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October 2005 – October 2006

Mission Statement:

In the 2003/04 year NYCH reviewed its mission statement, in consultation with our community via our Community Liaison Committee.  This remains unchanged.  Our mission statement is:

North Yarra Community Health 

aims to provide high quality and responsive

programs and services 

to all members of our community.

We work with people to overcome their experiences of

disadvantage, discrimination and disempowerment.

We respect people’s choices and support them to make informed decisions to

prevent illness and promote their health and well-being.

We encourage active participation in our services and in the life of

our community.
Background:

In order to achieve the above mission, North Yarra Community Health is to be accessible to all sub sections of the community, including its large population of people from culturally and linguistically diverse (CALD) communities, and also those from Aboriginal and Torres Strait Islander (ATSI) communities. This plan outlines practical strategies to ensure that policies, processes and resources are in place that enable North Yarra Community Health to be accessible and responsive to its culturally diverse community.  It also responds to a commitment made to the local indigenous community, which has resulted from consultation with this community facilitated via the North Central Metro Primary Care Partnership. This plan also forms part of our responsibilities under the Home and Community Care (HACC) program, which is formally documented within the Funding and Service Agreement.  

Implementation and Annual Review of the Plan:

North Yarra Community Health makes a commitment to the implementation and review of this plan. The plan is endorsed both by the Board of Management and the Chief Executive Officer of the organisation. Carriage of the implementation and monitoring of the Plan sits with the Managers and Team Leaders, which is an internal multidisciplinary group of managers and team leaders in the organisation who meet once per month. Managers and Team Leaders and then responsible for ensuring that team plans and the cultural action plan have common items that are reviewed on a regular basis.  

Staff Involved in the Development of the 2005/2006 Plan:

· Kristine Olaris – Manager, Allied Health and Dental
· Vera Boston – Chief Executive Officer

· Cherie Blofield – IT Support Officer

· Robin Gregory – Casework/Counselling Team Leader

· Sharon Malcolm – Podiatrist and Team Leader of Allied Health Team

· Allied Health Outreach Team – Greg Bourke (Physiotherapist), Lisa Magnusson (OT), Mark Crawford (Podiatrist), Katrina Doljanin (dietitian), Janelle Hickey (Indigenous Engagement Worker/Allied Health Assistant)
· Melissa Bryan – Health Promotion Co-ordinator

· Bich Ha – Manager Community Liaison, Health Promotion and IT

· Elizabeth Milford – Dental Team Leader

· Jane Miller – Manager, Casework-Counselling Team

· Robyn Stringer & Catherine Neill– Older Person’s High Rise Support Workers
· Lisa Kennedy – Nursing Team Leader

· Lina La Guardia - Dietitian

· Maggie Abdelmalak – Casework/Counsellor
· Van Nguyen – Casework/Counsellor

· Helen Mejak – Speech Pathologist

· Esther Ndirangu – FARREP worker

· Saskia Post – Executive Assistant
1.  Planning 

North Yarra Community Health has a number of internal planning processes and contributes to external plans such as the Primary Care Partnership Community Health Plan and Local Government Municipal Public Health Plan.  Focus on consultation with Culturally and Linguistically Diverse communities and also Aboriginal and Torres Strait Islander communities is an integral component of the organisation planning process.  This is reflected in NYCH’s individual plan, strategic plan, community health plan  and team plans. 
	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	1.1 The service has evidence of consultation with different cultural groups in the    community.


	Continue to promote participation of participants of the Billabong BBQ in the management of that Program

Participate in the Neighbourhood Advisory Committee and Neighbourhood Advisory Board of the Collingwood and Fitzroy public housing estates, and various neighbourhood renewal working parties, and respond to arising needs. 
	AHOT – ongoing

Bich Ha and Vera Boston - ongoing

	1.2 The service has documented information about a diverse range of communities in the local catchment area.
	Cultural resource file will need to be reviewed, updated and distributed across all NYCH sites.
	Melissa Bryan/Health promotion student – July-Sept 2006

	1.3  The service has a service plan/s, policy or strategy developed to 

improve services to people from diverse communities
	The Social Connectedness and Mental Wellbeing Working Group has an annual plan. Its focus for the following year will include CALD and ATSI communities as its target group.

