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Cultural Diversity Business Plan 2004–2006

Introduction

Yooralla recognises the importance of promoting and responding to the cultural diversity of its clients and workforce. This was endorsed in Yooralla’s Strategic Plan 2004 – 2008 ‘A Focussed Future’ through the identification of the following two key strategies:

· Yooralla will further develop service systems and processes that respond to culturally and linguistically diverse and indigenous communities.

· Yooralla will seek to reflect community diversity in its staffing profile.

The cultural diversity business plan is a commitment by Yooralla to realise the strategies in its strategic plan. 

The cultural diversity business plan uses the framework of the Department of Human Services, ‘Cultural Diversity Guide
’ to identify key areas, proposed strategies and actions.

The process used for developing the cultural diversity business plan included:

· The development of a situational analysis, which identified C&LD initiatives that have been undertaken, and any associated issues.

· A workshop with the senior management group and senior program staff which identified further initiatives, positive outcomes for the organisation as well as issues and barriers experienced. These initiatives are documented at the end of this report. The workshop also identified key actions that the organisation could realistically implement over a twelve-month period.

· A meeting was held with the senior management group to assign responsibility for implementing the strategies and to determine time lines.

· A draft of the cultural diversity business plan was circulated to staff for comments.

· A final copy of the cultural diversity business plan with agreed changes was presented to the senior management group for endorsement.

The cultural diversity business plan applies to the period December 2004 through to June 2006. This time frame is considered reasonable to successfully implement the identified strategies.  The senior management group has responsibility for identifying and assigning resources to implement the plan.
1.
Understanding clients and their needs

	Strategy
	Action
	Responsibility
	Time Frame

	1.1 Understand the cultural diversity of clients.
	Build capacity into new client relationship management system to collect data on client:

· Country of birth

· Main language other than English spoken at home

· Need for an interpreter.

Review and analyse C&LD client data on an annual basis.
	SMG

SMG
	Dec 04

Dec05

	1.2 Understand the C&LD demographic profile of service catchment areas
	Utilise the distribution and circulation of the cultural diversity business plan to inform program staff of availability of the local government area demographic profiles at www.voma.vic.gov.au
	CEO and IT
	March 2005

	1.3 Update annual quality plans 
	Develop a cultural diversity policy.

Cultural diversity business plan to drop down into divisional and service plans.

As part of the QA process, review all policies and procedures as they fall due, to determine appropriate and relevant C&LD inclusions.

Identify additional costs to the organisation to address the identified barriers, in particular interpreting and translating costs (see 4.1).

Identify the need for additional resources to respond to barriers.
	SMG

GMs

GMs

GMs

SMG
	April 05

Aug 05

Ongoing

July 2005

Ongoing


1. Understanding clients and their needs continued

	Strategy
	Action
	Responsibility
	Time Frame

	1.4 Ensure information is accessible and appropriate.
	Source ethnic media contacts using the ‘Multicultural resources directory 2002/2003 purchased from the Victorian Office of Multicultural Affairs

Develop linkages with and protocols for YSV staff using the ethnic media including:

· Appropriate media for individual ethnic communities

· Responsibility for translating text, i.e. YSV or ethnic media 

· All costs associated with using ethnic media 

Maintain ethnic media contact list.

Review and revise all service brochures and other information to promote Yooralla as a culturally responsive organisation.

Utilise the Connections newsletter as a means of informing clients and their families of C&LD initiatives.
	PR

PR 

PR

All Departments

CEO & PR
	Dec 04

April 05

Ongoing

Ongoing

Ongoing


1. Understanding clients and their needs continued

	Strategy
	Action
	Responsibility
	Time Frame

	1.5 Respond to the cultural needs of identified communities and clients and their families.
	Run a pilot program in the north-west region that targets two C&LD communities.

· Utilise the local government area demographic profiles on the VOMA website to assist in identifying key C&LD communities

· Identify best practice agencies, including ethnic community agencies that have successfully accessed the communities and learn from their experience

· Work in partnership with ethnic community agencies to promote the initiative and to help access the identified communities

· Use ethnic media to promote the initiative

· Evaluate the initiative and document findings to share learning across the organisation

· Conduct management and staff training to disseminate findings.

