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To provide Non-English speakers with high quality language 
services, delivered efficiently and cost-competitively by 
accredited professionals.

We value and support the profession, and contribute to its 
development, by working with industry stakeholders, setting 
practice standards and providing leadership for Victoria  
and Australia. 

Our work supports access and equity for Non-English 
speakers, and the richness of Australia’s cultural diversity.

OUR 
MISSION 
STATEMENT
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COVER IMAGE: Angelica Ibarra is a VITS 
Senior Customer Service Officer and Spanish 
interpreter. Read her full story on Page 15.
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KEY ACHIEVEMENTS  
IN 2015-16

5,990,000+

136,000+

2500+

200

words translated = 

language professionals 
registered with VITS

more telephone interpreting 
calls than 2014/15

260,000+
people helped via language 
services provision

125,000+
people assisted 
via a telephone 
interpreter

4900+ 
Auslan  
(sign language)  
interpreters 
provided

$18M+
Total revenue 

Languages interpreted

10,000+
interpreters provided 
for school parent/
teacher interviews

new

language 
professionals 
registered  
with VITS

160+ 

people assisted  
                 via an onsite         
                 interpreter

copies of War & Peace

10

22%



GEORGE 
LEKAKIS AO 

VITS 
CHAIRPERSON
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VITS has been serving the Victorian and Australian community since  
1979 by bringing together interpreters and non-English speakers, or those 
with low English proficiency, so members of the CALD (culturally and 
linguistically diverse) community can freely access and participate in every 
aspect of the Australian community. 

In my first full year as Chair, VITS has continued to work with government, our 
Minister the Hon Robin Scott and the Office of Multicultural Affairs, to strengthen 
the provision of language professionals in both government and commercial 
settings across all sectors. We take our mission to contribute back to the sector 
very seriously – we do this by providing training opportunities, funding and 
bursaries. An example of this is a program we sponsored with Monash University 
in relation to family violence, the first of its kind in Australia. We also work across 
many other government portfolios including in settings such as hospitals, courts, 
schools, mental health and law enforcement agencies. 

In the private sector we have continued to work with our commercial clients by 
helping them to better engage and communicate with their non-English speaking 
customers. More than 4 million Australians (18% of the Australian population) do 
not speak English as their preferred language, so the services VITS provide are vital 
in assisting people integrate into, and participate in, society. In Victoria more than 
a quarter of the population was born overseas, meaning we have one of the most 
culturally and linguistically diverse communities in the world. 

This year has been one of change and continued growth for VITS as we appointed 
a new CEO, Elizabeth Compton, in February 2016 and had a change in Board 
appointments in April 2016. Together with our new CEO we have developed a new 
strategic direction for the organisation focused on improvements to all elements of 
our customer service delivery to growth of our Telephone and Video Interpreting 
Services and reaching out to a wider client base for these services. 

In April 2016 we had a change in the majority of our board with three Directors 
completing their term and the appointment of four new Directors. I would like 

CHAIRPERSON’S 
REPORT

OUR VISION
To be the leading provider of 
high quality language services
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to thank our former board members Arthur Apos, Geoffrey Gough and Voula 
Messimeri for their contribution to the governance and strategic direction of VITS 
over many years. I would especially like to thank our long serving Deputy Chair 
Voula Messimeri. Voula has seen VITS through a significant period of growth, and 
in the earlier days of VITS, some very challenging times. Her level of expertise and 
knowledge of the multicultural sector has been invaluable to myself, the board and 
the management team. 

All of the work from our Board, management team, staff and our dedicated 
2500+ language professionals has resulted in VITS assisting over 260,000 people 
accessing an interpreter in 2015-16. In addition we have translated just under 6 
million words, which is our highest volume ever.

VITS achieved its best result ever with just over $18M in revenue and again, for 
the second year in a row, a surplus of over $1M. The majority of this surplus is 
returned to government via a dividend that goes towards further supporting the 
sector. In my first full year as Chair I am thrilled to deliver these results. 

I would like to acknowledge our previous CEO George Bisas who led VITS for 
over 6 years until October 2015. Our most experienced staff member Sophia 
Koutes held the reins in an acting capacity until our new CEO commenced in 
February 2016. 

I would like to thank the Board and our new CEO Elizabeth Compton, who in just 
six months has overseen the development of our new strategic direction, continued 
growth and importantly, implemented numerous initiatives to strengthen our 
relationships with key stakeholders and support and invest in our dedicated staff. 

VITS is in a very solid and sustainable position to continue growing and providing 
critical services to our vast multicultural community across Australia. 

George Lekakis AO
Chairperson

2015 -2016

OUR 
VALUES
At VITS we:

> are proud to deliver a 
proactive and quality service

> embrace and drive change

> create an enjoyable workplace 
and celebrate success

> are adventurous, creative,  
and open-minded

> support each other and  
pursue growth and learning

> build open and honest 
relationships with 
communication

> build a professional,  
positive team 

> treat our clients,  
colleagues and contractors 
at all times fairly, and with 
respect and dignity

> are passionate, committed  
and determined

> reward and recognise 
achievement
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In my first year as CEO I am pleased to present our 2015/16 Annual Report. 
The last 12 months, has been a year of change and continued growth, as we 
have delivered our best results in our history.

The last Census revealed that over a quarter of Australia’s population was born 
overseas and a further one-fifth had at least one overseas-born parent. If we look 
at Victoria, 5.35M (or 26%) were born overseas in over 200 countries and 23% 
spoke a language other than English at home. This number is only rising with our 
increasing immigration intake, so the challenges and opportunities this presents for 
VITS are immense. We look forward to seeing the changes that will be highlighted 
from the most recent 2016 census data. 

These numbers give an insight into our incredibly diverse country and the 
challenges it presents in ensuring everyone has fair and equitable access to 
services, so individuals can make informed decisions about critical aspects of their 
lives – from health, education to legal and financial choices and much more. 

I like to think about our results in terms of how many people we have assisted 
via the provision of language services. The ability to understand and participate 
in society is such a fundamental right and I am proud that VITS is a core part of 
facilitating this process.  

In 2015/16 we assisted over 260,000 people access either an on-site or telephone 
interpreter. Although some of these interactions can often be in relation to straight 
forward processes e.g. enquiring about a bill, they are more often than not critical 
interactions such as people accessing core health, legal or education services.

I commenced with VITS in February 2016 and have spent these first few months 
meeting our key stakeholders, including clients and government stakeholders. 
The overwhelming feedback I receive is what a critical service we offer and the 
importance of this work in people’s lives, who, via VITS, can access an interpreter 
or have vital documents translated. 

My focus has been on understanding the needs of our clients and looking at new 
ways we can bring our services to even more people via leveraging the latest 
technology. We have worked closely with our IT partners to develop new and 
leading technology that will enable us to service even more people, especially 
those in regional areas. 

VITS has always been a leader in the provision of language services and continues 
to be so with our development and utilisation of leading-edge technology platforms.

Financial results have continued to be strong, with our best results in our history. 
Total revenue for FY15-16 was just over $18M. For a second time we achieved a 
net profit over $1M.  