All teams continue to use the Access Checklist during annual planning to assist in designing strategies to improve access to services for ATSI and CALD clients

Allied Health Team Plan has specific strategies to improve CALD  & ATSI access

NYCH will be represented on the NCM PCP ATSI Access Peer Support Network and will utilise this network to assist in the development of strategies to increase access for ATSI people. 

Cultural Ethnic Gateways Steering committee (CEGs) with City of Yarra to coordinate and support the Vietnamese workers to develop accessible services to the Vietnamese elderly communities in the city of Yarra – and also participate in the Northern/Western Metropolitan CEGS steering committee  
	Social Connectedness and Mental Wellbeing Working Group - Ongoing 

Managers and Team Leaders

Sharon Malcolm - ongoing

Kristine Olaris & Janelle Hickey – Oct 05 – Oct 06

Bich Ha - Ongoing


2.  Language services
NYCH is committed to the use of professional, face-to-face interpreters whenever possible for clients from CALD communities, and to the use of translated & culturally appropriate materials. Client’s right to access language services is articulated in the NYCH Service Brochure and the Client Rights & Responsibility policy and posters displayed at each site and through the Policy and Procedure guidelines. Orientation processes cover the use of interpreters for staff and guidelines for staff are in place for working with interpreters. NYCH has regular bookings for some CALD communities (3 weekly sessions for Vietnamese speaking communities, one for speakers of Cantonese, Greek & Hmong languages and one fortnightly session for speakers of Arabic languages). Posters in appropriate languages are displayed at reception areas, advertising block booked interpreter times. All team budgets have an allocation for the cost of language services.

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	2.1 Interpreter and translator use.


	Training on use of face to face  interpreters 

NYCH will participate in the DHS funded Language Services Project - Centre for Culture, Ethnicity & Health will conduct a review of NYCH language services, procedures & plans and compare this with analysis of demographic data.  Recommendations will be implemented.

Availability of block booked and individual use of interpreters at NYCH to be advertised in ‘The Link’ and ‘NYCH News’ newsletters.  

All translated and culturally appropriate materials targeting CALD and ATSI communities are to be kept as electronic copies on a shared computer drive.  All staff will save material under folders labelled with corresponding community group/language. 

A volunteer information day will be held with interpreters present to provide volunteers with guidance on code of conduct and NYCH policy and procedure

Pamphlets of NYCH services have been translated into 2 other languages, and will be re-translated into at least 2 main languages following an update on the pamphlet information

Podiatry, physio & OT  posters translated - Vietnamese , Greek , Italian and Chinese 
Re-designed Speech Pathology brochure to be translated into Vietnamese

Nutrition team to translate nutrition brochure into Chinese
	Melissa Bryan –  July 2006

Bich Ha  – Sept 2005-March 2006

Bich Ha - April 2006

Saskia Post to set up folder  & co-ordinate – October 2005, then ongoing

Melissa Bryan – Feb/March 2006

Vera and Bich –  February 2006

Sharon Malcolm– Oct 2005

Helen Mejak – Dec 2005

Lina La Guardia – Nov 2005


3. Culturally Relevant Services/Service Access
NYCH aims to provide an environment and structure that promotes access to culturally relevant services. Efforts have been made to ensure that services include service imagery, symbols and signage that is inclusive of ATSI and CALD communities eg posters in waiting areas and photographs in the annual report depict ATSI and CALD communities, plaques on the front of each centre acknowledge the Wurundjeri people as the traditional owners of the land on which the health centres are built, and the Collingwood Centre has murals developed by local community decorating the building. NYCH recently launched and hosted the ‘Journey to the Sarab’ exhibition of photographs and stories of three TPV holders. Information on Clients Rights and Responsibilities and Privacy is available in multiple languages. The Better Health Channel, which provides multilingual health information, is available for use in the waiting room of the Collingwood Centre. NYCH facilitates a number of ethno specific programs that meet regularly eg Arabic speaking pensioners group, Vietnamese and Chinese speaking women’s groups and a Vietnamese elderly group, the Billabong BBQ Program, a Greek women’s group, an Iranian & Afghani women’s group, a refugee women’s health group, Tai Chi classes, Vietnamese domestic violence support sessions etc. NYCH also provides some culturally specific services to address needs of some CALD communities eg African (FARREP) worker, Refugee support worker and a visiting physician who also targets refugees/people on TPVs. NYCH is also represented on the Yarra Settlement Forum and the TPV Forum. Ability to speak a community language is one of the selection criteria for all service positions within the organisation.

