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INTRODUCTION

In an attempt to meet the growing demand for services targeted to meet the needs of people from a CALD background, the City of Melbourne recently endorsed A City of Opportunity - A multicultural strategy for the City of Melbourne 2005-2009.  The City of Melbourne is recognised internationally as a great multicultural city. The City's cultural diversity provides major social and economic benefits for residents, workers, students and visitors. Multiculturalism is also a key feature of the City's prosperity and vibrant lifestyle.
The Multicultural Strategy supports the vision for the City of Melbourne to be a thriving and sustainable city. Melbourne City Council will support the manifestation of multiculturalism through the strategic directions of participation, celebration, support and leadership.

1. Participation: To improve participation in the fullest possible range of activities within the City of Melbourne by residents, visitors, students and workers, regardless of their cultural, religious, linguistic or national background, and enhance their interaction with government.

2. Celebration: To celebrate and showcase the stories, festivals and contributions of residents, visitors, students and workers of different cultural, religious, linguistic or national backgrounds within the ongoing life of the City of Melbourne.

3. Support: To provide appropriate and accessible support to residents, visitors, students and workers, regardless of their cultural, religious, linguistic or national background, where that support is appropriate to the role of the City of Melbourne, as stated in the Local Government Act (Vic) 1989 or the City of Melbourne Act (Vic) 2001.

4. Leadership: To provide leadership within the community, amongst governments, businesses and other organisations, promoting the benefits of cultural, religious and linguistic diversity for the City of Melbourne, the broader State of Victoria and the nation. To enhance the leadership capacity within the community so that problems can be solved and ideas generated and promoted at the most local levels of the community.
This Cultural Action Plan sits within the policy framework of the Multicultural Strategy which states that an “emerging planning priority for the City of Melbourne is to improve the capacity to support older people within culturally diverse communities to maintain linkages with the community. This can be done by providing space to meet so that communities that are spread across greater Melbourne can enjoy the community and health outcomes that result from such activities and contact.” 
DEMOGRAPHIC PROFILE CITY OF MELBOURNE
The City of Melbourne has an estimated resident population of 58,031 (2003). In addition to the residential population the City of 
Melbourne is host to over 128,000 night users 567,000 day users. Approximately 30% of City of Melbourne residents (15,225) speak a language other than English. Melbourne’s older population is characterized by a diversity of ethnic backgrounds and languages with significant proportions of people living alone. The City of Melbourne’s 55+ resident population is very multicultural with more than half (52.87%) being born overseas. The most common languages other than English are: 


Mandarin (6%)

Cantonese (6%) 
Indonesian (4%)
By comparison 28% of residents speak a language other than English at home the most common languages being Italian (6%), Greek (5%) and Vietnamese (3%).
· Approximately 65% (28,223) residents speak English only
· A total of 16% (7,007) speak English “very well”
· 13% (5,892) speak English “well”.

· 4% (1,799) speak English “not well”.

· 1% (473) does not speak English at all
The overseas born community - Overseas born residents - 19,202 or 44%


City of Melbourne



City of Melbourne

Country of birth

No.

%
Country of birth


No.
%


Malaysia

2,356

12
Thailand



404
2


Indonesia

2,176

11
Taiwan




95
2

England

1,628

8
United States of America

343
2

New Zealand

1,213

6
Japan




323
2

China 


1,163

6
Somalia



280
1

Singapore

1,146

6
Scotland



250
1

Hong Kong 

1,063

6
Germany



227
1

Viet Nam

751

4
Korea, (Rep. of South)


224
1

Italy


509

3
South Africa



196
1

India


482

3
Eritrea




177
1

The age forecast is that in 2006 there will be 15,652 residents between the ages of 50 and 85 and over 

In 2003 there were 3980 people receiving the Age Pension and 1879 people receiving a Disability Support Pension. (Data Source: Centrelink Pensions and Disability Allowance Database 2003)
	Age structure
	Forecast year

	service age groups (persons)
	2001
	%
	2006
	%
	2011
	%

	0 to 4
	1,756
	3.4 
	2,818
	3.8 
	3,839
	4.1 

	5 to 11
	1,801
	3.5 
	2,647
	3.6 
	3,680
	3.9 

	12 to 17
	2,399
	4.6 
	3,268
	4.5 
	4,131
	4.4 

	18 to 24
	14,293
	27.4 
	18,182
	24.8 
	21,467
	22.8 

	25 to 34
	12,785
	24.5 
	18,349
	25.0 
	23,084
	24.5 

	35 to 49
	8,626
	16.5 
	12,415
	16.9 
	16,379
	17.4 

	50 to 59
	4,665
	8.9 
	7,022
	9.6 
	9,183
	9.8 

	60 to 69
	2,737
	5.3 
	4,529
	6.2 
	6,889
	7.3 

	70 to 84
	2,521
	4.8 
	3,375
	4.6 
	4,535
	4.8 

	85 and over
	541
	1.0 
	726
	1.0 
	845
	0.9 

	Total
	52,124 
	100.0 
	73,331 
	100.0 
	94,032 
	100.0


SERVICE TARGET POPULATION

The following areas form the City of Melbourne catchment area:

