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Introduction 

 

The introduction of a new text and video relay service in the Netherlands should ensure that the deaf 

and hard of hearing and persons with speech and/or language impairments have equal or more equal 

access to telecommunications. This telecom interpreting service has been made possible through 

amendments to the Dutch Telecommunications Act [Telecommunicatiewet]:   

 

1.6.2 Equal access for end users with a physical disability  

Universal service is regulated in Chapter 9 of the Dutch Telecommunications Act. 

(Unofficial translation) 'Certain services and facilities, like a public telephone service, 

are of such fundamental importance for participation in society that they must be 

made accessible to everyone. End users with a physical disability, such as the deaf, 

hard of hearing, blind and visually impaired are entitled to equal access to high 

quality, affordable services.' 

This new telecom interpreting service uses the international communications standard known as Total 

Conversation. The significant advantage of Total Conversation is that video, speech and text can all 

be transmitted simultaneously. Furthermore, Total Conversation is a global standard with interoperable 

functionality. Different brands and types of hardware and software can communicate with each other 

via Total Conversation.  Total Conversation directives have been laid down in national and European 

regulations  [Telecomwet] [Total Conversation-richtlijnen]. The new telecom interpreting service, in 

combination with Total Conversation, is creating new telecommunications possibilities for the deaf and 

hard of hearing and persons with a speech and/or language impairment.  

  

In recent years, advancements in communications and technology have provided even more 

possibilities for remote interpreting. To date, various brands and types of hardware and software have 

been used for remote interpreting ('Tolk op afstand', TOA).   Frequently these devices and applications 

are non-interoperable; they cannot communicate with each other. For example, currently a person with 

an iPad cannot communicate via FaceTime with someone using an Android smartphone with Skype 

software. By introducing Total Conversation for remote interpreting services at the same time as the 

new telecom interpreting service, the deaf and hard of hearing and persons with a speech and/or 

language impairment will be able to use one standardized communications device for all forms of tele-

interpreting.   

Netherlands-based interest groups of the deaf and hard of hearing and persons with speech and/or 

language impairments, who work closely together in the 'Molen' group, applaud the fact that a new 

telecom interpreting service will be introduced which works with Total Conversation and that there will 

be increasingly more opportunities for remote interpreting services. At the same time, however, these 

groups are concerned about whether the development of these services is demand driven and 
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whether they satisfy the requirements set by the deaf and hard of hearing and persons with a speech 

and/or language impairment themselves. That is why Dovenschap, a national deaf association, 

initiated the TeleTolk Quality Criteria (KTT) project on behalf of the collective interest organizations. 

The aim of the KTT project is to draft and disseminate a set of quality criteria based on the unique 

real-world experiences of the deaf and hard of hearing and persons with a speech and/or language 

impairment. Once the telecom and remote interpreting services are offered, in accordance with the 

quality criteria of the end users, use of these services will increase. Ultimately this will lead to greater 

and equal, or more equal, societal participation by the deaf and hard of hearing and persons with 

speech and language impairments. The KTT project is being supervised by a steering committee 

comprised of representatives of the interpreting users' interest organizations and representatives of 

professional associations of interpreters.  

 

Thus for telecom and remote interpreting alike, a reference framework that is based on the perspective 

of the users is necessary to ensure quality. These tele-interpreting quality criteria indicate, according 

to users, what is necessary to ensure high-quality tele-interpreting services. The quality criteria 

describe the optimal cohesion between technical, practical, ethical, legal and human factors. The 

criteria address technical requirements, peripheral equipment and interoperability, as well as also how 

to implement tele-interpreting and what is necessary to ensure a properly functioning service for users.  

 

We distinguish four categories in this list of criteria:  

1  Telecom interpreting - service provider 

2  Telecom interpreting - interpreters 

3     Remote interpreting - service provider 

4     Remote interpreting - interpreters 

Each category has its own specific list of criteria. The strictest criteria apply to telecom interpreting 

service providers because of statutory requirements. Telecom interpreters must observe criteria in 

combination with those of the telecom interpreting services provider. The criteria for remote 

interpreting service providers are less strict than those for telecom interpreters. For remote 

interpreters, the criteria for 'on-demand' and 'pre-arranged' interpreting are largely the same.  

These criteria are formulated on the basis of international open standards and the Total Conversation 

directives, the report 'Research findings through 1 May 2013' (Onderzoeksbevindingen tot en met 1 

mei 2013) and on the basis of feedback concerning earlier drafts of these criteria given by focus 

groups with interpreters and interpreting users. In the research report, we describe the results of an 

exploratory literature review and an empirical study using tests during the first part of the KTT project 

[Onderzoeksbevindingen KTT]. The references used specifically for these criteria, which we indicate 

between [square brackets], can be found at the end of this document.  

This document only contains criteria. Additional information such as references, lists, films and other 

documents will be included on the website www.kwaliteitteletolk.nl once the criteria have been 

determined. For example, a FAQ section will be added to explain some of the criteria in greater detail. 

Additionally, we will post lists of approved and recommended equipment. Recommendations, advice, 

http://www.kwaliteitteletolk.nl/
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protocols and any outstanding issues of the KTT team will also be published on this website. As the 

criteria are dynamic, new insights arising from research or experiences will be reflected in regular 

updates and/or additions to the criteria found in this document. 

The criteria have been mutually agreed by interpreting users and interpreters and representative 

organizations of interpreting users and interpreters. Interpreting users and interpreters agree that 

these are the requirements that should be applied to tele-interpreting services. On the one hand, the 

criteria are meant to provide clarity to service providers and to give interpreters a better idea of how to 

deliver high-quality tele-interpreting services. On the other hand, the criteria provide a reference 

framework for users to assess the quality of the tele-interpreting services. The expectation is that 

eventually these criteria will lead to tele-interpreting services that actually increase the societal 

participation of the deaf, hard of hearing and persons with speech and/or language impairments.  

 

This document was formally adopted in the steering committee of the KTT project on 16 September 

2013 by Dovenschap on behalf of the interest organisations of the deaf and hard of hearing, the Dutch 

Professional Association of Sign Language Interpreters (NBTG) and the Dutch Speech-to-Text 

Interpreters Association (NSV). 

Arnoud van Wijk and Wouter Bolier 

Tele-interpreting Quality Criteria project members 

12 September 2013  
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List of terminology 

 

Audio 

Sound signals such as speech, music and background noise which can be heard by (hearing) 

persons.  

 

Hearing-impaired person, also called a deaf or hard-of-hearing person 

An individual who is hearing impaired cannot hear or cannot hear well. Hearing-impaired persons can 

be divided into three main groups: those who are deaf, sudden or late-deafened and hard of hearing. 

Many deaf persons who hear nothing or almost nothing use Dutch Sign Language (Nederlandse 

Gebarentaal, NGT) as their first language. Sudden or late-deafened persons frequently have Dutch as 

their native language and in many cases use Signed Dutch (Nederlands met Gebaren, NmG), which is 

spoken Dutch with supporting signs. For many hard-of-hearing persons, Dutch is their native 

language. A majority of sudden and late-deafened and hard-of-hearing persons can speak intelligibly, 

while many deaf persons experience more difficulty with speaking.  

 

Video relay 

For video relay, an interpreter translates spoken Dutch into Dutch Sign Language or Signed Dutch, 

and vice versa.   

 

Operator 

A call centre employee, working for the KPN relay service, who facilitates telephone conversations 

between deaf or hard-of-hearing and hearing persons. The operator does not translate the 

conversation literally, rather they communicate the summarised essence of the message. The 

operator is not a qualified speech-to-text or sign language interpreter. 

 

Relay service 

The relay service, illustrated in the diagram below, is a telecom interpreting service in which a deaf or 

hard-of-hearing person (AB, left) telephones a hearing person (H, right) via an operator (T, middle). 

The term 'relay service' was originally conceived by the former PTT company (Netherlands Postal and 

Telecommunications Services). Now known as KPN, the company's relay service is called the 

Teleplus text telephone service. For text relay, a text operator converts the speech of the hearing 

conversation partner into text and, if necessary, the text of the deaf or hard-of-hearing person is 

converted to speech. For video relay, an interpreter translates the spoken Dutch into Dutch Sign 
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Language or Signed Dutch, and vice versa.   

 

Bi-directional 

Data transfer that can be transmitted in two directions.  

Criteria  

A list of items by which something can be assessed or decided or a list of rules which should be 

implemented. These quality criteria are guidelines on how we would like to organize tele-interpreting in 

the Netherlands.  

 

DNS (Domain Name System) 

A system which can use a name to find a computer's location (IP address: 192.168.1.1), for example 

via a domain name like 'my.adress.com'.  

 

Peer to peer (P2P) 

This refers to the ability of two computers or communications devices that are equal to connect with 

each other via the internet in order to directly communicate and exchange information. 

 

ENUM 

An internet protocol which describes how to derive an internet domain from a telephone number. The 

derived domain name refers to a database containing all of the numbers and addresses (VoIP 

numbers, email addresses, chat addresses, etcetera), this availability information is subsequently 

used for DNS.  

 

ETSI 

The European Telecommunications Standards Institute determines global standards for information 

and communication technologies, including the telephony standard for Total Conversation. See also 

www.etsi.org 

 

Frame rate 

The number of video images per second. 

 

IETF 

The Internet Engineering Task Force is an open and non-commercial international partnership 

comprising internet designers, directors and service providers who aim to improve the use of the 

internet. The Internet Engineering Task Force helps improve internet usage by establishing technical 

and quality requirements and developing internet standards. See also www.ietf.org  

 

Internet Protocol (IP) 

Internet Protocol  has the task of delivering data packets from the source computer (system) to the 

destination computer (system) solely based on the IP addresses in the packet. IP defines packet 
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structures that enclose the data to be delivered. It also defines addressing methods that are used to 

label the data with source and destination information. 

 

Interoperability 

Interoperability is the ability of different devices and systems to communicate with each other. 

Standards, protocols and procedures are required to coordinate the connection of different equipment 

and systems to each other in order to achieve interoperability. Total Conversation is an example of an 

interoperable standard.  

 

ITU 

The International Telecommunication Union is an agency of the United Nations specializing in 

information and communication technologies. See also www.itu.int 

 

Line of sight  

A fictitious straight line which directs the eyes toward a particular point, object or person, for which  the 

gaze of the viewer is followed. 

 

Loop-back connection  

The mirroring of an unchanged audio, video and/or text link to test whether a connection is functioning 

or to test the quality of the connection.  