CEO’S REPORT

ELIZABETH 
COMPTON 

VITS CEO

2015 -2016
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The majority of this surplus goes back to Government to allow us to continue 
investing in the language services sector via bursaries, scholarships, research 
and ongoing advancement of the sector. We also utilise funds via our Industry 
Innovation Grants Program to support ongoing development and research, make 
improvements in our service delivery and understand the needs of non-English 
speakers and the professionals who are providing services to them.

We have continued to focus on our provision of onsite interpreting and the quality 
of this service delivered by our 2500+ interpreters. Demand for our pre-recorded 
multilingual lines, an innovative service pioneered by VITS, also grew strongly.  
We work closely with our clients so they can engage effectively with their non-  
or limited-English speaking customers, patients or other type of stakeholder.

We achieved our best result in translations with just under 6 million words 
translated, which is the equivalent to more than 10 copies of War and Peace! 
It is a heartening result given the translation market has become particularly 
competitive with more aggressive overseas companies entering the fray and a 
greater use of overseas-based, less qualified translators by our competitors. VITS 
currently only uses NAATI accredited translators which is something we are very 
proud of.

I would like to thank our Chair, George Lekakis, who has provided great support 
in my first six months. George has been a valued source of experience and 
expertise in the language and multicultural affairs sector. 

I would also like to thank our many language professionals – interpreters and 
translators who have chosen to work with VITS. Without the efforts of our 
dedicated contractor workforce we could not achieve the results outlined in this 
report. These language experts could find themselves one day interpreting in 
a court room or hospital and the next at a child maternity health centre, often 
delivering very difficult messages that can be of life and death significance. 
Ultimately these services allow non-English speakers or those with low-English 
proficiency to participate fully in society which is an extremely rewarding service  
to offer. 

These outstanding results have been achieved with a major team effort from our 
board of directors, leadership team and the ongoing efforts of our dedicated and 
passionate staff. Thank you so much to the daily effort of our team at VITS who 
Wow our customers, clients and contractors daily and make VITS a great place 
to work, and most importantly, provide a vital service to Australians. 

Elizabeth Compton
Chief Executive Officer, VITS

VITS HAS ALWAYS 
BEEN A LEADER IN 
THE PROVISION OF 
LANGUAGE SERVICES 
AND CONTINUES 
TO BE SO WITH OUR 
DEVELOPMENT 
AND UTILISATION 
OF LEADING-EDGE 
TECHNOLOGY
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DEPUTY CHAIRPERSON:  
MIRIAM SUSS OAM 

(COMMENCED APRIL 2016)

Miriam is a social worker by profession 
who has served as the Director 
of Social Work and Community 
Development Services at Jewish Care, 
has headed up the Jewish Community 
Council of Victoria, and the Ethnic 
Communities’ Council of Victoria, 

and has held the position of General Manager Development, 
Communications and Marketing at Jewish Care. 

In 2013, Miriam was awarded a Medal of the Order of Australia 
for Service to the Jewish Community. 

Miriam is currently a Board member of Alfred Health and serves 
as the Honorary Secretary of Multicultural Arts Victoria. 

With her strong commitment to social justice and access and 
equity to opportunities for all Australians, Miriam has a long 
history of involvement in the Diversity sector, and returns to 
VITS as a Director after completing a short term on this Board 
until 2012. Having immigrated to Australia with her family as a 
two-year-old, Miriam speaks 5 languages and strongly believes 
in the need for excellent language services in our community.

BOARD OF DIRECTORS

CHAIRPERSON:  
GEORGE LEKAKIS AO 

George Lekakis AO was 
appointed Chairperson of the 
Board of the Victorian Interpreting 
and Translating service in May 
2015. He brings to the position 
over three decades of knowledge 
and experience in organisational 

governance, policy development, financial and program 
administration and a long standing experience of delivering 
complex community and health services.

George was the longest serving Chairperson of the 
Victorian Multicultural Commission from 2001 to 2011. 
He had key responsibilities in coordinating a whole of 
government approach to support the cultural diversity of 
the Victorian population. George managed the expansion 
of the Commission’s work to include the development and 
implementation of the Victorian Multicultural Act 2004, the 
Community Grants program, the Cultural Precincts and 
Community Infrastructure Enhancement Fund, Celebrate 
Diversity Week, the Awards for Excellence in Multicultural 
Affairs, Interfaith Initiatives, the Refugee Communities 
Support Program and the Interpreting and Translation 
policy initiatives program in Victoria. 

George has previously served as the Chairperson of the 
Ethnic Communities’ Council of Victoria in a voluntary 
capacity and has also served on many government 
and community-based boards and committees of 
management and was a member of the Social Security 
Appeals Tribunal.

In 2010 George was awarded an Officer of the Order 
of Australia for distinguished service to the community 
through leadership roles in multicultural organisations 
and to the development and implementation of services 
to support those from culturally and linguistically diverse 
backgrounds. Mr Lekakis has formal qualifications in social 
work and nursing.

KATRIN ALADJOVA-KUSZNIRCZUK  
FM, B.BUS.(MANAGEMENT) 
 

Katrin is the co-founder and Director 
of All Australia Imports Pty Ltd and 
StreetStar Cosmetics. She continues 
in executive roles at these companies 
and maintains business activities in 
Europe and Asia. She has over 25 years’ 
experience in international trade and the 

retail and fashion industries. 

Katrin is a former dual World Champion of chess. She is also 
triple Australian Champion. In 1986 she was awarded the 
International title of FIDE Master by the World Chess Federation, 
FIDE (Fédération Internationale des Échecs). Her passion for 
the game of chess is shown in her commitment as a former 
Hon President of Chess Victoria (CV) and continues support 
as an Ambassador to CV. Her achievements in chess are also 
recognised around the world. In Bulgaria she was awarded 
recognition as one of the top 100 most famous sportspeople 
from Bulgaria in the last century.

Katrin Aladjova-Kusznirczuk is also an ambassador for the 
Victorian Government’s vision for language education  
“Love of Language”. http://loveoflanguage.com.au/aboutus

DEPUTY CHAIRPERSON: 
VOULA MESSIMERI AM (UNTIL 23 APRIL 2016) 

GEOFFREY GOUGH (UNTIL 23 APRIL 2016)

MR ARTHUR APOS (UNTIL 23 APRIL 2016)
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CARLO CARLI  

(COMMENCED APRIL 2016)

In recent years Carlo has worked on 
projects on governance and capacity 
building, including in the Pacific and 
in Uganda. He has also worked with 
Aboriginal-managed health organisations. 

Currently Carlo is Chair of the 
Legislative Leadership and Governance 

Group (www.llgg.org.au) at Deakin University, Victoria Australia 
– an organisation, which provides training and Parliamentary 
strengthening programs for overseas Parliaments. 

Carlo has skills in areas of governance, community development and 
organizational development. He is currently Chair of Merri Health, 
a community health service in Melbourne’s north. He works as a 
consultant and lecturer at Victoria University. 

Carlo was member of the Parliament of Victoria for over 16 years 
and understands the complexity of Government and how to pursue 
changes to public policy.