· Central Business District

· Southbank

· South Yarra (part of)

· East Melbourne

· Carlton (part of)

· Parkville 

· North Melbourne (part of)

· West Melbourne

· Kensington (part of)

· Docklands 

The target population for City of Melbourne Aged and Disability Services is

· People over 55 years for Community Support Programs

· People over 60 plus for In Home Support Services

· Special Needs Groups are defined by age.

The City of Melbourne’s Baby Boomer’s and Beyond – Forward Plan for Older People over 55 defines a number of strategies for which the organization targets the needs of older people. The Forward Plan looks beyond ageing purely in chronological terms. It is more useful to identify relevant issues for people as they age along a whole of life continuum and reduce the image of older people as separate or different.  There is strong evidence that as a community we have not researched the needs of special needs groups as they age and our knowledge of the specific needs of women and men or people from culturally and linguistically diverse backgrounds (CALD) as they age is weak.  An understanding of the issues for people as the age needs to take into account their income, housing, health, self development and care needs as well as the opportunities for enhancing their social, recreational and cultural options. 

OVERALL PLANNING AND GOAL OF THE HACC CULTURAL ACTION PLAN

The aim of the HACC Cultural Action Plan is to assist HACC Service Providers in meeting the needs of the HACC target group who are from culturally and linguistically diverse backgrounds. The Cultural Action Plan identifies current practices and priorities within the agency and future plans for meeting the needs future to meet the needs of the HACC target population from CALD backgrounds.
The vision as stated in the Western Metropolitan Region’s CALD Aged Care Strategic Plan 2003 – 2008 is “that elderly people from culturally and linguistically diverse backgrounds will have as equal an opportunity as all other elderly in the community to maintain health, well being and independence, and to have their support and care needs met. The Vision embraces responsibilities and principles” 

SERVICE TYPE

The City of Melbourne Aged and Disability Services provides a range of services aimed at meeting the specific needs of older people and people with a disability.  The services are categorized into home support services that support older people to live independently in their own homes and community based services which link older people into activities and lifestyle choices within the community.

The service is based on an understanding of the importance of individual choice and the benefits for people remaining in their homes, by providing high quality home based care ranging from basic care to more complex and intensive support options.  The full suite of Home and Community Care services are available to meet the needs of the targeted population, these services are:

In Home Support Services



Community Based Services
Home Care





Adult Day Centre Program

Personal Care





Community Transport Program



Delivered Meals




Social Support Program



Chinese Delivered Meals



Senior Citizens Centers
Specific Care





Ethnic Meals Subsidy Program

Respite Care Services




Subsidised use of venues/facilities

Home Maintenance Service

Information and Referral

Case Management and Assessment

Linkages

Community Aged Care Package
SERVICE USER PROFILE IN HOME SUPPORT SERVICES SEPTEMBER 2005
In September 2005 the Aged and Disability Services area had approximately 619 consumers either actively on services or currently on hold.
· 64% of the consumers are women and 36% are men
[image: image1.emf]Service User Gender - Sept 2005
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· 54.8% of all consumers live alone, 17.4% live with a defacto or spouse, 18.9% live with family, 2.6% live with others and 6.3% have not stated or have other living arrangements.
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· More than half of the 619 consumers live in either Carlton (26.6%) or Kensington (18%) with a further 18.3% in North Melbourne.
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· 34.6% of the 619 service users were born in a non-English speaking country.
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· Of the 34.6% of consumers born in a non-English speaking country, 9.7% are from Italy, 3.4% are from China, 3.1% are from Egypt, 2.9% are from Vietnam, 2.3% from Greece.
· 9% of consumers require an interpreter
· 9.9% of all consumers are aged 0-50 years of age, 53.5% are aged 51-80 years of age and 34.9% are aged 81-105 with 1.8% not stating their age.
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A SNAPSHOT OF CONSUMERS BY COUNTRY OF BIRTH SEPTEMBER 2005
The following table provides a snapshot of consumers / clients in September 2005 according to country of birth. A total of 620
Individuals are receiving services ranging in age from 0 – 102
	Country of Birth
	Number of consumers

