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PREFACE 

Policy and Guidelines 

This policy and guidelines document provides a guide for working towards outcomes to achieve 
improved service to people who are our customers; and for whom their level of English is a barrier to 
accessing government services and communicating with agency officers.  It is important for Business 
Areas to develop their own relevant and appropriate plans to contribute to the capacity of the 
Department of the Attorney General and the Department of Corrective Services to achieve the 
outcomes sought by Government in the provision of services to the community. 

Why Language Services? 

From a compliance perspective, Cabinet has endorsed a Language Services Strategy requiring all 
State government agencies to develop and implement a Language Services Plan. 

This Language Service Policy focuses on those people who utilise each Department’s services and 
require translation or interpreter services.   

Although it is difficult to ascertain the proportion of customers for whom language is a barrier to 
accessing DOJ services, it is known that the population of Western Australia (WA) is the most 
culturally diverse of all Australian states.   

It is important that each Department responds to the special needs for interpreter and other 
translation services required by these people in receiving and accessing services.  Data indicates that 
such special interpreter services have a high value and are accessed across both Departments: 

Use of Interpreter Services by Business Area 2000-20011 

 
 
 
 
 
 
 
 
 
 
 
 
 

Customer Service 

Knowledge of customer segments and provision of services specific to customer needs is a 
fundamental principle of good customer service.  This policy is designed to assist Business Areas in 
enhancing their capacity to provide relevant useful services to those customers who have a limited 
understanding of English, or who are hearing impaired. 

 
1 Statistics on the usage of TIS services between 1st January 2002 and 30th June 2002 are unavailable due to the relocation of 
TIS to Victoria and the temporary impact to the provision of information. 
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Western Australian Government Language Services Policy Statement (July 2000) 

In July 2000, the WA Government launched a second edition of its Language Services Policy.  The 
new policy includes: 

• a commitment to the development of efficient strategies to enable agencies to deliver responsive 
and equitable language services; and  

• a recognition of the cultural diversity of Indigenous communities, the complexity and diversity of 
Indigenous languages and that for many Indigenous people, English is a second language. 

The Government recognises that there are a significant number of people whose level of English is a 
barrier to accessing government services and communicating with agency officers. 

The WA Government’s policy statement is designed to enable clients to access services fairly and 
equitably and to ensure that service delivery is responsive to client’s needs and of a high quality. 

Government agencies throughout the state will, wherever possible: 

• work with qualified interpreter and translators to facilitate communication with persons unable 
to communicate in English; 

• consult with client groups and adopt a planned approach to the production and dissemination of 
information regarding services and policies in English and other languages, including Indigenous 
languages and Australian Sign Language; 

• plan for language services by incorporating interpreting, translating and multi-lingual 
information needs into agency budgeting, human resources and client services program 
management; and 

• make maximum use of the cultural and linguistic knowledge and skills of employees in the 
development and implementation of language services planning. 

Department of the Attorney General and the Department of Corrective Services 
Commitment 

Both Departments are committed to ensuring the provision of a professional and appropriate 
response to meet language and communication needs of customers who are unable to adequately 
communicate in English or who are hearing impaired.  

It is recognised, and of great concern to the Departments, that Indigenous people are 
disproportionately over-represented within the criminal justice system.  As such, both Departments 
are proactive in establishing constructive and productive partnerships with Indigenous people to 
ensure that there is equality of access to justice services.  This includes special provision for 
language services needs.  

Both Departments are committed to ensuring access to a fair and cost-effective system of justice, 
which protects the rights of individuals and is responsive to community needs.   

This Language Services Policy supports the Government’s policy position.  The Policy document 
includes: 

• policy statements to address barriers to service for customers with limited English fluency or 
hearing impairment; 

• suggested strategies and actions for consideration by Business Areas in the context of their own 
planning arrangements so as to overcome barriers that customers with limited English fluency 
or hearing impairment may experience; and 

• methods of measuring the performance of the policy. 
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Purpose of the Departments 
Both Departments are committed to preserving and enhancing the right to justice and safety for all people in 
Western Australia. 

Outcome of the Policy 

The outcome of the Language Services Policy is “to ensure that language is not a barrier to service 
for customers of the Departments with limited English fluency or hearing impairments”.  This 
outcome supports the Government’s policy, the Departments’ purpose and its customer focus 
priority. 

