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OUR VISION

All aged care consumers in Australia experience inclusive and accessible care

OUR PURPOSE

To build the capacity and capabilities of Australian aged care providers to deliver services
that are welcoming, inclusive and accessible

OUR SERVICE AREAS
[(O\
i S S
Inclusive practice Capacity building to Diversity advice and
training and promote cultural consulting
workshops inclusion and equity

The Centre for Cultural Diversity in Ageing is supported by Benetas & funded by the Australian
Department of Health and Aged Care through the Partners in Culturally Appropriate Care (PICAC)

program.
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Sylvia Wan

Sylvia Wan is a Senior Manager at the Southern
Migrant and Refugee Centre and has worked in aged
care for over 23 years, both in multicultural and
mainstream not-for-profit organisations.

Throughout her career with the Southern Migrant and
Refugee Centre, Sylvia has established over 25 social
support programs, servicing 26 different ethnicities in
Melbourne’s southeast. She has also been instrumental
in establishing consumer advisory groups for aged
care.
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Acknowledgment of Country

The Southern Migrant and Refugee Centre
acknowledges that our office is on the
traditional lands of the Bunurong people of
the Kulin Nation, and we acknowledge the
unique and enduring strengths of
Aboriginal culture. We pay our respects to
their Elders past and present.



Established in 1993, SMRC has been
dedicated to assisting newly arrived
refugees in settling into their new
communities. We achieve this
through tailored programs focusing
on social and economic integration, as
well as health and wellbeing

Our services encompass a wide range
of support, including early childhood
education, youth programs, education
initiatives, driving programs,
individual casework, employment
assistance, aged care, and support for
carers.



e Specialised Support Services

* Social Support Groups and
Individual

e Domestic Assistance

e Aged Care Volunteer Visitors
Scheme

* Centre-based Respite

 Allied Health Therapy Services
e Support for Carers

* Transport



8 centre-
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1 Creative
Arts program
Over 500

24 social
support
programs —
8 Positive

programs —
1 Community
gardening




SMRC has successfully implemented these programs based on responsive,
consumer centric care:

* Afghan Ladies’ only strength training group

* The Hive — Community Garden

* Dance up!

* Creative Arts

* NRCP partnership years back — seeded our Centre-based Respite Program

* Ethno specific outing programs — Spanish, Polish, Turkish, Romanian, Indian
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>
SMRC initiated three centre-based programs

tailored to specific ethnic groups, staffed with
individuals fluent in the participants’ languages.
(Spanish, Filipino and mixed cultural group)

\

(Health concerns amongst our Filipino
participants — high incidence of type 2 diabetes
post-migration; responding to their need for
education, secured funding from the State to

| deliver a program Well For Life

P
Enlisted expertise of a nutritionist,

empowering the group with knowledge on
healthy eating, label reading, and transforming
favourite recipes into nutritious alternatives.

\
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Programs are developed from the lens and needs of our
communities -

Recognising our community's needs — identifying new
and emerging communities, ensuring we are assisting
them in every way.

Response to these needs via various engagement
processes—

Embed programs as discussed
Evaluate for success!

Evolve programs where necessary — for example of
Dance Up! Program which was established as a ladies
of all ages, and later became, an older social support
program.

Consult — includes planning with individuals and
community leaders

Plan — internally and externally — what is feasible,
what is not.

Set - cost within the budget

Pilot- programs and this includes developing MoU
if necessary, as best venues are often those that
the communities are familiar with.
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Senior Manager — Aged Care and Carer Services
E- sylviaw@smrc.org.au
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Lisa Dean

Lisa is the Regional Advisor for Sector Support and
Development across the Eastern Metropolitan area of
Melbourne and has worked extensively in the
community aged care sector 20+ years.

Lisa has a training and quality improvement
background. She works with Commonwealth Home
Support Programme providers to support their
engagement with the aged care reforms.

A focus of her work is to ensure older people can
access services that are inclusive, person-centred, and
supportive of their individual preferences, beliefs,
values and needs.
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' The EasternfSector Development Team (EACH) is supported by the Australian Government Departrﬁent of Health and Aged Care

Visit the Department of Health and Aged Care website (http://www.health.gov.au/) for more information.
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Two groups:

* Those who migrated as young people and have grown
older in Australia

* Those who were already older when they arrived

(Benevolent Society Research to Practice Briefing, 2010)

* Adapting to a new environment more difficult for the
second group

e Adding to existing barriers for all CALD seniors

¥
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* How could “mainstream” English
speaking Social Support Groups
(SSG) build culturally inclusive and
welcoming environments for
people who speak little or no
English, and

* Are there good examples
where this was already
taking place?

@astern
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Uniting East Burwood
MannaCare

City of Whitehorse
New Hope Foundation
Migrant Information

Centre (Eastern)

ethnicity

\

Consultation with:

Social support

staff including - _ _ _
volunteers,

Aged care
Navigation staff,
CALD

participants,

Carers

\

Key informant Resource

Interviews
Focus groups
Observation

development

@astern
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Perceived challenges Why join a mainstream group?

Language
Culture
Activities
Transport
Staff reticence

Practicality
* Access & Availability

Choice

 Maintain English language

* Specific activity

* Fear of judgement from their
cultural group

There is more to diversity than language

@astern
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The Diversity Jigsaw

Skills and Talent

Biological Sex

Created by Dale Park

Language and
Communication

Skills &

: Socio-Economic
Status

Sexual Orientation

Sastern
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Geographical Housing Security
| Location

Appearance

Gender Expression

Religion and Belief

Country of Birth

Connecting the Pieces

e articulates the unique aspects of
diversity and person-centred care

* the relationship between these
approaches,

* how they influence each other and

* the need for diversity and person-
centred care to be understood
throughout the continuum of the
client’s journey

https://www.esdt.com.au/connecting-the-pieces.html
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https://www.esdt.com.au/connecting-the-pieces.html

Difference is an asset,

Collaborative not a burden

Creative 23\ Inclusive Social Support e F I exi b | e

Curious ag‘ il
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1. A person-centred approach
2. Flexible and solution-focused 7 el

3. Diverse partnerships

It’s simple, people make it too difficult: it’s learning, =~
talking to the family, being in touch all the time... It’s o |

treating people how you would like to be treated, S
finding out what’s important to that person, and
carrying it out! - SSG Coordinator %
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 Know who the person is

 What is important to them

* Providing services tailored to the
unique circumstances and preferences
of each person

“People find a way to communicate if they have something that
brings them together beyond the language. Language is just a tool
that gets what you want, it is not who you are”.