	Argentina
	1

	Australia
	356

	Bulgaria
	2

	Channel Islands
	1

	China
	21

	Croatia
	1

	Cuba
	2

	Cyprus
	3

	Czech Republic
	2

	Eastern Europe
	1

	Egypt
	19

	England
	14

	Eritrea
	3

	Ethiopia
	1

	Europe and the Former USSR
	1

	Germany, Federal Republic of
	6

	Greece
	14

	Hong Kong
	5

	Hungary
	4

	India
	6

	Iran
	1

	Ireland
	2

	Israel
	1

	Italy
	60

	Laos
	1

	Latvia
	1

	Lebanon
	3

	Lithuania
	2

	Macau
	1

	Macedonia
	2

	Malaysia
	1

	Malaysia
	1

	Malta
	9

	Netherlands
	3

	New Zealand
	2

	Not Stated
	11

	Oceania and Antarctica
	1

	Poland
	6

	Russian Federation
	2

	Scotland
	6

	Thailand
	1

	Turkey
	5

	United Kingdom
	15

	Uruguay
	1

	Viet Nam
	18

	Yugoslavia / former Yugoslavia 
	1

	TOTAL
	620


COMMUNITY BASED SERVICES
Social Support

This program provides indirect or direct support to 92 community organisations / groups for older people. Of those 45% are from a CALD background. Over 35,000 people participate on an annual basis in the City of Melbourne’s Social Support Programs and activities. A range of these programs is specifically targeted to meet the needs of CALD consumers. Advisory committees represent the diverse composition of the City’s resident and visiting CALD population. The City of Melbourne assists with the provision of programs and activities to local resident senior citizens groups as well as state-wide senior citizens groups and organisations. Major activities include an annual multicultural Christmas Event, annual Seniors Festival Event, 8 subsidized municipal wide bus outings per annum and financial support to CALD statewide groups meeting in the municipality. 

Ethnic Meals Subsidy Program
This program supports both local and state wide groups of older people meeting in the municipality to provide monthly meals to their members. The meals can be either prepared and served by volunteers or purchased from a restaurant. Council IN 2005/2006 provides funding for approximately 24,000 meals annually to 27 senior citizens groups of CALD background. Where no volunteers are available and group members are too frail to prepare the meal, council provides staff to assist. Council currently provides staff support to assist with meals preparation to the following groups:


Circolo Pensionati Italiani di Carlton


Circolo Pensionati Italiani di North & West Melbourne


Australian Greek & Cypriot Senior Citizens Club of Melbourne

Home Delivered Meals Program 
The Home Delivered Meals Program has the capacity to provide halal and Chinese meals. 
Senior Citizens Centres
There are three Senior Citizens Centres that operate in the municipality. Approximately 30% of the participants in the Senior Citizens are from a CALD background. There has been an increase in the participation rate overall of 10% since the previous action plan. 

Subsidized Use of Meeting Venues for Senior Citizens Groups
The City of Melbourne provides meeting venues at no cost to a number of CALD background groups. Meeting venues are on a regular basis for some groups or provided for a one off activity, eg. The Association of Greek Elderly Citizens of Melbourne and Victoria hold an annual Christmas Lunch and an annual concert at the Melbourne Town Hall. Regular CALD community groups meeting in subsidized council venues that meet the HACC target criteria are:


CELAS Day Centre Program – Esperanza


The Victorian Multi Ethnic Slavic Welfare Association – Nase Zene


Circolo Pensionati di North & West Melbourne


Australian Greek and Cypriot Senior Citizens Club of Melbourne


The Cyprus Community for the Care of the Elderly


Circolo Pensionati di North & West Melbourne


The Federation of Chinese Associations Senior Citizens Group


Carlton Indo Chinese Elderly Group

Community Transport Program

The community transport system provides assistance with transport to local amenities including shopping trips and health and leisure activities. Under this program members of CALD groups meeting in the municipality are picked up from home and taken to their social support activity / group in the municipality.

CULTURAL ACTION PLAN

The following list outlines the City of Melbourne’s process for developing the HACC Cultural Action Plan 2005 – 2006

· Identify what the City of Melbourne’s Aged and Disability Services is currently doing to ensure that services are planned to meet the diverse needs of people from a culturally and linguistically diverse background (CALD).

