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1 INTRODUCTION

This Guide aims to assist Home and Community Care (HACC) organisations that
provide home and personal care services to improve the access to these services by
people from culturally and linguistically diverse (CALD) backgrounds. It is primarily
designed to assist local Councils in the Eastern region who have the responsibility of the
delivery of home and personal care services.

The Eastern Metropolitan Regional Plan 2003 — 2006 Section 2, found that there is a
lower usage of home and personal care services by people from CALD backgrounds. In
order to increase the usage of these services an encompassing approach that includes
service delivery, service promotion and the active recruitment of people from CALD
backgrounds to work in the field needs to be taken.

The strategies outlined in this Guide are designed to be practical and easily incorporated
into existing methods of service provision. While the decisions regarding the
implementation of such strategies ultimately lies at a management level, the Guide is
designed to be useful to all staff involved in the provision of home and personal care.
This includes administration and assessment staff as well as home and personal care
workers. The importance of staff input is recognised. It is acknowledged that differing
levels of expertise and responsibility exist and the Guide aims to cater for this.

The sections detailed in this Guide include:

Enhancing Service Delivery for CALD Clients

Gaining Feedback from CALD Clients

Recruitment of People from CALD Backgrounds

Accessing CALD Communities and Building Relationships with CALD Groups

The sections on enhancing service delivery for CALD clients and gaining feedback from
CALD clients focus directly on strengthening existing service provision and making it
more culturally relevant. The strategies are specific to CALD clients and highlight the
importance of the recognition of cultural factors and effective communication with CALD
clients. The inclusion of cultural assessment, the use of interpreters, translated
materials and the provision of cross-cultural training of staff are detailed. The feedback
mechanisms included have been trialled and found to be particularly useful when
seeking feedback on services from CALD clients.

The third section on the recruitment of people from CALD backgrounds provides
information on how to recruit home and personal care staff. It has been found that
CALD clients often prefer home or personal care workers to be of a similar background,
so that communication is strengthened and there is a greater knowledge of their culture.

These three sections are aimed at increasing the cultural relevance and appropriateness
of existing service provision. Ideally, steps in these areas should be employed before
the implementation of strategies in the fourth section, which focuses on the promotion of
these services. The section on accessing CALD communities and building relationships
with CALD groups outlines strategies to promote services using ethnic media as well as
providing information face-to-face with organised CALD groups.

In order to ensure that all aspects of service delivery to people from a CALD background
are considered, the Guide should be used in conjunction with the Home and Personal



Care Kit. This Kit is a resource for home and personal care workers and includes
cultural and religious profiles to assist care workers understanding of cultural factors that
are important in their client’s lives and that should to be recognised in order to provide
culturally appropriate care. The Kit also includes pictorial sheets to assist home care
workers when communication barriers exist between care worker and client.



2 ENHANCING SERVICE DELIVERY FOR CALD CLIENTS

The service delivery model used to deliver services to people from CALD backgrounds
is critical in promoting equitable access to services. This section takes a multifaceted
approach to the provision of home and personal care services and aims to assist staff
who have direct client contact, including administration and assessment officers, as well
as those responsible for staff training.

This section provides information that will assist you to deliver services that take account
of the needs of clients from a CALD background. The information can be used to assist
you to develop culturally appropriate care plans for your clients, ensure that staff are
appropriately trained in cultural sensitivity and effective methods of communication, as
well as to enhance promotional strategies when targeting CALD populations. In
particular this section provides information on:

e Demographic Information: Identifying CALD communities’ living in your catchment
area - this information is aimed at people responsible for planning services. It is
important for service providers to understand the demographics of their catchment
area to know who potential clients are and whether your service profile matches your
community profile.

e Cultural Assessment Guide: How to identify the key cultural factors for individual
clients that will impact on their satisfaction with your service. This section is
designed for people responsible for making the initial assessment of clients needs.
By understanding important cultural information about the client you will be better
able to meet their needs by developing an appropriate care plan and ensuring that
care workers have relevant information about the client.

e Communication with CALD clients: What are the key factors in ensuring that you
and your clients understand each other. This information is designed for people who
speak directly with clients including those responsible for answering enquiries,
assessment of client needs and home and personal care workers. Understanding
your client’s needs and the client understanding the services that you are able to
deliver is critical to client satisfaction with the service.

o Staff In Service Training: The section details the key skills and knowledge you
need to provide culturally sensitive services. It is designed for those responsible for
identifying and delivering staff training.

