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Foreword

The 2001 Census revealed that
17.1% of Queensland residents
were born overseas and of the
Queensland population who speak
a language other than English at
home, nearly 40 000 do not speak
English well or at all.

For these people to successfully access government
services, our agencies need to provide language
assistance programs.

Since 1991 Queensland Government agencies
have managed the provision of language services
(interpreting and translated material) when
communicating with clients.

The Beattie Government has augmented this strategy
with the Language Aide Enhancement Pilot Project.

Project overview

This project, a first for the Queensland Public
Sector, has successfully developed a model for
improving language skills for bilingual officers,
as well as providing opportunities to support
communication with clients who have difficulty
communicating in English.

| encourage other agencies to adopt similar
strategies to ensure optimum service delivery to
non-English speaking clients.

MM

Karen Struthers MP
Parliamentary Secretary to the Premier
(Multicultural Affairs) and Minister for Trade

The Language Aide Enhancement Pilot Project
was a Queensland Government initiative under the
Multicultural Queensland Policy Leading Agency
Partnership involving the Departments of the
Premier and Cabinet, Employment and Training,
Industrial Relations and Emergency Services, and
the Office of Public Service Merit and Equity.

The pilot project aimed to provide professional
development and recognition of communication
skills in languages other than English to selected
public sector employees in partnering agencies.
People with language skills were encouraged

to further develop their skills through training
and accredited testing as Language Aides and/or
Paraprofessional Interpreters.

Accredited testing was undertaken through

an official testing process conducted by the
National Accreditation Authority for Translators
and Interpreters (NAATI) immediately after the
completion of training. Appendix 1 provides an
overview of NAATI’s accreditation system and
related skills and capabilities.

The project spanned approximately 12 months and
comprised the following five stages with evaluation
conducted at various stages:
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= promoting the pilot and selection of participants
e training, practice, and testing

= developing guidelines for engagement of
bilingual staff

= applying new skills within partnering agencies

= documenting the piloted model so that it can be
used more widely.

The training component, generally provided by
Southbank Institute of TAFE, included lectures,
practice and assessment to help participants in their
study and preparation for accreditation testing. It
comprised between 11 contact hours over six weeks
for the participants of the language aide course and
42 contact hours over 20 weeks for the participants
of the paraprofessional interpreter course.

The pilot has established a model for professional
development of bilingual staff that may be applicable
to other Queensland public sector agencies.

A graduation ceremony celebrating the completion
of the training/testing component held on 12
November 2002 at the Parliamentary Annexe, was
hosted by Darryl Briskey MP, former Parliamentary
Secretary to the Premier with special responsibility
for multicultural affairs.



Program partners

The Directors-General of the Departments of
Employment and Training, Industrial Relations,
Emergency Services, the Office of Public Service
Merit and Equity and the Deputy Director-General of
the Department of the Premier and Cabinet endorsed
the development of the pilot project, monitored
progress of the project and took on official roles at
the graduation ceremony held for the language aide
participants.® This leadership role was crucial in the
project’s success (see evaluation section).

Additionally a project steering committee comprising
officers from partnering agencies, the training
provider and the NAATI Regional Manager was
established to guide the project. The steering
committee met in April, August and December 2002.

Costs related to trialling the pilot project including
the training enrolment, delivery and testing
registration, were met by Multicultural Affairs
Queensland. Agencies covered the costs of releasing
participants during working hours to attend the
training. An outline of the cost is provided in
Appendix 2.

Project promotion

A promotional flyer (Appendix 3) was developed
through the steering committee. It was posted on
departmental Intranet sites, emailed to bilingual
colleagues and posted as a hard copy flyer on
information boards. Additionally, some agencies used
a direct approach, for instance, contacting bilingual
staff listed on their Language Register (Departments of
Employment and Training and Industrial Relations).

Selection of participants

A project information session, with presenters from
NAATI and Southbank TAFE, was conducted to
inform candidates about the project objectives and
requirements. The roles of Language Aides and
Interpreters, testing requirements, training dates,
resource requirements and the assessment process
were clearly described to all candidates.