· Identify service gaps 

· Review practices applied to CALD consumers against the HACC National Standards

· Plan service development by adopting strategies for people of CALD background

· Measure outcomes of service delivery for CALD consumers

· Establish an information data base on CALD people in the City of Melbourne 

· Implement ongoing strategies

· Establish performance benchmarks and service measurement principles.

· Develop new and innovative strategies.

FUTURE POLICIES AND STRATEGIES 

Council’s Baby Boomers and Beyond Strategies for over 55s and the Multicultural Strategy set out Council’s direction and actions under four major policy commitments. The City of Melbourne will:

1.
Sustain good residential neighborhoods for older people

2. Acknowledge and welcome participation of older people in all aspects of city life

3. Continue to support services that meet the specific needs of older people and their carers.

Future developments that have been identified by the Aged and Disability Services staff to better service the needs of CALD clients include:

1.
Translation of Food Preparation Guidelines for volunteers preparing meals in the Ethnic Meals Program

2.
Options paper for the expansion of ethno specific home delivered meals, currently offer halal and Chinese meals.
3
The development of a Multicultural Centre in the city to support the needs of dispersed senior citizens of CALD background.

4. The development of an Aged and Disability Services diversity policy

5. Review current processes for consulting and engaging with clients from a CALD background

6. Implement a Staff Training Plan to ensure culturally appropriate service delivery and audit annually

7. Develop and implement indicators to understand response to CALD community needs

The above initiatives will be linked to the Community Services business planning process and will be reviewed accordingly.  New initiatives would be considered annually.

1. ACCESS

Service providers will ensure that the users of HACC services reflect the ethnic composition of their local HACC communities.  It is important to ensure that the users of HACC facilities and services reflect the profile and composition of ethnic groups in the local community.  Monitoring of NESB consumers who cease to use services or decline to accept them is particularly valuable in determining the need for more culturally responsive programs.

	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	HOW / WHEN
	RESPONSIBILITY
	PERFORMANCE MEASURE

	The service users profile reflects the profile of the target population
	· Develop demographic profile of target population

· Update demographic profile of target population

· Develop demographic profile of client population

· Analyse client and target population profiles and  inform service development


	( & ongoing
( & ongoing
( & ongoing
( & ongoing

	Reviewed annually as part of Business Plan Process.

“

“

“


	Coordinator

Team Leader

Social Planner

Coordinator

Team Leader

Social Planner

Coordinator

Team Leader

Social Planner

Coordinator

Team Leader

Social Planner
	Number of communities targeted



	Increase CALD participation in services through pro actively targeting CALD  communities

(see also promotion of services, consultation with CALD communities and communication )
	· Identify CALD communities to target

· Target new CALD communities per year

· That staff are surveyed to provide ideas / information on improving access for CALD consumers.
	( & ongoing
( & ongoing
( & ongoing

	Reviewed annually as part of Business Plan Process

“

“
	Team Leader

Social Support

Team Leader

Social Support 

Team Leader

Social Support
	Number of communities targeted

Increase in CALD consumers per year

Annual ADS planning w/shops


	STRATEGIES 
	ACTIONS
	IN/PLACE  OUTSTANDING
	HOW / WHEN
	RESPONSIBILITY
	PERFORMANCE MEASURE

	Reasons for CALD consumers who cease to use the service or do not uptake a service are monitored
	· Data including cultural factors for monitoring client refusals established

· Survey of consumer needs and satisfactions reports on CALD satisfaction with service provided


	Partially

Partially
	Reviewed quarterly through the CoM service measurement process.

Annual Customer Satisfaction Survey & User evaluations conducted with appropriate events and activities.
	Coordinator

Team Leader

Assessment Team

Coordinator

Team Leader

Assessment Team
	Monitoring information informs service provision to CALD people

Monthly data collected and quarterly

reports produced.

	That services are planned and delivered in consultation with consumers and CALD communities

(see also communication)
	· Develop understanding of culturally appropriate consultation processes

· Participate in / build relevant ethnic networks

· Undertake culturally appropriate consultations

· Feedback mechanisms for CALD consumers are in place to inform service delivery
	Partially

Partially
Partially
Partially
	Incorporated into the CoM Business Plan and ADS Planning Document – reviewed annually.