As part of its commitment to ensure language is not a barrier to its services, both Departments 
ensure: 

• access to interpreter services and facilities; and 

• access to translated material relevant  to the specific service being provided. 

Policy Statements 

1. Responsibility of Business Areas 

Within the bounds of Government’s Language Services Policy, it is the responsibility of each 
Business Area to develop policies and practices appropriate to their legislative and 
administrative circumstances to ensure that language difficulties are not a barrier to service for 
customers with limited English fluency or hearing impairments. 

Some broad strategies and actions for Business Areas to consider in the context of their own 
planning arrangements are attached (See Practical Guidelines attached at page 7). 

2. Access to the Use of an Interpreter 

Each Business Area is responsible for ensuring customers are aware of the availability of 
interpreter services and are encouraged to use these services as a means of improving access to 
services.  In assessing the need for an interpreter,  Business Areas should be aware of aspects 
such as English literacy level, deafness or other communication deafness. 

The assistance of an on-site interpreter or a telephone interpreter from TIS2 or the Deaf Society 
is to be provided in the following circumstances: 

• where a person makes a request for an interpreter, or the person engages the services of TIS 
or the Deaf Society; and 

• where a staff member or judicial officer considers it necessary to engage the services of an 
interpreter. 

3. Payment of Interpreter/Translator Services 

Each Business Area3 is responsible for all costs incurred in engaging the services of an 
interpreter or translator.  Business Areas will need to ensure that funding is allocated to meet 
interpreting and/or translating costs. 

4. Use of Accredited Language Skills 

Qualified interpreters are trained to maintain confidentiality, impartiality and accuracy as part of 
their code of ethics.  Each Business Area is responsible for ensuring that any persons used to 
provide language services to customers are (NAATI4) accredited wherever possible.   

 
2 TIS – Translating and Interpreter Service (see Strategy 3 p. 8) 
3 In the Courts Division payment of costs associated with the translation of documents or other written material either for lodgement at 
the Court or emanating from the court is the responsibility of the individual concerned. 
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Only accredited translators are to be used given consideration of all reasonable issues. In a 
circumstance such as in a remote or regional area where it is not possible to use an accredited 
translator, others may be used with care. 

5. Collection of Data 

Each Business Area that provides services to the public is responsible for collecting data to 
guide the development and evaluation of their customer service strategies to ensure that 
services are equitable and accessible.  Language services provisions need to be considered as a 
part of such data collection. 

It is essential that data be collected externally to determine the needs of customers, and 
internally to identify staff who might promote the service delivery.  The data collection should 
involve the identification of specific language groups that need to be targeted and the best 
method of conveying the relevant information or educating the respective groups. 

On behalf of the Departments, the Organisational Performance Directorate will liaise annually 
with language service providers (eg. TIS5) to collect corporate performance information related 
to the use of such services. 

6. Use of “in-house” Language Resources 

Each Business Area is encouraged, where feasible, to maximise the use of their “in-house” 
resources through: 

• encouraging bi-lingual and multi-lingual staff to obtain appropriate (NAATI) accreditation; and 

• recognising the value of bi-lingual and multi-lingual skills belonging to applicants seeking 
employment with the Departments. 

Each Business Area is responsible for arranging payment of a State Language Allowance to 
accredited staff where their language is used frequently enough to become “eligible”.  This 
allowance will also be payable to persons with accredited skills in languages of the deaf. 

It is important to ensure that issues of conflict are appropriately identified and understood by 
internal interpreters. 

Enquiries regarding the Language Allowance should be directed to the Department’s Industrial 
Officer within the Human Resources Branch. 

7. Use of Telephone Interpreting 

Each Business Area is responsible for promoting the use of telephone interpreting wherever 
appropriate. 

The use of telephone interpreting (through TIS5) is encouraged where necessary because it is 
relatively inexpensive and an interpreter is usually available within 10 minutes.  For country 
locations, it may be the only option.  Telephone interpreting should be used in preference to an 
unaccredited on-site interpreter. 

8. Communication Strategy 

Each Business Area is responsible for developing appropriate communication strategies tailored 
to their customers.  This will include ensuring that all appropriate documents are translated into 
languages relevant to their customer group/s and that the documents are clear, concise and 
simple. 

(See Practical Guidelines attached at page 8.)  