By incorporating these four factors in your service delivery you will enhance service
responsiveness to the needs of CALD clients.

Demographic Information

Demographic information for your local area can be found on Council websites under
‘community profiles’. The Migrant Information Centre (MIC) (Eastern Melbourne) can
also provide demographic profiles by area and age at www.miceastmelb.com.au or hard
copies can be obtained by telephoning the MIC 9873 1666. Demographic profiles
provide information on country of birth as well as language spoken at home and English
language proficiency.
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Cultural Assessment Guide

It is important that when clients from CALD backgrounds undergo the initial assessment
before commencing home or personal care services that their cultural identity and
background are considered. An assessment guide can be used to document key
cultural issues relevant to ensuring culturally appropriate service delivery. This
information can assist in the development of a care plan to aid home and personal care
workers to best provide these services. ldentifying these factors also assists to ensure
that cultural factors that may impact on a client’'s satisfaction with the service are
identified and addressed prior to service commencement.

The information gathered through the cultural assessment is used to identify the cultural
factors that may impact on:

¢ the client’s understanding of the service,
¢ the client’s understanding of the process, and
e the client’s overall satisfaction with the service.

Cultural assessment can easily be incorporated into existing assessment procedures,
including the Statewide Service Coordination Tool Templates (SCoTT).

Cultural assessment is used to gather information about the client’'s migration history,
cultural or religious traditions, dietary practices and whether it is preferable to have
family members or friends participate in discussion relating to client care. This
information can aid in determining appropriate times for home or personal care. For
example, not during a time of day that is set aside as prayer time. It is useful in a
practical sense, but it can also assist service providers and care workers to develop
greater cultural awareness and consequently provide more culturally relevant and
sensitive services.

An example Cultural Assessment Guide' for your use can be found in the attachments
section, page 43. This Guide can be used to collect information under the following
headings: communication, ethnicity, customs, client history and religious practice and
health and culture.

' Source: NSW Transcultural Aged Care Service



Communication with CALD Clients

Successful communication with clients is one of the most important aspects of service
delivery and should be given particular emphasis in relation to CALD clients.

Many of the staff within Councils have direct client contact, including; staff responsible
for answering enquiries, assessing client needs and service delivery. For the service to
be delivered well staff and clients need to have a shared understanding of the services
offered. Staff need to understand the client’'s needs and expectations whilst clients need
to understand what services they are entitled to, when the service will be delivered, how
the service will be delivered and who to contact to ask questions or to discuss any
issues that may arise.

To ensure that this shared understanding develops there are a number of strategies that
can be used. The cultural assessment discussed in the previous section will assist staff
to understand the needs of clients and the communication styles preferred by people
from different cultural backgrounds. Staff in service training, which is discussed on page
12, provides information that will inform staff of the general principles to be used when
providing services to people from CALD backgrounds. One of the most important
aspects is to make sure that staff understand the meaning of what the client is saying
and vice versa. For this to best occur, the use of interpreters and translated information
is a useful strategy. This section provides information on how to successfully use
interpreters and the steps involved in having information translated in a way that is cost-
effective and most beneficial in the long term.

The effective use of interpreters involves staff being able to identify situations where an
interpreter is required such as in the initial assessment due to the amount of information
given and collected. Situations that may be considered stressful or difficult for the client
can also impact on someone from a CALD background being able to communicate
effectively in English.? If an interpreter is not used in a situation where they were
required, staff may incorrectly assume that information conveyed to the client has been
understood.

Having translated information available is another important means of facilitating a
positive working relationship between clients and staff, as it can encourage an increased
sense of involvement for clients with both the organisation and their service. Having
translated information on the services available is also extremely useful for promoting
your service to potential clients.

The following guidelines outline the appropriate use of interpreters and what to consider
when having information translated. Understanding how to use interpreters may be
particularly beneficial in the assessment stage when client details are gathered and
service delivery is explained. Clients may also feel more comfortable if a care worker
uses an interpreter during the first home visit.