¥
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Consider:
* The activity and interests
e Physical environment

 Staffing arrangements

“There is no such thing as No here, there is no such thing as

‘we can’t do it’. We have never turned anyone away. There is

always a way”. - SSG Coordinator ,&
3
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Explore thoughtful and
creative collaborations

@astern
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CULtURALLY
INCLUSIVE

Social Support Groups _
. * 8 Help Sheets + Introduction
a~odlesl * Case Studies focusing on what works well
- ‘.‘ =Bl « Recommended resources/reading

@astern
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PLAGNG 1HE CLIENT 3t 1HE CENtRE

"By being person-centred, you
Hek Hhe diversity box. Brcanse
i e learn s Hak really,
we are all diverse. Take pecple
with Australian background,
Hiey will all be differeat, Hhey
villl have different interests. .
Jrst becanse someone speaks a
AifPerent lunguage dotsn't mean
Hhey dony want the same Hhing.”
- SS0 Coordinator

Person-centred Care
The princples of person-centred care were

The kevy 10 a person-centred approach s that
# roquares feodbity, so that the service fits the

dung this i
As autined in the Active Service Moddl in
Victora, they indude:

* peopie’s neads should be viewed
holisticaly

* sarvices shoud be organised sound the
person and ther carer - that is, the person
should ot be simply dotted into existing
services

Nationally, the Commonweaith Mome Support
Programme’s [CHSP) service delvery principles
outined in the CHSP 2015 Manu state that
when developing. deiverng or evaluatng
senices, providers need fo:

* Promote each client's opportunty 1o
macmise ther capacity and quality of life
throughc

- beng chert-centred and provdng
opporiunties ko sach clent to be sctively
Ivoved in ackiressng ther gosls

= focusing on retaining or regaining
each dient’s functicnal and
peychosodal independence

W, rather than the particpant needing
to fit in the service. This however can be
peorcaved as dificult when working with clder
peopie who may have experienced a change
in ther capacity or present with phwysical and
peychologienl nescs. it may be met with
resistance from staff who are used 10 working
differently jsee Melp Sheet #6 Engaging Stalf
anvd Volunteers” and Discussion Topic 4 Putting
the person ot the centre of ther own care fom
the Connecting the Pieces nesource).

According 10 a SSG Coordinator,

buing pursen-canived is Ak jost 4
philosophu, H'e & prachice, s abert how
Hou carvy) Wourself eweny day
Language and culture

Access & Support Workers intervewed for e

cormuftation highly vidued a systern that enabied
therm 1o work with a ciert’s kiertified neecs:

“We bulld vapport with Hhe clieat and
Hheir carne’ sald one Thes dvust oo,
s can Huen balk be Hee provides do
txprias their needs’

culture,
et '\n:rlt\y
&health

298¢ eMR Alliance

fnguage of the new person, or by putting Lo
g and photos thet fustae ther ofture. Whikt
smpie, ths shows a wilingress 1o engage with
people fom ancifer lnguage group and culre.

We are afl diverse

2 shoukd rot be sssurmed that a person fom a
cartan CALD badiground wil warnt 1o atterd a
goup of the syme tackground, For instance,
ey may have ived cutside ther CALD
communty for years, or may feer decrmreton
on the bass of gerder or msigon fach as an
ahest & & cultursl comemunty whese reigon s
cartird 10 people’s cutural dentity). Or they mary
icertity s Austraion rather than the rasoralty
o ther country of ongn. It is important to
understand 3 person's rierests o hobitees, of
persoralty tasts, and to match them 1o a goup
on thet bags. Ses the Correcting the Pieces,
Voo ard Db dgmny




LANGUAGE aND CULAURE

Wherever possibits You will wiant o find suk as mack as dou cont abunt Hee peraon planning bs jon Hhe Sociel
Suppork Ovenp - Hre more. ou Friow, Hhe mave don can propave and be responsive, This invohes finding o balance
bebnen learning abst bre citat’s calbure and beliefs and challenging four cun azsamphions absut Hheir
prefevences based on Haeir culbural backeground.

Cutuss can be horouad and colatvinad (see
Hag Shoot 27 "Joring a Geug” and Qssusacs
Lopi 2 Cokebang (ot Lokg rom Coniecg.
1he Peoeg) or takon as ona of many rehaiud
trats of @ persan under a clent cortrod
appnscn to cass. Groups honounng culien
60 [T 25 3 Do, 3 posing souce of dfaeros
ond inforesting activtios, raihar than 3 burden
Thayy wit vabao clarts” Cuises and wil have
an Imerest, 35 A GIISEON. N wekoming
poopia of dttoront Tnguagss and backgrounas.
This wil ba pan of how oy promota s
services axtomatly and innomaly. Thar cutturad
campetenco Wil o domoraaned theough
1OCLATENt HRCHCES, COMMETENT 1o chant
sontrad cam, ainng and polces

As clents becoma tmiar and dowlop

care. who may be butter placed 1 carmty
CONNOCtions batweon cutusu, balaks and
PRrGONG (RICTNCES (500 250 Shah

Comwnunication tipa:
* Lsa ample Bnguage, comaning onu idaa
at avma

* Ask opan-anded questons fathor than
Yes Mo questions:

® Ask tha clent (hvough @ volsmiocr, an
FTiargeter or ancthar clent of s
language background) 10 mpest kmpananm
points to chack that they undesiood he
irormaion

* FamBaras yoursal with So0ls soch a5 of

reationshins with statt and other
Inthe group, thiy am Mo Saly 10 Dapeas
thes profamrces. Sl need to ansurm Moy
hane sysiams 0 placa b0 record feedtack and
Irfoemation they coloct oueaido of the crginat
WISASUTOT OGS

Tion
Information about tha clert’s nguage and
Cutuem may Inckide

* identfyig the ciont's peefomed Bnguage

* ¥ thay spoak sama Enghsh, undurszanding
@ wiat polnt of complety thae Englah
becoma insuftcant

* Food profrence, salfcan, (OGIONSENS

= 1o
what you havo 1okd tham,

* Use cue cards jor simian arcend tha room
20 paint out partiouiar aros o acthetios (306
Focammenasd Resouctes bolow)

Cutturo

Do not aasume that 20meona’s cultural
dackyrund dafines e, Some pecgio who
nava wosked and ived in Engiah. spoaking
emécomants or who am pioad of T il at
Engish may msst ascumpions that au based
0n thek countnyioutire of cogin.

Trtonton can be gathesd rom askng e
about thoe cubue, macdkng ‘cutiural communty

° @I, o
@\!@M®

Jooc & Dty Jgue aod Undecstanding the.
Sl g

Food

Foad can bo a 'maka of break” issUe for
paticparts in a S3G

The neads 4 be informed
F (i b Fond chaicas, b
shauld Aever make assumphisns
selely based on cabbure’.

Whits foad prefarences raod % be
accommodatad, i would be wiong 10
S%re0typo that pecpl anly oat lood fom
thase country of crign.

‘Chinese (§ )M'#lhﬁx
want bo MMM, oy
feve, Halinn Foad fua. Got poeple fo
4k abot Pood in Hheir cabbure and
ook for veryenc.”

- AL S Werker

Who needs to be involved?
* Family ana cases

* \okntoors who spaak the nguage and
Farvm drowtedige of the culiual ronmms. &
I recommendad that SSG5 actvily oy 1o
Sl wolurcoens of the relevan outral ard
rguags tackground (see Helo Shoat 68
Engaging St and Vikuntoon)

* Managaman, t suppon narpreter costs and
panses e 10 INgUage noads, ot

Wit the athar gencler, relgious.
uch as lasting o pratyer times)

* Racognizing how much Mo oluo
ITpacs thar priterences and deosons.
Tris question may ba ackad of tha tamily or

pota’ =

of aBing vokntoens o 0 same ol
bachgana See COmecny T Focs Sl
and Rasources - C00 S2.6306, DOLII00.

of cubrd

* Tha whow organsation, 10 Sppon polces,
fecrutiment, raning and bulcng e
cagactty ol staft and vokrtoan 1o wok
20055 RS And BNpLIS.