Candidates were also informed of the expected

level of home study to follow the classroom work
and the overall levels of personal commitment
required to complete the training successfully. This
information was provided to enable them to make
an informed decision whether their current work
duties and after-hours and family commitments
would allow them to participate in the pilot without
compromising their other responsibilities and
obligations.

An application form (Appendix 4) was distributed at
the session and provided electronically to interested
staff after the session. Candidates who were unable
to attend the information session were provided an
opportunity to discuss the project in detail with the
project officer and trainers.

The application form enabled candidates to self-
identify the core skills areas that a formal language
skills assessment process would normally cover. To
be eligible for selection, candidates were requested
to send the completed application forms to their
project representatives within one week after the
information session.

The selection panel, (comprising officers from MAQ,
DET/DIR and DES), was guided by a number of
factors such as:

« self-assessment of English proficiency
« self-assessment of the language other than English

= self-assessment of communication (interpreting)
ability

= provision of detailed information about the
project objectives and scope

« detailed description of the skills required for
interpreting and the test requirements

= detailed presentation of training scope and
requirements. (See Appendix 5 for assessment
criteria.)

No formal assessment of candidates’ level of
proficiency in English and other languages was
conducted. As candidates were bilingual speakers
currently employed within the Queensland Public
Service, assumptions were made that the candidates’
expected proficiency in English would be
commensurate with at least ISLPR* level 3 or above
(6 points on the IELTS® scale).

3In 2001 selected departments were invited to build on their existing Multicultural Queensland Policy initiatives through a partnership arrangement
with Multicultural Affairs Queensland. One of the intended outcomes of the partnership was the development and showcasing of best practice in the

implementation of the Multicultural Queensland Policy.

4The International Second Language Proficiency Rating Scale is used to assess people’s English levels to determine what further English assistance is required,
avenues for employment in professional fields (eg teaching, nursing), and enrolment status at university or TAFE institutions.

sInternational English Language Testing System is used to assess the readiness of non-native speakers of English to undertake further studies conducted in the
English language. An IELTS score is a requirement for entry into most Australian universities, vocational colleges, TAFE institutions and secondary schools.
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The selection process, including advice to candidates,
was finalised within a fortnight after the information
session. As a result of the promotion and
recruitment exercise, 34 candidates from partnering
agencies applied to enrol in the pilot, from which 20
participants were selected. All participants obtained
their supervisors’ support and permission to attend
the training during working hours.

Program participants

The 20 selected participants included 13 officers
from DET, four from DES and three from DIR.
They shared 15 languages among them, including
Spanish, Mandarin, Cantonese, Serbian, Croatian,
Macedonian, Arabic, Persian, French, German,
Tagalog, Indonesian, Samoan, Lao and Sinhalese.

Their workplace positions varied and included
administration officers (AO2—A03), tutors, policy
officers (AO5—AQ6), project/program officers, a
client services officer, a customer service consultant,
a teacher, an information systems officer and a
technical support officer.

Participants in the project were bilingual or
multilingual. Seventeen participants were migrants
from non-English speaking countries for whom
English was a second language, with various
lengths of residence in Australia®. Fourteen
participants evaluated themselves as having a
‘native-like’ proficiency in the other language, with
three ‘advanced’ and two at a ‘good’ level.

None of the participants had any NAATI
qualifications. They had not previously attempted
any accreditation testing however a few had attended
some previous interpreter training. Many had
provided informal bilingual assistance for family,
friends and community members. All participants
assessed themselves as having a sound knowledge of
both the Australian and the other language culture
and society, and as being capable of:

= carrying a general conversation in English and
the other language

= interpreting a dialogue segment of 25 words from
English into the other language and vice versa

= explaining aspects of their work in their other
language to someone who speaks the same other
language.

Training

Training was provided by the Access and Language
Studies Unit of the Southbank Institute of TAFE in
Brisbane under two modules: (i) Paraprofessional
Interpreter, and (ii) Language Aide. Each module
had 10 participants. The level of attendance was
very high, with only two participants missing a few
classes.

A chat room facility on the Internet was set up by
the Southbank Institute of TAFE for participants to
communicate with the teacher and obtain further
information and support whenever necessary.