Annual Customer Satisfaction Survey & User evaluations conducted with appropriate events and activities.
	Coordinator

Team Leader

Assessment Team

Social Support 

“

“

“

“
	80 % satisfaction level


	STRATEGIES 
	ACTIONS
	IN PLACE/ OUTSTANDING
	HOW / WHEN
	RESPONSIBILITY
	PERFORMANCE

MEASURE

	That CALD consumers and communities are involved in service decision making


	· CALD representation on committees/ decision making and advisory  bodies


	Partially
	Ensure CALD representation in Aged & Disability Services advisory Committee / s
	Team Leader

Assessment Team

Social Support
Program Development

	

	That the agency evaluates the characteristics and needs of the CALD target group
	· Develop projects to identify needs and gaps of specific ethnic communities/CALD communities

· Funding applications to research  service gaps and CALD target groups needs 

· Maintain an awareness of existing  CALD research on HAAC target group (for example access the ADEC Ethnic HACC web site )

· Conduct forums that explore the needs of CALD consumers and service requirements

	( & ongoing

Partially

( & ongoing

( & ongoing


	Incorporated into the CoM Business Plan and ADS Planning Document – reviewed annually.

Identified projects incorporated into the ADS annual planning document.
“

Development of multicultural strategy
	Team Leader

Assessment Team

Social Support

Program Development
Team Leader

Assessment Team

Social Support
Program Development
Team Leader

Assessment Team

Social Support

Program Development
Team Leader

Assessment Team

Social Support
Program Development

	Identified Projects undertaken and reviewed.

Funding submissions submitted


	STRATEGIES
	ACTIONS
	IN PLACE/
OUTSTANDING
	HOW / WHEN
	RESPONSIBILTY
	PERFORMANCE 

MEASURE

	That assessment collects culturally relevant information relating to CALD consumer needs
	· Demographic data as per the Service Coordination Tool Template (SCOTT) collected at assessment

· CALD information collected on the SCOTT informs service development

· Assessment guidelines contain culturally responsive indicators of need. Such indicators include recent arrivals, refugee status, English language capacity and other existing supports available within ethnic communities
	( & ongoing
( & ongoing
Partially


	At assessment & review
At assessment & review
Client Service Information Kit


	Team Leader

Assessment Team

Team Leader

Assessment Team

Coordinator

Team Leader

Assessment Team


	Culturally relevant information from the SCOTT reported and informs service development and Business Planning Process.


2. CULTURAL RELEVANCE

All HACC service providers are required to ensure that their services are accessible and culturally appropriate. Cultural appropriateness means ensuring that services have an awareness of and are responsive to the particular values, English language capacity (research indicates that as people age they may lose their acquired English language) and traditions of consumers.

	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	HOW / WHEN
	RESPONSIBILITY
	PERFORMANCE MEASURE

	Agencies have developed a Multicultural Strategy to support access and equity in service provision
	· Development of Multicultural Strategy


	( & ongoing

	Incorporate Multicultural Strategy into  Aged & Disability 

policy manual
	Program Development

Team Leader

Assessment Team

Social Support
	Multicultural strategy in place

	That clients assessments are culturally sensitive and appropriate 
	· That staff are trained in culturally appropriate assessment
· That staff have access to information on cultural sensitivities for relevant ethnic communities (eg a resource file of working with different cultures)


	( & ongoing
( & ongoing
	Review annually via individual performance 
Planning Process 

Review and update existing Resource File
	Team Leader

Assessment Team

Social Support

Team Leader

Assessment Team

Social Support
	Training sessions per time period

All new staff undergo training

including training on  culturally appropriate assessments

	That client assessment contains information to assist in providing culturally appropriate support
	· Assessment  guidelines contain culturally responsive indictors of need such as cultural, language, religious background for consumer and/or carer
	( & ongoing
	Current assessment procedures & protocols to include appropriate CALD information
	Team Leader

Assessment Team


	Assessment practices ensures CALD consumers needs are addressed


	STRATEGIES
	ACTIONS
	IN PLACE/

OUTSTANDING
	HOW / WHEN
	RESPONSIBIILTY
	PERFORMANCE

MEASURE

	Ensure that staff are skilled in cross cultural communication and cultural sensitivities
	· Cross cultural communication training implemented as part of  training for all staff
	( & ongoing
	Review annually via Individual Performance Planning Process 
	Team Leader

Assessment Team

Social Support


	Number  of training sessions

& number of staff trained

	That CALD consumers have access to workers who are culturally appropriate
	· To encourage the employment of bilingual staff in employment policy

· That interview panels include members from CALD backgrounds where relevant

· To include the commitment & skills of all staff working with diverse communities in job descriptions/ advertisements
	( & ongoing
( & ongoing
( & ongoing
	N/A