Carlo speaks Veneto, Italian, Spanish and French and is comfortable 
in working in multilingual and multicultural environments. He is an 
advocate for access and equity, multiculturalism, and broader 
human rights issues in the community, in Government and 
within the political process.

RUTH OWENS  
BBUS MBA FCPA FAICD

(COMMENCED APRIL 2016)

The majority of Ruth’s working life has 
been spent in managerial and finance 
roles in the legal and accounting 
sectors. From this sector she moved 
to CFO roles with the not-for-profit 
sector. This reinforced her passion for 
actively working as an advocate for 

those in need as evidenced by her list of board appointments 
and activities. 

Ruth has served on the boards/committees of VMA Ltd., 
Cerno Ltd., The Council for Homeless People, Mind Australia, 
International Women’s Development Agency, Victorian Asthma 
Foundation, Dianella Community Health Centre, Dental Health 
Services Victoria, City of Yarra and the Royal Australian College 
of General Practitioners. Ruth has chaired both the Finance and 
the Audit and Risk Committees in her board roles. 

Ruth is actively involved in the community, with a particular 
interest in supporting refugees and women, initially through the 
Brotherhood of St Laurence’s Ecumenical Migration Centre 
program and more recently with The Social Studio in Collingwood. 
Ruth has for many years personally mentored a number of newly 
arrived residents as well as mentoring a number of professional 
women looking to take their next step in their career.

SABAH KHAN  

(COMMENCED APRIL 2016)

Sabah has over fifteen years of 
experience in commercial and 
corporate law. Having worked 
for a number of businesses in 
the capacity of Legal Counsel, 
she has proven leadership in 
corporate governance and statutory 

compliance. She has established a strong reputation for 
delivering strategic, pertinent and timely legal advice. 

Currently, Sabah works as Legal Counsel for contingent 
workforce specialist Entity Solutions providing contractor 
engagement and management solutions in the AUSNZ and 
APAC regions. As part of the senior management team, 
she contributes to company direction and decision-making 
by providing strategic and expert legal advice on all areas 
of business activity, including effective risk management 
techniques. 

Previously, Sabah worked as Legal Counsel at Jim’s Group, 
one of Australia’s largest franchise networks. In this role, she 
provided legal advice on the contractual and commercial 
management of the Group’s franchisees, driving continuous 
improvement relating to legal and business procedures, 
compliance and documentation. 

Committed to social inclusion, and the support of those in 
need, Sabah has volunteered at the Women’s Legal Centre, 
a not for profit organisation providing free legal advice and 
representation to women in Victoria. She is fluent in Hindi  
and Urdu.

CR MENG HEANG TAK 
 
 

Meng operates his general law 
practice in Melbourne. The majority 
of his clients come from non English 
speaking backgrounds. As a self-
employed business operator, he 
understands the challenges faced by 
small business owners. He is a first 

term councillor for one of the most multicultural municipal cities 
in Victoria, the City of Greater Dandenong. This has given him 
the opportunity to learn more about the community he lives in 
and his priorities as a councillor include maintaining low rates, 
aged care for migrant seniors, improving child care, library 
services, community safety and protecting open spaces.

Meng Heang is an accredited NAATI interpreter and translator 
having completed the Advanced Diploma of Interpreting and 
Translation at the RMIT while also undertaking his double 
degree in Arts and Laws. He has been a broadcaster for SBS 
Radio since 2005 and an Executive Producer since 2013.



10  VITS Annual Report 2015-2016

VITS IN PROFILE
VITS is a Government Business Enterprise, with over 35 years’ experience 
as a specialist language service provider. We have a long history of providing 
language services to culturally and linguistically diverse (CALD) Australians.

We compete in an open market with other commercial language service providers for 
both clients and specialist language service practitioners. 

As a government owned business enterprise we are managed by a government 
appointed independent Board of Directors that oversees the governance structure. 

WHO ARE WE?

OUR 
GREATEST 
RESOURCE 
IS OUR 
PEOPLE

Employing information technology as our key business driver is critical for VITS’ 
innovation strategy. Our use of IT to date has resulted in a unique range of solutions, 
all designed to assist clients deliver premium services to CALD consumers in an 
effective and efficient manner. 

However our greatest resource is our people.

A measure of our disciplined focus and our commitment to maintaining high standards 
in the delivery of our services is that we recruit and provide Professional level NAATI 
accredited interpreters and translators wherever a language is tested to this level –  
an increasingly important competitive edge in a growth industry.

An established database of over 2500 contract interpreters and translators across 
Australia covering over 160 languages, ensures that VITS is able to meet the diverse 
needs of its many clients.

Our current clients include Victorian Government departments and agencies, 
Federal Government departments and agencies, non-profit and community based 
organisations, as well as national commercial entities.

OUR KEY BUSINESS PRINCIPLES

> We will continue to be a profitable, self-funding organisation  
   committed to responsible financial management and ethical  
   business practice

> We will maintain and wherever possible enhance existing  
   services and develop and market new products

> We will continue to grow our business by diversifying our client  
   base and creating new markets for our whole suite of services

> We will continuously realign our organisation’s capabilities to  
   meet new service demands and achieve new growth targets

> We will continue to be an employer of choice by providing fair  
   remuneration and a safe working environment
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VITS’ core business is interpreting and translating. However we have 
a diverse range of services that can assist our clients to communicate 
effectively with culturally and linguistically diverse Australians.  
Our current services include:

OUR BUSINESS

ONSITE INTERPRETING 
Reliable service which operates 24 hours a day,  
7 days a week including public holidays. 

PRE-RECORDED MULTILINGUAL  
INFORMATION SERVICES 
VITS is the market leader in pre-recorded information services 
which enables our clients to have their own pre-recorded 
information in over 160 languages with direct access to an 
interpreter if required at any point of the call.

TELEPHONE INTERPRETING 
Sophisticated Interactive Voice Response technology  
providing telephone interpreters in over 160 languages. 

VIDEO INTERPRETING 
A full premises-based solution that provides high quality  
video/audio interpreting services.

DESKTOP PUBLISHING 
Provision of design services in over 100 languages  
for print or web. 

TRANSLATIONS – PROJECTS 
Competency in highly specialised and technical areas 
including Health, Mental Health, Legal/Justice, Government, 
Education, Community and Not-For-Profit. This includes audio 
and written projects.

TRANSLATIONS – PERSONAL DOCUMENTS 
We provide a comprehensive service in the translation  
of personal documents.

FOCUS TESTING 
Facilitator of community focus testing of content  
pre- and post-translation.

TRAINING AND CONSULTANCY 
Delivery of training specific to client requirements and 
consultancy services. 

TRANSCRIPTIONS 
Expert translation of multilingual audio and video material.
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CEO 
Elizabeth Compton EA to CEO/reception

Contractor 
Engagement 

Manager

Customer 
Service 

Manager

Head of 
Operations

Frans  
Moens

Client 
Relationship 

Manager 
Sophia  
Koutes

IT/Systems 
Manager

Selvakumar 
Arulraj

Finance 
Manager

Marcellina 
Wijaya

Translations
Manager

Sales & 
Marketing 
Manager 

Ralph 
Parkhurst

VITS Board  
of DirectorsVITS 

LEADERSHIP

GOOD 
GOVERNANCE

VITS is governed by a 7-member independent Board of Directors, appointed 
by the Government, which reports to the Minister for Multicultural Affairs and 
Citizenship as well as the Treasurer. 