 
4 NAATI – National Accreditation Authority for Translators and Interpreters 
5 TIS – Translating and Interpreting Service (see Strategy 3 p. 8) 
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Measuring the Performance of the Policy 

Performance measures and indicators of performance have been developed to monitor the efficiency 
and effectiveness of Business Area’s strategies.  Reporting on the performance of the policy will 
enable Business Areas to assess their response to meeting the language and communication needs 
of customers. 

Outcome Indicator of Performance Performance Measure Data Source 

The range of culturally 
adapted and translated 
documents 

Business Areas 

Customer satisfaction 
surveys 

Business Areas 

The number of interpreter 
services provided by TIS 
(translating and Interpreting 
Service) and WADS ( WA 
Deaf Society). 

TIS (6 monthly) 

WADS 

The extent to which 
customers have access to 
the services 

The range of languages in 
which interpreter services 
have been provided by TIS 

TIS (6 monthly) 

To ensure that 
language is not a 
barrier to service for 
customers of the 
Departments with 
limited English 
fluency or hearing 
impairments 

The extent to which 
Business Areas are 
satisfied with TIS/Deaf 
Society Services 

The % of DoJ Business 
Areas satisfied with 
translation and interpreter 
services 

Business Areas 

 
The attached Practical Guidelines (over) identifies broad strategies and activities for consideration 
by Business Areas in achieving the required outcome. 
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Languages Services Policy - a Practical Guide 

Below are some strategies for Business Areas to consider in the context of their own planning arrangements.  The activities are provided only as a guide.   
The strategies should be considered in the context of Business Area planning and approach to service delivery.  The strategies can be used where 
relevant and appropriate. 

Outcome Statement 

The outcomes of the Language Service Policy are to ensure that language is not a barrier to service for customers of each Department with limited 
English fluency or hearing impairments. 

Strategy 1: Identify Customer and Client Needs 

Broad Strategy Suggested Tasks 

a) Identify public contact points within the Business Areas where NES background and hearing 
impaired customers interact with staff, and determine the type and level of assistance 
required. 

b) Develop clear guidelines on, and ensure staff are aware of the level of accredited language skill 
necessary for particular communication tasks/circumstances. 

c) Modify appropriate customer data forms to record, at the first point of contact, information on 
the language needs of customers (e.g. English fluency, preferred language). 

d) Use data collected and where appropriate mark files, computer records, etc., with a notation to 
indicate the customer has a hearing impairment and/or requires assistance and/or an 
interpreter in a particular language. 

1. Gather data on the language service 
needs of non-English speaking and 
hearing impaired customers and ensure 
that staff are alerted to customer needs. 

e) Collate information on literacy in English and preferred languages of customers to determine if 
translation of information into some other languages would be justified. 

a) Include language information on customer data forms in a way that would allow computer data 
processing and integrating the information into existing databases in the most useful way. 

b) Research the characteristics of the potential customer group using Census, customer surveys and 
other available data sources. 

2. Develop and maintain an effective in-
house language data collection system 
to monitor equality of access to the 
services by the target groups. 

c) Determine from customer surveys and other available data sources whether persons with limited 
English fluency and/or hearing impairments are represented in each Department's customer group in 
similar proportions i.e. comparing actual with potential clients or customers. 

Practical Guidelines 
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Strategy 2: Use Appropriate Communication Strategies 

Broad Strategy Suggested Tasks 

a) Consult with identified target groups to determine information and language needs and the most 
appropriate formats and media for dissemination. 

b) Ensure that each Department’s communications are routinely written in English which is as 
simple, clear and precise as possible. 

1. Facilitate communication with the 
target groups. 

c) Identify specific target groups with hearing impairments and introduce hearing assisted devices in 
public contact areas. 

2. Communicate with the target group  
through the most effective 
mechanisms. 

a) Develop a communication strategy which includes translation of business area material, the 
development of multi-lingual posters and the development of links with ethnic community 
organisations. 

 b) Distribute “Interpreter Cards” to customers identified as requiring interpreting services.  The 
Western Australian Interpreter Card is designed to be distributed to people who require 
assistance in English to enable them to inform staff that they require an interpreter.  Further 
information on the Interpreter Card is available from the Office of Citizenship and Multicultural 
Interests on (08) 9426 8690. 