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	3.1 Physical environment.
	Ensure maintenance of the Collingwood Centre murals, which were developed by local sectors of the community.

Mural to be painted by local Aboriginal people and displayed on the front of our Fitzroy Centre.

Ongoing subscription to ‘Koori Times’ magazine for each NYCH each site. Magazine has been placed in waiting areas  and to be added to staff rooms
Completion & launch of community arts project for women that focuses on cultural diversity, settling in Australia and health/wellbeing (sculptures)
	Bich Ha/ Marlies Blatz – Ongoing

Lisa Kennedy – Nov 05

Janelle Hickey – October 2005
Melissa Bryan – October 2005 & ongoing display


Culturally Relevant Services/Service Access – Continued

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	3.2 Other specific access issues identified in consultations with ATSI community
	Lack of confidence of ATSI people to use mainstream services/ Lack of trust from ATSI people towards mainstream services:

· Investigate Priority of Access mechanisms for facilitating use of NYCH by ATSI people and other high needs groups via development of an Access & Equity Policy

· Continue to provide outreach service provision. 

· Be involved in significant ATSI community events eg NAIDOC week, Sorry day and other festive events.

Look for opportunities to form partnerships with VAHS and other ATSI agencies.

Lobby Yarra Council to coordinate meetings between generalist and ATSI service providers with a view to improved working relationships.

Meals available at Collingwood Neighbourhood House and Collingwood Information Centre.  Ongoing review required to ensure meals are accessible for ATSI community members.
	Vera Boston and Kristine Olaris

AHOT & other NYCH providers as identified/ appropriate – ongoing.

AHOT & other NYCH providers as identified/ appropriate – ongoing.

Vera Boston (CEO) & all Managers - ongoing

Vera Boston – December ‘05

Katrina Doljanin – November 2005

	3.3 Staff training and 

development.


	Indigenous cultural training for all staff.

Increase awareness of other cultural training available eg through CEH

Investigate opportunities for other cultural training eg African communities & Muslim culture and religion.

Circulation of the Cultural Dictionary and can be accessed on the NYCH shared drive
	Melissa Bryan – Sept 2006

Melissa Bryan - ongoing

Esther Ndirangu  - May 2006
Bich Ha/ Melissa Bryan - Ongoing


Culturally Relevant Services/Service Access – Continued

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	3.4 Staff recruitment and selection
	Depending on the position being advertised, consideration will be given to utilising a broad range of alternative avenues for advertising with the aim of increasing the likelihood of CALD and ATSI people being employed by NYCH. Eg 
· Community radio

· Local papers 

· Ethno specific radio

· Ethno specific groups 

· MRC Employment  Services 

· Other health centres

· Indigenous agencies

· Centrelink, 
· VACSAL 
· Other web services eg. Infoxchange, Vicnet, NYCH web site

Ongoing support for Allied Health Assistant/ Koori Liaison worker.

All NYCH Position Descriptions continue to outline selection criteria for staff to work with marginalised communities from culturally and socially diverse communities.