Utilise new preliminary assessments of clients to identify C&LD needs e.g. religion, important cultural events.

Continue to promote the importance of individualised support that responds to the specific needs of all clients.

Use community relationship plans to link clients in residential services to their local community, including local ethnic organisations and supports.
	Service GMs,

GM North-West,

Respite Care 

EI Manager

GMs & Manager

GMs & Manager

Group Managers & Manager
	July 05 – June 06

Ongoing

Ongoing

Ongoing




2.
Partnerships with multicultural and ethno-specific agencies

	Strategy
	Action
	Responsibility
	Time Frame

	2.1 Participate in multicultural community forums
	Identify appropriate forums for Yooralla staff to participate and promote YSV as a disability expert to C&LD organisations that are establishing disability services and working with people with a disability.


	GMs and Managers
	Ongoing

	2.2 Identify relevant ethnic organisations
	Send memo informing staff of available C&LD resources to assist them to appropriately support clients.

Make resource list available:

· In the Yooralla library

· On the intranet with links to external sites


	CEO & IT

CEO & IT
	Dec 04

March 05

	2.3 Promote YSV as an expert in disability services
	Develop a package of information on YSV services appropriate for ethnic community organisations


	CEO
	May 05


3.
A culturally diverse workforce

	Strategy
	Action
	Responsibility
	Time Frame

	3.1 Understand the cultural diversity of the workforce.
	Develop and distribute a voluntary questionnaire for staff that identifies:

· Country of birth

· Languages spoken other than English

· Spoken and written proficiency in languages other than English.

The new HR and payroll system to collect data on staff:

· Country of birth

· Languages spoken other than English

· Spoken and written proficiency in languages other than English.


	HR

HR
	July 05

July 05


3. A culturally diverse workforce continued

	Strategy
	Action
	Responsibility
	Time Frame

	3.2 Actively recruit staff of C&LD backgrounds
	Implement strategies identified in the Human Resource Department Strategic Plan 2004–2008.

Develop cultural competencies for position descriptions

Review the inclusion of cultural competencies in position descriptions

Review employment application forms to include information on the cultural background of applicants.

Review questions asked during job interviews to address C&LD.

Continue to employ C&LD staff with specific cultural and linguistic skills to meet the individual needs of clients. Ensure that these practices do not breach relevant legislation.

Establish protocols with MSSA and other personnel agencies to identify and utilise staff with specific C&LD expertise.

Investigate creating a C&LD liaison officer position as part of the organisational budget to coordinate activities across Yooralla.

Encourage social welfare student placements to undertake C&LD activities.

Utilise ethnic newspapers to place job advertisements, as required.


	HR

HR

HR

HR

HR, GMs & Managers

HR, GMs & Managers 

HR & GMs

SMG

Managers

HR & Managers
	Ongoing

March 05

Ongoing

March 05

June 05

Ongoing

June 05

June 05

Ongoing

Ongoing


3. A culturally diverse workforce continued

	Strategy
	Action
	Responsibility
	Time Frame

	3.3 Utilise the cultural and linguistic skills of staff as appropriate
	HR to investigate any workplace issues associated with staff using C&LD skills.

Update interpreting and translation policy and include guidelines on the use of staff members as interpreters and translators.

Identify staff who can act as cultural advisers to program staff who are developing C&LD initiatives.

Investigate the provision of basic training for staff who have potential to be used as interpreters and translators.


	HR

HR

HR

HR
	Dec 05

March 06

June 06

June 06

	3.4 Respond to the cultural needs of staff
	Investigate the flexible use of gazetted public holidays for staff to exchange for important cultural events.


	HR
	June 06


4.
Using language services to best effect

	Strategy
	Action
	Responsibility
	Time Frame

	4.1 Ensure clients have access to interpreters
	Allocate an interpreting budget to ensure duty of care requirements are met.

Allocate a cost centre line item for interpreter costs.

Collect data on the number of clients and number of interpreting sessions provided.

Collect data on the actual cost of interpreters paid by YSV.

Use interpreter cost data to lobby DHS for additional funding.

Update interpreting and translation policy and include guidelines on the use of family members as interpreters.


