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Free Interpreting Service for
Medical Practitioners
The Free Interpreting Service
aims to provide equitable
access to key services for
people with limited English
language proficiency.
Medical practitioners can
access the Free Interpreting
Service to provide Medicare
rebateable services to anyone
with a Medicare card.

Why medical practitioners use interpreters
Australia has a rich cultural diversity. The 2016 census revealed that Australians
were born in almost 200 different countries and speak more than 300
languages. Not everyone can speak English well.
Medical practitioners use credentialed interpreters to communicate complex or
technical information to patients with limited or no English proficiency. This can
help to ensure accuracy of communication, reduce confusion, save time, and
protect practitioners from professional risk. It is particularly important when:
 seeking informed consent
 dealing with patients in a crisis
 dealing with complexity
 assessing patient competence.

Services available to medical practitioners
Medical practitioners can use the Free Interpreting Service to access
interpreting services delivered by TIS National, including:
 immediate phone interpreting
 pre-booked phone interpreting
 pre-booked onsite interpreting.
Immediate phone interpreting is most useful for unplanned interactions. It
provides:
 access to over 3000 interpreters in over 160 different languages
 interpreting services 24 hours a day 7 days a week
 connection to an interpreter within a few minutes of calling.
Pre-booked phone interpreting is useful for planned medical appointments, or
if you need to request a less common language.
When phone interpreting is not suitable, TIS National can arrange an
interpreter to arrive onsite for a face-to-face appointment. This may be
important when the consultation is particularly complicated, for example,
where a doctor needs to give complex or technical instructions or rely heavily
on non-verbal cues.
You may also wish to use onsite interpreting if you have several patients who
need the same language interpreter and are able to schedule these so that one
interpreter can attend for several appointments.
Free Interpreting Service: Ph. 131 450

Eligibility

Register for a client code

Under the Free Interpreting Service, medical
practitioners are defined as general practitioners and
approved medical specialists.

To register for a client code, complete the online
client registration form on the TIS National website, or
allow a few extra minutes the first time you use the
service.

Medical practitioners are eligible to access the Free
Interpreting Service when delivering services that are:




Medicare-rebateable
delivered in private practice
provided to anyone with a Medicare card.

Nursing and practice support staff working with a
medical practitioner registered with TIS National can
also access the service using the same client code.
The Free Interpreting Service can be used for
delivering health services, including but not limited to:





arranging appointment times
undertaking health consultations
developing health plans
providing medical test results.

The Free Interpreting Service cannot be used for:




allied health services
patients who do not hold a Medicare card
state funded public health services, such as
services provided in hospitals.

You can also register by contacting TIS National on
1300 575 847 or at tis.lpl@homeaffairs.gov.au.

How to access the Free Interpreting
Service
1. Call TIS National on 131 450
2. Provide the operator with the language of the
interpreter that you need
3. Provide your client code and the name of the
medical practitioner
4. Request an interpreter of a particular gender, if
required (subject to availability)
Using the Free Interpreting Service is easy and
convenient. It is quick and simple to register and you
will be connected to a phone interpreter within a few
minutes.

More information
Read: about the Free Interpreting Service on the DSS
website.
Visit: the TIS National website to watch videos about
TIS National services and how to work with
interpreters. You can also find free promotional
materials in the TIS National catalogue and order
these from the website.
Contact TIS National: 1300 575 847 or
tis.lpl@homeaffairs.gov.au.

For immediate phone interpreting call the 24 hour Doctors Priority Line on 1300 131 450
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Working with interpreters
Interpreter’s role
The role of an interpreter is to facilitate accurate communication with people who have limited or no English language
proficiency.

Interpreter’s code of ethics
TIS National interpreters are bound by a professional code of ethics, which
requires them to:





interpret information accurately and honestly
maintain confidentiality
be impartial and objective
act in a professional manner at all times.

TIS National’s policy is to use the highest NAATI credentialed interpreter
available. Requests for specific interpreters are not encouraged for this reason.