N/A

N/A
	Human Resources

Coordinator

Team Leader
SCC (Vic)
Human Resources

Coordinator

Team Leader

SCC (Vic)
Human Resources

Coordinator

Team Leader
SCC (Vic)
	Number of bilingual staff

Number of CALD representatives on interview panels

Information included in job descriptions / adverts

	That a culturally appropriate disputes mechanism is available to CALD consumers 
	· Service provider staff are trained and aware of needs of consumers from a CALD background
	( & ongoing
	N/A
	Coordinator

Team Leader

Assessment Team

Social Support
	Number of monthly service issues reported 

	That the Multicultural Strategy’s interpreter policy is implemented in Aged & Disability Services

	· An interpreter to be provided whenever it is required

· That policy is incorporated in Aged & Disability Services Policy Manual

	( & ongoing
	N/A
	Coordinator

Team Leader

Assessment Team

Social Support
Program Development
	Budget Allocation is monitored.

	All new staff are informed about culturally responsive services 
	· Staff induction includes information on cultural awareness and access issues
· Resource kit developed
	( & ongoing
	N/A
	Human Resources

Coordinator

Team Leader
	Staff aware of policies & procedures in regard to CALD consumers


3. INFORMATION / COMMUNICATION

Provide and improve information about HACC services that is accessible to people of CALD backgrounds. Provide information on relevant topics in a creative and culturally inclusive way which will inform eligible consumers from CALD backgrounds about all aspects of the service.

	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	HOW / WHEN
	RESPONSIBILITY
	PERFORMANCE MEASURE

	Ensure that staff are trained in cross cultural communication and cultural sensitivities. 


	· Cross cultural communication training included in all staff inductions

· Interpreter training included in training calendar to raise effective use of interpreter by all staff
	Partially

Partially
	Review existing induction program to ensure that the relevant Cross Cultural Training is appropriate.
Review existing individual performance planning process
	Human Resources

Coordinator

Team Leader


	Individual Performance Planning Process is monitored and reviewed accordingly

Induction implemented

Number of training sessions

	That procedures for the use of language services are in place


	· Develop guidelines/ policies  for the use of interpreters

· Develop a list of internal interpreters from existing staff and guidelines for when it is appropriate to utilize existing staff & when to use accredited interpreters
· Staff have information and training in the process of referral to and use of translation and interpreter services

· Use interpreters with clients at counters, during interviews and on the telephone 
	Partially

Partially

( & ongoing
( & ongoing

	Procedures  to be incorporated in Aged & Disability Services policies 
N/A

	Team Leader

Assessment Team

Social Support


	Guidelines implemented

Bi-lingual staff appropriately trained to use bilingual skills

Number of training sessions

Number of interpreters used compared to demand

	STRATEGIES
	ACTIONS
	IN PLACE/

OUTSTNADING
	HOW / WHEN
	RESPONSIBILITY
	PERFORMANCE MEASURE

	Provide an interpreter for people who require an interpreter 
	· Access to sufficient interpreter services to meet demand

· Availability of interpreters actively promoted
	( & ongoing
( & ongoing
	N/A

N/A
	Team Leader

Assessment  Team

Social Support

Team Leader

Assessment  Team

Social Support
	Number of interpreters used compared to demand. Document number of times when  interpreter services are not used & why

	The agency targets its information to be accessible to non English speaking consumers within its catchment area

	· Identify relevant languages for translations by utilizing multicultural strategy and community profiles
· Translate information into a range of different languages to match the profile of your target group

· CALD consumers informed either via an interpreter or through written translated information about the complaints process, right to an advocate, rights and responsibilities, grievance procedures, fees, means testing or donations policy 

· That signs and written material are in place in community languages in accessible areas of Council facilities used by target group
	( & ongoing
( & ongoing
( & ongoing
Partially
	N/A

N/A
Create budget allocation for translation through the ADS Communication Plan
	Team Leader

Assessment  Team

Social Support

Coordinator

Team Leader

Team Leader

Assessment  Team

Social Support

Coordinator

Team Leader
	Number of translated  information sheets/ brochures and access to same
Monthly monitoring of services issues

Number of signs in relevant languages in place


	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	HOW  / WHEN 
	RESPONSIBILITY
	PERFORMANCE 

MEASURE

	Promote your services to CALD  communities using a variety of communication strategies
	· Target specific ethnic communities each year who may be accessing services
· Articles in ethnic press
· Presentations on ethnic radio programs