The paraprofessional interpreter course was based
on the Australian National Training Authority
Diploma of Interpreting (Paraprofessional) Module 1
- Theory, Practice and Ethics of Interpreting (Units
1 and 2) and comprised 42 contact hours over 20
weeks. The training also included a NAATI test
preparatory workshop.

The course began on 11 June and ended on 29
October 2002. It included four assignments and
extensive interpreting simulation practice. To
facilitate language simulation practice during the
paraprofessional interpreter course, participants
were selected in same language pairs.

The language aide training included 11 contact
hours over six weeks covering theory, vocabulary-
building practice and a NAATI test preparatory
workshop. The language aide course commenced
on 16 July 2002 and, being a shorter preparatory
course, concluded at the end of August 2002.

NAATI delivered a special three-hour workshop
for participants of the language aide course to
familiarise them with the testing process. The
presentation also covered the specific aspects

of language aide qualification and related test
tasks. A second NAATI pre-test presentation

for the paraprofessional interpreter course was
delivered covering issues such as the test structure,
preparation, examiner panels and the process of
assessment and marking.

Multicultural Affairs Queensland offered additional
support by inviting other bilingual staff for
practice (interpreting simulation) and other NAATI
accredited staff already working in the departments
to advise participants.

SEighteen participants spoke a language other than English at home. More than half of those participants, at the time of recruitment to the program, had

been living in Australia for about 12 to 18 years.
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Both training courses concluded with a debrief
session facilitated by departmental officers, which
allowed participants to provide direct feedback and
suggestions to improve the training in future.

There was a high level of commitment and peer
support among the participants, particularly
within the paraprofessional interpreter course.
Some attendees worked in language pairs outside
the training hours to study and practise and the
group divided the study/research workload among
themselves and shared the research materials.
There was a high degree of sharing of information
about useful resources, materials and practical
internet links. Many participants purchased

new dictionaries and one enrolled in an English
language class to upgrade skills.

Testing

NAATI accreditation testing was scheduled to be
conducted soon after the training was completed.
Testing for language aide was conducted on 11-12
September and paraprofessional interpreter on

7-8 November 2002. All tests were conducted
during working hours under the supervision of the
Queensland NAATI Regional Manager. Participants
were offered a choice of dates and times to
accommodate their workplace duties and other
commitments.

The language aide tests comprised two parts:

« a compulsory oral component (listening
comprehension based on a hypothetical case
scenario, a question-answer section, provision
of information to a client based on a mock
application form and brief report to supervisor)

« an optional written component comprising a
guestion-answer exercise.

Both testing components required the participants
to record their use of both English and the other
language.

The paraprofessional interpreter test was based on
oral communication skills. Apart from dialogue
interpreting, the test included general questions
derived from the ethics of the profession and social/
cultural knowledge of Australia and the selected
country where the tested other language is spoken.

This test was also recorded.

The pass rates for participants of the language aide
and the paraprofessional interpreter tests were 33
percent and 50 percent respectively. This pass rate
exceeds the national average’. Tests results are
illustrated in Appendix 6.

Feedback was provided directly to all participants
who undertook the test as part of the NAATI
assessment process. Participants who did not pass
the test were offered constructive feedback and
support. As a result, some participants indicated
that they would re-sit the test in the future.

Policy guidelines

As part of the project, DET/DIR developed a set

of workplace guidelines on the use of bilingual
staff. Designed as a complementary document to
the DET/DIR Language Register®, the guidelines
provide information on how to use the Language
Register to locate staff members who speak the
required language and what procedures need to be
followed to obtain assistance from an identified
staff member. The guidelines include information
on options on obtaining interpreting assistance
when no staff members are available or when
engaging staff members may not be appropriate.
The guidelines were placed on the departmental
Intranet under the Human Resources Management
information page.

Evaluation

The project evaluation comprised three stages:

= post-training evaluation with participants and
trainers (on completion of training but prior to
testing)

= post-testing evaluation by the trainer and NAATI
testing provider

= workplace evaluation by participants and
supervisors six months after testing.

The objectives of the evaluation process were to:

« establish the immediate level of satisfaction by
participants and providers on completion of the

"The national average for NAATI interpreting tests is between 25 and 35%.

