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Translating and interpreting services

• To aid in the clinical assessment and/or clinical

management of patients from CALD backgrounds or

patients who are hearing impaired.

• When the patient has requested a non-English language

interpreter or Auslan interpreter.

April, 2025

• Nil in this setting

Culturally and linguistically diverse (CALD) patients for whom English is 

a second language, as well as hearing impaired patients, may face 

challenges when attempting to communicate with health providers, 

including QAS clinicians.

This has the potential to adversely affect the ability to convey important 

clinical information, from patient to clinician and vice versa, that risks 

compromising the type and quality of care received, as well as hindering 

the informed consent process.

In these circumstances, clinicians should consider consulting the services 

of an accredited bilingual interpreter or Auslan interpreter for the hearing 

impaired, as the situation requires.

1. The Translating and Interpreter Service (TIS National) provides

a 24/7 confidential interpreter service to assist agencies in

communicating impartially and effectively with people from

CALD backgrounds.

2. Oncall Auslan interpreters (Oncall Interpreters) are accredited and

hold either Certified Interpreter or Certified Provisional Interpreter

qualifications and are available 24/7.

• Unavailability of, or delays in finding

a non-English language interpreter or

Auslan interpreter.

Indications

Contraindications

Complications

UNCONTROLLED WHEN PRINTED 

UNCONTROLLED WHEN PRINTED 

UNCONTROLLED WHEN PRINTED 

UNCONTROLLED WHEN PRINTED
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Procedure – Translating and interpreting services

Procedure − non-English language interpreting service  

1. Using the Language Identification Tool, confirm which language
the patient prefers – do not make assumptions.

2.   Contact TIS National using the Ambulance Priority Line  
(1300 655 010). The following narrative is suggested:

‘Can I please confirm I have contacted TIS National?  
I am a Paramedic with the Queensland Ambulance Service. 
Our TIS client code is . I am currently treating a patient  
who speaks [XX], can you please arrange for an interpreter’.

3. Treat patient in accordance with the appropriate Clinical Practice
Guidelines.

4. Advise the receiving hospital of the patient’s linguistic needs
prior to arrival.

Procedure − Auslan interpreting service  

1. Call the Auslan direct booking phone number (07 3115 6918)

2.   Provide the following details to the Oncall Consultant:

I am from the Queensland Ambulance Service

I am from QAS Region: (1−8)

Officer’s full name:

Officer’s mobile phone number:

Officer’s QAS email address:

QAS case number:

3. The Oncall Consultant will create the booking and end the call.

4. The Oncall Auslan Consultant will then identify an available
interpreter who will initiate a Teams meeting and you will be  
emailed a link to that meeting.

5.   Click on the link to open the Teams app on your iPad and join  
the meeting when prompted.

6. Treat the patient in accordance with the appropriate Clinical
Practice Guidelines.

7.   Advise the receiving hospital of the patient’s linguistic needs  
prior to arrival.
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Procedure – Translating and interpreting service

       Additional information

•   To use the Auslan interpreting service, officers must have the Microsoft 

Teams app installed on their iPad. It is recommended that all officers  
pre-install the Teams app on their iPad at the earliest opportunity, and  
while connected to the QAS Wi-Fi Network (e.g., while at their home 

station).

Note: The Auslan interpreting service will not work via the Microsoft  
Teams web app in the Safari web browser. The Teams app must be  
installed on the iPad.

•   It is Queensland Government Policy to use professional interpreters in 

situations where clients have difficulties communicating in English. 

Untrained interpreters should only be used when professional  
interpreters are not available or in an urgent situation.

e

• When using a language or hearing impaired interpreting service:

-     Always talk to the patient, not the interpreter 
(e.g. ‘how are you feeling?’ not ‘how is the patient feeling?’)

-     If the patient does not understand, it is your responsibility  
to relay the message in another way – it is not the role of the 

interpreter to do this.

- Use plain English and avoid medical terminology.

-    Pause after 2–3 sentences to allow the interpreter time to translate.

-    Ask one question at a time.

-    Use specific rather than general terms (e.g. daily not frequently).

• The Interpreter symbol (pictured right) is a

national public information symbol endorsed

by the Australian, State and Territory Governments.

The symbol is used by government services,  
including the QAS, to indicate that language  
assistance is available.

•   All QAS patient transport vehicles should be fitted with the TIS logo.

- Use active, not passive words (e.g., ‘I will take your blood pressure’

not ‘your blood pressure will now be taken’).

-    Avoid slang as it can not always be translated.

-    Do not make comments that you would not want the  
patient to hear. They may understand more than you think.
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Language identification Tool
Please point to your language. We will arrange an interpreter at no charge.
Adapted from the Language Identification Card from https://www.health.qld.gov.au/multicultural/interpreters/QHIS_FAQ.asp
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Language identification Tool
Please point to your language. We will arrange an interpreter at no charge.
Adapted from the Language Identification Card from https://www.health.qld.gov.au/multicultural/interpreters/QHIS_FAQ.asp
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