	GMs

GM, Corporate Services

Managers

Accounts

GMs

GMs
	May 05

March 05

Ongoing

Ongoing

Ongoing

June 05

	4.2 Ensure staff have access to relevant training in cultural awareness and cross-cultural communication
	Include training on ‘working with interpreters’ as part Yooralla’s training program.

Investigate the capacity of staff who are experienced in working with interpreters, mentoring other staff, by including them in situations where interpreters are used.

Include a component on cultural diversity in management training.

Include C&LD information on the new CD being developed for staff orientation.

Utilise the Grapevine newsletter to disseminate and share C&LD initiatives.
	HR

Managers

HR

HR

CEO & PR
	July 05

July 05

July 05

July 05

Ongoing


5.
Encouraging participation in decision making

	Strategy
	Action
	Responsibility
	Time Frame

	5.1 Ensure people with disabilities and their families and carers of C&LD backgrounds are represented in consultations.
	Utilise information from the client relationship management system when in place, to identify service users from C&LD backgrounds.

Identify appropriate forums for including people of C&LD background
	GMs

CEO, GMs & Managers


	Ongoing 

Ongoing

	5.2 Encourage people with disabilities and their families and carers of C&LD backgrounds to participate in decision making at an individual level and an organisational level.


	Include C&LD background for consideration in selecting directors to the Yooralla Board.
	CEO & Board
	Ongoing


C&LD Initiatives Undertaken by Yooralla

Understanding clients and their needs

	Initiatives 
	Positive Outcomes
	Barriers/ Issues

	Individualised support is practiced with all clients as part of the intake process and review of service plans. This includes identifying the individual cultural needs of consumers and translating individual support plans.
	This approach provides for individual difference for all clients regardless of ethnicity. It helps to avoid assumptions and stereotypes for any group.
	

	Recreation services have translated the client satisfaction survey into the eight languages of Maltese, Arabic, Greek, Mandarin, Italian, Turkish, Hindi and Vietnamese.
	
	

	Information on respite services has been translated.
	
	Feedback from the community indicated that the translation was of poor quality and that they did not understand the concept of respite.

	General information has been produced in community languages.
	
	


	Initiatives 
	Positive Outcomes
	Barriers/ Issues

	A worker at the Independent Living Centre has received an Ethel Temby scholarship to do a benchmarking study on how information is provided to clients. The benchmarking exercise will include how information is best provided to the C&LD community
	
	

	Family Options is intending to advertise its program held in the north-west region in community languages.
	
	

	Carers have been changed as children get older, e.g. male carers provided for male clients and female carers provided for female clients.


	
	Majority of the workforce is female. There is a lack of male carers available that needs to be addressed through the recruitment process.

Some family members of C&LD backgrounds have differing perceptions of carers, e.g. some male family members have a pejorative view of female carers.



	Early childhood services has expanded the number of cultural celebrations. Information is obtained from families of different cultural backgrounds on appropriate cultural food and icons for the celebrations.
	Increase in awareness and understanding of cultural difference between the children and families. It has created a micro community that has come together to celebrate diversity.


	


	Initiatives 
	Positive Outcomes
	Barriers/ Issues

	Day programs have run an ‘eating around the world’ program. Restaurants are visited and different foods eaten.
	This has promoted multiculturalism and a celebration of culture. Staff have benefited from an increased understanding of clients’ culture.


	

	A large group of residents from a former nursing home moved to a new house in Brunswick, providing new multicultural experiences


	An incidental outcome of residents being more tolerant of the diversity of the local community and ethnic groups. Having come from a very mono-cultural environment, they have not previously been exposed to such diversity.
	

	DHS Vacancy Coordination did not take into consideration the cultural needs of a client when making a decision about a residential placement. The placement subsequently broke down.
	Increased organisational learning for both DHS and Yooralla of the importance of addressing the C&LD needs of people when making decisions that have a significant impact on them.
	Yooralla receives the majority of referrals from the Department of Human Services and has no control over who will access its services.

	Yooralla and RVIB are running a joint early childhood intervention service, family network group for families of Turkish background. A bilingual staff member has been appointed as the facilitator.