8The full Language Register includes a list of 75 staff from DET/DIR agencies and TAFE Institutes statewide with skills in more than 30 languages other
than English, including Auslan. Thirteen of those employees have current NAATI accreditation.
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Appendix 2

Project costing (training and testing)

Southbank Institute of TAFE:
Course 1

Proposed course name
Proposed dates

Interpreting (Paraprofessional)
commencing week of 11 June 02

Duration 41 hours
Location MAQ
Number of participants 10
Cost $7 154 (GST inclusive)
Course 2

Proposed course name
Proposed dates
Duration

Location

Number of participants

Language Aide

commencing week of 8 July 02
8 hours

MAQ

10

Cost

$1 430 (GST inclusive)

Total (for both courses)

$8584

The above costs cover training delivery between 8:00am and 6:00pm Monday to Friday, excluding public holidays.

An additional charge applies outside the above hours.

SBIT fees include:

® program management

e program development

e program delivery by a fully qualified technical instructor

* TAFE Queensland Statement of Attainment

e result of assessment for each module successfully completed
e training evaluation report to MAQ

e workbooks and notes for each participant

* administration and associated costs.

National Accreditation Authority for Translators and Interpreters (all prices are GST inclusive)
10 language aide test preparation workshop

10 test fees — language aide

10 application fees (paraprofessional interpreter)

10 test fees — paraprofessional interpreter

$280
$2 500
$620
$2570

Total
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Appendix 3

Language aide enhancement pilot project promotional flyer

A newly established partnership between MAQ, OPSME, Departments of Employment and Training, Industrial Relations and Emergency
Services has developed an exciting initiative aimed at improving equity of access to public sector employment and services for people of
diverse cultural and linguistic backgrounds. This project has been approved at the CEO level.

The pilot is a professional development opportunity for selected DET, DIR, DES, OPSME employees by supporting them to gain a
paraprofessional interpreter accreditation or language aide recognition.

Do you speak languages other than English at home?

Have you been helping people who speak languages other than English by communicating with them in their own language?
Would you like to obtain a formal recognition of your foreign language abilities by your department?

Then come to an information session about the pilot

This training program might be for you!

Interpreter/Language Aide Accreditation Information Session

Tuesday, 21 May 2002

15:00 — 16:30

Conference room 1.35, Level 1, Multicultural Affairs Queensland

61 Mary Street, Brisbane

RSVP by Friday, 17 May 2002 to:
Department of Employment and Training and Department of

Industrial Relations: Olga Danilova 07 3247 5291 olga.danilova@det.qld.gov.au
Department of Emergency Services: Pam Davis 07 3249 4796 pdavis@emergency.qld.gov.au
Office of Public Service, Merit and Equity: Donna Salotti 07 3224 7016 Donna.Salotti@premiers.qld.gov.au

How do | know that I have the right skills for the project?

Ask yourself:

Would | be able to explain aspects of my work in my other language to someone who speaks the same language?

Have | been informally interpreting for family and friends?

Would | be able to carry on a general conversation in English and my other language?

Would | be able to interpret a dialogue segment of 25 words from English into my other language and vice versa?

Would | be able to interpret a standard news item, as | hear it on the TV news, from and into my other language and English?
Do | have a sound knowledge of the Australian and my other language culture and society?

Do | have any plans to further use my other language in my career?

If you said YES to at least two of the above - join us at the information session!
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What will you get out of this project?

You will:

e participate in a professional development opportunity supported and funded by the government*;
¢ gain a formal recognition of your linguistic and communication abilities on a national level;

® enhance your repertoire of portable skills - increase your employability and career prospects;

e gain an official recognition of your skills by your Department, and

 be registered as a Paraprofessional Interpreter in the Directory of Recognized and Accredited Practitioners of Interpreting and Translation
Australia-wide.

The department will:

e increase the capabilities of the workforce;

® enhance service delivery to customers, and

e demonstrate commitment to skilling own staff.

The training

There will be two different programs preparing participants for either the Language Aide recognition

(11 contact hours over 6 weeks) or Paraprofessional Interpreter accreditation (40 contact hours over 20 weeks).

