
Guidelines for use of interpreting and translation services in:
· Victorian government schools
· Early childhood services delivered or funded by DET 
· Support Services funded by DET  

DET provides funding for interpreting and translation services to support children and young people who are:
· enrolled in government schools; 
or
 accessing early childhood services or other support services delivered or funded by DET; 
and
· whose parents are from a language background other than English and require communication to be undertaken in their first language.  

Early Childhood Services and Support Services funded by DET include: 
· Kindergarten Programs
· Early Childhood Intervention Services
· Specialist Children’s Services 
· School Focussed Youth Services
· Primary School Nursing 
· Secondary School Nursing
· DET funded Occasional Child Care   

The service provider selected through an open tender process for the provision of this service is LanguageLoop, who have provided Interpreting and Translation Services from 1 January 2014.

Note: Costs for interpreting and translation services for full fee paying overseas students are not met by DET.  Costs for these students are to be met by the school.

1. Guidelines for use of Interpreting Services
1.1. Government schools - on-site and telephone interpreters are available for the following categories/assignments:
[bookmark: OLE_LINK3][bookmark: OLE_LINK4]SC01 / SC02 - 	Parent Teacher Interview
SC03 / SC04 – Information Dissemination
SC05 / SC06 – Individual Student (E.g. educational progress, integration, careers/pathways, welfare, discipline). The student year level must be recorded.
SC07 / SC08 – Student Services Assessments. The nature of the assessment (E.g. speech pathologist, psychologist, social worker, and visiting teacher) must be included in the booking. In addition, the student year level must be recorded.
SC09 / SC10 – Transition to Primary School
SC11 / SC12 – Student Enrolment. The student year level must be recorded. If enrolling more than one student from the same family, include year levels of all students being enrolled.
Note:
The above categories and notional times (60mins/90mins) relate to interpreting assignments for approved categories for which schools do not require prior approval from DET. 
Schools are not able to access interpreting services for events such as graduations, performances or for assisting individual students in the classroom or with other curriculum issues. 
Unusual situations that require prior approval from DET are any requests not included in the categories listed above.

1.2. Early Childhood Services and Support Services funded by DET - on-site and telephone interpreters are available for the following categories/assignments:
EC05 / EC06 - 	Funded Kindergarten Programs – telephone, service or home based discussion with parent/carer. 
EC07 / EC08 – Funded Kindergarten Programs / Transition to Primary School – telephone, service or home based discussion with parent/carer.
EC09 / EC10 - 	Early Childhood Intervention - telephone, service or home based discussion with parent/carer.
EC11 / EC12 - 	Specialist Children’s Services – telephone, service or home based discussion with parent/carer.
EC13/ EC14 - 	School Focussed Youth Services – telephone, school or home based discussion with parent/carer.
EC15/ EC16 - 	Primary School Nursing Programs – telephone, school or home based discussion with parent/carer.
EC17 / EC18 - 	Secondary School Nursing Programs – telephone, school or home based discussion with parent/carer.
EC23 / EC24 - 	Childcare Programs – for parent/carer accessing Adult Community and Further Education (ACFE). 
Note: 
The above categories and notional times (60mins/90mins) relate to interpreting assignments for approved categories. 
While a parent/carer can initiate an interpreting service by contacting the school or DET funded service, all bookings must be made by the school or the DET funded service.

1.3. Booking an interpreter
For most interpreting services, schools, early childhood services and support services will not require prior permission from DET for booking interpreters. However, in some situations (see Unusual situations above); VITS LanguageLoop Interpreting and Translating Services will require permission from DET before accepting the booking.
Booking online
VITS LanguageLoop provides a comprehensive online booking facility. This is the most efficient and cost effective method for booking an interpreter. Bookings for on-site interpreters can be made via the online booking facility at http://client.languageloop.com.au. Each user is required to quote their pin number and enter a password (provided by VITS LanguageLoop). 

Use of the online booking facility enables better planning and centralised management of interpreter bookings. The online booking facility should be used to:
· Make bookings
· Confirm current bookings (refer to Confirmation below)
· Avoid double booking.

Booking by telephone
To book by telephone (24 hours, 7 days a week) contact LanguageLoop on 03 9280 1955.

Booking by email
Email LanguageLoop at bookings@languageloop.com.au





Emergency bookings
The emergency number is available for any issues that may occur at the booking commencement time and for a genuine interpreting emergency. LanguageLoop can be contacted (24 hours, 7 days a week) on (03) 9280 1900.

Confirmation
· Confirmation of bookings can occur upon request by the person/service placing the booking at the time the booking is made. Confirmation by LanguageLoop will be provided by the preferred method of communication. For example, phone/fax/email.