Why medical practitioners use interpreters
Using interpreters is important for practitioners as well as patients. It helps to
protect practitioners from professional risk and to ensure patients understand
the information and advice they have been given. It is particularly important
when:





seeking informed consent
dealing with patients in a crisis
dealing with complexity
assessing patient competence.

Hints for using a phone interpreter
Consider the type of phone:



use a hands-free phone for regular use
use a standard phone only for emergencies or occasional use.

Before beginning the consultation:





introduce yourself to the interpreter
describe the phone you are using and where you are calling from
introduce the interpreter to the patient
ask the patient if they understand the interpreter.

During the consultation:








sit facing your patient
speak clearly so the interpreter can hear you
pause often to allow the interpreter to speak
talk to your patient, not to the interpreter
use non-verbal reassurance
take a short break after 30 minutes if the consultation takes a long time
clearly indicate when the session has ended.
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The National Interpreter Symbol

The Interpreter Symbol is a national public information symbol endorsed by the Commonwealth, State and Territory
governments. The symbol provides a simple way of indicating where people with limited or no English proficiency
can ask for language assistance when using government and other services.
You may see the symbol in places that deliver government and community information and services such as
hospitals, police stations, state schools, community centres, housing and employment offices, local councils, Adult
Migrant English Program service providers and migrant resource centres.
All government service organisations and other community and private organisations, including private medical
practitioners, are encouraged to use the symbol and promote the use of interpreters to their clients and patients.
You can download the National Interpreter Symbol in JPEG and EPS formats. The more places that use the symbol,
the more recognition and understanding there will be of what it means by both service organisations and clients.
For the Interpreter symbol with text see:


National Interpreter Symbol - with text (106KB JPEG file)



National Interpreter Symbol - with text (642KB EPS ZIP file)

For the Interpreter symbol without text see:


National Interpreter Symbol (69KB JPEG file)



National Interpreter Symbol (627KB EPS ZIP file)
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The Free Translating Service

The Free Translating Service is provided for people settling permanently in Australia, to support their participation in
employment, education and community engagement.
Permanent residents and select temporary or provisional visa holders are able to have up to ten eligible documents
translated, into English, within the first two years of their eligible visa grant date.
If your patients are eligible for the service they can have their vaccination records or other medical documents
translated, including medical reports and medical certificates issued outside of Australia and required for medical
treatment in Australia.
Applications for the Free Translating Service are made on the Free Translating Service website. The website is easy to
use and is available in English, Arabic, Farsi and Simplified Chinese.
The Free Translating Service Helpdesk can be contacted:


by email: fts@migrationtranslators.com.au



online: Using the ‘Contact us’ form



by phone: 1800 962 100



with an interpreter:
1. Call TIS National on 131 450
2. State the language interpreter that you require
3. Ask to be connected to the Migration Translators on 1800 962 100.

For immediate phone interpreting call the 24 hour Doctors Priority Line on 1300 131 450

Other useful resources
Resource

Description

Link

NSW Health
appointment reminder
translation tool

Allows practice staff to input information into an
English form. The NSW Health website then produces
a pdf translation of health appointment reminders for
patients. Available in 32 languages.

NSW Health
appointment reminder
translation tool

Health Translations
Directory flyer

The Victorian Government’s Health Translations
Directory gives you access to more than 10,000
translated health resources in over 90 languages.

TIS National resource
catalogue

Free TIS National promotional products are available
to view, download or order from their website.

Health Translations
Directory
TIS National resource
catalogue

More information
Read: about the Free Interpreting Service on the DSS website.
Watch: videos about working with interpreters and general information on TIS National services.
Discuss: the Free Interpreting Service with TIS National staff during Australian Eastern business hours. You can
contact them on the details below.

Contact details
Phone: 1300 575 847
Email: tis.lpl@homeaffairs.gov.au.
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Thank you for your ongoing contribution to improving the wellbeing
of migrants and refugees in Australia.

