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Accessing interpreting or translation services 

for NDIS participants. 
 

The NDIS and Translation and Interpreting Services (TIS) 

The NDIS Act 2013, Section 7 (1) and the Operational Guidelines support access to language 

services:  
Communicating with people with disability, highlight the need for information to be provided in 

the “language and mode of communication and terms which the person with disability is most 

likely to understand.” 

Accessing the NDIS   

The NDIA will provide access to certified interpreters for potential NDIS participants to access and 
communicate with the NDIA, including when making an access request over the phone and during the 
planning process. People with disability and their families who have difficulties communicating in 
English have a right to request a face to face certified interpreter for the planning process and to request 
a specific interpreter.  
 
NDIA planners, Local Area Coordinators (LACs) and Early Childhood Early Intervention (ECEI) 
services are required to offer and engage certified interpreters to communicate with people with 
disability and their family members who require this. 
 
The NDIA recognises that Participants from culturally and linguistically diverse (CALD) backgrounds 
may require assistance to access translation and interpreting services in order to implement the 
supports available in their National Disability Insurance Scheme (NDIS) Plan. 
 
The NDIS has recently developed a new Participant Fact Sheet that has been translated into 12 
Languages other than English and provides information for people with disability who need language 
interpreting services. This information details how to access language interpreting services throughout 
the NDIS pathway from calling the National Call Centre to implementing an NDIS plan.  
 

NDIS participants and family members 

The NDIA have developed a memorandum of understanding with TIS National, so that NDIS 

participants and family members who have difficulties communicating in English can have support 

to access interpreting free of charge, to implement the participant’s plan.   

 People from CALD backgrounds with disability and their families have a right to request a 

certified interpreter to implement the participants NDIS funded supports, as long as the provider 

is registered with the NDIA. 
 

 Funding to access interpreters through TIS National is not part of participant’s plans, if the 

person has difficulties speaking English. However funding for Auslan interpreters is part of the 

participants plan. 
 

 Support coordinators and or registered service providers can access TIS National to ensure 

NDIS participants can access and implement the funded supports in their plan. 
 

 There is no limit placed on how often participants can access TIS National. 

 The NDIA can also translate the participant’s plan if that is needed.  

https://www.ndis.gov.au/understanding/language-interpreting-services
https://www.ndis.gov.au/languages


 

 
 

How can NDIS registered services providers access qualified interpreters 
 

 Instructions for registered NDIS provider on how to create a TIS National account so that the 
participant or the NDIS plan is not charged for interpreting services and the NDIA can accept 
this charge on the participant’s behalf.  
 

 The registered service client code will enable the service provider to book a face to face (onsite) 

or telephone interpreting session, free of charge, for any NDIS participant to implement their 

funded supports.  

 

 LACs or ECEIs are able to provide information to participants and their families about this new 

NDIS approach to ensure participants can implement their plans.  

 

 Agencies delivering LAC / ECEI or ILC activities are required to engage certified interpreters 

where needed to communicate with participants and their families. However NDIS community 

partners will have to pay for the cost of accessing interpreters and translating information and 

will not have free access to TIS National. Instead, the costs of providing language services must 

be factored into the cost of delivering their activities and should be included in their grant budget 

to ensure equitable access to their services and activities. 

Specific Interpreter Requests 

TIS National can agree to fulfil a client’s request for a specific interpreter, as per TIS National’s 

Allocation Policy.  

To request a specific interpreter agencies are required to provide evidence of continuity of care and 

complete an indemnity form. Currently to access this form you must go online with your TIS code to 

complete a request for specific onsite or phone interpreter. 

A specific interpreter request is more likely to be successful if you can demonstrate that allocation of 

the nominated interpreter: 

 is essential to maintaining the quality and continuity of care or service; and  

 is of clear benefit to the non-English speaking participant  

 has been engaged to communicate with the non-English speaker previously 

It is necessary to complete an indemnity form, including details of the circumstances which apply, 

before TIS National will consider a specific interpreter request. TIS National will assess each request 

for a specific interpreter and determine whether the provision of a specific interpreter adheres to their 

policy. 

If your request is assessed as consistent with the TIS National policy, the job will be offered to the 

interpreter who will then have 24 hours to accept or decline the booking. 

Specific interpreter requests must generally be made at least three business days prior to the 

appointment date. Requests made less than three business days in advance will only be considered 

in exceptional circumstances and will generally result in an interpreter being allocated in accordance 

with standard TIS National interpreter allocation policy. 

If the requested interpreter is not available and the check box for another interpreter was not selected 

in the booking request TIS National will cancel the booking. 

https://www.ndis.gov.au/providers/essentials-providers-working-ndia/language-interpreting-services-providers
https://www.tisnational.gov.au/Agencies/Help-using-TIS-National-services.aspx


 

 
 

Situations where a specific interpreter may be needed 

AMPARO Advocacy has found that some non-English speakers may be hesitant to engage with 

qualified interpreters even when they are necessary for effective communication. In small communities, 

some people may have concerns around confidentiality and privacy, and may be reluctant to engage 

with an interpreter from the same community. This may be the case when discussing issues related 

disability, where misconceptions about disability are common and disability is not openly discussed. 