Strategy 3: Ensure Availability of Interpreter Services 

Broad Strategy Suggested Tasks 

1. Inform customers of their rights to 
an interpreter and encourage them 
to use interpreters. 

a) Arrange for multi-lingual signs to be put up in all public contact areas informing customers of the 
availability of interpreters and of staffs willingness to contact them. 

a) Identify and record the languages spoken by staff through questionnaires and interviews or intake 
forms. 

b) Establish the language competence of volunteer bi-lingual staff through the NAATI testing 
program. 

c) Record staff with accredited language skills on the “Concept” system. 

d) Distribute a list of NAATI accredited bi-lingual staff available within the Departments for 
interpreting. 

2. Promote maximum use of in-house 
bi-lingual staff and bi-lingual aides 
and ensure correct use of these 
resources.  

e) Constantly reinforce guidelines on the accreditation level appropriate to the community 
task/circumstances. 
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Strategy 3: Ensure Availability of Interpreter Services (cont’d) 

Broad Strategy Suggested Tasks 

 f) Make appropriate use of the Language Allowance by promoting its availability to all staff, ensuring 
time spent by staff in providing language assistance, and eligibility for the Language Allowance, is 
monitored by a supervisor; where possible, ensuring maximum accessibility to staff receiving the 
allowance through careful placement within the Departments. 

a) Develop and distribute clear instructions on how to obtain and use a TIS interpreter and include 
this information in all staff induction programs. 

b) Install conference/dual handset telephones, loud-speaking telephones, special telephones and 
portable telephone equipment to aid the hearing impaired in all public contact areas, where 
necessary. 

c) Ensure staff, particularly those in regional areas, are aware of the advantages of telephone 
interpreting and are encouraged to use the telephone service where appropriate. 

d) To arrange an interpreter contact: 

• TIS to assist in communication with migrants who require assistance in English [national 
number Ph: 131 450, 24 hours a day, 7 days a week] or [for urgent priority assistance Ph: 
1300 655 010] 

• TIS on-site interpreting [pre book by Fax: 1300 654 151]; [pre-book by phone: 1300 655 082] 

• Western Australian Deaf Society interpreting service [Ph: (08) 9441 2677 or fax (08) 9441 2600] 

• Kimberley Interpreting Services – NAATI Interpreters for Aboriginal People www.wn.com.au/mirima/ 

3. Make appropriate use of outside 
interpreters. 

e) Aboriginal Language and Resource Centres 

Western Australia 

• Kimberley Language Resource Centre, PMB 11 Halls Creek WA 6770, Ph: 91686005 
• Mirima Dawang Woorlab-gerring, PB Box 162, Kununurra WA 6743, Ph: 91691029 
• Pundulmurra Aboriginal College, Parker Street, South Hedland WA  6722, Ph: 91401166 
• Wangka Maya Pilbara Aboriginal Language Centre, PO Box 2736 South Hedland WA 6722 
• Wangkanyi Ngurra Tjurta Aboriginal Corporation, PMB 36, Kalgoorlie WA 6430 
• Yamaji Language Centre PO Box 433, Geraldton WA 6530 
National 
• FATSIL – Aboriginal and Torres Strait Islander Corporation of Languages, 301 Churchill Road, 

Prospect  SA  5082  Ph: (08) 8342 2081  www.fatsil.org 
• AIATSIS - Australian Institute of Aboriginal and Torres Strait Islander Studies, GPO Box 553, 

Canberra  ACT  2601  Ph: (06) 6246 1111  www.aiatsis.gov.au 
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f) Develop in liaison with TIS, a group of on-call interpreters who are familiar with the Business 
Areas functions and staff, and who are aware of the special interpreting requirements of the 
Business Areas. 

g) Explore the possibility of grouping customers of the same language group together on a regular 
basis, so that one "in person" interpreter can provide a service to several customers and ensuring 
that this service is well publicised within ethnic communities. 

4. Investigate developing administrative 
arrangements in the Departments for 
better utilisation of internal and 
external language resources. 

h) Go to the Department of Indigenous Affairs web site to identify how they may support your initiative 
www.dia.wa.gov.au. The Department of Indigenous Affairs provides support to partnerships and 
partnering initiatives which involve Aboriginal people, participating with government; the private 
sector; community groups and others to achieve agreed priorities which contribute to ‘closing the 
gap’. The Department of Indigenous Affairs provides information and advice to State, Commonwealth 
and relevant local governments and others involved in Aboriginal issues on policy, legislation and the 
planning, coordination and delivery of effective services which contribute to ‘closing the gap’.  