	
	


Partnerships with multicultural and ethno specific agencies

	Initiatives 
	Positive Outcomes
	Barriers/ Issues

	Connections have been made with ethnic community organisations.
	Good connections have been made with Australian Greek Welfare Society, Action on Disability within Ethnic Communities, Jewish Welfare, CO AS IT, the Migrant Resource Centre within the TAFE College in the Hume Region, where there are shared clients. Resources and information has been exchanged.

The FKA Multicultural Resource Centre has been utilised to provide information and resources to early childhood services staff which has resulted in increased learning for the staff and greater capacity to meet the children’s needs.

 Yooralla has provided cultural consultancy to other services in respect of clients, e.g. hospitals.
	Disability within cultures is differently understood, e.g. a child is considered sick rather than having a disability, or the family is being punished for some past action. This provides some challenges for staff who share a different understanding of disability.


Using language services to best effect

	Initiatives 
	Positive Outcomes
	Barriers/ Issues

	TIS is used for telephone interpreting.

Interpreters are used for case planning meetings.


	Experience of telephone interpreting service has been positive. 
	Some families have known the interpreters. This is particularly problematic in rural areas and where families speak less common dialects. Anonymity for these families is difficult to ensure.

Some families refuse an interpreter as they:

· Consider their own English is adequate

· Consider interpreters are an intrusion in the conversation

· Prefer to use their own family members, to maintain confidentiality, as they do not trust interpreters.

Concern about the accuracy of interpreting and capacity to convey complex messages. For example, placing a child with another family requires conveying substantial, complex information. Staff are not always confident that interpreters have accurately provided the information. 

Some interpreters have acted as advisors to the family. Some families turn to the interpreters for information, as they are more trustful of a person who can speak their language.

Staff usually brief interpreters before the interview but are not confident that they are being provided with good quality interpreting.

The cost of interpreters is very expensive. There is no discretionary funding for interpreters. Case management sometimes funds the cost of interpreters but 95% of clients do not have access to case management.


A culturally diverse workforce

	Initiatives 
	Positive Outcomes
	Barriers/ Issues

	Culturally specific training for residential services staff was undertaken to better meet the needs of a client of Chinese background. 
	The residential service was an emergency placement and staff did not have time prior to the placement to receive cultural awareness training. Once training was received the staff had a better understanding of the cultural context of the client and family’s behaviour.
	Regular cultural awareness training is needed for program staff.

Need a list of cultural resources that can be accessed where training is not available. 



	Direct care staff are employed to meet specific needs of individual consumers, e.g. Russian, Italian carers.
	Clients are provided with carers who are able to meet their cultural and language needs.
	Anecdotal information indicates that the workforce is culturally diverse. HR has identified difficulties recruiting personnel from some cultures, particularly Asian.

Staff particularly in houses, need a good level of English proficiency in order to read and implement individual support plans.

	Human Resource Department have identified the need to attract a culturally diverse workforce as part of its 2004–2008 Strategic Plan
	Significant advantages for Yooralla in attracting people of C&LD backgrounds including:

· An increased pool of people from which to recruit

· A higher profile as an ‘Employer of Choice’

· Potential for increased funding from DHS 

· Greater capacity to meet client needs.


	


Cultural Diversity Policy Example

Yooralla recognises, respects and values the cultural diversity of its staff and clients and believes that this diversity enriches the organisation. Yooralla will promote an environment that ensures that all staff and clients regardless of race, religion and culture are treated in a just and fair manner.

Yooralla will implement this policy by:

· Understanding the cultural needs of its clients

· Promoting a culturally diverse workforce

· Utilising language services to best effect

· Partnering with ethnic community organisations

· Encouraging participation in decision making and consultation processes.

Resource list

	Organisation
	Resources
	Contact Details

	Department of Human Services
	Disability Online

Disability C&LD Resource Directory.

Disability Services brochures translated into nine community languages.