Some individuals may have experienced breaches of their privacy and reluctant to trust that this will 

not happen again. 

In situations like this it can be beneficial to identify a Certified or Recognised Practising interpreter from 

a different ethnicity or community, who speaks the person’s preferred language. Where there is the 

opportunity to engage the same qualified interpreter over time, a trusting relationship can be developed 

between the non-English speaker, the interpreter and the person assisting the participant and ensure 

quality and continuity of care or service.  This approach is beneficial for the non-English speaking 

participant and a valid reason for requesting a specific interpreter from TIS National. 

Benefits of On-site interpreters 
 

According to the Federal Government’s Multicultural Language Service Guidelines: On-site interpreters 
should be engaged in instances where communication involves: 
  

 sensitive, complex or lengthy discussions  

 documents and consent forms will be discussed (i.e. when an interpreter provides a sight 

translation of a written document). 

 group meetings or interviews planned in advance1 

 

Or where for practical reasons, telephone interpreting is not appropriate; for example, where there is 

heavy reliance on mobile phones.2i 

The Multicultural Language Service Guidelines advises that telephone interpreting is not suitable 

for complex and lengthy discussions, group meetings or interviews planned in advance3.  
 

Conducting an NDIS planning meeting with someone who does not speak English well, who is 

unfamiliar with support systems such as the NDIS, disability terminology, and what a good life for a 

person with disability can look like, would most definitely fall into the category of having a complex and 

lengthy discussions.  

In selecting the most appropriate method of delivering interpreting the Queensland Language Service 

Guidelines state that: “Telephone interpreting can be a cost-effective option for simple communications 

that are not lengthy. Telephone interpreting mainly involves verbal communication and is therefore not 

as detailed a communication option compared to on-site interpreting.” 

Travel Costs for Interpreters 
Interpreters may be reluctant to accept an onsite interpreting job if they have to travel long distances 

to the onsite appointment. However TIS National can pay for travel costs in situations where the one-

way distance is greater than 100km.   

                                                           
1 Commonwealth of Australia. (2013). Multicultural Language Service Guidelines. Department of Immigration and 
Citizenship  
2 The state of Queensland (Department of Communities, Child Safety and Disability Services). February 2016. 
Multicultural Affairs Queensland Language Services Guideline.   
3 Commonwealth of Australia. (2013). Multicultural Language Service Guidelines. Department of Immigration and 
Citizenship. 



 

 
 

Grants applications for NDIS Partners in the Community Programs or Information, Linkages and 

Capacity Building (ILC) - National or Jurisdictional Based Grants   
 

Agencies making application to these programs must ensure their proposed activities comply with 

Australia’s Multicultural Access and Equity Policy: Respecting diversity. Improving 

responsiveness. 
 

This policy means that Australian Government and funded agencies need to ensure that cultural and 

linguistic diversity is not a barrier for people who need to access government and community services. 

This means, for example, that appropriate language services should be budgeted for and provided.  

 

Grant Applicants should consider what professional translating or interpreting services will be    

needed to deliver services, projects, activities or events to all participants including, non-English 

speakers. If your Application Form states that a budget is required, costs for translating and 

interpreting services should be included in your budget. 

AMPARO Advocacy’s Position 
 

AMPARO considers it critical that all NDIS participants have access to qualified interpreters to ensure 

effective communication, as outlined in Federal and State language services policy guidelines.  

 

Currently NDIS Participants that are Self-managed or Plan-managed and accessing services that are 

not registered with the NDIS, do not have access to certified interpreters free of charge through the 

current arrangement between the NDIA and TIS National.  

 

AMPARO will encourage the NDIA to make this service available to all NDIS Participants, including 

those who are accessing services that are not registered with the NDIS. 

The NDIA Cultural and Linguistic Diversity Strategy 2018 acknowledges the NDIA’s commitment 

to implementing the Multicultural Language Service Guidelines. This means that practices being 

implemented by the NDIS and Community Partners, must be consistent with these guidelines.   

Queensland’s State and Federal government policies have established clear protocols for engaging 

qualified interpreters, and highlight practices to be avoided, which include engaging family and friends 

as interpreters.  
 

 Queensland’s Language Service Guidelines 

 https://www.communities.qld.gov.au/resources/multicultural/policy-governance/lsp-guidelines.pdf  
 

 Multicultural Language Services Guidelines For Australian Government Agencies  
https://www.google.com.au/search?q=multicultural+language+service+guidelines&rlz=1C1CHBD_en-

GBAU747AU747&oq=multicultural+language+service+guidelines&aqs=chrome..69i57j0l3.8639j0j8&so

urceid=chrome&ie=UTF-8  
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