 

Dutch Sign Language (NGT) 

The visual-manual language of many deaf persons in the Netherlands. Sign language users produce 

visual dialogue with their hands and observe it with their eyes. Sign language is an independent and 

natural language with its own grammar and lexicon which has been used throughout history.  

 

Signed Dutch (NmG) 

A sign language system combining spoken Dutch and Dutch Sign Language that is often simplified. 

Signed Dutch has various forms but it is not a natural language, nor does it have its own grammar. 

 

Packetization 

Packetization is the division of audio or video into 'data packets' that are a certain length in 

milliseconds, for example audio divided into 20 or 40 millisecond 'packets' which are then sent to the 

receiver via the real-time protocol (RTP). 

 

Packet loss 

Packet loss refers to the loss of one or more data packets which have been sent or received over the 

internet.   

 

Real-time text 
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Real-time text (RTT) is transmitted instantly, character by character, while it is being typed or  

created so that the recipient can immediately read the sender's text as it is written, without waiting. 

This enables the same immediacy for text-based communication as what most people are used to with 

speech. Real-time text can be regarded as a written variant of voice telephony.  

 

Redundancy  

Redundancy involves sending more information than is necessary. This information is used in case of 

packet loss, for example with real-time text. 

 

Speech-to-text interpreter, also called 'velotypist' or 'veyboarder'  

A speech-to-text interpreter uses a special keyboard – either a veyboard or a velotype – to convert 

speech and if desired (background) audio into text. This text can be displayed on a computer or 

projector screen or on a tablet or smartphone. The speech-to-text interpreter facilitates communication 

between a deaf or hard-of-hearing person and a hearing person.   

 

Session Description Protocol (SDP) 

A protocol for describing the possible set up parameters of 'streaming' media, such as audio, video 

and real-time text. 

 

Session Internet Protocol (SIP) 

Session Initiation Protocol (RFC 3261) is an IP telephone signalling protocol that is used to set up 

internet telephone conversations between two or more internet telephones, as well as to maintain or 

terminate the conversation. SIP is the standard for the new internet telephony which includes Voice 

over Internet Protocol (VoIP) and Total Conversation. 

 

Speech-reading, also known as lip-reading  

Lip-reading is a technique in which sounds and/or words are read from the lips of a speaker. As only a 

limited amount of phonemes (speech sounds) can be read from the lips, lip readers typically use 

additional interpretation cues from facial expressions, gestures and body language.  

 

Language and speech impairments, also known as language and/or speech disorders or 

severe speech and language difficulties (ESM). 

A language and/or speech disorder caused by, inter alia, a stroke, head injury, brain damage or 

hearing impairment whereby an individual has difficulty with the normal acquisition, production and 

comprehension of their native language. This can be seen, for example, in issues with articulation, in 

stuttering, ungrammatical utterances and problems with language comprehension.  

 

Text relay 

For text relay, a text operator converts the speech of the hearing conversation partner into text and, if 

necessary, converts the text of the deaf or hard-of-hearing person to speech. 
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Tele-interpreting 

The term 'tele' is Greek for 'far'. Thus tele-interpreting is an all-encompassing term for the different 

forms of remote interpreting. There are three categories of 'tele-interpreting': 1) telecom interpreting 2) 

'on-demand' remote interpreting and 3) 'pre-arranged' (scheduled, by appointment) remote 

interpreting. 

 

Tele-interpreting service provider  

A tele-interpreting service provider, which has a call centre with interpreters and its own IP network, 

specializes in interpreting conversations between deaf, hard-of-hearing and hearing persons through 

the inbound and outbound audio, video and text communications. The incoming traffic is efficiently 

distributed among available interpreters who are either present in the call centre or are remotely 

connected to the internal IP network of the service provider. 

 

Telecom interpreting  

Telecom interpreting is a service in which an interpreter or operator facilitates a telephone 

conversation between a deaf or hard-of-hearing person and a hearing person. The deaf or hard-of-

hearing person places a call using Total Conversation telephony software, while the hearing person 

uses a voice telephone. The statutory requirements of the Dutch Telecommunications Act apply to 

telecom interpreting. Telecom interpreting users pay the telecom interpreting services provider a 

certain rate for each minute the call is being interpreted. This rate is equal to the cost of a call, 

calculated per minute, placed by someone calling the same telephone number without the telecom 

interpreting service. This means that a deaf or hard-of-hearing person pays the same rate as when a 

hearing person calls the same number direct with a voice telephone. Both a service provider like the 

KPN relay service or an independent interpreter can provide telecom interpreting.  

 

Telecom interpreting service provider 

A tele-interpreting service provider that offers telecom interpreting for speech-to-text interpreters and 

sign language interpreters, in accordance with the Dutch Telecommunications Act.  

  

Dutch Sign Language interpreter, Signed Dutch interpreter, also called a sign language 

interpreter  

A Dutch Sign Language interpreter facilitates communication between deaf, hard-of-hearing and 

hearing persons by translating spoken language to sign language and vice versa. A Dutch Sign 

Language interpreter performs the same task, while using Signed Dutch.  

 

Remote interpreting (TOA)  

For 'remote interpreting', an interpreter is not physically present with 

the person or persons for whom he or she is interpreting. The 

interpreter is connected with the person for whom he or she is 
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interpreting via communication equipment that has audio, video and text. There are different 

possibilities for remote interpreting. The interpreter (T) can remotely interpret from location A for 

persons in the same room at location B, for example for a deaf employee (AB) and a hearing 

colleague (H) who are having a discussion at the office. See also the figure on the right.  

The interpreter can also interpret for several 

people in different rooms, for example, when a 

hearing-impaired person (AB) is present at 

location A, a hearing person (H) at location B and 

the interpreter (T) at location C. This set-up may 

occur for a videoconference, for example. Remote 

interpreting is different from telecom interpreting in 

that the communication does not transpire via the 

hearing person's voice telephone. Instead, the 

hearing person is connected with a Total Conversation device.  

 

Both a speech-to-text and a sign language interpreter can provide remote interpreting. The cost of 

remote interpreting is reimbursed through work or education hours from the Dutch Employee 

Insurance Schemes Implementing Body (Uitvoeringsinstituut Werknemersverzekeringen, UWV) or via 

life hours (for personal/private use) from the Dutch General Act on Exceptional Medical Expenses 

(Algemene Wet Bijzondere Ziektekosten, AWBZ) implemented by the care agency in Enschede.   

 

On-demand remote interpreting  

With on-demand remote interpreting, interpreters can be contacted for an interpreting assignment via 

Total Conversation equipment. Interpreting users can request a standby interpreter whenever they 

wish to directly perform the remote interpreting assignment. 

 

Pre-arranged remote interpreting  

With pre-arranged remote interpreting, the interpreter's services are requested in advance and the 

assignment is scheduled for a specific date and time prior to the session. The interpreter has time to 

request and/or be given any relevant information and to prepare for the upcoming interpreting 

assignment.  

 

Remote interpreting - service provider  

The remote interpreting service provider supplies tele-interpreting services and its primary task is to 

provide remote interpreting services for the deaf and hard of hearing. These services can be provided 

on demand and/or pre-arranged by the service provider. A pre-arranged remote interpreting service, 

for example, can be used when the interpreting user wants to save on travel time. An on-demand 

remote interpreting service can be used for unexpected interpreting assignments. 

 

Interpreting user 



 
 

14 

An individual who uses the services of a speech-to-text or sign language interpreter. This could be a 

hearing-impaired or a hearing person.  

 

Interpreting session, also called interpreting assignment or interpreting setting 

A conversation for which the services of a speech-to-text or sign language interpreter are utilized.  

 

Total Conversation 

Total Conversation (TC) is a telecommunications concept that is based on the global telephony 

standards of the International Telecommunications Union (ITU). Total Conversation provides users 

with simultaneous video, audio and real-time text. Equipment and software that meet Total 

Conversation standards are interoperable regardless of the manufacturer or maker of the device 

and/or software [Total Conversation richtlijnen]. 

 

Universal Service Directive (UD) 

A European directive to ensure that, at a minimum, affordable communications services are available 

to user groups that normally would not have access. These user groups, for example, may include 

persons living in sparsely populated areas and islands, such as the European Wadden islands, or 

persons with a physical or communicative impairment. [Universele Dienstrichtlijn]  

 

Video codec 

A processing method in which video is packed and unpacked in a particular way so that it can be sent 

and received. 

 

Voice over Internet Protocol (VoIP) 

VoIP allows users with voice telephones to place a call using an internet connection; meaning voice 

calls through the computer. 
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1. Criteria for telecom interpreting service providers  

 

The primary task of a telecom interpreting service provider is to provide the deaf and hard of hearing 

with accessible telephone services. The guiding principle for accessible telephone services is that 

whatever is possible with regular voice telephony can also be made possible for the deaf and hard of 

hearing through the use of the telecom interpreting service provider. This may include the use of an 

answering machine (leaving a voice message) or calling service numbers. The criteria for telecom 

interpreting service providers are based on statutory requirements and international 

telecommunications standards from ETSI, ITU and IETF.  

1.1 Total Conversation  

According to the Dutch Telecommunications Act, the telecom interpreting service provider must 

comply, at a minimum, with the standards and functionality specifications of Total Conversation. [Total 

Conversation richtlijnen] Total Conversation is a standardized communication concept which enables 

users to use video, audio and real-time text simultaneously. The Total Conversation concept has been 

determined by the ITU-T: the department of Telephony Standards of the International 

Telecommunications Union [ITU-T F.703].  

 

Media codecs and media transport standards have been established to ensure that the telecom 

interpreting service provider is able to communicate with the various Total Conversation telephones 

and systems: 

- The use of Session Initiation Protocol (SIP) [RFC3261] in combination with Session 

Description Protocol (SDP) [IETF RFC4566]. 

- The use of real-time protocol (RTP) [RFC3550] for the simultaneous transmission of audio, 

video and real-time text.  

- The support of ITU G711 a-law with 20 millisecond packetization, at a minimum, for audio. In 

addition, ITU G729 (Appendix A) is recommended for 20 or 40 millisecond packetization. 

Other audio codecs are optional. 

- The support of H.263 [ITU-T H.263] [IETF RFC4629] with the minimal resolution of 176 × 144 

(QCIF) and 352 × 288 (CIF) with a frame rate of 20 frames per second, at a minimum, for 

video. A H.264 (AVC) [ITU-T H.264] [IETF RFC3984] with the minimal resolution of 176 × 144 

(QCIF) and 320 x 240 (QVGA) with a frame rate of 20 frames per second support. Support of 

MPEG-4 [IETF RFC6416] is optional. 

