least
48 hours, preferably more, before the appointment.

Fill in the booking form, including the TIS client code,
the agency’s contact details, date and place of the interview,
approximate time of the interview, any special requirements
eg. Gender.

Follow up with TIS if you have not received confirmation
about the request after 72 hours.

Make sure you are clear about what information you require
from the client.

Allow for additional time for the interview as it will generally
take twice as long.

Brief the interpreter about the purpose of the interview,
what process you would like to follow and clarify with the
interpreter any specialist term that you are likely to use.

Arrange a private area for the interview to take place.
Organise seating arrangements, to ensure you maintain
eye contact with the client.

How to work with interpreters

On-site interpreting Phone interpreting

Make sure that the service has applied and been granted
exemption from payment; or that resources to pay for
the interpreter are available.

Contact the Commonwealth Translating and Interpreting
Service (TIS) on 131450.

Tell the operator:
Your contact details, including TIS client code
The client’s name, language or dialect
Whether the interview will take place immediately
or at later date
Phone number of the client if you need to ring them
Approximate duration of the interview

Make sure you are clear about what information you
require from the client.

Allow for additional time for the interview as it will generally
take twice as long.

Briefly inform the interpreter about the purpose of the
interview and the type of agency you are calling from.
Inform the interpreter about the type of phone equipment
you are using and whether the client is with you or not.

Make allowances for the interpreter, as he/she cannot
see you or client.



Working with Interpreters

Clients who do not speak English

or who have difficulty communicating

in English are best served by

qualified interpreters.

Professional interpreters facilitate effective communication
with non-English speaking clients. Effective communication
can prevent costly mistakes, complaints or even litigation
from clients unable to access vital services. Additionally,
using a professional interpreter alleviates the emotional and
psychological stress clients experience when accessing a
service in a language that is not their own; negotiating a
different culture and often struggling to understand systems
in Australia as well as coping with their present situation.

Professional interpreters are trained in English and a language
or languages other than English. They are accredited by
the National Accreditation Authority for Translators and
Interpreters (NAATI) at Paraprofessional Interpreter,
Interpreter level or recognised by NAATI where accreditation
is not available in their language.

Professional interpreters are bound by a Code of Ethics.
They are trained to understand and practise impartiality,
confidentiality and accuracy when interpreting. They
understand and consider a range of social and cultural
factors when they interpret. As professionals, they understand
professionalism and professional conduct. Some interpreters
specialise in the areas of legal or medical interpreting.

Relatives and friends should only be used when professional
interpreters cannot assist for on-site or over the telephone.
Relatives and friends may be compromised by conflict of
interest and may not be impartial. The use of relatives and
friends may undermine a client’s status, breach their right
to confidentiality, jeopardise their security, erode their right
to independent decision making by involving others in their
situation. The use of relatives and friends as interpreter
interfere with the supportive role of a friend and make it
difficult for you as the worker to retain control of the
interview/counselling session.

Clients may not be aware of the benefits of using a
professional interpreter and may need encouragement
before agreeing to use them. However, there may be
instances where a client has concerns regarding a specific
interpreter. The client has the right to request another
interpreter if one is available. Another option is to work with
an interpreter on the phone. Sometimes asking for someone
in another state reassures the client about the confidentiality
of the situation/interview. If no other interpreter is available,
she may wish to nominate someone who is not a professional
interpreter. However, this arrangement should only be agreed
to as a last resort.

Professional interpreters are available from the
Commonwealth’s Translating and Interpreting Service
(TIS) 24 hours a day, 7 days a week by phoning
131 450 or private agencies listed in the Yellow
Pages under ‘Interpreters.’

Establish whether you require immediate interpreting on
the telephone or are arranging for on-site interpreting at
your service.

For on-site interpreting and pre-booked telephone
interpreting, fax a booking form to TIS on 1300 654 151
or telephone 1300 655 081.

For immediate connection to an interpreter over the
phone call 131 450.

It is very important that you give TIS at least 48 hours
notice, or more when booking an interpreter. In some
languages there are few interpreters, thus you may not
be allocated one on request. The availability of accredited
interpreters for on-site work outside the Brisbane metropolitan
area is restricted. NAATI directory maintains a register
of local accredited and practising interpreters throughout
the state.

Community-based organisations can obtain free interpreters
from Commonwealth Translating and Interpreting Service
if they provide settlement and health related services.
An application has to be completed and an exemption
is issued based on the assessed merits of the application
against guidelines.

Use a professional interpreter How to obtain an interpreter

How to work with interpreters

Introduce yourself and the interpreter to the client.
Establish ground rules, ie. Communication should
happen between the service provider and the client.

Explain the role of the interpreter to the client.

Explain issues of confidentiality and that you and
the interpreter are bound by a Code of Ethics.

Maintain your role in managing the interview.

Speak slowly in a clear voice. Use short sentences
and direct all communication to the client.

Avoid jargon or specialist terms.

Pause after two or three sentences to allow the
interpreter to translate your message.

Feedback to the client your understanding of what
they said to ensure accuracy.

If instructions are provided to the client they need to
be provided in a sequence format eg. what the client
needs to do first, second, third and so on.

Ask the client to repeat the instructions to ensure
he/she understands what needs to be done.

Summarise main points and instructions.

Ask client if there are any questions.

Discuss with client whether a follow-up interview is required.

End the interview.

It may be necessary to debrief the interpreter.

Make a note in the client’s file regarding the time,
purpose and outcomes of the interview, and that an
interpreter assisted you during the interview.

Make arrangements to book an interpreter for a follow-up
interview if necessary. You can request the same interpreter,
particularly for counselling where continuity with the same
interpreter may be important when building trust with
the client.

Interview