Use of culturally diverse case scenarios/role plays, where possible, as part of interview process.
	All Managers, Cherie Blofield, Saskia Post – ongoing

Katrina Doljanin & Kristine Olaris - Ongoing

All managers

Managers/Team Leaders

	3.5 Support for cultural diversity in the workplace
	Use of displays, artwork, photos, images that represent welcoming and inclusive environments for culturally diverse communities

Organise community arts works that represent cultural diversity and settlement in Australia that are displayed in the Collingwood foyer

NYCH vision statement for ATSI clients was developed during a cultural training session in 2005.  This needs to be written into a poster and placed at all NYCH sites.
	Site managers to co-ordinate

Bich Ha / Melissa Bryan/ Maggie Abdelmalak- Ongoing
Janelle Hickey/Katrina Doljanin – November 2005



Culturally Relevant Services/Service Access – Continued

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	3.6 Programs,  Services and Health Promotion


	Continue to provide commitment to the development and support of programs and services for CALD communities

Seek funding for a project to provide support and assistance for parents living on the Fitzroy Housing Estate. This position would have a particular focus on the development of CALD resources and on responding to specific issues of these sections of our community.

Talks to kindergarten teachers on bilingualism and language delay

Pap smear information session for African Women with anti cancer council 

Older Persons High Rise Program (OPHRP) include some drop-in lunches especially catered to Italian & Chinese communities.

Joint approaches with other local community groups to improve outreach to elderly Chinese tenants of OPHRP.

CPR training sessions for OPHRP residents occur in Chinese & Italian languages.

Monthly film events at OPHRP include films in relevant CALD language with English subtitles.

NYCH involved in Refugee Week with Yarra Settlement Forum.

Diabetes Information day for people who speak Cantonese 

Diabetes Information day for people who speak Mandarin 

Dental sessions for refugees facilitated by the Fitzroy Learning Network
	All Managers – ongoing

Melissa Bryan, Vera Boston, Katrina Doljanin, Lisa Kennedy, Lina La Guardia

Helen Mejak – February 2006

Esther Ndirangu – May 2006
Robyn Stringer/Catherine, ongoing

Robyn Stringer/Catherine, by end June 2006

Robyn Stringer/Catherine, by end June 2006

Robyn Stringer/Catherine, ongoing if successful 

Maggie & Mental Wellbeing HP Working Group-Nov 2005

Sharon Malcolm - 6th Oct 2005

Sharon Malcolm -2nd Nov 2005

Dental team – upon request


Culturally Relevant Services/Service Access – Continued

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	3.6 Programs,  Services and Health Promotion - Continued


	Assist in the planning and implementation of Xmas celebrations, and NAIDOC in the Park for local Koori community – in conjunction with the community, VAHS, VAEI and members of other cultural groups.

Represent NYCH on the Culturally Equitable Gateways Coordination Committee which will aim to employ/support Vietnamese workers to increase uptake of HACC services by the Vietnamese community in the NCM PCP area. 

Provide nutrition and health programs to young adults attending NMIT.

Poster for NYCH family services has been translated into 4 languages.  These will be distributed to all the public housing estates.

African Women’s Health Group – supporting African women through pregnancy and childbirth.

“Types of fat” nutrition education material to be altered to include culturally appropriate food & translated into Vietnamese and Chinese 

Paediatric nutrition article in “NYCH News” translated into Vietnamese

Organising Anti-Cancer sessions by the bilingual workers from the Cancer Council to the Greek, Vietnamese and Chinese communities

Organise Vietnamese Lunar new year for the Vietnamese/Indochinese communities, and attend and support the organising of Lunar New Year within the City of Yarra

Organise 30 year Vietnamese Refugee Settlement with Yarra Settlement Forum and other agencies that provide services for the Vietnamese community
	AHOT, Bich Ha  – Dec 05 & October 06

Bich Ha - ongoing

Lina La Guardia, Nursing Team - ongoing

Lisa Kennedy & Geraldine Paine – Nov 2005
Lisa Kennedy, Judy Smith, Esther Ndirangu – Ongoing