Strategy 4: Recruit Bi-lingual Staff Where Appropriate 

Broad Strategy Suggested Tasks 

a) Identify positions where public contact is a major part of the duties and consider the inclusion of 
"knowledge of a relevant community language" and "sensitivity to the communication difficulties 
of non English speaking and hearing impaired customers" as a necessary or desirable part of the 
Position Data Form and Selection Criteria. 

b) Identify positions where contact with identified groups of non English speakers is so frequent 
that the Departments would be justified in changing the selection criteria to make knowledge of 
either one or a range of community languages essential. 

c) Use the data collected, establish a language profile of the customers and attempt at the base 
grade recruitment stage to bring in staff whose languages mirror those of the customers to meet 
identified needs. 

d) Through staff selection training, ensure that staff selection processes do not disadvantage bi-
lingual people because relatively unimportant issues such as accents or minor grammatical 
errors are given undue negative weight. 

1. Increase recruitment of bi-lingual 
staff to meet identified need 
especially for public contact 
positions. 

 

e) Provide badges of flags of languages spoken by bi-lingual staff for ease of identification by staff 
and customers.  
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Strategy 5: Effectively Deploy Bi-lingual Staff  

Broad Strategy Suggested Tasks 

1. Incorporate staff language skills into 
each Department’s deployment 
mechanisms. 

a) Examine data gathered on customer presentation and need at the Departments and formally 
include language skills as a factor in decisions on staff placement in those areas of identified 
need. 

2. Examine service delivery 
arrangements to facilitate language 
services considerations. 

a) Explore the possibility of specialisation of units of the Departments in certain language 
groupings, so staff resources in that language can be built up. 

Strategy 6: Provide Appropriate Staff Training 

Broad Strategy Suggested Tasks 

1. Train selected staff to communicate 
with target groups. 

a) Include in all induction courses for staff of the Business Area, and in special courses for existing 
public contact staff, training in the techniques of communicating with customers with limited 
English and with hearing difficulties including: 

• recognising the customers need for, and in some cases rights, to language assistance; 

• role and correct use of interpreters; 

• how to locate in-house bi-lingual staff and outside interpreters; 

• cross-cultural communication issues; 

• use of telephone and hearing impaired interpreter aids, such as special telephones or dual 
telephone adapter plugs; and 

• awareness of non English speaking and hearing impaired issues and available resources. 

a) Collect and update data on the language skills of each Department’s staff through intake 
forms/questionnaires to identify language training needs. 

b) Develop and widely disseminate guidelines on language training opportunities, processes, 
standards and testing procedures. 

c) Encourage staff with limited or unaccredited facility in languages other than English to seek 
formal accreditation of their language skills. 

2. Raise the language skill level within 
the Departments to meet identified 
needs. 

d) Identify appropriately located staff with language skills which are potentially useful to the 
Departments and encourage these staff to upgrade these skills by attending courses under the 
normal study leave arrangements. 
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e) Encourage staff with no previous language training to develop language skills by attending 
courses under normal study leave arrangements. 

f) Provide ongoing and up-to-date staff training in techniques for communicating with  customers 
with limited English facility and/or hearing impairments. 

 
 
Strategy 7: Ensure Availability of Translated Material 
 

Broad Strategy Suggested Tasks 

a) Ensure that the translation process is seen as part of each Department's overall communication 
strategy. 

b) Identify all materials produced in English within the Business Area and decide using the data 
collected on the English fluency and preferred languages of the customer group, which of those 
publications may justify translation, and into what languages. 

c) Commence to seek funds in the estimates process for the gradual translation of high priority 
documents. 

d) Place translated material in prominent positions in public contact areas. 

e) Produce a list of written material translated by the Business Area and relevant translations by 
other agencies, and distribute the list widely to staff. 

1. Provide customer information in 
appropriate community languages 
and ensure that customers and staff 
are aware of the availability of this 
material. 

f) Make contact with, and develop a list of translators with particular knowledge/expertise in the 
services of the Business Area. 

a) Monitor the quality of translations through customer feedback, and consultation with ethnic 
communities. 

b) Include translation needs in Budget Estimates on an ongoing basis. 

2. Establish procedures to monitor the 
viability of, and need for, translated 
material on an ongoing basis and to 
effectively disseminate the material 
to the intended target group. c) Examine the need to design material to fit the specific information needs of the target groups. 
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