- If insufficient bandwidth is available for higher video resolution, the Total Conversation 

equipment must be able to automatically return to a lower resolution while maintaining the 

minimum frame rate.  

- The use of real-time text communication with text presentation as defined by the ITU-T T.140 

protocol and transport according to the IETF RFC4103 protocol. 
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1.2 Connection and network 

Telecom interpreting service providers are responsible for a stable, secure and reliable internet 

connection that transmits unobstructed, bi-directional Total Conversation communications. The 

telecom interpreting service is to take the following items regarding connection and network into 

account:  

Connection  

- Bandwidth: reserve a minimum of 512 kilobits per second for Total Conversation. The 

minimum bandwidth for Total Conversation calls is 384 kilobits per second.  

- Delay: peer-to-peer delay of audio and video may not amount to longer than 400 milliseconds, 

and for real-time text, the maximum allowable delay is 1000 milliseconds (1 second) [ETSI EG 

202 670]. 

- Packet loss: may not exceed 3% for good quality audio and no more than 1% for good quality 

video [ETSI EG 202 670] . To prevent the effect of possible packet loss on real-time text, the 

buffer interval needs to be 300 milliseconds with two generations of redundancy by default. 

[IETF RFC4103]. 

 

Network  

 

- The network must be accessible for SIP signalling and for bi-directional transmission of media 

between other Total Conversation networks and systems. 

- The network must be findable via DNS. 

- The network must be findable via the ENUM numbering plan when using telephone numbers 

[ITU-T E.164]. 

- The SIP proxy of the network must allow all SIP signals through unobstructed or process them 

correctly in order to complete SIP transmissions. Every SIP message of any given user must 

be receivable.  

- SIP messages like REGISTER (after authorization), INVITE, CANCEL, BYE, MESSAGE, 

etcetera, may never be blocked. 

- RTP media (audio, video and real-time text) set up in response to the SIP call set-up, and may 

not be blocked.  

- Peer-to-peer interoperability and compatibility: every Total Conversation telephone must be 

able to send and receive calls via the telecom interpreting service, regardless of brand or 

supplier. 

- Connections to non-Total Conversation communications systems and networks will only be 

allowed via 'transcoding gateways' that convert media, transport and signalling to and from 

Total Conversation.  
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1.3 Telecom interpreting service provision equivalent to voice 

telephony 

The Dutch Telecommunications Act stipulates that telecom interpreting services must realize 

'equivalent access for end-users with a physical disability' [Telecomwet]. Using the equivalent hearing 

voice telephony as a reference, the following items apply: 

- Every service that is possible via a voice telephone must also be possible via the telecom 

interpreting service. An example of this may include placing telephone calls via IVR 

(interactive voice response) systems (e.g. telephone menus), answering machines, service 

numbers and 112. 

- The telecom interpreting service provider is to ensure that the telecom interpreting user can 

send a call to, or receive a call from, any regular voice telephone user.  

- Costs may not be higher than the direct costs incurred by a call when the same conversation 

is carried out via a voice phone. 

- The user may not be charged for the use of real-time text and video. 

- The user may not be charged for the waiting time in a queue. 

- The telecom interpreting user's caller ID must display the number of the voice telephone user 

and not that of the telecom interpreting service provider. 

- The voice telephone user's caller identification must display the number of the telecom 

interpreting user and not that of the telecom interpreting service provider.  

- If the end user blocks caller ID, this will not be indicated by the telecom interpreting service. 

- Use preference profiles so that telecom interpreting users can specify their preferences for the 

use of sign language, speech and/or text. This will allow users to automatically connect to their 

preferred form of communication and/or preferred interpreter. 

- In case that the sign language telecom interpreter service is unavailable, the user must 

automatically be transferred to the speech-to-text telecom interpreting service. This will occur 

even if a user has indicated a preference for sign language and sign language interpreting in 

their preference profile.  

- Implement the option for automatic activation of the telecom interpreting service with incoming 

and outgoing calls. This way, the telecom interpreting user only has to input the desired voice 

telephone number.  

- Telecom interpreting users maintain control of the conversation: the connection with the 

telecom interpreting services is only broken after the user has disconnected the call.  

1.4 Accessibility of telecom interpreting service 

The telecom interpreting service is to provide a service that meets the quality requirements of the 

Dutch Telecommunications Act. This act describes the precise requirements which are to be met by 

the telecom interpreting service provider.  

The telecom interpreting service (provider):  
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- will only supply telecom interpreting services which comply with Dutch telecommunications 

legislation;  

- will be monitored by the telecommunications authority of the government in accordance with 

the Dutch Telecommunications Act;  

- will neither be a seller nor supplier of Total Conversation software and hardware, SIP 

addresses and/or SIP subscriptions. This safeguards the interoperability and quality of the 

Total Conversation; 

- will ensure consistent quality control through proper documentation of the service and through 

a supervisory quality control manager [ETSI ES 202 975]; 

- will not impose any limitations on the duration of a conversation, except in special 

circumstances;  

- will not disrupt any conversations which are underway, except in special circumstances; 

- will ensure that the user, for 99% of incoming calls, is using the service within two minutes; 

- will clearly and publicly identify the hours of operation and service accessibility; 

- will clearly communicate the hours of operation and any changes in a timely manner, so users 

are not surprised by the changes;  

- will provide a supervisor who monitors the performance of the telecom interpreters as well as 

the functioning of the Total Conversation communication equipment used for the telecom 

interpreting service. This supervisor will support the interpreters and will determine the steps 

to take in case of problems and/or exceptional situations, such as suspected misuse of the 

service by a telecom interpreting user.   

 

The following requirements also apply to the telecom interpreting service:  

- A queue must be initiated (call queuing) when an interpreter is not immediately available.  

The telecom interpreting user is to receive regular updates on how long the expected wait 

time is and how many callers are waiting in before him or her. This information needs to be 

reported in text to speech-to text interpreting users and in sign language for sign language 

interpreting users. 

- The response rate from the moment the telecom interpreting user places a call to 

establishing contact with the telecom interpreter should be as quick as possible, as 

described in the Dutch Telecommunications Act. This entails, inter alia:  

 for text: between 8.00 a.m. - 10.00 p.m., the service (speech-to-text interpreting) should 

initiate within 20 seconds of receiving the call for 85% of the incoming calls;  

 for text: outside of these hours of operation, the service should initiate within 40 

seconds of the incoming call; 

 for video: the service (sign language telecom interpreting) should initiate within 60 

seconds for 85% of the incoming calls; 

- The average response time within a 24 hour period should be less than 10 seconds. 
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- When a telecom interpreting user attempts to dial 112 via the telecom interpreting service, a 

suitable interpreter is to be available immediately for the conversation requiring interpreting. 

Should a suitable interpreter not be available, an interpreter must immediately interrupt an 

existing conversation after explaining the situation, and accept the 112 call and begin 

interpreting. The user calling 112 via the service may never be left waiting in a queue. 

- When there are indications, via speech, text or sign language, that the interpreter or service 

is being misused or the interpreter is being verbally attacked, the supervisor must determine 

the next steps to be taken. 

- When it becomes clear during the course of a conversation that the telecom interpreting user 

is in an emergency situation, and the emergency services need information, the telecom 

interpretation service, by way of the interpreter, must intervene and contact the 112 

emergency number. 

1.5 Availability of telecom interpreting service 

The telecom interpreting service must guarantee service availability in accordance with the 

requirements established in the Dutch Telecommunications Act.   

The telecom interpreting service (provider):  

- will monitor the telephone traffic and store the following data on the provision of services:  

 response time, measured from the moment that the first call is taken (the 

telephone transfer). In a majority of cases, response time is measured from the 

moment that a call comes into the telecom interpreting service to the point that the 

system has connected the telecom interpreting user to an interpreter; 

 the time the system takes to connect the telecom interpreting user with an 

interpreter; 

 the time the system takes to connects the interpreter with the voice caller; 

 the time taken for the conversation, via the interpreter, to begin between the 

telecom interpreting user and the voice caller; 

 number of failed calls; 

 number of lost calls; 

 number of users; 

 number of calls per type of service (text/speech-to-text interpreting or video/sign 

language interpreting); 

 call duration by type of service; (text/speech-to-text interpreting or video/sign 

language interpreting); 

 repair time for disruptions to the system and/or network; 

 quality of IP traffic: bandwidth of total incoming and outgoing IP traffic,jitter, packet 

loss and latency; 

 problems arising during an interpreting session;  

 the cause(s) of these problems. 
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- will provide interpreters the ability to quickly indicate what went wrong during an interpreting 

session. For example, a bad telephone line, excessive noise, an issue with the user's device 

or video that was poor quality or too dark;  

- will specify the call data on the invoice;  

- will store call data specifications for at least 12 months, for any future investigations;  

- will ensure that no more than 0.5% of the calls are lost during any given month due to 

internal network disruptions or issues with call transfers within the technical system of the 

telecom interpreting service. Issues or disturbances that arise on the side of the user, such 

as accidentally disconnecting the telephone, are not considered lost calls;  

- will be able to remain online on for 99.7% of the time, every year. The maximum interruption 

time, the so-called downtime, is at most 48 hours per year for a 24 hour service operation 

period. The telecommunications authority of the government will monitor this; 

- is required to have an emergency plan that includes elaborate scenarios with solutions for 

every possible emergency that results in service interruption, whether of human or natural 

causes, in order for the service to be fully operational again; 

- is to report all disruptions of the telecom interpreting service lasting longer than 30 minutes 

to the telecommunications authority within 10 days. The exact protocol for this is described in 

the emergency plan; 

- is to write detailed reports of every emergency that occurs; This information is to include, at a 

minimum, the start time and date and the end time and date of the disruption to the services 

and the solutions implemented. These solutions must also include an explanation of how to 

prevent a repeat of this emergency; 

- will publicly and clearly inform users when the service is fully or partially unavailable and 

provide information on the cause and duration of the interruption. Callers using video are to 

be informed through sign language, callers using text are to be informed through text. 

1.6 Privacy  

The privacy of the interpreters and conversation participants of telecom interpreting calls must be 

safeguarded.  

The telecom interpreting service provider:  

- will monitor that the telecom interpreters comply with the duty of confidentiality, such as those 

which apply according to the existing professional codes of speech-to-text interpreters and 

sign language interpreters [Beroepscode tolken]; 

- will guarantee 100% confidentiality of all telecom interpreting calls;  

- will take precautionary measures to prevent third parties or other interpreters (present in the 

call centre) from following the conversations to ensure that the conversations do in fact remain 

confidential.  