Approx. course beginning dates:

Language Aide week of 8 July 2002
Paraprofessional Interpreter week of 10 June 2002

Southbank TAFE will deliver the training in a flexible mode during work hours to minimise the training delivered outside of business hours.
Wherever possible, departmental venues will be provided.

The accreditation process

The National Accreditation Authority for Translators and Interpreters (NAATI) will run accreditation and recognition tests for program participants
on completion of training.

Approximate test dates:
Language Aide week of 9 September 2002
Paraprofessional Interpreter week of 4 November 2002

Participants will be advised of the exact test dates and times.

For information about accreditation levels and testing, contact Jim Duncan, Manager, State Office, NAATI (Qld) on 3393 1358.
For further information about the agency partnership and to register for the information session, contact the officer in your department listed above.
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Appendix 4

Language aide enhancement pilot project — application for enrolment

Please tick:
| paraprofessional interpreter course and testing
| language aide recognition course and testing

What is your language other than English that you wish to be accredited/recognised in?

Your personal details:

First name(s) Surname

Employee no Position

Department Division

Office

Work address Work phone number
Email (work)

Home address Home phone number
Email (home)

Workplace certification:

Officer’s participation in the course is supported by a direct supervisor/section manager:

Direct Supervisor : Position:
Signature: Date:
Office Manager/Director: Position:
Signature: Date:

As part of your application, please answer the following questions:

Your workplace Please circle your answer
Will you be able to attend approximately 2-hour training (@am or pm) during business hours away from your workplace? Yes No
Are you involved in direct client service provision on behalf of your agency? Yes No
In your current place of employment, do you:

® prepare correspondence Yes No
e prepare official briefing notes, memoranda and submissions Yes No
® prepare and write project reports Yes No
o deliver oral presentations to audiences comprising public sector employees and/or ethnic communities’ members Yes No
 provide information to clients from ethnic communities Yes No
 chair/conduct meetings Yes No
How often do you use your other language at your workplace? All the time, daily, weekly, monthly, sometimes, rarely

What are your current duties (please provide a short description)?

What other communication/information provision duties do you perform?
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Your English language Please circle your answer

Were you born in Australia or overseas? In Australia Overseas
How long have you lived in Australia? (specify number of years) Years
What is your estimated level of proficiency in English? functional good advanced native-like
What is your highest qualification obtained in Australia? (write)

What ESL programs did you attend in Australia? (if born overseas) AMEP TAFE University
Your other language

Do you speak a language other than English at home? Yes No
What is your estimated level of proficiency in your other language? basic-functional good advanced native-like
What is your highest qualification obtained overseas? (write)

Do you have access to comprehensive resources (such as lexicons, dictionaries, thesauri, grammar manuals)

in your other language? Yes No
Do you regularly (ie daily/weekly/monthly - please circle) read books and magazines in your other language? Yes No
Have you travelled to the country of your birth and other countries where your other language is spoken,

within the last 3 years? Yes No
Do you have opportunities for regular (weekly, monthly, bi-monthly - please circle) conversations in your other

language outside your immediate family and friends’ circle? Yes No
Would you be able to explain aspects of your work in your other language to someone who speaks the same language? Yes No
Your interpreting skills

Have you attended any translator/interpreter training programs in Australia and/or overseas? Yes No
Do you have any NAATI qualifications? Yes No
What NAATI qualification do you have? LA PPI PPT | T* N/A
Have you sat any NAATI interpreter tests in the past? Yes No
Have you been informally interpreting for family and friends? Yes No
Have you interpreted as a voluntary community interpreter? Yes No
Have you interpreted as part of your work for a community-based or government organisation? Yes No
Would you be able to carry on a general conversation in English and your other language? Yes No
Would you be able to interpret a dialogue segment of 25 words from English into your other language and vice versa? Yes No
Would you be able to interpret a standard news item, such as TV news, from and into your other language and English? Yes No
Do you have a sound knowledge of the Australian and your other language culture and society? Yes No
Do you have any plans to use your other language in your career? Yes No

*LA - Language Aide, PPI - Paraprofessional Interpreter, PPT - Paraprofessional Translator, | - Interpreter, T - Translator
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