[MmannAcagre |

Case study - Aziza

Axra i an Aabic-spaming Mushm woman
0 ha B0's and ving with damanta. Sha
Lsod 10 b an entraprenaur, owning severs
businesses with hor hustisrd. Dua o
cemona sho has forgoten how 10 5ok
Englsh fatach she spcka taenty) and row
wpaaka only Aatic. She has high reeds
wound DRrsenal CaG and hygane.

Axra i camd for by har Son and dauger

N, who % rehuotant 10 access aged
outota

fowards hor. However as hor damentia

VOrsans, thary st Bcs the tact that they

Naad support; thiy approach MarraCam for

wocial scthion and cccamonal respite

&a-

MannaCanet aperoach (s o ask the Samily

about Azzs

290 MR Allcnce

The coardinasocs read about Mussm
practces and CrouUGtod 3 Mema 10 s
and vountesrs. Thoy codkd nat fng an
Ambic-gpoaking voluntoor.

sy, Ariza was not engagng with ohers,
but ghe sventially made some tords. Tham
Was one paSoutar clant wih wham she
connectad witthout comTon wgage. She
Was staying af tho reepits tackty twico a
waek arvf wart on waokly ouing.

has now gane mo cm.

culture

LCITY

aheulth




HELP SHeeT#3

ACHVIHIES AND INTERESHS

"Ratuer Hhan trijag v get a separabe groep by cabbure, e did i by affuitres. What affinities do people have,
vhat are Hre Hhings Hhest have 1 comman” Language is secandary thea, prople, find a v to commeicate and
o make cack sther feal welcome if Hhed have something Hrad brings Hhem fomether busfond Hie laaguage.”

Actiities oflered by 5 SSG are the ‘meke

or bresi’ lactor n many people’s intrest in
attending & perticular group. If a person of
CALD backgrourd fincds sl actites on offer
1o be 100 Yrsinstream’, they may leel that the
group is not sutable for them,

While exercise and tulings are avarys poputsr,
thery Gan be costly and out-of-reach foc some

groups. There may be ways 10 combine groups
and resources 1o make them maone scosssks.

L ing Clants” nerasts.

can help overcome pasgble languags bamess.
ard cresle comections with other group
perticpants. & & aso krportant fo recogrise
that not everyone has interests and hobbies, o
2 desre to take part in group sctvites.

Tips

* Ask the new person what they are
Interasted in, and match them with a
“buddy’, ar other groug mesmbers, with
simiar interests.

* Enatle clents to suggest and organiss
activities i which they have an nfersst
and that mary not be offered (hoard games,
crud, elc). ‘Chess has bosn something
that hars brought peopie together in cur
group. Yesterday an Asisn man with very
ittle English was playing chess with =
Sarbisn guy There is anather language
that happens betwean people. That whole

chess thing came cut of the biue, dl ofa
sudden there wiss 3 chess board one day'
and it happened.” Mens Shed Coordnstor.

Actrities that recune ittie language, such as
gentie sxerciss, Can be Lsed &< a dawcard
10 bring groups together: because it can

be demarstrated rather than explaned,
exeries = easy 10 practice across language
levels. "When the manstresm group does
exarciss, o the Chiness particpants ion

In. Exercise & universal, everyone can do

it, there is no enguage barmer, it cuttursl
barrier, 8l do exercise together a= 3 bigger
group, and when they have other actidties
they spit.” ASS werker.

B awere that some actides can be
meen as very 'Australion’ and sflect the
first impression made of the groug: The
games put them off qute & bit: brga, footy
tpping. .. They have Ived hess for a long
trmie, they cre farnikar with whiat foaty i, but
they s just not merested’. This mosy 850
be the case for people who have arrived
In Austrada i ther old 3ge and heve had
littles contact with mainstream culturs — for
Irstance people who migrated 1o Austrada to
help look after their grandchiten.

At the sisme time, activities that were

ance saen as representative of 2 certan
cultura fsuch as Ta Chi ce O Jong) have
now become manstrearn and practiced

- SSG Coordinator

wiclely. You may want to think of other
activities that peaple of CALD background
can introduce the group teo and which
il be eusity smibraced by paricpants,

of their cuttural

o Flaxibity is key: in ceder to sccommodate
people’s prederences, a SSG needs 1o
ofer a range of acthities cancurrently.
Foorme can be sat up 1o creste ‘flow’
between actvities and nfluence group
aynumics. Going fom one actity to
another offers the additional advantage
of making people move around, which
= good physicaly but aiso encourages
pacple 1o mic with others rather than stay
1 their famkiar group.

Wiz OK If pecple do not participate, € that
= what they wizh to do. Some may simply
enjoy baing in a roam with others, without
feeling the need to actiesly takos part n any
of the actrities. They should be atowed to
o this without pressure 1o join in.

Wha needa to be mvolved?
* The cient, who may want/be able to
organise the activity themesives.

* Volunteers, to suppor actnities or et
people be’ Il this is what the ciient prefers

* Managerment, 1o approve budget

cornmitments

ethnicity
&health

Case study 1 - Giovanni Case Study 2 - Oakleigh Café Bazaar

Giovaned is 97 years okl As the owner of
 muccesshl Tt ard vogetable shop
Toorsk for decades, he aiways managed
mpesking & combination of Hefian and
some English.

Hoxwever vth isge he has forgotten the
Titie Englih he usad to knaw, and now
=pesks almomt exclusiely fukaen,

When Glovarnis disugiers Srst refemed.
him 1o the Uniting Cane East Burwood
aroup, they were

‘a bit concerand wihebine he wedd bu
Abls 4v brract vl peaph Bud v

e s Frwm L vee havend
Wil A

Giovarni has sbways been an out-gong
prarscn 50 hated beng hame and craved.
campany. It the SSG, he otten sits quetly
watching okf Halan Simis on an pad,

or Istening 1o ltakan music, An It
peiang volLneer roguisry ttends the
roue and keeps him company.

According 1o Giavannis dsughter Rose,
the Jesy 10 et fisthers enoyment of the.
oroup ks haw stafl andd vokniteers realy
Rk an infeness in N

Wie a small grup and Hars is a bt
o mbecnsiin ) Heintuencts wars
bbb Hhe aroap Hhan ha dote woth we
Whon he come homa. he ias Hoad Biie.