- will not share any information on the conversations with others; Issues concerning secrecy, 

business relations, bank data and suspected criminal activities are and shall remain 
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confidential. The telecom interpreting service may not use and/or share with third parties any 

information and/or facts acquired during the telephone conversation;  

- is prohibited from recording and/or storing any text, audio and/or video from the interpreted 

telephone conversations of the service, excepting when all conversation partners have given 

their explicit consent to do so. The reason for storing and/or recording the call must be made 

known to the conversation partners. This can be for reasons of quality control, internal use for 

training telecom interpreters or to investigate complaints.  

1.7 Legal/rights 

 

- The telecom interpreting service provider is to comply with the Dutch Telecommunications Act.  

- A telecom interpreting conversation is legally equivalent to a voice telephone conversation. 

The rights and obligations which apply to voice telephony also apply to telephone 

conversations which take place via the telecom interpreting service.  

1.8 Interpreter training 

In order to provide quality telecom interpreting services, it is essential that highly-skilled and qualified 

interpreters are utilized.  

The telecom interpreting service provider:  

- is responsible for providing training and further education for practical, technical and ethical 

telecom interpreting skills; 

- will, in addition, ensure that the interpreters receive continuous training for advances in 

technology, telecom interpreting services and for developments in the deaf and hard-of-

hearing community;  

- will monitor and check the interpreters' skills and expertise; This is the duty of the quality 

control manager; 

- guarantees that interpreters are qualified for the telecom interpretating service according to 

the criteria stated in section 2.3; 

- will train interpreters on how to cope with stress and emotions resulting from certain difficult or 

traumatic calls;  

- will ensure that, where necessary, interpreters receive psychological help and assistance, for 

example after emotionally taxing or traumatic calls;  

- will issue clear guidelines to the interpreters as well as instruction on them. Guidelines are to 

describe backgrounds, protocols and coping mechanisms for problematic cases.   

1.9 Interacting with telecom interpreting users 

The telecom interpreting service is to ensure good communication and provision of information for the 

users of this service. 

The telecom interpreting service (provider):  
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- must be readily available for questions, complaints, suggestions and comments from users 

concerning the interpreters, overall quality and the service. This must be possible in text for 

speech-to-text interpreting users and in sign language for sign language interpreter. 

- is to store all received complaints, notifications and suggestions in regard to the telecom 

interpreting service and have these processed by the help desk under the supervision of the 

quality control manager;  

- is to publicly describe and publish the procedures and protocols for client contact and 

complaint handling for the telecom interpreting users; 

- is to publish clear and accessible information on what services they can provide as well as the 

hours of operation; 

- is to utilize terms of delivery and make these clear and publicly available to the telecom 

interpreting users; 

- is to communicate with users when there are disruptions, notifying them of what the 

disruptions are, and other relevant information relating to the service; 

- is to instruct current and future users on how exactly the service works and how the user can 

best use the service. This can be done through an interactive demo or application which 

allows users to become accustomed to the service; 

- is to provide comprehensive information using sign language and text on: 

 which equipment, software and systems are compatible with the telecom interpreting 

services;  

 what is required in order to use the speech-to-text and sign language telecom 

interpreting service 

 which numbers should be used to call the telecom interpreting service first if the 

telecom interpreting user (still) cannot, or does not want, to directly communicate with 

the person to be called;  

 the required amount of bandwidth and which adaptations may be required of the 

connection, network or home network. 

- is to provide developers and application builders of Total Conversation software and hardware 

and transcoding gateway developers with technical information about the types of media, 

codecs, ports, SIP signalling and call setup and other data necessary to use the telecom 

interpreting service; 

- is to have a test number readily available so that each user, for example when experiencing 

video, text and audio echoes, can test whether his or her telephone or Total Conversation 

system is functioning properly;  

- is to have a call back number available to test whether the user is able to receive incoming 

Total Conversation calls. 
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2. Criteria for telecom interpreters  

 

The primary task of telecom interpreters is to facilitate calls between deaf, hard-of-hearing and hearing 

persons. Telecom interpreters are expected to be familiar and comfortable with the technology and 

equipment required for Total Conversation telephony. In addition, requirements will be set with regard 

to the workplace and the interpreters' skills. Finally, we will identify some additional criteria involving 

privacy and rights that telecom interpreters will need to adhere to.  

2.1 Technology  

The technical criteria regarding Total Conversation, audio, video text and the connection also apply to 

the telecom interpreters. The central concern being that the Total Conversation software functions 

without impediments and that the interpreter is familiar with the possibilities and limitations of Total 

Conversation. It is also important that the telecom interpreter has suitable equipment or peripheral 

equipment and that the internet and all other connections are reliable and stable.  

2.1.1 Total Conversation 

Total Conversation is the standard for telecom interpreters. The telecom interpreter:  

- is to use hardware and software which allow calling according to the Total Conversation 

directives [Total Conversation-richtlijnen]; 

- is to have a computer that meets the minimum system requirements of the supplier(s) of 

the Total Conversation software;  

- is to ensure that the Total Conversation software functions properly, is up-to-date and that 

text, audio and video are all synchronized;  

- is not to install and/or use software on his or her computer that can interfere with the Total 

Conversation software;  

- is to be familiar with the possibilities and limitations of Total Conversation.   

More information about different brands of Total Conversation software, the minimal system 

requirements of computers as well as the operating systems compatible with various Total 

Conversation software can be found on www.kwaliteitteletolk.nl.  

2.1.2 Audio  

The telecom interpreter uses a headset to prevent speech and audio distortion, noise disruptions, 

feedback, and echo or reverberation with the sending and receiving of calls:  

- Use a noise-cancelling microphone (noise/echo cancelling). 

- This microphone is to connect to its own USB 2.0 port on the computer. 

A list of approved and recommended headsets is available on www.kwaliteitteletolk.nl.  

 

http://www.kwaliteitteletolk.nl/
http://www.kwaliteitteletolk.nl/
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2.1.3 Video/image  

The bi-directional video must be transmitted clear, smooth and jitter free.  For this reason, the telecom 

interpreter is to have a web camera:  

- with High Definition (HD) resolution of at least 1280 x 720 pixels and a video image of at 

least 30 frames per second. 

- This webcam is to connect to its own USB 2.0 port on the computer. 

A list of approved and recommended webcams is available on www.kwaliteitteletolk.nl.  

2.1.4 Text 

With regard to text, the telecom interpreter must be aware of the following technical aspects:  

- Real-time text needs to be displayed for the interpreting user nearly simultaneously (within 

500 milliseconds, a half second) with the moment that the text has been created by the 

interpreter. 

- In the event of connection issues or difficulty with reading fingerspelling of key words or 

names, a sign language interpreter can also type in real-time text. 

2.1.5  Connection and network 

Telecom interpreters are responsible for a stable, secure and reliable internet connection that 

transmits unobstructed, bi-directional Total Conversation communications. The telecom interpreter is 

to take the following items regarding connection and network into account:  

- The internet bandwidth must be able to carry at least 512 kilobits per second for upload 

and download speed.  

- The Total Conversation communication must have priority on the internet connection. 

- The connection must support peer-to-peer SIP such that the SIP traffic cannot be modified 

or taken over due to the possible presence of other VoIP systems in the home network.  

- The internet connection must be transmitted over a Ethernet cable.  

- Wireless Internet (Wi-Fi) is too unstable and therefore is not allowed.  

- The internet connection must not block or restrict the transmission of audio, video and real-

time text with firewalls, locked ports or protected networks.  

- The interpreter is to regularly check – at least after each installation or re-installation, 

update, or modification of the operating system and/or the Total Conversation software – 

whether the connection still meets the minimum bandwidth requirements.  

- The internet connection of the interpreter must have low latency, a low ping or delay, less 

than 50 milliseconds. 

- The connection to/with the interpreting user absolutely may not have a delay of more than 

400 milliseconds for audio and video. 

- The interpreter's internet connection must have 0% packet loss. 

2.1.6  Equipment 

http://www.kwaliteitteletolk.nl/
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For effective and reliable use of Total Conversation, the telecom interpreter is to have the following 

equipment and peripheral equipment in any event:  

A computer with at least: 

- 4 gigabytes of RAM working memory, required for proper, stable functioning of the 

operating system in combination with Total Conversation software. 

- Intel Core2 duo or equivalent processor 

- an Ethernet card/connection with at least 100 mbit. 

- 3 separate USB 2.0 ports 

- an up-to-date operating system 

- an up-to-date virus scanner  

- a Qwerty and/or a Velotype keyboard 

- a mouse or other pointing device 

- a headset that meets the criteria of section 2.1.2  

- a webcam or video camera that meets the criteria of section 2.1.3 

- a computer screen with a minimum resolution of 1920 x 1080 pixels (full HD) 

 

Where necessary, the computer must meet the minimum system requirements of other manufacturers 

and/or suppliers of Total Conversation software. The interpreter is responsible for ensuring that the 

computer is functioning properly and that, during the interpreting, no disruptive or conflicting software 

programmes are running which will conflict with the Total Conversation software.  

2.2.  Interpreting room  

For telecom interpreting, service accessibility and the privacy of interpreting users are important points 

of concern. To ensure optimal service accessibility, the interpreting room must be free of disruptive 

factors as much as possible. Privacy is also important: third parties cannot be allowed to easily enter 

the room or to follow or listen along to the conversation. The interpreter is to have a pleasant 

workplace. This translates into the following criteria:  

- The workplace is in a lockable room so that third parties cannot (easily) enter the room, 

accidentally come into view or watch or listen to the conversation.  

- The work place is to consist of, at a minimum, a desk, chair, computer with keyboard and 

mouse, a display, and a headset and web camera or other type of camera that are 

connected to individual USB ports.  

- The workplace is to be free from disruptive or distracting noises from outside, and free of 

echo and reverberations.  

- The workplace is to be free from disruptive or distracting visual signals from outside, such 

as irritating light. 

- If windows are present, and third parties are able to see the interpreter working, the 

windows are to be fitted with privacy window foil or window coverings.  
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- Behind the interpreter, the field of vision is composed of a flat, neutral and softly-coloured 

background, which contrasts with the interpreter's clothing.  

- All equipment considered non-essential to telecom interpreting, such as a printer, fax or 

private telephone is to be switched off.  

- The interpreter must be able to be clearly visible in the image at all times, and remain so, 

during the conversation.   

