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In the spirit of reconciliation, VITS Languageloop
acknowledges the Traditional Custodians of country
throughout Australia and their connections to land, sea
and community. We pay our respect to their elders
past and present and extend that respect to all
Aboriginal and Torres Strait Islander peoples today.

Our offices are located on the lands of the Kulin Nation
in Naarm.

We acknowledge all of those with lived experience of
discrimination. Whether it was due to cultural diversity,
gender, sexuality, disability or any intersecting form of
diversity, Languageloop stands with you.
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VITS Languageloop Began in 1978 as the Ethnic
Affairs Commission. From there, we became known
as VITS or the Victorian Interpreting and Translating
Service. Over 9 years ago, we expanded our
service nationwide and became Languageloop.
Our experience has given us the right balance of
language skills, technology, innovation and process
to serve the community in any language, wherever
they are.



Who we are

Languageloop is at the forefront of the delivery of high-quality interpreting
and franslation services. Our clear vision, mission, and corporate values,
underpinned by our public sector ethos, guide strategic direction and
operations decision-making.

Our Vision
An Australian society where intersecting forms of diversity are valued, and language is no barrier to
full and equal participation for all.

Our Mission

To facilitate communication fo support equitable participation and access for Limited English
Proficiency (LEP) speakers to all aspects of a diverse Australian society.

Our Values

000
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@ Transparency EVauN Excellence

We are open about our We strive to deliver the We take ownership, deliver
decisions, actions, and highest quality service, on commitments and
processes and take care with marked by a commitment to promises, and are

the information we receive. integrity, professionalism, and answerable for our actions.
We have robust systems and reflective practice to support

procedures in place. continuous improvement. We

strive to model best practice
behaviours for language
service providers.

Innovation

We value diversity and We confidently lead the We recognise the

different cultures recognising Language Services sector. significance of teamwork and

that people are at the heart We find flexible solutions to work together to achieve the

of what we do. We our clients’ and communities’ best outcomes. We work with

welcome, support, and care needs in the ways we our people, clients,

for our people, clients, and imagine, create, and deliver governments and the wider

the wider community. our services, including state- language services industry to
of-the-art fechnology. realise our vision.

A commitment to Victorian public sector values, including respect for Human Rights, underpins our
values. Our values are embedded into every aspect of our organisational culture, including our
processes, governance, customer service marketing and industrial relations.
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Intfroduction

Emiliano Zucchi | Chief Executive Officer | He/Him

At Languageloop, we provide custom language services to thousands of
organisations daily, helping them communicate with Australia's multilingual
community. Our expertise, combined with innovative uptake of tfechnology
and quality management processes, ensures that our clients can connect
with their customers seamlessly and efficiently in any language through any
channel. We're confident in providing high-quality language solutions that
meet our clients' needs.

Australia boasts one of the most diverse populations in the world, and we
are committed to growing alongside it. With over 40 years of experience
working closely with federal and state departments and private
organisations, we have gained valuable insights into delivering high-quality
services. Our operations are grounded in a strong Quality Management
System that ensures our ability to scale and respond to issues quickly and
efficiently while maintaining an unwavering commitment to quality.

At Languageloop, we strongly believe in providing equal access and
fairness to all. As a Government Business Enterprise, we hold ourselves to a
higher quality standard than many other commercial language service
providers. We focus on tfransparency and ethical practices with a strong
community partnership. Our independent Board is leading our organisation,
and our financials are audited and published annually in our Annual Report.
Our service delivery model ensures a fair balance between the rates we
pay our Interpreters and the charges to our clients to ensure the most
capable workforce is always available to deliver quality outcomes.

We are dedicated to enhancing the quality of interpreting services in
professional environments. To achieve this, we make significant investments
in cutting-edge research projects through our Research and Innovations
Grant. This grant has yielded impressive results in the past, including creating
best practice guidelines for telephone interpreting, mentorship programs for
novice Interpreters, and innovative technologies like virtual reality-based
Interpreter training.
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Our quality

management system

2023 NPS Score
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Language Professionals Survey
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Clients Survey

At Languageloop, we take great pride in our
dedication to providing top-quality language
services. Our QMS is established in line with the
internationally recognised standard.

We ensure that our core processes, qualification
requirements, and resource management all
adhere to the highest standard, allowing us to
confinuously assess, enhance, and validate our
resources and processes.

To summairise: our quality management system
incorporates the guidelines in line with ISO
9001:2015, encompassing the following
components.

» Qur policies and objectives regarding quality
have been carefully planned and
documented. They guide our service level
agreements and key performance indicators.

*  We have quality assurance processes in
place for our internal and external resources
and clients.

