Vision Australia Cultural Action Plan: 2005-06  Northern & Western Metropolitan Region

Framework for the Development of Access and Equity Action Plans

Outcomes 2004- 05 Action Plan 2005-2006

1.  Planning / Access
To ensure that the Service Plan meets the needs of clients / carers from  Culturally and Linguistically Diverse Backgrounds
Key Objectives
Strategies  For  2004-2005
Outcomes 
Action 

2005-06

1.1  The service has documented information relating to ethnic communities in the local catchment area
Develop profile of bilingual health professionals in region with focus on eye specialists, optometrists and GPs. Lists of all professionals placed in resource folder and information presented at staff meetings.

Information regarding external advocacy services for CALD community groups is updated and presented at monthly staff meetings


Achieved for  western metro Partially achieved  for northern metro

Achieved for northern metro team. ’Partially achieved for western team
completion of profile for northern team  Complete by April l 2006

Ongoing process of updating of information. Ensure information is shared between both Essendon & Preston sites. 

1.2  The service has a specific Service Plan, Policy or Strategy developed on improving services to people from a CALD background
Review of 2003-4 cultural action plan completed. Identification of areas for increased access completed Increase number of client utilising Low vision services to reflect the top 4 CALD communities in Western Metropolitan region who are at most risk of vision impairment  (over 65years). Target  Italians represent 12% of all users of Low Vision Clinic Services, Greeks 4.5%, Maltese 3.9%, Increase the numbers of Croatian background clients utilising Low Vision services. 10 new clients from this community receive services in 2004-5

Increase number of new clients utilising services to better reflect top 3 CALD communities in northern metropolitan region who are at most risk of vision impairment  (over 65years) Italians 18% of all clients referred , Greeks 7% of all clients referred, Macedonian 2%of all clients referred.

This is incorporated in overall Centre service planning document
Partially achieved. Overall maintenance of proportion of clients. Overall drop in referrals  of clients from these communities in both regions, partially due to loss of RVEEH referral base.

Achieved 
Maintain focus on identified communities  Work with Royal Victorian Eye and Ear Hospital to increase awareness of vision australia services amongst its CALD patients through targeted information and staff education strategies.

Maintain 

1.3  The service has information about the needs of specific ethnic services
Update information on ethno specific services provided by agencies in western metropolitan  region. Information to target services provided to older CALD clients and identify language /culture and key contacts for referrals. Regular updates of information presented at staff meetings monthly.

Update information regarding all ethno specific older persons social support groups in the northern metropolitan region. Information to be placed in resource file and periodic updates to be presented  at team meeting
Achieved 

Partially achieved 
Maintain updated information.

Complete task by May 2005

Integrate information into one location to improve staff access



2.  Language Services
To ensure that processes for the effective use of Interpreters and Translators are in place
Key Objectives
Strategies  For  2004-2005
Outcome 
Action 

2005-06

2.1  Interpreters / Translators are utilised as required
All new  staff to receive training in cross cultural communications within first 6 months of employment

Cross cultural training opportunities to be accessed for within 6 months of commencement

6 month random audits of 20 CALD client files at each service centre contain progress notes that demonstrate use of interpreters and staff are able to assist clients and family members to understand the need of interpreters in service delivery. Staff training issues identified and acted on. 

New Administrative Officers  are able and are supported  to implement guidelines for booking of Low Vision Clinic appointments requiring interpreters , including use of TIS to change appointment times if required


Achieved 

Staff turnover 
 Maintain practice 

Maintain practice  for new staff

Maintain practice 

2.2  Availability of Interpreters actively promoted in multiple languages 
Amended client kits with TIS information and distribute to all new clients. Stickers or fridge magnets to be available in all staff multi -skilling kits for distribution and kept replenished 


Achieved 


Distribute new client kits in LOTE as available



3.  Consultation with Clients
To ensure that CALD background consumers have the opportunity to contribute to planning, monitoring and evaluating of Culturally appropriate services.  
Key Objectives
Strategies  For  2004-2005
Outcomes 
Action 

2005-06 

3.1  Involvement in decision making 
All initial home assessments of new CALD clients and clients who have not received any service for over 12 months ,  have an appropriate professional interpreter present at interview. 