- The camera is positioned perpendicular to and straight across from the interpreter. 

- The sign language interpreter is positioned such that the signing space can be fully utilized. 

The upper body, up to just above the head, is to be centred in the middle of the frame, with 

about 50 centimetres of elbow room on both sides of the image.  

- The speech-to-text interpreter is positioned – in consultation with the interpreting user –  

with his or her upper body or head in the middle of the image.  

- There is sufficient and adjustable diffuse lighting: light that shines in all directions, 

positioned such that there are no visible shadows on the face and body of the interpreter or 

on the background behind the interpreter.  

- The interpreting room is equipped for nearly silent temperature regulation. 

- The interpreting room is equipped with nearly silent ventilation. 

- If a telecom interpreter works from home, the requirements, laws and regulations of the 

service provider apply to the home-based interpreting space.  

2.3 The telecom interpreter 

The telecom interpreter is expected to be professionally competent and aware of the ethical, 

technological and practical possibilities and limitations of telecom interpreting. The telecom interpreter:  

- is to comply with the Dutch Telecommunications Act [Telecomwet].  

- is to be registered with Stichting Register Tolken Gebarentaal en Schrijftolken [RTG], the 

Dutch registry of sign language and speech-to-text interpreters. 

- is to comply with the professional codes of sign language and speech-to-text interpreters, 

for example of the NBTG, NSV or RID [Beroepscode tolken]. 

- observes the policy on clothing for interpreters and will take the following specific points of 

attention for sign language interpreters into account: 

 being extra attentive to disruptive objects such as reflective glasses;  

 clothing that insufficiently contrasts with the background, for example a white 

blouse against a white background is not clear, a dark blouse against a white 

background is clear; 

 do not wear striking patterns such as stripes, checks or plaid upper body clothing 

due to the potential for disruptive patterning by the camera;  

- refrains, during the interpreting session, from performing activities which could be 

obstructive for telecom interpreters or distracting to the interpreting users, such as 

drinking, eating, smoking or other activities in front of the computer. It is permitted, 

however, to drink water;  
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- ensures that his or her mouth is visible, so that the user of the interpreting service is not 

prevented from lip-reading; 

- has the right after 20 minutes of telecom interpreting to take, at a minimum, a 5 minute 

break.  

- is to provide neutral, non-judgemental interpreting without interfering with the contents of 

the conversation; 

- regularly checks during the interpreting if the user is able to follow the conversation - 

technically speaking, not as concerns content - and, in case of doubt, asks the user about 

this; 

- is to provide comprehensive information about what he or she hears beyond the voice of 

the speaker(s), for example background sounds or emotions in voices. 

- if the call has technical or connection issues, the telecom interpreter directly notifies the 

user about the disruption to the call;  

- is to interrupt the session, after consulting the user, if the connection or equipment being 

used is insufficiently reliable or of poor quality and is obstructing the call;  

- has basic computer skills and is very familiar with the different technological variants of the 

Total Conversation equipment;  

- in case of insufficient technical knowledge and/or computer skills, follows a training course 

so that he or she learns how to work with the computer and Total Conversation 

equipment;  

- is to individually communicate with the user for preparation or to provide an update during 

an interpreting session;  

- is aware of the limitations of telecom interpreting:  

 Specifically for sign language interpreters: screens display information less clearly; a 

sign language interpreter may use index signs and finger counting frequently, for 

example, in order to highlight a list. 

 Specifically for speech-to-text interpreters: text only conveys limited information about 

the emotions and facial expressions of a speaker; a speech-to-text interpreter can 

emphasize interpretations of speakers' emotions. 

- Ensures that essential information like dates and times is correctly interpreted.  

2.4 Privacy  

The privacy of both interpreters and telecom interpreting users must be safeguarded. 

- The telecom interpreter has a duty to confidentiality in all telecom interpreting situations, 

such as those which also apply to existing professional codes of speech-to-text and sign 

language interpreters. [Beroepscode tolken]  

- All calls taking place through the telecom interpreting service are 100% confidential. The 

telecom interpreter may not share any details of the conversation with others. Issues 

concerning secrecy, business relations, bank data and suspected criminal activities are 
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and shall remain confidential. The telecom interpreter may not use any information and/or 

facts acquired during the interpreting session or share these with third parties;  

- In the event of life-threatening situations or when reasonable grounds exist to suspect that 

an individual's mental and/or well-being may be jeopardized, the telecom interpreter may 

breach the obligation of silence by interrupting the conversation and taking action by 

contacting police, emergency services and/or other designated authorities. 

- The telecom interpreter ensures that third parties or other interpreters (present in the call 

centre) cannot listen in on or view the call and does not discuss the contents of the 

interpreting session(s) with others.  

- To ensure that the calls remain confidential, the telecom interpreter is to take precautions 

which make it impossible for third parties or other interpreters to follow or partially follow 

the conversations.  

- The storing or recording of text, audio and/or video of telephone conversations by telecom 

interpreters is prohibited, except when all conversation partners have given express 

consent to do so. 

2.5 Legal/rights 

Telecom interpreting is based on the Dutch Telecommunications Act [Telecomwet]. Therefore the 

following legal matters apply to telecom interpreting:  

- The telecom interpreters must comply with the Dutch Telecommunications Act.  

- A telecom interpreting conversation is legally equivalent to a voice telephone conversation. 

The rights and obligations which apply to voice telephony also apply to telephone 

conversations which take place via the telecom interpreting service.  

- Utterances in a telephone conversation can be interpreted as being legally binding. 

Therefore the interpreter must – if in any doubt – ensure that the translation/interpretation 

is correct.  

- When there are indications, via speech, text or sign language, that the telecom interpreter 

or service is being misused or the interpreter is being verbally attacked, the telecom 

interpreter should contact the supervisor to determine the next steps to be taken. 
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3.  Criteria for remote interpreting service providers 

 

The primary task of the remote interpreting service provider is to provide remote interpreting services 

for the deaf and hard of hearing. These services can be provided on demand and/or pre-arranged by 

the service provider. A pre-arranged remote interpreting service, for example, can be used when the 

interpreting user wants to save on travel time. An on-demand remote interpreting service can be used 

for unexpected interpreting assignments. A remote interpreting service provider has different options 

for the implementation of the service. For example, the service provider may choose to offer the 

service only with speech-to-text interpreters or only with sign language interpreters. The service 

provider may also choose to have a select group of interpreters on the basis of their qualifications, 

areas of knowledge, specializations and/or skills. The same criteria apply to service providers of on-

demand as for pre-arranged remote interpreting services.  

3.1 Total Conversation  

The technical criteria for remote interpreting service providers are based on the international 

telecommunications standards of ETSI, ITU and IETF. The remote interpreting service provider must 

comply, at a minimum, with the standards and functionality specifications of Total Conversation. Total 

Conversation is a standardized communication concept which enables users to use video, audio and 

real-time text simultaneously. The Total Conversation concept has been determined by the ITU-T: the 

department of Telephony Standards of the International Telecommunications Union [ITU-T F.703].  

 

Media codecs and media transport standards have been established to ensure that the remote 

interpreting service provider is able to communicate with the various Total Conversation telephones 

and systems: 

- The use of Session Initiation Protocol (SIP) [RFC3261] in combination with Session 

Description Protocol (SDP) [IETF RFC4566]. 

- The use of real-time protocol (RTP) [RFC3550] for the simultaneous transmission of 

audio, video and real-time text. 

- For audio ITU G711 a-law with 20 millisecond packetization, must be supported. In 

addition, ITU G729 (Appendix A) is recommended for 20 or 40 millisecond packetization. 

Other audio codecs are optional. 

- For video H.263 [ITU-T H.263] [IETF RFC4629] with the minimal resolution of 176 × 144 

(QCIF) and 352 × 288 (CIF) with a frame rate of 20 frames per second must be supported. 

A H.264 (AVC) [ITU-T H.264] [IETF RFC3984] with the minimal resolution of 176 × 144 

(QCIF) and 320 x 240 (QVGA) with a frame rate of 20 frames per second support. MPEG-

4 support [IETF RFC6416] is optional.  

- If insufficient bandwidth is available for higher video resolution, the Total Conversation 

equipment must be able to automatically return to a lower resolution while maintaining the 

minimum frame rate of 20 frames per second.  
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- The use of real-time text communication with text presentation as defined by the ITU-T 

T.140 protocol and transport according to the IETF RFC4103 protocol. 

3.2 Connection and network 

Remote interpreting service providers are responsible for a stable, secure and reliable internet 

connection that transmits unobstructed, bi-directional Total Conversation communications. The remote 

interpreting service provider is to take the following items regarding connection and network into 

account:  

Connection 

- Bandwidth: reserve a minimum of 512 kilobits per second for Total Conversation. The 

minimum bandwidth for Total Conversation calls is 384 kilobits per second.  

- Delay: (peer-to-peer) delay of audio and video may not be more than 400 milliseconds for real-

time text, the maximum allowable delay is 1000 milliseconds (1 second) [ETSI EG 202 670]. 

- Packet loss: may not exceed 3% for good quality audio and no more than 1% for good quality 

video [ETSI EG 202 670] . To prevent the effect of possible packet loss for real-time text, the 

buffer interval must be 300 milliseconds with two generations of redundancy by default [IETF 

RFC4103]. 

 

Network 

 

- The network must be accessible for SIP signalling and for bi-directional transmission of media 

between other Total Conversation networks and systems. 

- The network must be findable via DNS. 

- The SIP proxy of the network must allow all SIP signals through unobstructed or correctly 

process them in order to complete SIP transmissions. Every SIP message of any given user 

must be receivable.  

- SIP messages like REGISTER (after authorization), INVITE, CANCEL, BYE, MESSAGE, 

etcetera, may never be blocked. 

- RTP media (audio, video and real-time text) set up in response to the SIP call set-up may not 

be blocked.  

- Peer-to-peer interoperability and compatibility: every Total Conversation telephone must be 

able to send and receive calls via the remote interpreting service, regardless of brand or 

supplier. 

- Connections to non-Total Conversation communications systems (e.g. image telephones) will 

only be accepted via transcoding gateways that convert media, transport and signalling to 

Total Conversation.  
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3.3 Use of remote interpreting services 

When a service provider would like to deliver on-demand remote interpreting services, it is important 

that it be as simple as possible to choose either sign language or speech-to-text interpreting: 

- Use preference profiles so that remote interpreting users can specify preferences for the 

use of sign language, voice and/or text. This allows users to automatically connect to their 

preferred form of communication and/or preferred type of interpreter.   