Calé Bazaars n the § suburbe of are 8 New Hope.
‘oftering socl & e
Tho Caté Ba L ol
s dtisal

The Caté Bazaor i Onideigh (nded by Monesh City Councl) started as result
o . ond i

imciation and resuling detercration of heath amongst TALD clder pecple. It was.
Icdantifiod ot the ime that the Ouiduigh Senior Citizens Centre wiss undenmsed

including one with a bifiard tabks, & card-plining Py pace,
and a katchen. o sott- e

mwm-.a&ﬁmm»mhmaum
opportunity lor them 10 muntan ther profcisncy:

Btk g chldrin wre marrnd b Asstenlione cuplane o Chbuan sisman
“and i qeard—<hildenn by speak Eagii | mad by srak goud Eaglah 4o
commeniabt ik e




TRANSTPORY

Md}u people are ns longer able or allowed fo drive. This is one of Hhe

main chaliages Hhed face whea wanting to jpin groaps and dake park in
activities Some edderli people, particalary F Hhey are avwli-arvived or
frall, magf et be comforbable. asing public ransport-

Ths probilem & parcutedy acute for pecple
who wizh 10 jan an ethro-specific Soas
Suppon Group. Such groups may be the andy
one in ther local area end have long wating
Ssts, with 0o local atemative for pecple with

Inguistio and cultural group - a y
of peaple who understands thern and their
roots. Lack of avaitabile, affordable transport
contributes to adistion, and many SSGs ack
the furkds Yo provide trarsport themsehes.

sow Englesh . The more
the group is by public rarespor, the mome
attractive they may be 10 an eiderdy parson,

Fer athers. who moy be tne of few
mpresentatives of ther community in thee
Yocal area, thens may ot be an ethno-spechic
group rearky, This & the case for smal and
emergng corenunties, or those with few
kderly mambers. New arrivals tand to sette
1 areas whess they join existing, mone settied
communities - Chinese in the East, Arabic-
speskens in Hume, Persian in Marningham,
Cambodien in Springvale . For thoss isolsted
commurity membes, the choice 1 join an
ethno-speciic group may not be avalabile.

1 is wel known that selaben i 3 magr ciuse
of depressicn in okder pacple. Ths con be
Eclation from society &= a whale, or from thesr

1his issue requines crestiaty, good
retworks and sirong parinerships.

Tips
* Discuss options with the persan's famiy
and carner

* Expiore the possiilty of the famity/carer
of anather group memiber piddng up the

person and peondng ‘car peoling’,

* Estwshish or

L4 pate if thers are oroups
that provide transport or hire their mini-bus.
This may include RSL clubis, dhurches, ete.
Access & Support Werkers may be sble to
telp with information about this.

* Approach your Local Coundll to engure
about acoess 10 mini-buses and other
forme of trareport for akder people.

Suppoet SSG parficipants to use pubic
trarspont, ncreasing ther confidance In
making their wity to the SSG on their own.

Who noeds to be invsived

with valurdeer transport organisations
(see case study and ‘Recommended
resources’ below). A two-way partnership
coud nchude volunteer transport
arganisatons kenfifying curent CALD
pecple usng their transpart service who
are soculy inclaledt arc may beneft fram
a refesral to your SSG.

. O . 01 ordler 1o source and
slocate fnancal support 10 provide
trarepart

Acoess & Support workers, who know
what is avaiabile in the community and
thirik creatively

* Local Councis

Case Study 1 -
Thinking outside the box

Access & Support worer Emiy works
with an elderly ranian wommn, who
fives rey Box Hil She wass able to find
&n Fanian group for hee Al the group
members wers men - tndiionall, akder
Iranien wornen fend o be at hame
Iackng after ther grancricen, nd
is comman that only men acoess socal
actities. The ekderly woman wert 1o
the group onoe, sy all the men playing
backgammon, and never went agan,

Emily then appmached a Bahai group
n the LGA, who was happy 1 welcome
the cenl. Most BaTai groups have
Ferm speshers, and thees are Ba'hal
roups in most subuets, The acthities
that the chant attends fawe o reigous
component, and are purdy socinl

ﬁ-igmﬁu«ld-mhm
d’dl s, And howe
.-hn M
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Case Study 2 - Uniting Care East Burwood’s
partnership with Bridges

Wihen Unifing Care Est Burwood frst A couple of ywans fater, funds for
started working with Ssiginto, s smal  rarsport ran cut s the Migrant
greun of Fiipino Seriors {'Sabaginta’ Infommation Centrs was 1 koges

s the Filaino for ‘estia), the graup fndad fo assist Saagto. As the
wens able 1o come 10 the Unitng Care Filpine sersors wahed 10 confirue
premises thankes 10 & bus belonging atlending the Poalive Lving Group,
to Bridges Connecting Commurities Unitng Care negatisted with Brdges
{Krox Cx \ al e [ G {see 0k to
mmpnmbnwmm webste balow) 10 contnue usng thee
Migrent Information Centre, the Flpno rarspont af Unitng Cae's coft, as
grougand Uriting Care saw Salaginto part of ther Mome vt Commurity
el frinightly in East Burwood and Care funding. The fodnightly vists have
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PARANERSHIPS

Working in partnerships enables partners +o learn from each otier about the aature of Hhe. issae, Hheir

Case study -

Manningham Men's Shed

Case Study 2 - Salaginto and the

Filipino Seniors

potential voe in velation +o Hhe issae and consider creative sditions o address the issue’ The Menringfsen Mon's Shad recently Tiwehves yesare age, the Mgrant Tho connaction betweet) Sabgrito and
& P v P : . embarked on & small project: 1o offer Inforration Centre (MIC) U Sare Posith
Practising Positive Partnerships in the Edic and Mubticatbral Commanity. i e B s i e
(Sen Recommeaded Recomrces) Chinese group, Intreducing them of Fligine Seniors, ’
1o the shed's rescurces. After the. Salagio {Beetly') were bokng coordinator ied to Salagrio, the
Parinerships can lead {0 the strengthening and  form and sustan pertnerships. | i importart 10 approach and the reeds of the loal Bweek program. four of the Chinese for ard enyy !
empawerment of commurnities to keep thas in mind when approaching groups CALD residents. e stayed; an asylum sesker from actvities and cutings. the certre's
or indivicduala, but also when focking at your Madaysia slso recently joined the £ formed Chrtmes d =
For Socil Suppon Groups, partnerships sre N orgnisation's capacity * Promote your SSG with CALD Secvor Citizen 2 parinership with the MIC snd the ewvert diys. Almost sll Salagrio
essentid 51 ceder o Groups. As wel e expisining what your “Englich can be minimal’ explains FiGinG group b ightly ot the  members are hy
* engage CALD commurities Reaprocty is themsions mportant: how cen SSG offers, tuk themn what actrites they M’l Coordinator East Buwood Centre ordd in niegrate  fisids of Science and Engineesing and
yeu muppart ettno-specdc orgar 2 in that they carnct delrver M,H‘*b“l“l’, with existe 5 che )
o devekip knosledge of pariouder groups What are you offering their mermbers?  the thernsshves. and see whether it is posshis of ‘sheddy’ eavironment’, Transpon wees crigaudy oo p =
prtnershp B soy about noreaarg the for your SSG 1o run them. through MIC funding, and then, whan  Thiey Jove to shave thei cuture with
» srengthen referal pathways nto Socal rumber of referrals, CALD community groups Indial reluctance from some of the this ran out, theough Uniting Care's Other grougs and it enffusiasm and
Suppod Groues may question the benefts of the relationatin o Ak yoursef what orgarisations you may Men's Shed mambars, strugating HACC funds. enery hos been rectious acuss the
The ‘partrership checkist’ developed by want 10 partner with to recrnut volunteers, to adjust 10 the growing Chinese
* raximise avalable mecurces. Vickealth can hels you determine whether & secess actites, attend everts, and presence in the eastem suburbs,
partnership is based on ganuine colaboration. genenally tap inlo existing rescurces. For quickdy disspated. According
The frore communities ee you 85 i wekcoming retance, Vouniser Resource Conbres to the Men's Shed Coordinator,
service, respecthd of the nesds of ther Tips can el you fid CALD volurieers, and mieting men from the Chinese
b, he mons posiive the word-of-mouth  » Get 1o knaw the local comemurity in sl 2= Nesghtourticod Houses may run free o low- community definitely changed
wil be sbout your servioss. This wil support the dversty cost activiies of rterest 1 your growD. %Jmﬁ.ﬂuwii
popuarity of SSG aret Utimately the belhood eack owh, Hhe move
of referrais under the client-criven systam. « Develop 2 retstionship with your kocal Who needs to be invoived? elp Hhe leas able. And we've
Aigrant Reséucs Centre 28 they are o Your organisation, s you wil be learning Chinese as welll’
Trust & essentad 1o the establishment a wealth of knowdedge about CALD representing it in your eractions with ocal
of a strang partnénship; for some sthnic communities in your arma. community groups. This partnership provided quantitative
commurities, ther expenence of wardng with end qualitative banefits for al: new
Imaiteem servces may heve beer cne-sded  » Look autside sthno-specific organisations. e Access & Suppont Workers, who can share mermbers and better inter-racial
and left them feeding that ther knowledge and 10 ckide churches and faith goups, their knomdedge about locl groups and relatiooghips with local residents.
tirmes wesrs used without much retum, Ethno- clubs, organisers of communty evernts, communities’ nesds The Men's Shed has dso fonmed a
speaific crgaimons are ohen led and stafe places where peopie play conds or board partnesship with the local secondary
by volurieers who may aready feal stretched gumes, stc. * Existing SSG participants of CALD school, which has a number of bi-
try the demard of ther commurity. One of the bedgrounds, whe can sso share ‘cultural and bi-fingual students.