Cultural Diversity Guide
	http://www.disability.vic.gov.au
www.dhs.vic.gov.au/multicultural/index.htm

	Department of Human Services
	Better Health Channel 

Provides information on a range of disability and health issues in community languages.
	www.betterhealth.vic.gov.au
www.healthtranslations.vic.gov.au

	Department of Human Services
	HACC Cultural Planning Tool

Key demographic data on older people of C&LD age cohorts.
	www.health.vic.gov.au/agedcare/hacc/regplan.htm


	VITS LanguageLink 


	Provides interpreting and translation services to DHS funded organisations.

VITS LanguageLink Companion Card Multilingual Information Service provides an interactive telephone communication package of pre-recorded information to callers, with an option to connect directly to an interpreter and DHS Companion Card Information Line 
	www.vits.com.au

http://www.companioncard.org.au



	Organisation
	Resources
	Contact Details

	Victorian Office of Multicultural Affairs
	Demographic data of C&LD communities in local government areas.

Multicultural resources directory 2002/2003.  The directory lists Victoria’s ethnic communities and organisations, media, elderly associations, schools, interpreting and translating services, migrant resource centres, multicultural services and organisations.

Developed the ‘Health Translations On-line Directory’ in conjunction with the Better Health Channel.

The CALD report 2001 – access to information about government services among culturally and linguistically diverse audiences.

Whole-of-government Language Services Policy and Guideline ‘Improving the Use of Translating and Interpreting Services: A Guide to Victorian Government Policy and Procedure’.
	http://www.voma.vic.gov.au

	Action on Disability within Ethnic Communities (ADEC) 


	Information and publications.

The BEATS Kit – A Resource for Primary Care Partnerships, ADEC, 2003.
	www.adec.org.au

	Department of Justice
	Multicultural Resource Directory listing all Department of Justice services and availability of interpreters, including Auslan interpreters.
	www.justice.vic.gov.au/multidirectory




	Organisation
	Resources
	Contact Details

	Australian Multicultural Foundation
	Promotion and awareness of the cultural diversity of Australia. Provides cultural awareness training and information.
	www.amf.net.au

	Centre for Culture, Ethnicity and Health
	Works with the Victorian health sector to develop solutions that improve responsiveness to cultural and linguistic diversity. Has a resource library, conducts health promotion programs and provides training.
	www.ceh.org.au

	Ethnic Communities’ Council of Victoria
	The peak non-government body representing ethnic communities throughout Victoria.
	www.eccv.org.au

	Free Kindergarten Association Multicultural Resource Centre
	Statewide service that provides advice, consultancy, training and resources to children’s services on multicultural issues.
	www.fka.com.au

	National Accreditation Authority for Translators and Interpreters
	NAATI is a national standards body owned by the Commonwealth, State and Territory Governments of Australia. NAATI is also an advisory body for the Translation and Interpreting (T & I) industry in Australia providing advice and consultancy services on T & I standards, accreditation, role and conduct of Translators and Interpreters and T & I skills in various settings.
	www.naati.com.au

	North East Metropolitan Migrant Resource Centre
	Information and services to migrants and refugees and cultural awareness training to organisations. Includes multilingual resources and information, e.g. ‘parenting in Australia’. Also contains a list of all Migrant Resource Centres across Victoria. 

A DHS funded disability worker is located at the office.
	www.mrcne.org.au


	Organisation
	Resources
	Contact Details

	South East Region Migrant Resource Centre
	Provides a range of services to the C&LD community, including aged and disability programs. 
	www.sermrc.org.au

	Victorian Cooperative on Children’s Services for Ethnic Groups
	An advocacy organisation for and on behalf of parents from non-English speaking backgrounds as well as a State-wide information and resource centre.
	938 32533

	Victorian Multicultural Commission
	The Victorian Multicultural Commission (VMC) provides the government with independent advice. Grants are available to assist ethnic and community organisations to meet the needs of C&LD communities. A number of publications are also available.
	www.multicultural.vic.gov.au  

	Victorian Transcultural Psychiatry Unit
	A statewide clinical services which supports area mental health and psychiatric disability support services in working with culturally and linguistically diverse (CALD) communities throughout Victoria. Provides a range of resources and publications, including a directory of bilingual mental health workers.
	www.vtpu.org.au


� Department of Human Services (2004) Cultural diversity guide—Planning and delivering culturally appropriate human services, Victoria
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