3.4 Accessibility of remote interpreting services 

The remote interpreting service provider is to guarantee reliable accessibility.  

The remote interpreting service provider:  

- will only deliver remote interpreting services with Total Conversation.  

- will neither be a seller nor supplier of Total Conversation software and hardware, SIP 

addresses and/or SIP subscriptions. This safeguards the interoperability and quality of the 

Total Conversation; 

- will ensure consistent quality control through proper documentation of the service and 

through a supervisory quality control manager [ETSI ES 202 975]; 

- will not impose any limitations on the duration of a conversation, except in special 

circumstances.  

- will not disrupt any remote interpreting sessions which are underway, except in 

exceptional circumstances. 

- will ensure the user receives a suitable interpreter within two minutes for 99% of the 

inbound requests for remote interpreting; 

- will clearly and publicly identify the hours of operation and service accessibility; 

- will clearly communicate any changes of the hours of operation in a timely manner, so 

users are not surprised by the changes;  

- will employ a supervisor who monitors the performance of the remote interpreters and the 

functioning of the Total Conversation communication equipment of the remote interpreting 

service provider. This supervisor will support interpreters and determines what to do in the 

event of problems and/or exceptional situations, such as suspected misuse of the service 

by a remote interpreting user.   

 

The following requirements also apply to the remote interpreting service:  

- A queue must be initiated (call queuing) when an interpreter is not immediately available. 

The remote interpreting user is to receive regular updates on the expected wait time and 

the number of callers waiting before him or her. This information needs to be reported in 

text to speech-to text interpreting users and in sign language for sign language 

interpreting users. 
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- The response rate for remote interpreting services should be as quick as possible (from 

the moment the call is placed to establishing contact with the interpreter).  

- Services must be provided within 40 seconds for 90% of the incoming requests for remote 

interpreting. 

- When a remote interpreting user attempts to dial 112 via the remote interpreting service, a 

suitable interpreter is to be available immediately for the conversation requiring 

interpreting. Should a suitable interpreter not be available, an interpreter must immediately 

interrupt an existing conversation after explaining the situation, and accept the 112 call 

and begin interpreting. The user attempting to call 112 via the remote interpreting service 

may never be left waiting in a queue. 

- When there are indications, via speech, text or sign language, that the interpreter or 

service is being misused or the interpreter is being verbally attacked, the supervisor must 

determine the next steps to be taken. 

- When it becomes clear during the course of a conversation that the remote interpreting 

user is in an emergency situation, and the emergency services need information, the 

remote interpreting service, by way of the interpreter, must intervene and contact the 112 

emergency number. 

3.5 Availability of remote interpreting service 

Though a remote interpreting service is not a telecom interpreting service, it is important for 

interpreting users to have fast and reliable access to this service in different situations.  

The remote interpreting service:  

- will monitor the internet traffic and store the following data on the provision of services:  

 response time, measured from the moment that the first call is taken (the 

telephone transfer). In a majority of cases, response time is measured from the 

moment that a call comes into the remote interpreting service until the system has 

connected the remote interpreting user with an interpreter; 

 number of failed calls; 

 number of lost calls; 

 number of users; 

 number of calls per type of service (text/speech-to-text interpreting or video/sign 

language interpreting); 

 call duration by type of service; (text/speech-to-text interpreting or video/sign 

language interpreting); 

 repair time for disruptions to the system and/or network; 

 quality of IP traffic: bandwidth of total incoming and outgoing IP traffic,jitter, packet 

loss and latency; 

 problems arising during an interpreting session;  

 the cause(s) of these problems. 
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- will provide interpreters the ability to quickly indicate what went wrong during an 

interpreting session. Examples include an issue with the connection, excessive noise, a 

hearing person(s) who’s unintelligible, an issue with the user's device or a video that is 

poor quality or too dark;  

- will specify every interpreting session on the invoice;  

- will store interpreting session specifications for at least 12 months, for any future 

investigations;  

- will ensure that no more than 0.5% of the calls are lost during any given month due to 

internal network disruptions or issues with call transfers within the technical system of the 

remote interpreting service. Issues or disturbances that arise on the side of the user, such 

as accidentally disconnecting the telephone or defective internet at the location requiring 

the interpretation services, are not included under lost calls;  

- is required to have an emergency plan that includes elaborate scenarios with solutions for 

every possible emergency that results in service interruption, whether of human or natural 

causes, in order for the service to be fully operational again; 

- is to write detailed reports of every emergency that occurs; This information is to include, 

at a minimum, the start time and date and the end time and date of the disruption to the 

services and the solutions implemented. These solutions must also include an explanation 

of how to prevent a repeat of this emergency; 

- will publicly and clearly inform users when the service is fully or partially unavailable and 

provide information on the cause and duration of the interruption. Sign language 

interpreting users are to be informed through sign language, speech-to-text interpreting 

users are to be informed through text. 

3.6 Privacy  

The privacy of the interpreters and the remote interpreting users and the interpreting sessions must be 

safeguarded. 

The remote interpreting service provider:  

- will monitor that the interpreters comply with the duty of confidentiality, such as those which 

apply according to the existing professional codes of speech-to-text and sign language 

interpreters [Beroepscode tolken];  

- will guarantee 100% confidentiality of all interpreting sessions;  

- will take precautionary measures to prevent third parties or other interpreters (present in the 

call centre) from following the conversations to ensure that the conversations do in fact 

remain confidential.  

- will not share any information on the conversations with others; Issues concerning secrecy, 

business relations, bank data and suspected criminal activities are and shall remain 
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confidential. The remote interpreting service may not use any information and/or facts 

acquired during the call or share these with third parties;  

- is prohibited from recording and/or storing any text, audio and/or video from the remote 

interpreting sessions of the service, excepting when all conversation partners have given their 

explicit consent to do so. The reason for storing and/or recording the conversation must be 

made known to the conversation partners. This can be for reasons of quality control, internal 

use for training remote interpreters or to investigate complaints.  

3.7 Legal/rights 

 

- A remote interpreting session is legally equivalent to a live interpreting session. The rights and 

obligations which apply to service providers for live interpreting sessions also apply to remote 

interpreting sessions. 

- No rights can be derived from recorded video or audio and stored texts of remote interpreting 

sessions.  

3.8 Interpreter training 

In order to provide quality remote interpreting services, it is essential that highly-skilled and qualified 

interpreters are utilized.  

The remote interpreting service provider:  

- is responsible for providing training and further education for practical, technical and ethical 

telecom interpreting skills; 

- will, in addition, ensure that the interpreters receive continuous training for advances in 

technology, telecom interpreting services and for developments in the deaf and hard-of-

hearing community;  

- will monitor and check the interpreters' skills and expertise; This is the quality control 

manager's duty. 

- will ensure that interpreters are qualified for the remote interpreting service according to the 

criteria of section 4.3; 

- will train interpreters on how to cope with stress and emotions resulting from certain difficult or 

traumatic calls;  

- will ensure that, where necessary, interpreters receive psychological help and assistance, for 

example after emotionally taxing or traumatic calls;  

- will issue clear guidelines to the interpreters as well as instruction on them. Guidelines are to 

describe backgrounds, protocols and coping mechanisms for problematic cases.  

3.9 Interacting with remote interpreting users 

The remote interpreting service provider is to ensure good communication and provisions of 

information for the users of this service. 
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The remote interpreting service provider:  

- must be readily available for questions, complaints, suggestions and comments from users 

concerning the interpreters, overall quality and the service. This must be possible in text for 

speech-to-text interpreting users and in sign language for sign language interpreting users; 

- is to store all received complaints, notifications and suggestions in regard to the remote 

interpreting service and have these processed by the help desk under the supervision of the 

quality control manager;  

- is to publicly describe and publish the procedures and protocols for client contact and 

complaints handling for the remote interpreting users;  

- is to publish information on what services can be provided and what the hours of operation 

are. 

- is to use terms of delivery and make these clear and public available to the remote interpreting 

users; 

- is to communicate with users when there are disruptions, explaining what the issue is and 

other relevant information relating to the service; 

- is to instruct current and future users on how exactly the service works and how the user can 

best use the service. This can be done through an interactive demo or application to allow 

users to become accustomed to the service; 

- is to provide comprehensive information through sign language and text on: 

 which equipment, software and systems are compatible with the remote interpreting 

services;  

 what is required to use speech-to-text or sign language interpreting with the remote 

interpreting service as regards installation and use of peripheral equipment 

specifically for the interpreting location and situation. 

 how to connect to the remote interpreting service. 

 the required amount of bandwidth and which adaptations may be required of the 

connection or on-site network. 

- is to provide technical information on how the on-site network is able to support Total 

Conversation communication. This information includes the media types, codecs and ports, 

SIP signalling, call set-up and other data necessary to use the remote interpreting service.  

- is to provide developers and software developers of Total Conversation software and 

hardware and of transcoding gateway developers with technical information about the types of 

media, codecs and ports, SIP signalling, call setup and other data necessary to use the 

telecom interpreting service; 

- is to have a test number readily available so that each user, using video, text and audio 

echoes, for example, can test whether his or her telephone or Total Conversation system is 

functioning properly on location;   
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4.  Criteria for remote interpreters  

 

The primary task of remote interpreters is to facilitate interpreting sessions between deaf, hard-of-

hearing and hearing persons. We distinguish two types of remote interpreting: on-demand and pre-

arranged. With on-demand remote interpreting, interpreters can be contacted immediately for an 

interpreting assignment via Total Conversation equipment.  Interpreting users can request a standby 

interpreter at any moment to directly perform the remote interpreting assignment. With pre-arranged 

remote interpreting, users request the service in advance, the interpreting assignment is scheduled for 

a specific date and time prior to the session. The interpreter has time to request or to receive any 

relevant information and to prepare for the upcoming interpreting assignment.  

 

Remote interpreters are expected to be familiar and comfortable with the technology and equipment 

necessary to conduct Total Conversation telephony. In addition, requirements will be set with regard to 

the workplace and the interpreters' skills. Finally, we will identify some additional criteria involving 

privacy and rights that remote interpreters must adhere to.  

4.1 Technology  

The technical criteria regarding Total Conversation, audio, video text and connectivity apply to remote 

interpreters. The central concern being that the Total Conversation software functions without 

impediments and that the interpreter is familiar with the possibilities and limitations of Total 

Conversation. It is also important for the remote interpreter to have suitable equipment or peripheral 

equipment and that the internet and all other connections are reliable and stable.  