key theimes denified in the Practsing Postve
Partnerstips resesrch relates 1o organisational
capacity, and in particular how mited

resources hindes an organsation's capacity 1o

* Access & Support Workers are very
Inovdedgestie and ‘have their fngers on
the community puise’. Do not hestate o
sk themn & achace on what organisstions.

knomledge end adice on revart contacts

« Vblurisers of CALD backirounds, for the

S ressons.
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ENGAGING SHAFF ¢ VOLUNAEERS

Staff md velanteers dffen work within aged and commanity care becanse Heyf want-to support-older peaple to
lve Fulfilled and earched lives. Tor @ malnshream group +u be inclusive of people virth low Englisk proficiency His
easential o have the commitment and sapport of Hee staff and volunteres.

This mury be challenging for sorme as it
riroduces new ways af working — from tasic
Cross-aultural communication sidis to more
cornpiex changes 11 the dyramics between
staff and certs {soe Hep Shost #8 ‘Mourtan
View Cottage - Learning 1o Let Ga'). Stalf and
vokinteers need support 10 be atke to develop
the sk necessany dor this work o mprove on
ther exsting coss-cullura dats,

Organisstions need 1o model and encourags
the flendtubty and creatvity required for changes
o happan with 448 engagement fom st and
vokinbsers. For those who have been warking
1 & certaan way for 2 long time, ths may
represent 3 urweicome stress.

A lok of (our staff) are veey old
zchosl, and s Huings. bke: "Fuuj wil
st eak what :‘v.uj'n. given’. Ov W's
guicker and acier £ 1 do . The jost
Ao ihab Hred ve ainye done

- S50 Crordinador

Ore wary of dong #1215 10 revat the wstuss
that malhvate stalf and volureers to work n the
aged and community care secton: compasson,
erpathy, desive to help those n need. .. Ofiernng
eaual noosss o senaces 10 all prople, inchidng
thome with low English proficiancy, i an
dkstration of those vakues ragher then on exira
dernard that st ‘outside’ tham.

From managers, stofl value perrmisson 1o 'tral
things’ find sometimes &, parfoulerly sround
atternps 1o ghar chentts more opporunites 1o

particioale in the running of actites. The man
concem mey be wound rig managemen,
el st rvsecs 10 ereure egs concenns ane
ackdvesmed throush detided planning. Actses
crganised by cients may include codkng,
Quings. or exerome Chisoes — o actiiies that
Ichucks 2 Gertain slement of fisk. Howeves this
shoukd not deter enices fom evesticating the
possisity of chernts runrang therm. i they =0 wish

Maragers ako have & feading roke 5o play

1 ensuring that staff are yaned in cutural
competence and that the cegsrisation and the
BSGs have a dversty potoy Without pdices n
place, st and voluriesrs wil rsly on ther own
persoosd e systems and bebefs, which coud
Ireriers wih thesr abiity o work nousively.

Tipa

As with any change. slowing tine and
prowding tratining helps bring paopie sang on
thes journey.

 Ask chents of CALD background with good
Enrglish 1o share their ol jpining

thermmehves, ther famil, canss and Access &
Support Woress. If 8 chert has had a prevous
negdive experence of 4 manstreem sence,
e fnst in the process msy be low, and this
vl it 1) be schriowtedoed.

Thes Service Pl developed for sach SSG
dertt oy reorporats cuttured and lnguege
conmderations. | is agreed with chents and
forriem andd maty be amended with thesr rout
This may incude a det plan, prayer tmes, el
e needs, gender retionships, s,

Apro-ormas of how o sk questons and
cbtsn rfometon in smple Engleh
dhedeped for st ard volrieers 10 use when
Loy vath Cherts with keaLisge bemen:

Dasta about local CALD commuribes is
colisctad, eusly accessible and regulary
updated

Information about cultursl nonTs is
colected ard sy sooesstie (the Migrant

2 group ar ranigating health systers, 1o
Ircraase workess' abity to see the SSG
fhvough the eyes of new participants

Centr provides this information
on thesr website) in whatever form s the
needs of the SSG workers.

Cultund competince trairing, trainig in

* Thee work of SSGa wil effectio # ey
ciaawadgs and work with clents' cublunl
krovdece, pror experence and fraymes of
relerence. Ths can be achieved by gatherig
a5 much pormation s possible sbout &
diert's prefererces ard vishes Yom the clert

centred methods such s Montessorn
and updates on changes 1 the sgency's
spproach to CALD dients are offered
regrlerly. Trining deals with issues of
risk-menagernent and embmces a posifve
attitude o charge.

Lﬁ
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* Key to the abity 1o movale is recruting the
nght peopks - not everyore wil be suted
1o the sppesach of your servce. whire
feoodty et o wilingness 1o work wih
clents” strengihs rather than ther déicits
e eszerfial B s just as scceptable S0
screen volurdeers on that basis as it is 1o
seiect pold st Services neads to ook at
thesr recruitment practices, inchiding job
descrpbons, ssecton crifena, Questions
nskad ot mervew, where pasitions are
advertzed, who = on the inferview penet
frnie & representative from o CALD diert
wroug), elc.

* RAmiew your ndaction snd training to maske
s they dearly outine the principles of your
person-certred approach and its posskile
chalenges

Wne neods to be invoived?
* Agency manegerent

* Human Resources flor morutrment and
traning)

o Clients (o shire their experence)
o Actess & Support Wodkars

* Local partnérs finvolved in tainng,
knowedge-harng)

o Agences with sxparive in clent-centred
approaches feg Aizheimes's Victoria)

Case study

For an example of a rabical change of approach to working with S5G
clients, son case study n Help Sheet #8 Mountan View Cotlage - Learng.