· Presentations/information sessions  at ethnic organisations

· Displays/ participate in  ethnic cultural days/festivals

· Literature/ information disseminated through libraries, schools, community  organizations & ethnic communities
	Outstanding

( & ongoing
( & ongoing
( & ongoing
( & ongoing
( & ongoing

	As required
As required
As required
As required
As required
As required

	Team Leader

Assessment  Team

Social Support

Team Leader

Assessment  Team

Social Support

Team Leader

Assessment  Team

Social Support

Team Leader

Assessment  Team

Social Support

Team Leader

Assessment  Team

Social Support 

Team Leader

Assessment  Team

Social Support
	Number of CALD  communities targeted per year

Number of articles in ethnic press

Number of radio presentations

Number of presentations

Number of participation’s at cultural days

Number of venues information disseminated to 


4. SPECIAL PROGRAM NEEDS

To facilitate the development of ethno-specific programs for the HACC target group when this is the most appropriate program option for the consumer.

	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	HOW  / WHEN
	RESPONSIBILITY
	PERFORMANCE MEASURE

	That CALD consumers preferences for services are established, including the most culturally appropriate way to access HACC services


	· Data on CALD preferences for services collected and reported

· That the agency ensures to report and recommend to service providers/ funding bodies the most effective way of meeting the needs of CALD consumers

· The agency HACC action plan is implemented and reviewed 

(see also sections on assessment, consultation, consumer feedback , service coordination)
	Partially

( & ongoing
( & ongoing

	Develop measure and incorporate into the Service Management System and Customer Satisfaction Surveys.

N/A

N/A
	Team Leader

Assessment  Team

Social Support

Coordinator

Team Leader

Assessment  Team

Social Support
	Reports/ information informs service development

Cultural Action Plan developed and reviewed

	Services record unmet need of CALD consumers


	· Data on unmet need collected and reported  on TCM
(see also planning section)
	Partially
	Develop measure and incorporate into the Service Management System.
	Coordinator

Team Leader

Assessment  Team

Social Support
	Unmet need data informs service development


5. SERVICE COORDINATION

Generic service providers (such as local government, community health centres) and ethno-specific organisations and groups develop cooperative arrangements to ensure CALD consumers have access to the full range of HACC services.

	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	WHEN / HOW
	RESPONSIBILITY
	PERFORMANCE MEASURE

	That the agency has a process for coordination and / or referral between generic, ethnic, advocacy and consumer organisations

 
	· Develop a strategy for coordination, referral and consultation between agencies

· Maintain/improve strategies for coordination between referral agencies and E-referral in the PCP
· That referral systems for CALD consumers to culturally appropriate options are in place

· Develop partnerships between ethnic and generic HACC providers and other primary and acute health services

	( & ongoing
( & ongoing
( & ongoing
( & ongoing

	N/A

N/A

N/A

N/A


	Team Leader

Assessment  Team

Social Support

Coordinator

Team Leader

Assessment  Team

Social Support

Team Leader

Assessment  Team

Social Support

Coordinator

Team Leader

Assessment  Team

Social Support
	Referrals made

Strategies implemented

Partnerships developed

	CALD consumers understand the policy and procedures for releasing consumer information to other agencies
	· CALD consumers clearly informed of policy and procedures for releasing personal information 

· A written consent to release information is explained in relevant community languages or via an interpreter & record kept of transaction
	( & ongoing
( & ongoing

	N/A

N/A


	Coordinator

Team Leader

Assessment  Team

Social Support
Coordinator

Team Leader

Assessment  Team

Social Support
	


	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	WHEN / HOW
	RESPONSIBILITY
	PERFORMANCE MEASURE

	Cooperative resource sharing between agencies to ensure the full range of HACC services
	· Practical links with ethno-specific services such as sharing of vehicles, venue space
	( & ongoing

	N/A
	Team Leader

Assessment Team

Social Support
	Cooperative arrangements in place

	Participation with relevant services/ networks  to ensure best outcomes for CALD consumers 


	· Maintain relevant links and networks with CALD communities in catchment area

· CALD consumer interests represented/lobbied  at networks/forums

· Liaison and collaboration between ethno-specific and generic organisations

· Participation in PCP’s


	( & ongoing
( & ongoing
( & ongoing
( & ongoing

	N/A

N/A

N/A

N/A
	Team Leader

Assessment Team

Social Support

Team Leader

Assessment Team

Social Support

Team Leader

Assessment Team

Social Support

Team Leader

Assessment Team

Social Support
	Networks/liaisons involved in / maintained


6. ACCOUNTABILITY

The agency/ service is accountable to consumers and funding bodies

	STRATEGIES
	ACTIONS
	IN PLACE/ OUTSTANDING
	TIMELINE FOR ACTIONS
	RESPONSIBILITY
	PERFORMANCE MEASURE

	That the agency is accountable to CALD consumers
	· The implementation of the agencies Cultural Action Plan is reviewed on a regular basis