Two Committees support the Board:

a)  Risk Management and Audit Committee, comprising three members of the Board, 
meets regularly to ensure the financial integrity and probity of all strategic directions 
and key business decisions, and

b)  Human Resources and Remuneration Committee meets regularly to consider a 
range of human resources and staff related issues. The committee also undertakes 
an annual review of the Chief Executive Officer’s performance and make 
recommendations to the Board on appropriate remuneration. 

            BOARD MEETINGS          COMMITTEES

Board Member Eligible  Attended Eligible  Attended 
 to attend  to attend 

George Lekakis  11 11 3 3 

Voula Messimeri (to April 2016) 9 9 3 3 

Geoff Gough  (to April 2016) 9 9 3 3 

Arthur Apos (to April 2016) 9 8 8 3 

Katrin Aladjova-Kusznirczuk 11 11 3 3

Meng Heang Tak 11 10 3 3 

Miriam Suss (from April 2016) 2 2 1 1 

Sabah Khan (from April 2016) 2 2 1 1 

Carlo Carli (from April 2016) 2 2 1 0 

Ruth Owens (from April 2016) 2 2 1 1



TOTAL 
INTERPRETING 
REVENUE 
EXCEEDED 
$16 MILLION 
WITH RECORD 
RESULTS FOR 
BOTH TELEPHONE 
AND ONSITE 
INTERPRETING

A YEAR OF 
CHANGE & 
CONTINUED 
GROWTH

May 2015 saw the appointment of a new Chairman and in February 2016, a 
new CEO was appointed. In addition four new Directors were appointed to the 
Board in April 2016.  

These changes have seen VITS take a fresh look at its strategic direction with a 
much stronger focus on improving the end-to-end customer experience, from initial 
booking with VITS, to the actual on site or telephone experience with the interpreter 
or final translation work.  Our second area of focus has been the development of 
new products and services in the delivery of interpreting services leveraging digital 
technology to grow our customer base. 

Through ongoing development and innovation we have continued to keep ahead of 
our competitors in our sophisticated delivery of on demand telephone and  
video interpreting.

We were successful in being awarded a number of government contracts in 2015/16.  
We have been working closely with the Department of Education and Training, 
Health and Human Services and Victoria Police to ensure a smooth transition to VITS 
and the delivery of language services. Through the hard work of the VITS team and 
contractors (language professionals) we have been able to successfully meet our KPIs 
and the expectations of our clients by working closely with them to customise our 
systems to meet their individual needs.  

Throughout the year there was a special focus on client relationships and operations 
to continue to meet contractual requirements and key performance indicators for 
both departmental contracts and our key preferred supplier contracts with major 
metropolitan Victorian Hospitals under the Health Purchasing Victoria (HPV) Contract.

An example of our innovative approach was the development of Telephone 
Interpreting Express (TIXP) for Victoria Police. It allows police officers from stations 
around Victoria to access an interpreter with a more streamlined approach that aligns 
with police processes. TIXP is yet another example of our ability to work with clients to 
understand their business processes and deliver solutions which meet their needs.

We also launched our first ever national Multilingual Information Line Service for the 
Royal District Nursing Service (RDNS) effectively providing non-English speaking 
clients with vital access to telephone interpreters for health appointments with RDNS 
nurses and other health professionals Australia wide. 

2015/16 also heralded our first supplier arrangement for AMES AUSTRALIA 
cementing VITS’ position as a full service provider in the area of education to both 
State and Federal entities. 

Our work with government and our increasing work with commercial entities has seen 
VITS again deliver outstanding results for the community and our clients in helping 
them better engage with their non-English (or low English proficiency) customers. 

The implementation of these contracts, our ongoing work with existing clients and our 
work with our commercial clients has seen VITS deliver its most successful results 
since inception. With total sales in excess of $18M and a net profit for the second year 
in a row above $1M.  

> Total interpreting revenue exceeded $16 million with record results for both 
telephone and onsite interpreting. Telephone interpreting was again the stand 
out service in this financial year achieving its best ever yearly sales revenue 
result with a 13% increase on last year. Increased demand has been seamlessly 
accommodated by our state-of-the-art telephony infrastructure.

> Translation sales were also at their highest level ever which, is a remarkable 
result, given the very competitive nature of the market and the use of overseas-
based non-NAATI accredited translators by many of our competitors. We saw a 
12.5% increase in revenue in our translations business. 

All service delivery areas have achieved record trading results:

VITS Annual Report 2015-2016  13
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OPERATIONAL 
PERFORMANCE

KEY 
PERFORMANCE 
INDICATORS

0 5 10 15 20 25

0 5 10 15 20
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VIETNAMESE    12%

2 4 6 8 10 12

VIETNAMESE   12%
ARABIC   9%

MANDARIN   9%
PERSIAN   8%

DARI   5%

AUSLAN   4%

CANTONESE   3%

TURKISH   4%

GREEK   4%

ITALIAN   3%

MANDARIN   21%
VIETNAMESE   15%
ARABIC   13%

PERSIAN   6%
CANTONESE   6%

TURKISH 3%

ITALIAN 2%

GREEK   4%

DARI 3%

KOREAN 2%

ARABIC  18%
CHINESE   16%

PERSIAN   8.5%
VIETNAMESE   7%
DARI   4%

SPANISH 3%

GREEK 2.5%

RUSSIAN 4%

ITALIAN 3%

TURKISH 2%

In the financial year 2015/16 the demand for VITS’ language services 
continued to grow with again our highest level of usage since our inception. 

Significant enhancements to our technology infrastructure as well as important 
internal audit and management initiatives ensured we had the processes 
and procedures in place to effectively meet the increased demand. This was 
supported by a dedicated and experienced workforce.

RESULTS AT A GLANCE:

Onsite Interpreting
Onsite interpreting is at the core of what we do and continues to be a focus for 
VITS in the delivery of community interpreting services.  With the numerous new 
government contracts we were successful in winning we have seen a further 
increase in our delivery of onsite services.    

> Demand for onsite interpreting services were steady with a small increase,  
while we saw double digit growth in Telephone Interpreting 

> Just over 95% of all requests received were successfully  
serviced across 149 languages and dialects.

> Almost 80% of all interpreting requests were self-allocated  
by contractors using our PUSH notification system

> Over half of all new interpreting requests were lodged  
by clients using our Online Client Portal.