All refusal for service are to be documented and reported via client review meetings

Information regarding internal and external  advocacy services is available to all new clients in appropriate languages  
 Achieved 

Partially achieved . Linked to quality plan and internal review 

Partially achieved 


Maintain practice

Review current process and Improve utilisation of data to address any systemic issues identified. 

Provide information regarding new consumer council as it becomes available. 

3.2  Quality Assurance


Standard Privacy and consent forms in LOTE are distributed as part of the client information kit 
Achieved 
Maintain practice . Distribute new privacy statement in LOTE when available.

3.3  Processes in place to assist and encourage CALD clients in consultation processes
When visiting and presenting information to a CALD group or organisation information is always presented in the appropriate language and the group members or professionals are invited to visit the service. Feedback is then requested and documented on how they think we can improve our service to their community. Recommendations on changes needed are brought to staff meeting .Target 1Greek and 1Croatian community groups and /or organisation in western metropolitan region, Consultation with Greek and Macedonian communities in northern metropolitan region
Partially achieved. All groups contacted. Visits did not eventuate partially due to time limitations of ethnospecific service providers.  


Visits/ information presented to teams in next 6 months. Recommended feedback on improving access to CALD forms part of the contribution to the development of new service model .

3.4  Processes in place for coordination and / or referral with other relevant agencies, eg, ethnic & advocacy agencies
 Ensure SCTT forms contains all relevant information regarding CALD clients and is utlised when referring all CALD clients to external agencies.

Cultural Gateway Project workers is invited to attend staff meeting to discuss referral protocols 
Achieved  

Partially achieved. Information regarding the focus and development of the program received. Focus on major HACC providers. 


Maintain practice for new staff 

Monitor development of program in light of next 3 year HACC service priorities. 



4.  Service Development
To ensure that the service is developing in a way which is equitable and meets the needs of all cultural groups.  
Key Objectives
Strategies  For  2004-2005
Outcome 
Action

2005-06

4.1  Staff Development and Recruitment 
Each client service team member is responsible to complete a specific task or project within the Cultural Action plan and this is identified in staff review and team meetings
Achieved 
Maintain practice 



4.2  Data is relevant to the needs of CALD clients


Random 6monthly audit of 30 client files and data base records at each site demonstrates Client data on preferred language , place of birth and migration history are consistently gathered and documented . Staff training issues identified and acted on.
Achieved. CALD issues also discussed as part of the client review process 
 Maintain practice 



4.3  Understanding the needs of clients from a CALD background 
Guest speakers are invited to address staff meetings from the Greek, Serbian and  Croatian communities,(western metropolitan region) Guest speakers from Greek,  Macedonian and Arabic speaking communities invited to address staff meetings (northern metropolitan region)
Partially achieved. Contacts made with key persons. 
Visits to be implemented over next 12 months with groups



5.  Marketing and Promotion
To ensure that the service attempts to reach out to all people who are eligible and may benefit from the service.  
Key Objectives
Strategies  For  2004-2005
Outcomes 
Action

2005-06

5.1  Dissemination of promotional material 
.

Promote CALD telelinks amongst ethnic communities in the northern & western metropolitan region

Telelink Promotion delivered to 3 ethnic communities in each region by  March 2005 . 20 new referrals achieved


Achieved 
Maintain distribution of new material regarding services of vision australia including telelinks over next 12 month

5.2  Service Imagery


Information in LOTE to be displayed in client waiting area of LVC and in display cases in waiting area
Partially achieved. More prominence of information needed. 


 New information to be displayed as developed. Individual information regarding common vision impairments and client information to be maintained and available in all client contact areas..

6.  Innovative Action Plans*
The service aims to increase and improve access to people from a CALD background.  
Key Objectives
Strategies  For  2004-2005
Out come
Action

2005-06

6.1  Research


Review current services offered to meet CALD recreation needs and identify gaps and areas for further development and improvement

Review access to QLG by CALD clients and recommend areas for improved access   
Partially achieved. Initial exploration of seniors groups and some ethnospecific recreation services gathered. Information incomplete 

New initiative 
Complete task 

Review plan submitted. recommendations in the next 12 months. QLG Support Worker 



6.2 Resource Development 


Increase bilingual volunteer base to reflect current client group composition in Day programs 


Partially achieved. Turn over of volunteers . 
Italian and Greek speaking background volunteer recruited for DC
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