Lina La Guardia – January 2006

Lina La Guardia – January 2006

Bich Ha – June 2006

Bich Ha – January 2006

Maggie Abdelmalak/ Bich Ha/ Van Nguyen– Nov 2005


4. Decision Making 

NYCH’s Community Building Team has a specific focus on promoting community participation and input into NYCH’s services. NYCH involves its CALD communities in its decision making through a variety of methods including its Community Liaison Committee (CLC). Since 1996, the CLC bimonthly meetings have been attended by a broad cross section of the community.  Interpreters are present representing ten community languages. The CLC is a sub committee of NYCH’s Board of Management. Similarly NYCH’s AGM’s are well attended by local CALD communities.  NYCH will provide continued support to those trained under the Community Empowerment Project through the option of additional training, and engagement with the CLC. NYCH has recently sent four CALD community members to be trained as a part of the NCMPCP Strengthening Community Action project. The Management Team at NYCH includes people from Polish/ Italian, Macedonian, Croatian, Italian and Vietnamese backgrounds. 
	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	4.1 People involved in the decision -making processes come from a diverse range of cultural groups.
	Continued efforts to engage ATSI clients in our Community Liaison Committee and other community engagement strategies. Continue to build partnerships between the Koori community and other community groups. 

Organise training sessions for the 6 community members and a staff member on NYCH’s Community Liaison Committee regarding Health issues provided by Health Issues for the Northern PCP network.
	Bich Ha – ongoing

Bich Ha - August 2005


5. Quality Assurance
NYCH is committed to Continuous Quality Improvement and has a multidisciplinary Quality Working group. NCYH successfully underwent its third QICSA review in May 2003 and is due for another review in May 2006, its HACC Accreditation Review in November 2003 and its second Medical Practice accreditation review in March 2004. 

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	 5.1 Research on the current needs of people from diverse communities.
	Support research into the impact of low literacy levels on the uptake of Health Promotion Messages

Look into the needs of people from diverse cultural backgrounds at Carlton.


	Melissa Bryan - June 2006

Bich Ha – Ongoing- via

Mental Health and social connectedness working group

	      5.2 Dissemination of learning
	Place “Cultural training and information sharing” as regular part of staff forum meetings to allow staff to feedback learning from any cultural training or new resources received.
	Vera Boston/person chairing staff forum - ongoing


6. Marketing and Promotion

NYCH’s Access Working group have previously planned marketing and promotion strategies for targeting our CALD communities. Additionally information on the services provided by NYCH is advertised on ethnic radio, newspapers and quarterly newsletters. NYCH is committed to marketing and promoting the service to CALD communities. Service brochures and specific programs are available in a number of languages. Greek and Vietnamese scripts are installed on computers.

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	6.1 Promotion and assessment of needs within diverse communities.


	Managers to ensure that promotion of services is inclusive of CALD and ATSI communities

Older Persons High-Rise Support Program develop Information Sheets for residents in at least 2 CALD languages

Dental brochures to be translated into Vietnamese and Chinese
	All managers

Robyn Stringer/Catherine by end June 2006

Dental Team/Kristine Olaris – November 2005



	6.2 Use of technology
	NYCH has placed a few links to culturally relevant websites.  However, additional links need to be made – especially to ATSI sites.  
To provide input into a cultural website being put together by Yarra Settlement Forum.  This website will inform, promote and resource community organisations and the broader community about services offered to the local refugee and migrant community.
	Cherie Blofield & Janelle Hickey – ongoing
Maggie Abdelmalak – Ongoing input


7. Data

Registration data collected for all clients includes information on their country of birth, ATSI status, languages spoken and interpreter needs. Data collection within HACC services conforms to the minimum data set requirements. Additionally an up to date Population Health & Demographic Data folder outlines demographic data about the local community.  Demographic data is also collected for many group activities.

	NEEDS ANALYSIS CRITERIA
	INFORMATION/DATA AND ACTION REQUIRED
	TIME LINES & PERSONS RESPONSIBLE

	7.1 Data collection and use regarding people from ATSI & CALD communities


	Improve collection of ATSI status of all clients when first registered or when registration details are updated.

Generate reports on utilisation of NYCH services by ATSI and CALD communities, utilising internal registration data.

Provision of demographic data regarding language usage for the DHS Strategic language services project, and interpreting usage

Collate statistics from Billabong BBQ and present to Billabong BBQ working group.
	Reception Team Leaders

Cherie Blofield,– ongoing
Cherie Blofield – Ongoing

Katrina Doljanin & Janelle Hickey – January 2006, July 2006
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