Booking procedures
· Booking an interpreter as soon as possible after a need has been identified increases the likelihood that an interpreter will be available for the preferred time. Where possible, bookings should be made at least five business days before the interpreter is required. LanguageLoop will confirm the booking within 3 to 5 days if requested to do so.
· Interpreting services should be arranged during normal business hours whenever possible. However provision for out-of-hours services is available. 
· During periods of high demand, such as when end of term parent–teacher interviews are being undertaken, longer notice may be required, for example ten business days’ notice. Longer notice may also be required when a more highly accredited and experienced interpreter is required to be assigned to the booking, for example, when the communication involves complex or sensitive information. 
· Unless otherwise requested, a minimum ninety minute booking period per engagement will apply. However, a sixty minute booking period is only available upon request. Where a shorter booking period applies, consideration should be given to using telephone interpreters instead of on-site interpreters where appropriate (E.g. low complexity matters).
· For parent–teacher interviews, schools are required to arrange appointments to maximise the use of interpreters during the period for which they are booked. Please see Appendix 1 which provides a proforma which can assist with planning. This proforma is available in over 30 languages.

Booking details
· The specific language(s), dialect (if relevant), time and duration, purpose, precise location and contact person must be specified.
· Particular requirements relating to the assignment need to be specified at the time of booking. For example:
· Gender
· Specific interpreter
· For school bookings, the student year level must be provided.

· For schools, all interpreter bookings must be authorised by the principal and coordinated by one person.


Cancellation (by a user)
· Bookings that are not required should be cancelled as soon as possible to avoid late fees. Cancellations can also be made online via the client portal.
· A cancellation fee will be charged by LanguageLoop where less than 24 hour notice is provided.  The cancellation fee will depend on the duration and type of service booked. 


Unable to provide interpreting service
· Notification that LanguageLoop is unable to provide an interpreter for a booking will be provided (via the preferred method of communication) as soon as possible with provision to reschedule as required. 



1.4. Telephone interpreting service 
A telephone interpreter service facilitates three-way communication and video interpreting. This service is cost effective and available 24 hours a day, 7 days a week. The 24 most commonly requested languages are automated by using a telephone number that corresponds to the required language. Waiting time for this service is minimal, and in most situations all parties will be linked within minutes. LanguageLoop can also offer Video Interpreting.
Calls to LanguageLoop on public holidays and outside normal business hours (8:00am – 9:00pm Monday to Friday and 8:00am – 1:00pm Saturday) will incur additional costs.  
Telephone interpreting may not be appropriate in some circumstances or if the interview is likely to be longer than 60 minutes. 
Telephone interpreting can be booked in advance and is recommended when a language outside the 24 most commonly requested languages is required. 
Briefing the interpreter prior to commencing the interpreting assignment can also occur by connecting to the interpreter in advance.
Please refer to the LanguageLoop information kit for instructions on using LanguageLoop's telephone interpreting service and a list of interpreting phone numbers. Alternatively, call LanguageLoop on 03 9280 1955 for more information.
Note: A staff member must participate in the telephone interpreting call. Telephone interpreters cannot be used to pass on a message.

2. Guidelines for Translation assignments
Translation services are not normally available for DET funded services unless there are extenuating circumstances.  Inquiries regarding translation services for DET funded services should be directed to the contact at the end of this document.  

Schools - Translation services are available for the following categories of work. Word limits must be strictly adhered to.  

	Item
	Maximum number of words

	Key item for newsletter
	500 words

	Notice
	750 words

	Information on program/activity
	750 words

	Learning support material
	1,000 words

	Special school/integration student reports
	500 words

	Individual Learning Plans
	500 words



[bookmark: _GoBack]Key items for newsletters should provide important information which is relevant to the whole school community.
Notices might include details of school enrolment, parent information meetings, requests for parental support.  
Information on program/ activity might include details about whole school programs, learning support programs, student services or communication about individual students on areas such as careers, welfare or discipline. 
Requests for the translation of documents which fall within the categories of approved translation assignments and which meet the word count limit set for each category will not require approval from the DET. However, if there are concerns about a request meeting the guidelines, LanguageLoop will require approval from DET before accepting the translation request.
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]Schools are not able to access translation services to translate lengthy documents such as school charters and individual student reports. Schools will need to meet translation costs where services fall outside the translation guidelines.
Requests to translate documents relating to policy or services of other government departments are also not provided for by DET. Schools should check with these departments to see if translations are available. 

2.1. Procedures for requesting translations
A Translation request form must be completed and request made directly to LanguageLoop via:
· The Online Booking System http://client.languageloop.com.au (electronic documents for translation can be uploaded via the client portal)
· Email to translations@languageloop.com.au
· Telephone enquiries about written translations 03 9280 1941 
To ensure equity of access for all schools, the following procedures have been established. 
Format
Schools should prepare versions for translation of existing English language documents on A4 format, in running text, adhering to approved categories and word limits. In preparing the document the text should be written in plain English.

Note: Any costs incurred for special typesetting, layout requirements and words in excess of the established limits (see above) will have to be met by schools.

Emailing documents for translation
Documents for translation should be prepared in MS Word and emailed together with a Translation request form to translations@languageloop.com.au or uploaded vial the client portal.