The following points should be included in staff training as required.

Z Source: Victorian Interpreting and Translating Service (VITS)



Use of Interpreters

. Qualified interpreters should be used to ensure confidentiality and impartiality is
maintained, and important messages are conveyed accurately.

. Each client should be informed that they are not responsible for the cost of using
an interpreter.

. When the interpreter is present, face the client and speak directly to them.?

. Speak in short sentences and segments that allow the interpreter to effectively
relay information.

. Avoid using complex terminology that will be difficult for the interpreter to explain.

. Make sure the client is the given the opportunity to ask questions, relating to the
service or what you have just discussed.

o Conclude by summarising the points you've talked about and making sure that

you both have the same understanding.

The Victorian Interpreting and Translating Service (VITS) Guide to Cross-Cultural
Communication is available at http://www.vits.com.au/publications/quide.pdf.

Protocol for the Use of Interpreters

When training staff on the use of interpreters, a protocol on how to book interpreters
both on-site and over the phone should be included. This provides staff with an easy
reference guide to use on the job.

A protocol for the use of interpreters outlines the practical steps on how to efficiently
book interpreters to be used over the phone and on-site. A protocol that explains how
your organisation accesses these services would be particularly valuable for
administration staff and all staff who answer external calls. It is a good idea to have the
protocol laminated and placed in appropriate meeting rooms where conferencing phones
are available.

The protocol should detail procedures for contacting an interpreter, including the phone
number and your organisations pin code, how to use conference calls and how to book
on-site interpreters. An example protocol is included for your use in the attachments
section, page 43.

Translated Materials

Alternative communication options should be available to clients from CALD
backgrounds. Written information about the service should be provided in an equitable
manner that allows clients from CALD backgrounds to feel informed and knowledgeable
about the service they are receiving or about to receive.

Just as it is important to ensure that the correct language is determined when using an
interpreter with a client, it is also important to ensure that clients are provided with
written information in the correct language. However, it needs to be remembered that
not all clients will be literate in their community language. In this case, clients may need
more information to be provided verbally or using alternative communication options
such as video or audiocassettes or CD-ROMSs. It is important to remind the client of their
right to use an advocate (family or friend) should they wish to.

® Source: Victorian Interpreting and Translating Service (VITS)
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As the translation of materials can be expensive, the following gives some useful tips to
assist in deciding what information should be translated and strategies for making this
more cost-effective. Deciding which materials to have translated and into which
community languages is ultimately the responsibility of someone in a managerial role.
However, the following may assist in this process.

Relevant Materials to Have Translated

All clients should have access to information about their care plan as well as basic
information produced by the organisation regarding the services offered. Importantly,
clients should have access to materials relating to the services available as well as their
rights as a consumer. It would be useful to have the Consumer Handbook translated or
a similar collection of materials that includes information such as:

e Client’s care plan. A list of standard services can be translated once and then the
services a particular client will receive can be indicated on their specific care plan
(by ticking or circling the appropriate services). The translated generic care plan
should also include a list of days and times so that it can be indicated when the
services will be received.

Information that requires the client signature.

Statement of Consumer Rights and Responsibilities.

Service Standards.

Information on Using an Advocate.

Services available.

Privacy Information.

Organisation Contacts.

Strategies for Translating Relevant Materials

When preparing to have information translated it is important to be realistic and to plan
for it well in advance. Not all materials are going to be translated into relevant
languages simultaneously. Consider the following:

e Prioritise which languages to translate based on consumer information and
demographic data for your catchment area. Consider the CALD group who most
widely accesses your services along with their level of English. The English
proficiency of some CALD groups is very high and having information translated
for them would therefore not be cost-effective. For example, German and Dutch
migrants tend to have very high English levels. Consider who the CALD users of
the service are, and where there is a need for translated information.

e Decide whether you need to prioritise information to have translated. Prioritised
information should include the client’s care plan, any documents that require the
client’s signature, Service Standards, Rights and Responsibilities and Advocacy
information.

e Condense existing information if needed. For example, it may be possible to
condense the Service Standards to one page.

e Use existing translated materials from reputable sources, such as the DHS
website or other health websites.

o Identify whether other organisations are seeking to translate service information,
as you may be able to share the costs.



e Incorporate a realistic plan into the budget. For example, translate information
into one language per year.

e Consider how regularly information will need to be updated. Try and have
information translated so that it will be relevant in the long term, for example leave
space for variables that will change over time such as fees and charges, times
and dates as well as staff names.

e Remember to make sure the information is worded in a way that is easy to
translate (refer to the following page for tips.)