4.1.1 Total Conversation 

Total Conversation is the standard for remote interpreting. The remote interpreter:  

- is to use hardware and software which allow calling according to the Total Conversation 

directives [Total Conversation-richtlijnen]; 

- is to have a computer that meets the minimum system requirements of the supplier(s) of the 

Total Conversation software;  

- is to ensure that the Total Conversation software functions properly, is up-to-date and that 

text, audio and video are all synchronized;  

- is not to install and/or use software on his or her computer that can interfere with the Total 

Conversation software;  

- is to be familiar with the possibilities and limitations of Total Conversation.  

More information about different brands of Total Conversation software, the minimal system 

requirements of computers as well as the operating systems compatible with various Total 

Conversation software programmes can be found on www.kwaliteitteletolk.nl.  

4.1.2 Audio  

http://www.kwaliteitteletolk.nl/
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The remote interpreter uses a headset to prevent speech and audio distortion, noise disruptions, 

feedback, and echo or reverberation with the sending and receiving of calls:  

- Use a noise-cancelling microphone (noise/echo cancelling). 

- This microphone is to connect to its own USB 2.0 port on the computer. 

A list of approved and recommended headsets is available on www.kwaliteitteletolk.nl.  

4.1.3 Video/image  

Bi-directional video must be transmitted clear, smooth and jitter free. Therefore the remote interpreter 

is to use a camera or webcam:  

- with High Definition (HD) resolution of at least 1280 x 720 pixels and a video image of at 

least 30 frames per second. 

- This microphone is to connect to its own USB 2.0 port on the computer. 

A list of approved and recommended webcams is available on www.kwaliteitteletolk.nl.  

4.1.4 Text 

With regard to text, the remote interpreter must be aware of the following technical aspects:  

- Real-time text needs to be displayed for the interpreting user nearly simultaneously (within 

500 milliseconds, a half second) with the moment that the text has been created by the 

interpreter. 

- In the event of connection issues or difficulty with reading fingerspelling of key words or 

names, a sign language interpreter can also type in real-time text. 

4.1.5  Connection and network 

Remote interpreters are responsible for a stable, secure and reliable internet connection that transmits 

unobstructed, bi-directional Total Conversation communications. The remote interpreter is to take the 

following items into account:  

- The internet bandwidth is at least 512 kilobits per second for upload and download speed.  

- The Total Conversation communication must have priority on the internet connection. 

- The connection must support peer-to-peer SIP such that the SIP traffic cannot be modified or 

taken over due to the possible presence of other VoIP systems in the home network.  

- The internet connection must be transmitted over an Ethernet cable.  

- Wireless Internet (Wi-Fi) is too unstable and therefore is not allowed.  

- The internet connection may not block or restrict the transmission of audio, video and real-

time text  with firewalls, blocked ports or restricted networks.  

- The interpreter is to regularly check – at least after each installation or re-installation, update, 

or modification of the operating system and/or the Total Conversation software – whether the 

connection still meets the minimum bandwidth requirements.  

http://www.kwaliteitteletolk.nl/
http://www.kwaliteitteletolk.nl/


 
 

38 

- The internet connection of the interpreter must have low latency, a low ping or delay, less 

than 50 milliseconds. 

- The connection to/with the interpreting user absolutely may not cause a delay of more than 

400 milliseconds for audio and video. 

- The interpreter's internet connection must have 0% packet loss. 

4.1.6  Equipment 

For effective and reliable Total Conversation, the remote interpreter is to have the following equipment 

and peripheral equipment for every case:  

- A computer with at least: 

- 4 gigabytes of RAM working memory, required for proper, stable functioning of the 

operating system in combination with Total Conversation software. 

- Intel Core2 duo or equivalent processor 

- an Ethernet card/connection with at least 100 mbit 

- 3 separate USB 2.0 ports 

- an up-to-date operating system 

- an up-to-date virus scanner  

- a Qwerty and/or a Velotype keyboard 

- a mouse or other pointing device 

- a headset that meets the criteria of section 4.1.2  

- a webcam or video camera that meets the criteria of section 4.1.3 

- a computer screen with a minimum resolution of 1920 x 1080 pixels (full HD) 

 

Where necessary, the computer must meet the minimum system requirements of other manufacturers 

and/or suppliers of Total Conversation software. The interpreter is responsible for ensuring that the 

computer is functioning properly and that, during the interpreting session, no disruptive or conflicting 

software programmes are running which will conflict with the Total Conversation software. 

4.2.  Interpreting room  

For remote interpreting, interpreter availability and privacy are important points of concern. To ensure 

optimal service accessibility, the interpreting room must be free of disruptive factors as much as 

possible. Privacy is also important: third parties cannot be allowed to easily enter the room or to follow 

or listen along to conversations. The interpreter is to have a pleasant workplace. This translates into 

the following criteria:  

- The workplace is in a lockable room so that third parties cannot (easily) enter the room, 

accidentally come into view or watch or listen to the conversation.  

- The work place is to consist of, at a minimum, a desk, chair, computer with keyboard and 

mouse, a display, and a headset and webcam or other type of camera which are connected 

to individual USB ports.  
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- The workplace is to be free from outside noises, echo, reverberations and other disruptive 

and/or distracting noises.  

- Any windows present are to be fitted with privacy window foil or window coverings to prevent 

third parties from viewing the workplace.  

- Behind the interpreter, the field of vision is composed of a flat, neutral and softly-coloured 

background, which contrasts with the interpreter's clothing.  

- All equipment deemed unnecessary to the provision of remote interpreting, such as a printer, 

fax or private telephone is to be switched off.  

- The interpreter must be able to be clearly visible in the image at all times, and remain so, 

during the conversation.  

- The camera is positioned perpendicular to and straight across from the interpreter. 

- The sign language interpreter is to be positioned such that the signing space can be fully 

utilized. The upper body, up to just above the head, is to be centred in the middle of the 

frame, with about 50 centimetres of elbow room on both sides of the image.  

- The speech-to-text interpreter is positioned – in consultation with the interpreting user – with 

his or her upper body or head in the middle of the image.  

- There is sufficient and adjustable diffuse lighting: light that shines in all directions, positioned 

such that there are no visible shadows on the face and body of the interpreter or on the 

background behind the interpreter.  

- The interpreting room is equipped for nearly silent temperature regulation. 

- The interpreting room is equipped with nearly silent ventilation. 

- If a remote interpreter works from home, the requirements, laws and regulations of the 

service provider apply to the home-based interpreting space.  

4.3 The remote interpreter  

The remote interpreter is expected to be professionally competent and to be aware of the ethical, 

technological and practical possibilities and limitations of telecom interpreting. The remote interpreter:  

- is to be registered with  Stichting Register Tolken Gebarentaal en Schrijftolken [RTG], the 

Dutch registery for sign language and speech-to-text interpreters. 

- is to utilize terms of delivery, for example of the professional associations of sign language 

interpreters (NBTG) and/or speech-to-text interpreters (NSV) and make these clear and 

publicly available to interpreting users [Leveringsvoorwaarden tolken]. 

- is to comply with the professional codes of sign language and speech-to-text interpreters, for 

example of the NBTG, NSV or RID [Beroepscode tolken]. 

- observes the policy on clothing for interpreters and will take the following specific points of 

attention for sign language interpreters into account: 

 being extra attentive to disruptive objects such as reflective glasses;  

 clothing that insufficiently contrasts with the background, for example a white blouse 

against a white background is not clear, a dark blouse against a white background is 

clear;  
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 no patterns such as stripes, checks or plaid upper body clothing due to the potential 

for disruptive patterning by the camera.  

- refrains, during the interpreting session, from performing activities which could be obstructive 

for remote interpreters or distracting to the interpreting users, such as drinking, eating, 

smoking or other activities in front of the computer. It is permitted, however, to drink water;  

- ensures that his or her mouth is visible, so that the user of the interpreting service is not 

prevented from lip-reading; 

- has the right to take at least a 5 minute break every 20 minutes.  

- is to provide neutral, non-judgemental interpreting without interfering with the contents of the 

conversation; 

- regularly checks during the interpreting if the user is able to follow the conversation - 

technically speaking, not as concerns content - and, in case of doubt, asks the user about 

this; 

- will provide comprehensive information about what he or she hears, for example background 

sounds or emotions in voices. 

- if the call has technical or connection issues, the remote interpreter directly notifies the user 

about the disruption to the call;  

- if the equipment in use or the connection is unreliable or of poor quality, and this is 

obstructing the call, the interpreter must interrupt the session after clearly indicating the 

intention to do so.  

- has basic computer skills and is very familiar with the different technological variants of the 

Total Conversation equipment;  

- in case of insufficient technical knowledge and/or computer skills, follows a training course 

so that he or she to learn how to work with the computer and Total Conversation equipment;  

- is to individually communicate with the user for preparation or to provide an update during an 

interpreting session;  

- is aware of the limitations of remote interpreting:  

 Specifically for sign language interpreters: screens display information less clearly; a 

sign language interpreter may use index signs and finger counting frequently, for 

example, in order to highlight a list. 

 Specifically for speech-to-text interpreters: text only conveys limited information about 

the emotions and facial expressions of a speaker; a speech-to-text interpreter can 

emphasize interpretations of speakers' emotions. 

- Ensures that essential information like dates and times is correctly interpreted. 

4.4 Privacy  

The privacy of both interpreters and remote interpreting users must be safeguarded. 

- The remote interpreter has a duty to confidentiality for all interpreting sessions, such as those 

which apply according to existing professional codes of text and sign language interpreters.  
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- All calls placed through the remote interpreting service are 100% confidential. The remote 

interpreter may not share any details of the conversation with others. Issues concerning 

secrecy, business relations, bank data and suspected criminal activities are and shall remain 

confidential. The remote interpreter may not use and/or share with third parties any 

information and/or facts acquired during the telephone conversation;  

- In the event of life-threatening situations or reasonable grounds to suspect that an individual's 

mental and/or well-being may be jeopardized, the remote interpreter may breach the 

obligation of silence by interrupting the conversation and taking action by contacting police, 

emergency services and/or other designated authorities. 

- The remote interpreter ensures that third parties or other interpreters (present in the call 

centre) cannot listen in on or view the conversation and does not discuss the contents of the 

interpreting session(s) with others.  

- To ensure that the calls remain confidential, the remote interpreter is to take precautions that 

make it impossible for third parties or other interpreters to follow or partially follow the 

conversations. 