*+ We have a documented management of
resources in place, which records the specific
qualifications and competencies of all
people involved in our services' internal and
external operation and delivery.

*  We regularly measure, frack and analyse our
data to ensure service consistency and
highlight improvement opportunities.

* We frack our client and Interpreter
satfisfaction through the Net Promoter Score.
30 and above is an exceptional score.
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How we deliver

Internal (Contact Centre) External (Interpreters)

Corporate Induction Recruitment Qualifications How to work with

Check Interpreters training
Client-specific training

Corporate Induction Development of
Dedicated Quality organisation overview
Management Workforce Service type training .
Lead « Telephone Interpreting Development of industry

' + Video Conference glossaries

Dedicated Workforce Interpreting Client satisfaction check
Manager + Ethical Practices (NPS)

o * Translations
Call monitoring Quarterly account

(clien’r/c;on’rc:c’r centre Client Training meetings

interaction, contact « Industry overview

centre/Interpreter « Best practices Dedicated Learning and

interaction) « Modes of Interpreting Communication Specialist
+ Effective

communications
* Industry specific
glossaries

Ongoing training-
global/targeted

Regular workforce
communications regarding
service protocol

Interpreter satisfaction
check (NPS)

Have you heard of NPS?

It's short for Net Promoter Score and it's a way to gauge
how loyal a group is fo a particular company. The

scores range from -100 to +100, with higher scores
being the ultimate goal. NPS Scores of 30+ are
considered achievements.



Our language professionals

At Languageloop, work with
a vast network of over 3200
external language experts
certified by NAATI, the
National Accreditation
Authority for Translators and
Interpreters, and available in

The AUSIT Code of Ethics
covers the behaviours
required to practice as a
language professional in
Australia. This code
includes guidelines on:

Recruitment

Our recruitment team has
their finger on the pulse of
the Australian cultural
landscape, which gives you
the advantage of ensuring
the right Interpreterin the

190+ languages. e Professionalism

e Competence right language is available
Our team of Interpreters and e Confidentiality for your clients.
Translators includes highly e Accuracy
qualified professionals with e Impartiality Our dedicated workforce
diverse tertiary qualifications e Setting professional recruitment feam performs
and experience in various boundaries ongoing and targeted

fields like healthcare, law,
marketing, technology,
science, and the arts.

Our workforce strictly
adheres to Languageloop's
code of conduct and the
AUSIT Code of Ethics. Their
primary responsibility is
facilitating effective
communication between
parties who do not speak
the same language without
prejudice or interference.

e Maintaining professional
relationships

e Confinuous Learning

e Professional solidarity

You can read more about
the 9 points of the AUSIT
Code of Ethics on their
website, ww.ausit.org.

recruitment of our language
professionails.

Across 2022-2023, we
recruited an additional 169
language professionals to
meet growing customer
demand, extending our
workforce to just over 3200
language professionals.

Interpreter Profiles

73%
Female

27%
Male

227

44
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Client training

Languageloop regularly provides training for our
clients to help them better work with Interpreters.
As part of our commitment to improving client
outcomes, we provide tailored training sessions
as part of our service offering.

The course provides the fundamental
understandings and skills required to work with
an Interpreter and limited English proficiency
customers.

Working with Interpreters Learning Objectives:

* Increase understanding of the training and

role of Professional Interpreters and Translators.

« Understanding how Interpreters work with
practical examples of Language.

« Strengthen the ability to employ best practice
behaviours with working with Language
Professionals, including the AUSIT Code of
Ethics.

« Practical tips for conducting a conversation
from preparation to debriefing.

» Troubleshooting- what to do if something isn’t
working.

What's more, some of our clients who regularly
work with Interpreters have included our fraining
in the onboarding process. Our dedicated
training specialist delivers high-quality training

that participants find informative and engaging. /

NPS Score of a

client for whom 50
we've been

providing

fraining for over

650 employees

What students say

“Everything was
explained clearly, easy
to understand, and at a
pace that kept you
engaged.”

“Very enjoyable and
informative.”




Our recruitment process

Languageloop has a robust recruitment
process to ensure we always work with
top language professionals.

Before onboarding any new Interpreter,
our Workforce Management Team
assesses the level of prior learning and
experience of each Interpreter. Their
formal qualifications and interpreting
abilities are based on analysing previous
work and references.

In addition, many organisations require
Interpreters to have valid Police Checks,
vaccinations, working with children
checks and NDIS screen checks. These
are carefully recorded and kept current
so that our clients can be assured that
any Languageloop Interpreter they
employ will be ready and able to work in
their environment.