Generic translated information can be downloaded from the following websites:

Consumer Consent Form in Community Languages

This is a generic brochure than can be used by your organisation. It is available in 12
community languages.

http://www.health.vic.gov.au/pcps/publications/index.htm

Scroll down to reach ‘Consumer Consent Forms in Community Languages’.

Consumer Privacy Information Brochure

This is a generic brochure than can be used by your organisation. It is available in 43
community languages.

http://www.health.vic.gov.au/pcps/publications/index.htm

Scroll down to reach ‘Consumer Privacy Information Brochure in Community
Languages’.

Health Translations Directory

This website includes a range of translated information separated by category. This
information is not specifically for use by service providers.
http://www.healthtranslations.vic.gov.au/

Doing a search for ‘aged’ produces several useful Victorian sites, including ‘A Guide to
Services for Senior Victorians’ which is translated into 12 languages. It also includes,
‘HACC Program News’, which provides information on services available and contact
details for HACC service providers in the Eastern region of Melbourne. This may act as
a useful promotional tool.

10
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How to Prepare Materials for Translation*

When preparing information to be translated, use simple, plain English. A good way of
measuring this is to write to a Grade 4-6 level.

The following points may assist when preparing materials for translation.

1.

2.

10.

11.

Don't include too much information.
Use short, easily understood sentences.
Put the main idea first.

Avoid 'inflated' words.
For example, the word “advantageous” could be replaced with “useful” and the
word “magnitude” with “size’.

Use the active rather than the passive voice.
For example, “our staff can help you wash the floor” rather than “help with
washing the floor is provided by our staff”.

Avoid metaphors, colloquialisms, and culturally specific humour. These are
usually untranslatable.

Avoid lengthy titles - try to break them up.
For example: “Personal Care and Respite Care Guidelines that you should be
aware of” is difficult to translate.

Explain concepts introduced which may be unfamiliar to those from other cultural
backgrounds, such as Meals on Wheels, assessment, and respite care.

Provide translators with background material, including a glossary of any
program-specific or specialist terms used, to assist them in understanding the
document.

Ensure that the translator has been given a contact within your organisation to
discuss any issues that arise during the translating process.

* Source: Department of Premier and Cabinet Vic April 1997
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Staff In Service Training

Communication is one of the most central aspects of working with people from CALD
backgrounds and this should be reflected when training staff. As the home and personal
care field is such an interactive one, training staff in the most effective methods of
communication should be viewed as one of the most important strategies in working
towards providing culturally relevant services.

As previously outlined, interpreters may be required when communicating with clients or
providing them with information. It is important that all staff are aware of how to best
utilise interpreting services and are trained in culturally sensitive methods of
communication.

Cross-Cultural Training

Cross-cultural training emphasises the importance of effective communication between
service providers, home and personal care workers and clients. It helps staff to look at
their own ideas around what culture is and to understand how important culture can be
in the daily lives of clients.

Existing clients have reported that knowledge and respect for their culture is
synonymous with how valued they feel and subsequently with their satisfaction with the
services received.

By encouraging awareness of cultural differences, staff can better shape their interaction
with clients from CALD backgrounds. For example, such training encourages respect
for cultural differences and a greater awareness that such differences may exist. In
practice, staff may therefore be more aware of a client’s personal boundaries, methods
of communication, and religious and cultural values. This training can help to ensure
that the interpersonal communication and space that is often shared between client and
care worker is comfortable for the client and worker.

Some of the topics you may wish to be covered in an introductory cross-cultural training
program include:

Demographic information relating to the catchment area
How ‘culture’ is viewed and how we identify ourselves
The importance of being culturally sensitive

Effective communication styles

Barriers to communication

Verbal and non-verbal communication

Working with interpreters

12



Identifying who requires training and how to provide it

Ideally all staff who have direct contact with clients should undertake cross-cultural
training. This training should be embedded within the training framework as a
compulsory training component. This will ensure that all staff are trained to effectively
cater for the increasing number of clients from CALD backgrounds.