· That the agencies Cultural Action Plan is publicly available

· That the agency’s access and equity policies are publicly available

· That the outcomes from the Cultural Action Plan are incorporated into the overall reporting/ annual reporting on HACC services
	( & ongoing
Partially

( & ongoing
Partially
	N/A

N/A

N/A

N/A
	Coordinator

Team Leader

Assessment Team

Social Support

Coordinator

Team Leader

Assessment Team

Social Support

Coordinator

Team Leader

Assessment Team

Social Support

Coordinator

Team Leader

Assessment Team

Social Support
	Action plan reviewed

Policies able to be accessed by CALD people

CALD issues included in annual report


	That the agency monitors, evaluates and adjusts its service delivery to meet the needs of the target group
	(see planning section)
	( & ongoing

	N/A
	Coordinator

Team Leader

Assessment Team

Social Support
	


7. CONSULTATION 

The design and provision of services to CALD consumers should be planned and delivered in consultation with ethnic communities and/or their representatives.

	STRATEGY
	ACTIONS
	IN PLACE/ OUTSTANDING
	WHEN / HOW
	RESPONSIBILITY
	PERFORMANCE MEASURE

	Increase CALD participation in services through pro actively targeting CALD  communities

(relates also to planning of services).
	· Identify CALD communities to target

· Establish CALD consumer reference group
· Target new CALD communities per year

· That staff are surveyed to provide ideas / information on improving access for CALD consumers.
	( & ongoing
Outstanding
partially
( & ongoing

	Reviewed annually as part of Business Plan Process

“

“
	Team Leader

Social Support

Team Leader

Social Support 

Team Leader

Social Support
	Number of communities targeted

Increase in CALD consumers per year

Annual ADS planning w/shops

	Reasons for CALD consumers who cease to use the service or do not uptake a service are monitored and appropriate service response undertaken
	· Data including cultural factors for monitoring client refusals established

· Survey of consumer needs and satisfactions reports on CALD satisfaction with service provided


	( & ongoing
( & ongoing

	Reviewed quarterly through the CoM service measurement process.

Annual Customer Satisfaction Survey & User evaluations conducted with appropriate events and activities.
	Coordinator

Team Leader

Assessment Team

Coordinator

Team Leader

Assessment Team
	Monitoring information informs service provision to CALD people

Monthly data collected and ¼ reports produced.


	STRATEGY
	ACTIONS
	IN PLACE/ OUTSTANDING
	WHEN / HOW
	RESPONSIBILITY
	PERFORMANCE MEASURE

	That services are planned and delivered in consultation with consumers and CALD communities

(see also planning and communication).)
	· Develop understanding of culturally appropriate consultation processes

· Participate in / build relevant ethnic networks

· Undertake culturally appropriate consultations

· Feedback mechanisms for CALD consumers are in place to inform service delivery
	Partially

( & ongoing
Partially

Partially
	Incorporated into the CoM Business Plan and ADS Planning Document – reviewed annually.

Annual Customer Satisfaction Survey & User evaluations conducted with appropriate events and activities.
	Coordinator

Team Leader

Assessment Team

Social Support 

“

“

“
	80 % satisfaction level


The following proforma (adapted from the DHS Cultural Planning Tool) was developed by Katherine Wositzky the Ethnic Aged Care Consultant- CPT for the Inner Western Region Migrant Resource Centre. The proforma is designed to assist agencies in adopting a Cultural Action Plan as per their service agreement and has been presented in a user-friendly format. The proforma can be used as it is or it can be used as a guide. Agencies/ services must feel free to adapt this proforma to suit their own purposes.(for example re-word actions to suit your service, place actions under the heading that suit your agency, delete actions that are not relevant) 

To use this proforma each agency is required to:

· adjust the action plan to suit their own service/agency. 

· allocate a timeframe for the plan suitable for your service/agency for example a 1 year plan, a 2 year plan 

· fill-out relevant information on the covering sheet 

· decide which actions are relevant/realistic for your service and allocate a person responsible and timeframe for this action to occur

· delete any actions which are not relevant/ not included in your agency/services

· add any relevant further actions that you wish to include in your plan
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