1o Let Go*




TOINING

a GROVP:
THE CLIENH’s
TOURNEY

"We had +o do o lok of work +o
give that sease Hat when You
come here You are special, #s
all about-sjou.”

- SSG Crordinator.

There ans severs key steps for you o consider
in order for CALD dients to join and remain in
your Socad Suppart Group (SSG:

* Pramoton of the group, the sgency and
the activities

* Assessment
* First impressions
From the information avaitable about your

senaces to the impression formed by the
clhent on the first visit, nterest o cultural

Think of whens you promote your service and
how you can reach CALD communites: as
wel s local newspepers and mdo, have you
thought of the ethric media {newspapes and
radic}, prasanting to CALD samiors. groups,
local ethno-specific o rebgon-tased groups,
uticubura events?

Finadly, rermamber to emphasse the
ncusiveness of your SSG 10 the Regonal
Assesszment Service 5o that they can
securstely inform pobential clents about
what your sendce offers, {See Connecing,
e Precax, Ououssion Tope 1 Koow our,

diversty, o the

# offers and Sexibilty of sandce need to
come across clearly. The Imgression gven to
the polential or new SSG Gient durng thar

and DEguezon a2 Banaig.
s (o Sccassng srates )

Assessment

Journey to access your be ane

The vway your servics and SSGs sre described
n information and promational material
fnchiding on the My Aged Care partal]

will be crificsl n your abilty 10 sttract rew
CALD parficpuants, ¥ potantial clients 5o not
recognise themsetves in the way your sandce
s dezoribed, they are likely 10 leel that it
not for (them)'. Consider the foloaing:

o I your matensl in plsin Engizh?

* Doos the imagary inchude visitly CALD
participants?

* Does the maters mention bifngual staft
and volunteers?

* Doos the mataral cisarly mantion cuttursl
diversity in positive terms?

Sorne kary to ask when assesing
the ciient's nweds and preferences include:

 How important is their cultursl Background
1o them?

* How comfartable is the persan with
communicating n Engleh? VAll this
change a comversations become mare
complex?

* Ame thay able o read in their preferned
language, o in Engleh?

* WWhait are their interests and hobbies?

It is enportant to acknowledge that joining

& new group or activity can be intimidsing,
and 1o reassure the person that the serace
Wil do its best ta make therm Teel wakcome
and inchaded. {See Coonecing the Peces.
Risussaon Togic 3 Wetdng vith cocpils e
Rimuzene Togic 3 Puting the oeopn alite.
e of shetr Qwn Cans )

First day

Prepering the group for the persons armad can
i help the new Sient 1o feel wekcome and
veant to return. This can ncide:

* Inforrning ather group mambers and
valunieers that the persan is joining, and
lettryg them know of the parson's level of
English arct any cultural requirement

* Findng a 'buddy’, wha will kiok after the
new person whan they jain the group

* Leaming simple woeds of welcome o1 the
parsan' prefeered language

* Involving existing group members into
sourting and placing some n-lsnguages
sgns or other referances to the person's
cultural background around the rocm.

In preparation for ther first day, you Wil ensure
that you heve confirmed:

* Food requiremants
* Poszible culture-refsted salf-core needs

* Possibie religious needs such o= 3 quet
peaying room and praying times

* The avaiabilty of a volunteer (if possbie)
‘wha spesks the same prefered [angusge

Follawing the person's fintt session with the
group. check with them and ther amdy/
carer how It went. What dict they lke? Is
thers arnthing they would ke to change for
rext time?

en:

ing Care, East Burwood

A Uniting Cuare Exvst Burwiod, dhversity members engagng in Galt &nd exenciss,
o st quietly sndf
Cotebration, Mesmbees of Argio-Ssomrn, Tsten 10 music in thee language. Oocasionally
Europesn, S Larkan and Fipno dogs are brought in, to everyone's delight.
he Saveral of the CALD paricipants in the
St cubtune through everts, colebration of Uniting Ciwe groups husve chosen this
rescred focd, ard ether  group over jor slongsde) ethno-soecsic
Hrugh unue events o hrouph ‘moexd’ ones.  anes. For instance, B4 yaar okt Sdua,
herp who comes to the Uniting Cans East
‘barmacka for diffenent country teeme. Burwoad Positive Liding Group three
days 3 week and has done 5o for yesss.
Stall and volrieens use cus cands and Sitia haes been in Australa snce the 70's
and has three adult childmen, She used
#new perticipant jons . The islarge o attend a Si group, which was
and set up for difersnt actities, with some ‘good in & way':

Who needs to be invoived?
* Stalf

* Exising group mermbers

o Vourtees

o Access & Support Warkers (lor advice)

o MR Alwice b spvoned by e Vet Sovrere

27 or mare eyt Dsckmer. AROugh Aiing b e
oe

o jooes of Mo Ao Gvernoeet

225 eMR Alliance

We s o bave & nie Hme - vne
qrad v b sabh peaple From e came
cubburt, st baek part i Makonal Ty
calebrativns in ver aotieral cosbumos o
Federntion Sqmars.

However she does not need the
fanguasge nteraction (there ure many

jot for her 1o spesk
# zhe wants to at the femple, through Sn
Laméean ciubs and feflowships] nor to be
wnmersed in her culture of sign as she
lests very Austrafian:

Since caming be Assirali, e da vibnd
Ausbralinrs de.




Case S1UDY: MOUN4EIN VIEW COot+dae,
LEARNING 10 LEt GO.

This cast shudy fustvates the principles o cieab-centerdness, flodbibty and croabiity

Use the reflactive questions at the end of
the cass study fo help you ssess whether
your service is able to take on some of the
nitatives put n place st Mountan View
Cottage. whether they e suitable for your
group and what needs 1o happen for these
changes to be possbie.

CASESTURY
Sumsy Vasgues Lozsno, Coordrator of
Camrmunity Progrsms (HACC PYP ard CHSP)
for the Gity of Whitshonss and hes tesrr are
ieacing a smal revolution. The Sflsen Soctd

Animporant aspect of the review was
consultaion with potential cherts (through
senior groups| about ther experience
aceessing services ard what muy rierest
them n the future.

What surfaced wess the great diversity of
ckiar peopls N the e — not gst of cultursl
Eckgrounds but also of Msrests. HACC
rograsms af the tire were tracitioraly
deoveioped with & zervios foous, rather then the
dverse needs and interest of clents.

The Sesvice Principles ane peovided to cients.
g the progrvms as 4 document outiinng
their rights and resporsitiities. a= well as ways
R

The cherit planning slerment wes inboduced
mid-2015, and, while It is st¥ a ‘continuous.