- The storing or recording of text, audio and/or video of remote interpreting sessions by remote 

interpreters is prohibited, except when all conversation partners have given explicit consent for 

this. The remote interpreter or remote interpreting service possesses the copyright of the data 

recorded or stored during an interpreting session.  

4.5 Legal/rights 

For 'remote interpreting' the following legal matters apply to interpreters:  

- A remote interpreting session is legally equivalent to a live interpreting session. The rights and 

obligations which apply to interpreters for live interpreting sessions also apply to remote 

interpreting sessions.  

- No rights can be derived from recorded video or audio and stored texts of remote interpreting 

sessions.  

- When there are indications, via speech, text or sign language, that the remote interpreter or 

the service is being misused or the interpreter is being verbally attacked, the remote 

interpreter must contact the supervisor to determine the next steps to be taken. 
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5  Criteria for tele-interpreting users 

 

In the previous chapters we gave the criteria for the tele-interpreters and tele-interpreting service 

providers. In this chapter, we will identify the criteria for the tele-interpreting users. If users of 

interpreting services expect interpreters and service providers to follow certain criteria to deliver high-

quality, reliable services, then the same can be said for the reverse. Users of interpreting services are 

also requested to follow certain criteria. The user criteria are not as strict as those of the service 

providers and interpreters, but may not be construed as non-binding. 

5.1 Technology 

Users are expected to have their communication equipment and connection in good working order to 

be able to communicate via Total Conversation:  

5.1.1 Total Conversation 

- The user should own a reliable communication device and be familiar with the installation 

and use of said device with Total Conversation. This device can be a computer, tablet or 

smartphone.  

- The communication device must meet the Total Conversation standards and the 

requirements of the Total Conversation software supplier(s).  

More information about different brands of Total Conversation software, the minimal system 

requirements of computers as well as the operating systems compatible with various Total 

Conversation software programmes can be found on www.kwaliteitteletolk.nl.  

5.1.2 Audio 

- The microphone should convey speech as clearly as possible without distortion or loss of 

speech sounds. 

- The microphone should be positioned so as to prevent audio feedback (such as an annoying 

screech or echo). 

- The microphone should filter the sounds of speech as much as possible from other noises, 

including background noise. 

- Use the right microphone for the type of conversational setting: 

 Presentations/speakers: quality microphone that only picks up the voice of the 

presenter/speaker. 

 One-on-one conversations: a microphone connected to a laptop or tablet /smartphone.  

 Small meetings: a USB omnidirectional microphone with autogain which can pick up 

sound from several directions and can adapt the volume of the sound being picked up. 

 Larger meetings: set-up with multiple microphones. 

A list of approved and recommended microphones is available on www.kwaliteitteletolk.nl.  

http://www.kwaliteitteletolk.nl/
http://www.kwaliteitteletolk.nl/


 
 

43 

5.1.3 Video/image 

If using a PC or laptop, the following is required for the transmission of video: 

- A HD webcam with a resolution of at least 1280 x 720 pixels and a video image of 30 frames 

per second. 

- The webcam connects to its own USB 2.0 port on the computer. 

A list of approved and recommended webcams is available on www.kwaliteitteletolk.nl.  

5.1.4 Text 

An interpreting user who uses a tele-interpreter via Total Conversation is able to:  

- adapt the received text, for example the font colour and size; 

- copy and store text, but not without first requesting permission to do so if using remote 

interpreting services;  

- cannot derive any rights from stored texts of telecom conversations or tele-interpreting 

sessions.  

5.1.5  Connection and network  

- The internet connection must be sufficiently fast and stable.  

- For reliable Total Conversation communication, the internet connection bandwidth must have 

unobstructed uploading and downloading speed of 512 kilobits per second, at a minimum.  

- The internet must have a low latency (a low ping or delay), less than 50 milliseconds but not 

longer than 90 milliseconds. 

- The internet connection must have a 0% packet loss. 

- The connection must support peer-to-peer SIP (Session Initiation Protocol, signalling 

protocol for Internet Telephony and Total Conversation). 

- The internet connection may not block or restrict the transmission of audio, video and real-

time text with firewalls, blocked ports or restricted networks. 

- Use an Ethernet cable if the Total Conversation device has a Ethernet network port. 

- When using Wi-Fi, try to be positioned as close as possible to the Wi-Fi access point; the 

device which transmits the Wi-Fi, (e.g. wireless modem device in the living room) to receive 

the strongest possible signal.  

We explain more about how to improve the network and connection on www.kwaliteitteletolk.nl   

5.1.6  Equipment 

For effective and reliable use of Total Conversation on a laptop or computer, the interpreting user must 

have a computer with at least:  

- 4 gigabytes of RAM working memory, this is required for proper, stable functioning of the 

operating system in combination with Total Conversation software. 

- Intel Core2 duo or equivalent processor 

http://www.kwaliteitteletolk.nl/
http://www.kwaliteitteletolk.nl/
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- an Ethernet card/connection with at least 100 mbit 

- a separate USB 2.0 port for the webcam 

- a separate USB 2.0 port for the microphone (or headset) 

- an up-to-date operating system 

- an up-to-date virus scanner  

- a keyboard 

- a mouse or other pointing device 

- a camera or webcam 

- a screen 

- for interpreting users who are able to speak and wish to speak: a microphone or headset 

with noise reduction (noise/echo cancelling). 

- for remote interpreting situations where the hearing conversation partner is present in the 

same location as the interpreting user: a microphone and speakers or a headset with 

noise reduction (noise/echo cancelling) to lend to the hearing conversation partner. 

 

To use Total Conversation on a smartphone or tablet, the following is required at a minimum:  

- a dual core processor with 1 GHz speed 

- a front-facing camera (camera on the front of a smartphone or tablet) 

A list of approved and recommended smartphones, tablets and operating systems, including 

recommended versions is available on www.kwaliteitteletolk.nl.  

5.2  Location of tele-interpreting user 

The following can be done by tele-interpreting users to improve the quality of telecom calls and remote 

interpreting sessions:  

- Bear in mind that it is easier for interpreters to see you if you are positioned against a well-

lit, solid coloured and neutral background that provides sufficient contrast with your clothing 

and skin colour. 

- Provide sufficient lighting and reduce backlighting and shadowing on the face or on the 

background.   

- Position yourself as much as possible directly across from the main speaker. 

- Position the communication device so that you are able to follow the tele-interpreter as well 

as the speaker or main speaker. 

 Sign language interpreters: establish line of sight with the screen positioned next to 

the main speaker. 

 Real-time text interpreting users: establish line of sight with the screen positioned 

directly in front of the main speaker. 

- Reduce environmental noise as much as possible. 

http://www.kwaliteitteletolk.nl/
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- At the beginning of the conversation, inform the tele-interpreter about the aim of the 

session.  

5.3   Interacting with tele-interpreters 

Good cooperation between the tele-interpreter and tele-interpreting user significantly impacts the 

quality and flow of the conversation. The interpreting user:  

- provides information to the interpreter in advance of a session of pre-arranged remote 

interpreting, for example by sending a list of names of conversation partners present, minutes 

and/or agendas   

- provides a brief introduction about the purpose of the call at the beginning of a telecom-

interpreter conversation or on demand remote interpreting session  

- does not misuse the tele-interpreting service(s) or the tele-interpreter 

- does not verbally attack the tele-interpreter using speech, text or sign language 

- makes reasonable requests of the tele-interpreter 

- coordinates communication with the tele-interpreter at the start of a conversation or session  

5.4 Privacy 

An interpreting user:  

- may only record and store text, audio and/or video of a remote interpreting session after first 

receiving the express consent of the interpreter and conversational partners present. 

- may not publish or use for commercial purposes any recorded and/or stored text, audio and/or 

video of a remote interpreting session.  

5.5 Legal/rights 

The interpreting user is aware that:  

- a remote interpreting session is legally equivalent to a live interpreting session; the rights and 

obligations which apply to interpreters for live interpreting sessions also apply to remote 

interpreting sessions;  

- a telecom interpreting conversation is legally equivalent to a voice telephone conversation; the 

rights and obligations which apply to voice telephony also apply to telephone conversations 

taking place via a telecom interpreting service;  

- The storing or recording of text, audio and/or video of remote interpreting sessions by remote 

interpreter user is prohibited except when the remote interpreter and all conversation partners 

have given their express consent. The remote interpreter or remote interpreting service 

possesses the copyright of the data recorded or stored during an interpreting session.  

- No rights can be derived from recorded video and audio or stored texts of remote interpreting 

sessions.  
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Afterword 
 
 
The formulation of the criteria represented a major challenge to us. We have based the criteria on 

technical documents and standards of Total Conversation and accessible telephony, on literature and 

on our own research reports about the participants' experiences with tele-interpreting tests conducted 

in earlier phases of the KTT project. We also received a great deal of input and feedback from, inter 

alia, the steering committee, focus groups, interpreting users, interpreters and board members and 

employees of representative interest and professional organisations. We want to extend our thanks to 

these individuals for their constructive contribution in the formulation of these criteria.   

We are regularly asked about the status of the quality criteria by interested and concerned persons. 

These criteria are an agreement between representative organizations of interpreting users and 

interpreters, represented in the steering committee of the KTT project, and users of interpreting 

services and interpreters, represented in the focus groups. Interpreting users and interpreters regard 

these quality criteria as requirements to ensure a minimal level of tele-interpreting services. The 

appropriate and comprehensive follow up to these criteria by tele-interpreting service providers, 

interpreters and interpreting users will benefit, and thereby contribute to, increased societal 

participation and an equivalent or more equivalent societal participation of deaf, hard of hearing 

persons, as well as persons with speech and/or language impairments. 

 

This document only contains criteria. Once the criteria have been approved by the steering 

committee, the website www.kwaliteitteletolk.nl will have additional information such as more 

references and (subtitled) explanatory videos in sign language. A FAQ section will be added in the 

future to explain some of the criteria in greater detail. We will also post lists of approved and 

recommended equipment on the website as well as publish recommendations and protocols on the 

website. As the criteria are dynamic, new insights arising from research or experiences will be 

reflected in regular updates and/or additions to the criteria found in this document.  

 

This document was formally adopted in the steering committee of the KTT project on 16 September 

2013 by Dovenschap on behalf of the interest organisations of the deaf and hard of hearing, the Dutch 

Professional Association of Sign Language Interpreters (NBTG) and the Dutch Speech-to-Text 

Interpreters Association (NSV). 

Wouter Bolier, project member  

Arnoud van Wijk, project member  

 

12 September 2013  

http://www.kwaliteitteletolk.nl/
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