TOP 10
LANGUAGES

ONSITE 
INTERPRETING

Auslan Interpreting

Auslan is the signed language of the Australian Deaf Community and hard of 
hearing.  Signed languages are unique to each country.  Auslan is not simply 

English on the hands – it involves a distinct grammar and syntax. Due to our ever 
growing multicultural community we have seen an increase for 

requests for Sign Interpreting. It has proven a challenge to meet 
the growing demand for Auslan, however we completed almost 

5000 Auslan onsite interpreting assignments for the year, thanks to 
the assistance of our partner, Auslan Connections.
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ANGELICA IBARRA 

Spanish Interpreter & VITS staff member 

At VITS we are very fortunate to have a culturally diverse workforce  
that is a reflection of the community we serve. 

One of our talented bi-lingual staff members is Angelica Ibarra who was born in 
Colombia and moved to Australia in 2013 to pursue her career in Interpreting. 
Angelica worked as an in-house interpreter and translator for BHP Billiton in 
Colombia where she interpreted at South America’s largest nickel mine working 
on a global project.  She then moved to Australia to complete a Masters in 
Interpreting and Translating at RMIT University in Melbourne, Victoria.  

Her role with VITS as a Senior Customer Service Officer sees her working with both 
our clients and contractors to ensure that interpreters are assigned to particular 
jobs and are able to fulfil their role.  However it is her role working as a Spanish 
Interpreter that sees her interpreting skills tested in often very challenging situations.

“One of my first jobs with VITS was an assignment at a police station where 
I found myself interpreting for a person who had been accused of sexually 
assaulting a child.  Interpreters find themselves interpreting often under very difficult 
circumstances and sometimes dealing with graphic and extremely difficult content, 
but as an interpreter you have to be calm even when tensions are escalating”. 

“For example, when performing Telephone Interpreting counselling sessions, you 
need to be aware of aspects such as the tone of their voice and the use of short 
and abrupt sentences, as all the visual body language clues, that often help you 
with content and meaning, are of course not there. Although a situation such as 
this is very difficult, my role as an Interpreter can also be extremely rewarding. 
In a series of recent sessions with a victim of domestic violence I could hear the 
non-English speaker I was interpreting for was making great progress over many 
months. By the end of the sessions, I knew she was safe and was establishing 
a new life for herself. The Spanish speaker thanked me for being ‘her voice’, and 
moreover, I know thanks to the counselling sessions and the interpreting service, 
her life has literally changed.”

“I also often do work in hospital settings and recently have been interpreting for 
someone diagnosed with cancer.  People in this situation are in a lot of mental 
and physical anguish, and that shows in the way they look and speak. After 
interpreting again over many appointments, it has been so wonderful to see 
the patient’s progress and improvement as the medical treatment has been 
successful.”

“As interpreters we must always remain impartial and professional and limit our 
communication to the content of the session, but once when a Spanish speaker 
asked me if I was following the football World Cup, of course I had to respond!  
All South Americans are crazy about football – even interpreters!”

Always find different 
strategies to disconnect 
and leave the conversation 
in the room, especially 
where the content is 
difficult and traumatic. 
Ask for assistance via 
an Employee Assistance 
Counselling Program if 
you need to debrief in a 
confidential setting. 

Remember you are the 
voice of the non-English 
speaker. You need the 
right balance between 
rapport and empathy 
with both parties while 
remaining impartial – this 
can be a hard balance 
to find especially for 
more inexperienced 
interpreters. 

1

2

TOP 2
TIPS FOR 
INTERPRETERS

STAFF PROFILE:

“THE SPANISH SPEAKER THANKED ME FOR 
BEING ‘HER VOICE’, AND MOREOVER, I KNOW 
THANKS TO THE COUNSELLING SESSIONS AND 
THE INTERPRETING SERVICE, HER LIFE HAS 
LITERALLY CHANGED.”
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TOP 10
LANGUAGES

TRANSLATIONS

Telephone Interpreting
> Our telephone interpreting call connections rate met all key performance indicators 

delivering services in 169 languages and dialects.

> Total telephone interpreter calls were 22% higher than the previous financial year

> Total calls in FY 15/16 were the highest ever recorded by the company.

Many Government and corporate clients are turning to telephone interpreting as an 
efficient, cost effective means of communication complimenting onsite interpreting. 
There has been increased demand for our pre-recorded multilingual line services,  
a system pioneered by VITS.

Translations
VITS translated just under 6 million words during the year. VITS utilises Australian- 
based NAATI translators for all of its large Government contracts to ensure accuracy 
and quality.

> The total number of words translated in FY 15/16 was 5,991,470 (compared to 
5,215,262 in FY 14/15) an increase of 15% on last year. This equates to 10 copies 
of War & Peace!

> Over 94% of all translations were undertaken by NAATI accredited translators. 
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TOP 10
LANGUAGES

TELEPHONE 
INTERPRETING

VITS was able to deliver translations in languages which were hard to source in the 
community. They included: Georgian, Azerbaijani, Braille, Marathi, Afrikaans, Catalan, 
Kazakh, Tajik, Latin, Dzongkha, Mongolian and Rohingya (see breakout box p.17).

FY 15/16 saw the implementation of an internal file server for secure and efficient 
delivery of files to clients and translators. This development has been positively 
received by clients and translators alike.

TOTAL NUMBER OF 
WORDS TRANSLATED: 
5,991,470 – THIS 
EQUATES TO 10 COPIES 
OF WAR & PEACE!

16  VITS Annual Report 2015-2016
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The 2015/16 financial year saw a big increase in multimedia projects. One such 
project was for TIS National. VITS translated over 10,000 words of content in the 
top ten high-demand languages and provided the translations in HTML format for 
three sections of the TIS National website. TIS National received gold and silver 
awards at the Melbourne Design Awards for TIS Online. 

Another exciting project for the Translations team was the production of 
subtitled videos to support the Victorian Government DonateLife Week. VITS 
translated subtitles for videos in 16 languages to promote organ donation. The 
client received a very positive response to the videos and was excited to be in a 
position to share the video with CALD communities. 

The Royal Agricultural Society of Victoria (RASV) are having a ‘China as a 
Guest Nation’ pavilion at the 2016 Royal Melbourne Show in September. VITS 
translated all information about the Royal Melbourne Show into Simplified 
Chinese and provided the content in HTML format for the RASV. In addition, VITS 
translated and provided the Mandarin voiceover for an associated advertisement 
for the RASV. This will most likely increase the number of Chinese visitors to the 
RASV site which is a success for the RASV and VITS alike.

These projects are highly visible and demonstrate our expertise and leadership in 
multimedia projects.

VITS TRANSLATED SECTIONS OF THE RASV 
WEBSITE INTO SIMPLIFIED CHINESE

VITS TRANSLATED 
SUBTITLES FOR 
DONATELIFE 
VIDEOS IN  
16 LANGUAGES  
TO PROMOTE 
ORGAN DONATION

VITS TRANSLATED OVER 10,000 WORDS OF CONTENT 
IN THE TOP TEN HIGH-DEMAND LANGUAGES FOR 
THREE SECTIONS OF THE TIS NATIONAL WEBSITE

In collaboration with our Contractor 
Management team, the Translations 
Team was able to secure a translator 
for Rohingya and deliver translations 
into Rohingya for the first time during 
the 2015/16 financial year. Rohingya 
is a spoken language by the Rohingya 
people of northern Rakhine State 
(Arakan) in Myanmar.