' process, @ wmes -]
‘every two months fo develop o schadule of
actuiens for ther group, ensunng they e
nfftordable. checking staff svallabiity, and
asspesng geneal fesbilty, A sched e & then
produced for sach group, lowing for pozsibie
changes n mind, mood. . and weather,

Suppont Groups (SSG nn by e localcouned.— The review led 16 wide-rangng changes:

undér her coondration are empowestg clents 10 10 the way servioes were designad and

pln activiies, ensse siomaity snd porticpate  delivered. Amongst i the

In ek astrmmments ko the programe. Thisis Ehone System wars re-desgned to mprove:

regarciess of the dierts” cuthurdl a fransport

thesr English-lnguags proficency or whether rarnework was devsloped; stalf posdon

they ane sopenencryg demantia. descrptions were rvewed; insning and
resources in parson-centred practice developed

Identifying the need for change. ard providict ond a gk rraregoment strategy

1t ol started in 2012: particpant numbers were:
fow and the taam were planning 10 impiment
the Active Service Modd. Sussy and her team,

Traring Cosecinustee for Oty of Whitehorss
nitisted 1 review of the progrars and consuted
curment and potential pardcipants and st

The review wats conducted over Sve months
ard nchided surveys. questionnares,
workshops and focus groups. More than
200 pecple wees consulied, from MACC
staff, exsting chents and locadl seror groups.

desigred and implemanted,

Al the core of the revew's

of the review in practice
Todey, Mountan View Cottage i baght and
beautihdty decorated, with fresh flowers,
new garden setings and colourful custions
throughout, but more Impartartly with na
separafion between sta¥ ard clent reas.
and fow office spaces. Clents can choose
betwesn thme outdoors ansas, a quiet
roam, an arts room, a domestic kitchen

was the desre to respect ‘dents’ nghts
1o make ther own decision and Hestyle
chowes', Over the course ol three years. the

Pexibibty and dignity of choce'. Anchored
n State and Fedan Acts and Charters
Ieg the: Age Descrimination Act 2004), they
havve grven Widehorsa City Councd HACC
Community Prograsmes Socus and direction,
and & fnsnework 10 evshaste ther procics.

anda Kitchen fo prepare mesls.
and meeting aesas dor sciivties. The fittesn
SSGs are at full capacity and the stalf form
& cohesive feam, dedeated o a person-
centred approach that bulds on clents” and
stafts’ strengthe and clents’ wishes.

While this could ssem costly, it has o fact
enabled the programs 1o achieve efficiencies.
As Sussy explans: “‘We oaly purchass

what &= needed for sach activty, which has.
reduced program costs. Other benefit & that

we have incresed clent s satistaction and
introduced new programs within the same
budget allocabon.”

A for culliral dversity and language
proficency, they we accammodated in the
roups and trealed ke any ofher nchidual
Srait. ‘When you ok ot afiities’ says Sussy,
Tanguage is sscondary beciuse you are
Socusing on what people have n common
rather this ther differences’.

Recently, 3 Mortesson trsner wsted

fom Aicheimer Austraf and mads some
hat

over the next few months. ‘What

culture,
ethnicity

225 EMR Alliance &health’

Physical bt b

i up for multiple ackvtes 1o be
‘conducied concurmntly? Are there quast sress? Ave thesr sardety issums for pecpis who do
ot spsak Erglsh, and how wil you addness them?

Program Planning: How do you engage Hanning o presect? In which
area mght you ther c naking
 the piarnis fe.0. actites. phys inclugive of rew

hanos of

at o or fow cost 1o gencies.

s done' explars Sussy, ‘is renforos the

message that the seting ane
a5 mmuch part of the actialy as the cutcome’. If
peopie wartt to creste something as an aclivity,

Risk. < s
your =rtegy
makng decisions about plarning and debveny? Wit risks does this pose and how can
¥ Thirk of who agerey
Arts B G SN
9 g P
satety o) A i ad At et

if € takea time and they cannot start on thesr
oaft wirk on the day, then so be i, they wil da
1t the foliowing wesedc. In thes meerime, they wil
harve been shoppirg, on an outing, managrg
expenses and rieracting with othess — sach of
Sieae an sctily in Redl,

Manoaging risk and duty of care

In the gt three yeors, Mountan View
Cottage has devedopad a bight process for risk
assemment, with & ssnes of ‘chackpornts’

at the nlske, care pln ard program dedwery
stages This is complmentad by a reflsctive
practioe aspproach where positive and negative
InCidents are eamned and leamings are
drzam for future practios.

An example of the mohement of dlerts

the rraragement of ek can be found in e

plnning af outings. In a recent instance,

dents were dscussing the posstilty of

going 1o a verue that presented physcal
the

o ] y
be done by waiking on gravel - fhis woukd
have been diicult &r chert with walkers. St
had concems about the cuting. Cients wers
e fo explore thes outing as &1 option ard
whils dong the risk assessment, amved at the
conchusion that 4 was rot sutable,

Clents repored fesing haly rfrmed and
Appored making the decison and an
dterrative venue was found by them. In e
jpast, £ this hadd been a dacsion made by staff,
chents sy haree axpresosd dissstisfaction ot
not knowing how the dacsion was made and
he fxciors that were conmdered.

‘Communication: such changes cinnot happen without the support of the whde:
1 mdot Vith i 5 how vl
and pubicas what you sre dong? Are thers concen's that you need to sddress, how

ell you do this? With d carers, how wil you explan your raach? Mow
ther posstie the el of w ranted to ther
farniy menber? Do =8 in your them to

your




Builds on with existing
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Connect « Support » Promote
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; ‘ development



Plan for Diversity and inclusion 4 BE RESPONSIVE
* Know your Community — diversity profile 5 ﬁ, Sl g ol

Understanding access barriers

Developing strategies and actions to improve access,
representation and quality

Identifying good practice with CALD clients L5t & -
INCLUSIVE
ENVIRONMENT

“We had to do a lot of work to give that sense that when you come here
you are special, it’s all about you.” — SSG Coordinator. &’Q‘d




Lisa Dean

Regional Advisor, Sector Support and Development

Eastern Sector Support & Development Team (ESDT), EACH

Email: lisa.dean@each.com.au

Phone: 0455 051 447

Website: www.esdt.com.au

LinkedlIn: Eastern Sector Development Team (EACH) | LinkedIn

Access Building Culturally Inclusive Social Support Group Resource at:
https://www.esdt.com.au/building-culturally-inclusive-social-support-groups.html

@astern

Sector
development
team

Connect « Support » Promote
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Where to go for support




Centre for Cultural Diversity in Ageing
Interactive Webinar Series 23-24

July Culturally Appropriate Care in Regional Areas

Aug Accessing Diverse Media
Sep Supporting a Culturally Diverse Workforce
Oct Inclusive Service Provision through an Intersectional Approach
Nov Cross-cultural Communication in an Aged Care Setting
Feb Developing a Culturally, Linguistically and Spiritually Appropriate Care Plan
Mar Supporting Culturally and Linguistically Diverse Older Women at Risk of Homelessness
Apr Navigation Programs Supporting Culturally Diverse Seniors to Access Aged Care Services
May Culturally Inclusive Recreation and Social Support Program Activities

June Overcoming Social Isolation Amongst Culturally Diverse Seniors
Book at bit.ly/IWS-23-24
. 4 D =

CDP All webinars can be counted as time spent relating to Continuing
Professional Development for nurses to meet the CPD registration standard




Aged Care Diversity Framework

The Framework works to embed diversity in the
design and delivery of aged care services.

Linked to the Diversity Framework are different
action plans for diverse groups, including a CALD
Action Plan.