In order to ensure that staff are trained effectively in cross-cultural communication the
following strategies may be employed:

Determine how many training sessions workers need to undertake and how often.
For example, care workers may be required to undertake one training session in
cross-cultural communication per year, or one introductory session and one
further session.

The training session offered is relevant and updated when needed. For example,
general information regarding cross-cultural communication may be included in
an introductory session. Subsequent sessions could then include more specific
information on different cultures.

Find a time that is convenient for the staff. The cross-cultural training should be
incorporated into the training roster at a time where most staff can attend.

Hold the same session several times during the year. For example, run the
training session four times throughout the yearly training schedule. This should
mean that class sizes are appropriate and staff can attend a day that suits them.

Training Organisations

There are a number of training organisations that are available to suit the specific needs
of your organisation and staff. It may also be useful to speak to other service providers
that have already undertaken cross-cultural training.

Some organisations have a published training calendar that offers set modules,
including cross-cultural training. For example:

Centre for Culture Ethnicity and Health
http://www.ceh.org.au/training.html

Ph: (03) 9427 8766

Many organisations can also provide individual training programs to suit your
organisation. These include:

Action on Disability within Ethnic Communities (ADEC)
http://www.adec.org.au/

Ph: (03) 9480 1666

Australian Multicultural Foundation — Aged Care Training Unit
http://www.amf.net.au/aged institute multiculturalTraining.shtml

Ph: (03) 9457 7130

Migrant Information Centre (MIC)
http://www.miceastmelb.com.au/

Ph: (03) 9873 1666

13
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VITS Language Link
http://www.vits.com.au/services/crosscultural.htm
Ph: (03) 9280 1941

One off training sessions, workshops or seminars may also be beneficial in keeping staff
up-to-date, or in providing specific information that is relevant to your organisation. This
information can be found on the following websites:

Infoxchange Australia
Community News
http://www.communitynews.infoxchange.net.au/group/noticeboard/

MIC
Eastern Multicultural News
http://www.miceastmelb.com.au/multiculturalnews.htm

14
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3 GAINING FEEDBACK FROM CALD CONSUMERS OF HOME AND
PERSONAL CARE SERVICES

Seeking feedback from clients on their experience of the services delivered is an
important tool used by organisations to monitor and evaluate client satisfaction. The
feedback gives service providers an indication of how services are being received by
clients and if there are areas where they can be improved. This section aims to assist
staff in determining the best methods of gaining feedback from CALD clients.

Councils currently use a number of different mechanisms to gain feedback from their
clients. The feedback received is used to inform the further development of services to
ensure that there is a close match between the services delivered and the needs of the
clients. Currently HACC service providers are required to seek feedback as part of the
HACC National Service Standards and Consumer Engagement Processes.

Whilst these mechanisms would certainly include feedback from some CALD clients,
often, due to language or cultural barriers, responses from CALD clients may be
underrepresented in general feedback mechanisms. This can result in the needs and
opinions of CALD clients not being considered by service providers in service
development when they are reviewing client feedback information.

This section provides information on a number of mechanisms that can be used to gain
feedback from CALD clients. Information is provided on:

e The pros and cons of various feedback mechanisms. These include, one-on-one
interviews in the client’'s home, telephone interviews, focus groups with Planned
Activity Groups (PAGs), individual interviews with clients in a PAG, inviting existing
client's to attend a focus group, surveys mailed to client's homes and surveys
distributed to clients by a care worker. This information is designed to inform staff
responsible for developing and implementing client feedback strategies of the
advantages and disadvantages of using the different mechanisms with CALD clients.

e Conducting surveys and focus groups with CALD clients. This information provides a
step-by-step guide for developing and implementing these two feedback
mechanisms. More detailed information is provided on these two mechanisms,
which have been trialled by a number of local councils with CALD clients. Councils
reported that the feedback received was very useful whilst CALD clients reported that
the mechanisms met their needs and they welcomed the opportunity to be involved.