One project of particular importance 
this year was for a longstanding and 
important government client for VITS. 
This project involved the translation 
of a speech into ten community 
languages, including Rohingya, to 
be used as the basis for multilingual 
recordings to be broadcast via radio. 
The success of this project rested on 
VITS’ ability to service all languages 
with a turnaround time of 48 hours, 
and our ability to deliver in full was 
extremely well received by the client.  

CHINA

MYANMAR

ARAKAN
STATE

THAILAND

LAOS

INDIA

ROHINGYA TRANSLATED  
FOR THE FIRST TIME
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SUPPORT & 
INVESTMENT 
IN LANGUAGE 
SERVICES

We are very proud of our work in the provision of language services and the 
investment we make back into the sector to ensure its ongoing sustainability.  

In 2014/15 we launched the Industry Innovation Grants Program and via the dividend 
we pay back to government (in 2015/16 $762,255.00) we are able to provide 
assistance to interpreters and invest in research. 

This year we were able to support a research project with Monash University with 
results to be delivered in 2016/17. This research project focuses on interactions 
with interpreters in mental health settings. This is a very under-researched area of 
interpreting practice which is now experiencing a noticeable growth, due to increasing 
levels of detection and diagnosis of mental health conditions, such as increasing 
incidence of dementia and personality change in an aging population. The research 
project will address this emerging trend by identifying and describing new operational 
practices that will benefit the language services industry.

The study aims to improve the quality of outcomes for all parties involved in these 
interactions – patients, clinicians/healthcare workers and interpreters – where these 
outcomes critically rest on message transfer and the exchange of communication 
signals. The interpreter occupies the critical role of faithfully and fully conveying the 
discourse of all parties to each other. At present, there is little knowledge about what 
specific skills interpreters need to acquire to successfully function in these interactions, 
and how they exercise these skills in a variety of mental health interactions.

Given VITS delivers the DHHS contract and has expertise in mental health, we look 
forward to reviewing the outcomes and translating these to tangible improvements in 
how interpreting services are delivered. 

SUPPORTING LANGUAGE SERVICES

In addition to this exciting program VITS also remained active in other key  
industry initiatives. 

We remained an active member of the Office of Multicultural Affairs and Citizenship 
Translating and Interpreting External Advisory Group which provides input to the 
Department on the language services industry and maintained our membership of 
the National Accreditation Authority for Translators and Interpreters (NAATI) Regional 
Advisory Committee.

VITS once again sponsored the Victorian Multicultural Commission’s Cultural Diversity 
Week celebrating the Victoria’s multicultural community. 

We continued our support and involvement in a number of language service industry 
initiatives, including;

> Membership of the RMIT Program Advisory Committee that provides advice and 
guidance on the development of Language Services programs at RMIT.

> Sponsored the Domestic Violence and Interpreting Forum at Monash University 
which included two presentations; ‘The right of gender violence victims and survivors 
to understand and be understood’ and the ‘Speak Out for Support’ project. 

> Staff delivered regular presentations to Monash and RMIT University students 
embarking on a career in the language services industry as interpreters or translators.

> Ongoing engagement with 180 community-based organisations including 
multicultural associations, councils, migrant resource centres, radio stations, 
refugee and immigration centres, community development agencies and 
information offices.
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WORKFORCE 
MANAGEMENT

INTERPRETERS & TRANSLATORS

Recruitment and Management

This financial year saw a 6% increase in the number of NAATI accredited language 
professionals registered with VITS. A recruitment drive was undertaken to meet the 
increased demands of the new Victorian Government contracts. The contractor 
recruitment and management team focused on management of existing language 
professionals as well as recruitment of contractors from smaller community language 
backgrounds.

Our Recruitment and Contractor Management Strategy was updated in order to better 
meet the needs of new and existing clients and the Australian community.

Regular contact with major translation and interpreting education providers such as 
RMIT and Monash Universities was maintained through presenting at student forums 
and networking events. VITS sponsored the Domestic Violence and Interpreting Forum 
at Monash University which included presentations on “The right of gender violence 
victims and survivors to understand and be understood” and the ‘Speak Out for 
Support’ collaborative project: improving communication between service providers 
and victims and survivors of gender violence through interpreters”.

VITS continued building and strengthening the relationships established with over 
180 community based organisations including multicultural associations, councils, 
migrant resource centres, radio stations, refugee and immigration centres, community 
development agencies and information offices.

In 2015/16 a total of 198 new language practitioners (contractors) were registered 
across 50 languages. Over 83% of these are based in Victoria. 157 new contractors 
are Interpreters, 15 are Translators and 26 are accredited in both disciplines. Many 
of the new contractors are rare and emerging language practitioners and interpreters 
with the highest NAATI accreditation level in established languages. The recruitment 
team continued to focus on registering experienced and professional contractors, 
for languages that are historically difficult to service due to being smaller community 
languages.

STAFF

This financial year was a period of consolidation and measured growth. Staff took on 
the challenge of effectively and efficiently servicing a number of very large Government 
contracts as well as servicing key Victorian hospitals, in addition to our existing 
government and commercial clients. They met the challenge and despite the additional 
pressure, the company continued to experience low turnover in the financial year.

New staff engagement initiatives are in development and will be delivered in 2016/17 
including a renewed performance management framework, a reward and recognition 
program and a focus on training and development. 

 Full time Part time Casuals

Male 8 2 2

Female 17 6 9

TOTAL 25 8 11

VITS
EMPLOYEES

LANGUAGES SPOKEN BY VITS STAFF

We reflect the community that we serve. 

At VITS HQ we speak: Arabic, Bosnian, Dutch, Greek, 
Hindi, Hungarian, Indonesian, Mandarin, Persian,  
Punjabi, Spanish, Tamil, Serbian, Vietnamese.

IN 2015/16 A 
TOTAL OF 198 
NEW LANGUAGE 
PRACTITIONERS 
WERE 
REGISTERED 
ACROSS 50 
LANGUAGES
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The recruitment of language professionals from some established and rare and 
emerging languages continues to be a challenge within the language services industry. 

The following contractor management initiatives were applied in 2015/16:

> Annual audit of existing database ensuring that all contractors’ accreditation 
details and revalidation dates are in line with NAATI’s public database of 
language practitioners. 

> A rigorous process is in place to check and follow-up on contractors’ eligibility 
checks such as Police Checks, Working with Children Checks and ABN 
registration to ensure contractor compliance. 

> Completion of a full internal audit of existing contractor management processes 
and procedures. We continued improving some areas of our contractor 
recruitment and management processes. 

> Continued emphasis on encouraging interpreters to take the next step in their 
career development by obtaining a higher level of NAATI accreditation. Sample 
NAATI test sessions were hosted in the VITS office for some languages to 
assist with the preparation process. Interpreters were also encouraged to get 
recognition for languages where NAATI does not offer accreditation testing.

> VITS acknowledges that the role of an interpreter can be very challenging and 
difficult. Interpreters are encouraged to access the counselling assistance 
program which provides VITS contractors with access to debriefing and 
professional support services provided by an external agency.