For more information please visit:
https://www.health.gov.au/our-work/aged-care-
diversity-framework-initiative

m
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Inclusive Services Standards and Aged Care Quality
Standards

The Australian Aged Care Quality and Safety Commission
references the Inclusive Service Standards as a key resource in
assisting providers to comply with the Aged Care Quality
Standards.

Meeting the performance measures in the Inclusive Service
Standards provides evidence that an organisation is working to
embed an inclusive non-discriminatory approach to its delivery
of care and services.

Fore more information about the Inclusive Services Standards,
visit www.culturaldiversity.com.au/resources/inclusive-service-
standards
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Everyone has a story — free learning module

Everyone has a story: Delivering culturally inclusive
care module by the Aged Care Quality and Safety
Commission was created in partnership with the

Centre for Cultural Diversity in Ageing.

Everyone has a story

Delivering culturally inclusive care To learn more visit:

culturaldiversity.com.au/training-development/
everyone-has-a-story
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Communication Cards & Aged Care Signage

Bilingual Communication Cards, Phrases & Signage depict a wide
range of daily activities & situations. They can be used to prompt
discussion, assist with directions & clarify a client’s needs.

The Cards cover themes such as:
* Food, Drink

* Personal Care

* Feelings, Pain

* Religion, Spirituality
 Medical & Health Specialists.

They’re available in 70 languages & free to download from our
website.

Go to Multilingual Resources on the home page

. . i 2 2 Centre for
culturaldiversity.com.au !!!/‘ Cultural Diversity
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http://www.culturaldiversity.com.au/

Practice Guides

e Culturally Inclusive Feedback
¢ Communication

* End-of-Life Care

* Food and Nutrition

* Living Environment

* Ten Steps to Developing a Diversity, Equity and Inclusion
Plan in Aged Care

e Spiritual Support

*  Working with Bilingual Staff

* Interpreters Policies

e Accessing Diverse Media

e Digital Inclusion

* Accessing Interpreter Services

e Effective Co-design with Consumers from Culturally and
Linguistically Diverse Backgrounds

« £
pract\ce gu‘d
X ag omoe 2
- cgttaraly \nclusive LanE e “"_j,..,ﬁfaw*
Usmgcu - u% heing “otreS” « sendesa
gt 9 promeE we

Download from

culturaldiversity.com.au
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http://www.culturaldiversity.com.au/

Podcast

One size
does not

The Centre for
Cultural Diversity
in Ageing Podcast

To listen visit:

culturaldiversity.com.au/news-and-events/podcasts
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https://www.culturaldiversity.com.au/news-and-events/podcasts

Poster

Download from
SUPPORTING YOUR

ORGANISATION
TO BECOME
CULTURALLY
INCLUSIVE

culturaldiversity.com.au/about/promotional-posters

The Centre for Culiural

Diversity in Ageing

WE CAN SUPPORT YOU WITH

How 1o apply culturally Inclushe care for your
consbimers and thelr famliles

Diversity and inclusion training and Iailored consuliclions

Links ky muiiiingual cged and hagllh rejoled resouices

PICAC
%2 alliance

Gt m Gl kY AeRmanik; Som

ﬁ, £} Cenure for ) . - 15
',v Cultural DiVerSlty Email infoEeullurmidiversity.com.au
1‘\ - inAgeing

ﬁ 2) J Centre for
b Cultural Diversity
AN\ ™ Ageing

Supported by Benetas



http://www.culturaldiversity.com.au/about/promotional-posters

Resources Partnership Program

The Resources Partnership Program supports aged care organsations to embed key diversity
resources into their learning management systems, learning and development programs, and
internal communication campaigns.

How to join the program:

* Review the 10 resources.

* Use the form on our website to select the resources you’d like to use.
 Complete the form and agree to our terms and conditions.

 We'll contact you to discuss your needs.

WEe'll supply you with links, images, text and SCORM files.

The Resources Partnership Program is open to Australian Government funded and subsidised aged
care organisations.

Visit: https://www.culturaldiversity.com.au/resources-partnership-program
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Different languages, same aged care

One of the 2021 Aged Care Royal Commission’s key recommendations was to ensure that diversity
is core business in aged care. Different languages, same aged care is funded by the Department of
Health and Aged Care in partnership with Icon Agency and aims to:

* Enhance the ability of senior Australians to access information through the timely
and targeted provision of translating and interpreting services

* Produce and translate information to allow aged care providers to communicate
key written messages to their care recipients in languages other than English and
other accessible formats

Aged care providers can request in-language materials for free through a dedicated website
by registering their request + any additional materials they want translated at
diversityagedcare.health.gov.au
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My Aged Care Provider Specialisation Verification

* The Royal Commission into Aged Care Quality and Safety recommended that providers’ diverse needs

specialisation claims are verified to improve accuracy and reliability of providers’ profiles on My Aged
Care.

* As part of its response to Recommendation 30 a(iii) — Designing for diversity, difference, complexity
and individuality, the Government implemented the My Aged Care Provider Specialisation
Verification initiative on 27 June 2022.

o The initiative puts in place a mechanism to check the accuracy of claims made by providers to
deliver specialist care for older people with diverse backgrounds and life experiences.

* Prior to this date, providers could indicate that they provide specialised care without verification of
these claims.

Objective

* Ensure more reliable information is available to older people with diverse backgrounds and life

experiences, as well as their loved ones and representatives, when they are making decisions about
their care providers.

o The initiative helps people find the care that is right for them on My Aged Care and identify
providers that are going above and beyond to specialise in the care of specific groups.

. ’ ? Centre for
5 /| Australian Government !‘.' ‘ Cultural Diversity
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Verifying specialisation claims on My Aged Care

Aged care providers may choose to offer specialised services for people:

= with diverse experiences, backgrounds, and characteristics

= who identify with one or more of the groups defined as having special
needs in the Aged Care Act 1997.

Resources . . - . . .
* To claim specialisation through My Aged Care, providers must deliver care that:
0 Vihere to find more information = s sensitive to the needs of these individuals
] e Specteaton verfication = goes beyond the baseline obligations of the Aged Care Quality Standards.
Framework
* Applying to have specialisation claims verified is voluntary, however if a provider
:l petalled evidence requrements wishes to claim on My Aged Care to specialise in providing care to one or more
diverse needs groups, they need to satisfy the criteria set out in the
Provider guidance manual
] Specialisation Verification Framework.
@ Independent assessor — Australian . . . . e el e . -
(S Healihcare Associaes: * Only claims that have been verified through this initiative are visible to
macspecialisation@health.gov.a
1300 186 711 :I ; consumer My AgEd Care.

= QOther specialisations are also published on My Aged Care, such as
languages and health conditions. These are not a part of this initiative, and
at present there is no plan to verify these.
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Partners in Culturally Appropriate Care program

The Centre for Cultural Diversity in Ageing is funded through the Department of Health and Aged
Care, PICAC program.

The Centre forms part of the PICAC Alliance, a national body comprising PICAC funded
organisations across Australia.

The Alliance aims to be a voice and discussion conduit into information, training and resources to
inform aged and community care services.

picacalliance.org
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http://www.picacalliance.org/

For more information, good practice stories and resources visit

AN . .
ams culturaldiversity.com.au
A\ / 4

® Centre for Cultural Diversity in Ageing

o CCDAAUS

Feel free to contact us at info@culturaldiversity.com.au
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