Approval
Where requests meet guidelines, LanguageLoop will carry out the translation and return the translated file in PDF format.

Non approval of translation requests
In cases where guidelines are not met, the principal or contact person will be notified by LanguageLoop or DET. In circumstances where the materials to be translated fall outside the guidelines, the costs will not be met by DET. Arrangements should be made directly with  LanguageLoop.

Bookings
At least ten business days are required between receipt of the request for the relevant translation and the provision of the service. However, in exceptional circumstances, and based on the urgency of the request, a shorter timeline may be approved subject to the availability of translators.

Record keeping
· Maintain a record of all translation assignments.
· Ensure all translation requests are authorised by the Entity’s nominated coordinator.

2.2. Cancellation
Prompt notification to LanguageLoop is required for cancellations. Fees will apply where a translation is cancelled where less than 24 hour notice is provided.
· Interpreting and Translating services are provided at a substantial cost to DET and making unnecessary payments to the service provider significantly impacts on the allocated budget for this service. 
· There may be some circumstances where a short cancellation notice is unavoidable; however, every effort must be made to comply with the cancellation terms to avoid unnecessary charges.


To view an online version of the LanguageLoop welcome kit which has been distributed to all schools, see:
· [image: https://www.education.vic.gov.au/_layouts/images/icpdf_custom.png]VITS LanguageLoop Service Directory
· [image: https://www.education.vic.gov.au/_layouts/images/icpdf_custom.png]How to work with an onsite interpreter (pdf - 1.82mb)
· [image: https://www.education.vic.gov.au/_layouts/images/icpdf_custom.png]How to work with a telephone interpreter (pdf - 4.77kb)
· [image: https://www.education.vic.gov.au/_layouts/images/icpdf_custom.png]Instructions for using VITS LanguageLoop telephone interpreting service
· [image: https://www.education.vic.gov.au/_layouts/images/icpdf_custom.png]Language identifier (pdf - 1.23mb)
· [image: https://www.education.vic.gov.au/_layouts/images/icpdf_custom.png]How to work with AUSLAN and deaf interpreters (pdf - 517.99kb)

2.3. Multilingual notices for schools
Multilingual notices support communication between the school and families from language backgrounds other than English. Nineteen school notices commonly requested for translation are available in 37 languages, including English and are available at: 
https://www.education.vic.gov.au/school/teachers/management/community/Pages/interpreting.aspx#link14
Notices available:

	Information regarding parent participation
	Immunisation records

	Participation in parent/teacher interview
	Parent payments

	Special Event/Meeting/Function
	Student absence

	Prep intake
	Swimming program

	Student excursion consent form (for excursions not requiring school council approval)
	Meeting request

	End of term
	Items required for an excursion

	No school
	Student attendance times and before and after school supervision

	Travel card
	Student excursion consent form – (for excursions requiring transport in a privately owned vehicle with principal approval and not requiring school council approval)

	Exit from English Language School or Centre
	Medical information for School Council Approved excursions

	Medical condition
	



Languages available: 
	Department of Education and Training (DET) 
		

1

	Albanian
Amharic
	

	Arabic
	

	Assyrian
Burmese
Chinese – simple
Chinese – traditional
	

	Chin Hakha
	

	Dari
Dinka
	

	French
Gujarati
Hazaragi
Hindi
Karen
Khmer
Korean
Macedonian
Nepali 

	

	
	

	Nuer 
Oromo
Pashto
Persian
	

	Punjabi
	

	Samoan
Serbian
Sinhalese
	

	Somali
Spanish
Tagalog
Tamil
Thai
Tigrinya
Turkish
Urdu
Vietnamese
	




Note: Schools are encouraged to use these notices when appropriate. If schools wish to write their own notices which cover the list of topics in the set of Multilingual notices, the payment for the translation may need to be met by the school.  

2.4. Translated information of key DET documents 
Information for parents relating to key DET initiatives has been translated into a number of languages. Translated documents include and located at:

Camps, Sports and Excursions Fund (CSEF) - https://www.education.vic.gov.au/about/programs/Pages/csef.aspx

10 Tips for starting primary and secondary school https://www.education.vic.gov.au/parents/going-to-school/Pages/tips-starting-school.aspx

For information about Victorian Government policy on language services see the Victorian Government Guidelines on Policy and Procedures for Interpreting, Translating and Multilingual Information Online:  
https://www.multicultural.vic.gov.au/projects-and-initiatives/improving-language-services/standards-and-guidelines

This guide sets out the Government's position and provides direction to Departments and     agencies on the use of interpreters and translators. 
 
3. Complaints
Complaints about the quality of services provided by VITS LanguageLoop should be raised directly with VITS LanguageLoop in the first instance via email at feedback@languageloop.com.au If this method does not resolve the matter, please contact DET via email at language.services@edumail.vic.gov.au

4. Contact details
Direct all queries concerning interpreting and translation services to: language.services@edumail.vic.gov.au










image1.png