> VITS provided bursaries to major translator and interpreter training providers to 
encourage professional interpreter and translator development.  

> VITS recognised several interpreters and translators for their long standing 
commitment and support to VITS, the language service industry and for 
interpreting and translating services to the community.

THE FOLLOWING LANGUAGES 
WERE TARGETED FOR 
RECRUITMENT:

Afar • Amharic • Arabic • 
Bengali • Burmese • Cambodian 
• Cantonese • Chin (Hakha) 
• Chinese • Croatian • Dari 
• Dinka • French • Greek • 
Gujarati • Hazaragi • Hindi • 
Hokkien • Indonesian • Italian 
• Japanese • Karen • Korean 
• Lingala • Luo • Macedonian 
• Malay • Maltese • Mandarin 
• Nepali • Oromo • Pashto • 
Persian • Polish • Punjabi • 
Rohingya • Russian • Samoan 
• Serbian • Shanghainese • 
Sinhalese • Somali • Spanish 
• Sudanese • Tamil • Thai • 
Tibetan • Turkish • Urdu • 
Vietnamese
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“ 
I have repeatedly requested her to interpret for my Turkish client for the 

last several months in my role as family services worker. She has maintained 
professionalism and an ideal interpreting service (including informing me 
each time she needs to clarify things with the client – very rare!) while 
bringing a warmth and kindness to her work. This has allowed for very 
sensitive information to be shared by the client who has always seemed to 
feel safe with this interpreter. She has been an integral part of the work with 
this client and the reason why the client’s goals have been achieved and we 
are now closing. Please pass on my gratitude, who I hope might have the 
opportunity to share her skillset with other interpreters.”

VITS values feedback from our clients and contractors (language 
professionals) and it is through receiving feedback that we can continue to 
improve and strengthen our service and the experience of our clients. VITS has 
actively promoted and responded to both positive and negative feedback from 
our clients and other key stakeholders throughout the year.  

VITS has set both qualitative and quantitative measures for assessing our feedback 
handling. Our handling process has as its basis the five fundamental principles of 
fairness, accessibility, responsiveness, efficiency and integration. 

As part of its quality management plan, VITS maintains a feedback register and 
corrective action log. Our procedure has been developed using AS ISO 10002-2006 
Customer satisfaction – Guidelines for complaint handling in organisations.  
We use this standard as it has a strong relationship with quality standards and quality 
management systems.

In 2015/16, VITS provided more than 270,000 individual transactions and despite 
these large numbers, the number of complaints was just 0.15% of the total.

CUSTOMER 
FEEDBACK

And from a health 
services client to a 

Turkish interpreter:

From a City Council client  
about a Greek interpreter:

VITS language professionals often work in very difficult circumstances 
and every year we receive glowing recommendations from our clients.

FEEDBACK FROM OUR CLIENTS

“ 
I just wanted to provide some feedback 

on the interpreter that was sent on this day 
for a visit to our client. It was a very difficult 
meeting with the client; they became unwell and 
needed urgent medical attention. We had to call 
an ambulance for the client. The interpreter was very 
gracious and stayed throughout the whole time interpreting 
for the paramedics.  He didn’t leave until the situation was 
settled and the client was deemed to be okay. I just want to 
say thank you for the time he spent providing interpreting 
support for the client to ensure their well-being.”

We recently received a glowing 
recommendation for one of 
our Mandarin interpreters 
from a hospice client:

“ 
The interpreter this morning 

was the best we have ever had.  
She was extremely professional 
and helpful throughout the session. 
Her experience in interpreting and 
knowledge regarding palliative 
care and its sensitivity, assisted  
the assessment and made the 
process run smoothly.”



VITS – WE SPEAK 
YOUR LANGUAGE

LANGUAGES BY COUNTRY

1

Acholi	 40 	 Uganda	(Northern)
Afar	 46 	 Eritrea	
	 43 	 Ethiopia
Afrikaans	 33 	 South	Africa	
Akan	 32 	 Ghana
Albanian	 83 	 Albania
Amharic	 43 	 Ethiopia
Arabic	 48 	 Algeria	
	 47 	 Egypt
	 90 	 Jordan
	 93 	 Kuwait
	 87 	 Lebanon
	 49 	 Morocco
	 88 	 Palestine
	 91 	 Saudi	Arabia
	 95 	 Syria
	 50 	 Tunisia
	 92 	 Yemen
Armenian	 96 	 Armenia
Assyrian	 94 	 Iraq	
	 95 	 Syria
Auslan	 129 	 Australia
Azerbaijani/Azeri	 97 	 Azerbaijan
Bari	 44 	 Sudan	(South)
Byelorussian	 64 	 Belarus	
Bengali	 109 	 Bangladesh

Bosnian	 74 	 Bosnia
Bulgarian	 79 	 Bulgaria
Burmese	 118 	 Myanmar
Cambodian/Khmer	 120 	 Cambodia
Cantonese	 111 	 China	
	 115 	 Hong	Kong
	 116 	 Macau
Cebuano	 125 	 Philippines
Chad	 45 	 Sudan
Chaldean	 94 	 Iraq
Chin	 118 	 Myanmar
Chinese	 111 	 China	
Cook	Island	Maori	 1 	 Cook	Islands	
Creole	 35 	 Seychelles/Oceania
Croatian	 73 	 Croatia
Czech	 67 	 Czech	Republic
Danish	 57 	 Denmark
Dari	 102 	 Afghanistan
Dinka	 45 	 Sudan
Dutch	 55 	 Belgium	
	 56 	 Holland
	 15 	 Suriname
Dzongkha	 108 	 Bhutan
Estonian	 61 	 Estonia
Fanti	 32 	 Ghana
Fiji	Hindi	 133 	 Fiji

Filipino/Tagalog	 125 	 Philippines
Finnish	 60 	 Finland
French	 48 	 Algeria
	 55 	 Belgium
	 3 	 Canada
	 54 	 France
	 16 	 French	Guiana
	 5 	 Haiti
	 34 	 Madagascar
	 28 	 Mali
	 130 	 New	Caledonia
	 29 	 Niger
	 26 	 Senegal
	 69 	 Switzerland
	 131 	 Vanuatu
Fujian	 111 	 China/Fujian	Province
German	 71 	 Austria
	 68 	 Germany
	 69 	 Switzerland
Greek	 81 	 Greece
	 86 	 Cyprus
Gujarati	 104 	 India
	 105 	 Pakistan
Hakka	 111 	 China
Hararic	 43 	 Ethiopia
Hazaragi	 102 	 Afghanistan