Native speaker of target
language

Demonstration of relevant
educational qualifications

Demonstrated expertise in
area of specialisation

Completion of internal
training

Languageloop Interpreters and Translators

must have at least one:

A ceriificate of competence in interpreting awarded by

VYA

A recognised certification in interpreting from an
institution of higher learning

Two years of interpreting experience and a university
degree
Five years of interpreting experience if no degree
Demonstrated qualifications and letters of
recommendation.




Professional fraining

We understand the importance of providing quality interpreting and translating services
and offer our workforce monthly training sessions. These sessions cover telephone and
video conference interpreting protocols, focusing on the AUSIT Code of Conduct. During
the training, our interpreters are taught how to use our system and conduct themselves
professionally during assignments. We also engage them in group discussions to tackle
ethical dilemmas, share best practices, and learn from experienced interpreters. An
extensive guide for professional practice accompanies each session.

To ensure quality outcomes, our interpreters are trained to:

« Join calls or conferences professionally, infroducing themselves as interpreters and
indicating their language.

* Work in a quiet, private area with good reception and connection and report any
sound issues beyond their conftrol.

* Manage discourse effectively by following our protocols.

+ Speak clearly and precisely to ensure accurate interpretation.

« Seek clarification or rephrase if necessary.

« Reconnect calls if disconnected to contfinue the session.

+ Handle various video conferencing platforms, including MS Teams, Zoom, Webex,
Health Direct, and Google Meet.

*

Telephone
Interpreting
VVeblnar

@Eﬂﬁw

How our Interpreters
rate Languageloop
Training

Page 11



Communications

Interpreters and Translators work
independently. It is vital o ensure
that we stay connected to our
workforce by providing them with
regular communication.

These communications are sent
out consistently and tailored to
highlight professional
development opportunities and
any changes to client
requirements. In addition, a
regular feature of our newsletter
“The Scoop”, is a celebration of
the compliments we receive
from our clients for individual
Interpreters. This is one more
way we assure continuous
improvement.

Links to Industry wide
learning are included
so that our Language
Professionals are the
best trained.
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Successful Telephone Interpreting

+

As we head into a new financial year, it's a good
time to remind everyone of the key rules and
etiquette you need to provide our clients with the
highest level of service

4pt 91 on-demand T1 call, you must be avallable for at least 20

& imited availabiity, always let the professional know as early as

bie into the cal

s disconnected. the professional will be given the option to

you. Please accept this reconnection to compiete the

ure you are in a quiet and private place and alert the client if sound

ssues are beyond your contro

+

The Feedback Loop

We've had such fantastic feedback this month that we can't include
all the amazing things reported to us. We want to give our thanks

to the following Interpreters who have received compliments from LLanguage

our clients

Naghmana Bhatti

LanguagelLoop



Complaints
management
process

At Languageloop, we highly appreciate feedback
In 2022/2023' on all aspects of our services. To ensure we handle

Our com plqinfs complaints effectively, we have a formal

Complaints Procedure Policy in place, developed

were exi‘remely in accordance with the ISO 10002-2006 Customer

Satisfaction - Guidelines for complaints handling in

IOW'jUSt 0.04% organisations.

C f con I"“'S Our goal is to resolve complaints fairly while
identifyi that irei t. Usi
ACross 404'700 identifying areas that require improvement. Using a

systematic method, we follow a client-focused,

assig n meni-s tfransparent, responsive and accountable

approach to complaints.

All new complaints are monitored and assessed by
our dedicated Workforce Engagement Lead.
Together with our People and Culture team, all
complaints are acknowledged within 48 hours of
receipt and, in discussion with the relevant service
area managers, plan suitable action to respond to
the issue or complaint and after a thorough
investigation, determine whether corrective action
is required. The actions are taken commensurate
with the severity of the issue. The complainant is
updated on the progress and notified of corrective
action to be taken and the timeframes expected.
Throughout the course of the process, the
Workforce Engagement Lead maintains a log of
issues for complaints auditing purposes, and
ongoing service improvements
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Showing respect to the First Nation Custodians of the land we live and work on is
important, and one way to do that is through an Acknowledgement of Country.

VITS Languageloop has made this acknowledgement accessible to all Australians by
franslating it info 35 of Victoria's most commonly spoken languages. This is a powerful
way to connect everyone to the rich history of our shared country. Check out our

website for a selection of those languages.

In the spirit of reconciliation VITS
Languageloop acknowledges the
Traditional Custodians of country
throughout Australia and their
connections to land, sea and
community. We pay our respect to their
elders past and present and extend
that respect to all Aboriginal and Torres
Strait Islander peoples today
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Visit our website to download

more languages [#]



Language

Loop

Connect with us
www.languageloop.com.au

relationships@languageloop.com.au
fraining@languageloop.com.au
feedback@languageloop.com.au
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