Hebrew	 89 	 Israel
Hindi	 104 	 India
Hmong	 117 	 Laos
Hokkien	 111 	 China
Hungarian	 75 	 Hungary
Ilonggo	 125 	 Philippines
Indonesian	Bahasa	 126 	 Indonesia
Italian	 70 	 Italy
Japanese	 113 	 Japan
Juba	Arabic	 45 	 Sudan
Kachin	 118 	 Myanmar
Kannada	 104 	 India	(Southern)
Karen	 118 	 Myanmar
Karenni	 118 	 Myanmar
Kayah	 118 	 Myanmar
Kikuyu	 41 	 Kenya
Kinyarwanda	 38 	 Rwanda
Kirundi	 37 	 Burundi
Kissi	 	 Africa	(Western)
Kiswahili	 39 	 Congo
	 41 	 Kenya
	 36 	 Tanzania
Korean	 112 	 Korea
Krio	 30 	 Sierra	Leone
Kurdish	 94 	 Iraq
	 98 	 Iran
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Kurdish	(continued)	 94 	 Kurdistan	(Iraq)
	 95 	 Syria
	 85 	 Turkey
Laotian	 117 	 Laos
Latvian/Lettish	 62 	 Latvia
Liberian	English	 31 	 Liberia
Lingala	 39 	 Congo
Lithuanian	 63 	 Lithuania
Macedonian	 80 	 Macedonia
Madingo	 27 	 Gambia
Malay	 124 	 Brunei	
	 122 	 Malaysia
Malayalam	 104 	 India
Maltese	 51 	 Malta
Mandarin	 111 	 China
	 123 	 Singapore
	 114 	 Taiwan
Mongolian	 111 	 China
	 110 	 Mongolia
Nauruan	 132 	 Nauru	
Nepali	 106 	 Nepal
Norwegian	 58 	 Norway
Nuer	 45 	 Sudan
Oromo	 46 	 Eritrea
	 43 	 Ethiopia
Pashto	 102	 Afghanistan

Pashto	(continued)	 103 	 Pakistan
Persian/Farsi	 98 	 Iran
Pidgin	 128 	 Papua	New	Guinea	
Polish	 66 	 Poland
Portuguese	 20 	 Brazil
	 116 	 Macau
	 53 	 Portugal
Punjabi	 104 	 India
	 105 	 Pakistan
Rohingya	 118 	 Myanmar
Romanian	 78 	 Romania
	 84 	 Moldova
Russian	 61 	 Estonia	
	 101 	 Russia
Saho	 46 	 Eritrea
	 43 	 Ethiopia
Samoan	 135 	 Samoa
Serbian	 82 	 Montenegro	
	 77 	 Serbia
Shanghainese	 111 	 China
Sinhalese	 105 	 Sri	Lanka
Slovak	 76 	 Slovakia
Slovene	 72 	 Slovenia
Somali	 42 	 Somalia
Spanish	 23 	 Argentina
	 21 	 Bolivia

Spanish	(continued)	 25 	 Chile	
	 17 	 Colombia
	 12 	 Costa	Rica
	 4 	 Cuba
	 6 	 Dominican	Republic
	 18 	 Ecuador
	 10 	 El	Salvador
	 8 	 Guatemala
	 9 	 Honduras	
	 2 	 Mexico
	 11 	 Nicaragua
	 13 	 Panama
	 22 	 Paraguay
	 19 	 Peru
	 7 	 Puerto	Rico
	 52 	 Spain
	 24 	 Uruguay
	 14 	 Venezuela
Sudanese	 45 	 Sudan
Swahili	 39 	 Congo
	 41 	 Kenya
	 36 	 Tanzania
Swedish	 59 	 Sweden
Taiwanese	 114 	 Taiwan
Tamil	 104 	 India	
Tamil	 105 	 Sri	Lanka

Telugu	 104 	 India
Teocheow	 111 	 China
Tetum	 127 	 Timor
Thai	 119 	 Thailand
Tibetan	 107 	 Tibet
Tigre	 46 	 Eritrea
Tigre	 43 	 Ethiopia
Tigrigna	 46 	 Eritrea
	 43 	 Ethiopia
Toishan	 111 	 China
Tongan	 134 	 Tonga
Turkish	 86 	 Cyprus	
	 85 	 Turkey
Turkmen	 99 	 Turkmenistan
Twi	 32 	 Ghana
Uighur	 111 	 China
	 85 	 Turkey
Ukrainian	 66 	 Poland
	 101 	 Russia
	 65 	 Ukraine
Urdu	 104 	 India
	 103 	 Pakistan
Uzbek	 100 	 Uzbekistan
Vietnamese	 121 	 Vietnam
Visayan	 125 	 Philippines
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TECHNOLOGY 
IN BUSINESS

VITS continued growth has been fuelled by our focus on leveraging 
technological developments; not only for improving existing systems, but also 
for developing new and innovative products for our clients.

It is this industry leading technology that underpins the day to day efficiency of the 
business and ensures we continue to grow our market share and reach out to new 
clients. Our integrated, highly sophisticated transactional environment has allowed us to 
remain relevant and competitive in an increasingly demanding industry.

VITS’ serviced customer demand, in the last financial year, which was four times higher 
than five years ago. It has been critical that we ensure our technology is enhanced to 
meet the greater demand and is able to meet the requirements of a diverse client base. 
Again this year we invested in enhancements and improvements to our booking system, 
telephony infrastructure and financial management systems that has enabled us to not 
only remain competitive, but be a leader in the delivery of language services.  

Our biggest investment this year was upgrading our telephony platform adding more 
features and reporting capability.

A number of enhancements to the Booking system improved functionality and ease of use:

> Intelligent allocation system based on geocoding

> Improved email templates and workflow for translations

> Enhanced gender preference selection for clients

> Significant improvements in the client portal to search and create bookings

> Improved email templates for contractors to better inform them of bookings

> Improved notification to contractors of available and allocated jobs through the  
PUSH system.

We implemented a number of enhancements to other important technology 
infrastructure which included:

> IT Audit completed as part of our Internal Audit Program to increase the efficiency 
across our IT infrastructure

> Upgraded our telephony platform with more features and reporting capacity

> Implemented a digital notification board to help our customer service consultant’s 
better service our customers and contractors

> Introduced new products in telephone interpreting services to better service our customers

> Enhanced features in financial package to better process invoicing and payments.

We report as required under the State Owned Enterprises Act and provide 
ongoing reports to the Commercial Advisory Services Group within the 
Department of Treasury and Finance. Our annual accounts are audited by 
the Victorian Auditor General to ensure that they comply with the relevant 
accounting standards required by the professional accounting bodies, as well 
as the Victorian Government.

As well as submitting annual corporate and business planning documents, VITS also 
reports regularly throughout the year to both the Minister for Multicultural Affairs and 
the Minister for Finance on progress towards meeting the financial and productivity 
targets set in the agreed plans.

As part of VITS’ three-year internal audit program, a comprehensive audit was 
conducted in 2015/16 which reviewed and made recommendations in relation to 
VITS’ IT data management process, system security and audited obligations under the 
Government’s Financial Management Compliance Framework.

FINANCIAL 
MANAGEMENT

We are continually reviewing our IT platform and scanning the world for best 
practice to ensure we remain at the forefront of the industry. Our key driver is to be 

an invaluable partner to our clients in helping them to better engage with our vast 
multicultural community around Australia and enable them to provide services even to 

the most remote parts of our country. It is this work that keeps us motivated and excited 
about the industry and the possibilities for even better and faster delivery of interpreting 

and translation services around the nation. 
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