Feedback Options

The strengths and weaknesses of various options for obtaining feedback from CALD
clients receiving home and personal care services are detailed below. It is especially
important to consider how user friendly these options are from the perspective of CALD
clients. In some situations clients may feel unable to report difficulties or concerns to the
service provider due to language barriers or fears that it will impact on their service.
This is why it is important to carefully consider the most appropriate methods of gaining
feedback.
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One-on-One Interviews in the Client’s Home

Involves a structured set of questions in the individual’s home, asked by
a worker from Council or independent consultant.

Pros

Cons

In depth consultation with the client

Costs of interpreters and conducting
individual client interviews on-site

Clients feel that their opinions are valued

Human resources required

Points to Consider

% Clients may not feel comfortable talking to someone from Council due to concerns
that their response may impact upon their current service. Their responses may

therefore be limited.

% An independent worker or consultant may receive more candid feedback from the
client, however they may not have enough knowledge about the service to
accurately answer questions from the client.

*

Letters informing the client of the process and requesting their consent to

participate should be sent from the service provider.
% Appointments can be made with those who respond and an interpreter booked if

required.

Telephone Interviews

Involves a structured set of questions over the phone, asked by a
worker from Council or independent consultant.

Pros

Cons

In depth consultation with the client

Cost of telephone interpreters for each
interview

Clients feel that their opinions are valued

Telephone interviews can cause concern
to clients (when will it happen, who am |
speaking to etc)

More cost effective and flexible than
interviews conducted in the client's home

Difficult to read body language and sense
how the client is feeling

Points to Consider

% Clients may not feel comfortable talking to someone from Council due to concerns
that their response may impact upon their current service. Their responses may

therefore be limited.

% An independent worker or consultant may receive more candid feedback from the
client, however they may not have enough knowledge about the service to
accurately answer questions from the client.

The service provider should send a letter informing the client of the process and

requesting their consent to participate. Calls can then be made to clients who
wanted to participate, with the telephone interpreter.

16



Focus Group with Planned Activity Group (PAG)
Involves open discussion around the services received with a small
group, conducted by a worker from Council or independent consultant.

Pros

Cons

Low cost and valuable qualitative
information

Can be difficult to control the number of
people who attend

If too many people attend it is unlikely
that the feedback will be as useful

Points to Consider

* *

Contact groups to confirm an appropriate time and book an interpreter if required.
Clients may not feel comfortable talking to someone from Council due to concerns

that their response may impact upon their current service. Their responses may

therefore be limited.

% An independent worker or consultant may receive more candid feedback from the
client, however they may not have enough knowledge about the service to
accurately answer questions from the client.

% Responses can be compiled by the independent organisation and they can
provide feedback to the service provider to use for future planning.

Individual Interview with Clients in a
Planned Activity Group (PAG)
Involves a structured set of questions with individual members of the
group, asked by a worker from Council or independent consultant.

Pros

Cons

Individual interviews may allow clients to
respond more candidly

Cost of interpreter for individual
interviews

Points to Consider

% Can be conducted either by the service provider or an independent organisation.

% Organise with the PAG Coordinator to visit the group.

% Responses can be compiled by the independent organisation and they can
provide feedback to the service provider to use for future planning.

17



Invite Existing Clients to a Focus Group,

‘Morning’ or ‘Afternoon Tea’
Involves open discussion around the services received with a small
group, conducted by a worker from Council or independent consultant.

Pros Cons
People who are unfamiliar with each Multiple interpreters may be required if
other may be more willing to be open clients who speak different languages are
about their experiences invited to the same session
More candid feedback may be received | If larger numbers attend it can make
with an independent worker obtaining information more difficult

Points to Consider

% Can be conducted either by the service provider or an independent organisation.

% Confirm with clients regarding the need for an interpreter.

% Responses can be compiled by the independent organisation and they can
provide feedback to the service provider to use for future planning.

Survey Mailed to Clients Homes

Questionnaire regarding the services received, can be collated by a
worker from Council or by an independent organisation.

Pros Cons

A survey developed with input from Return rate can be low
relevant service providers will only need
to be translated once and can be re-used
in the future

Confidentially can be maintained if an | Assumes literacy in own language
independent organisation is used

Limited to set responses in the survey
and additional comments may need to be
translated

Points to Consider

% Pre-paid return address envelopes should be included to encourage participation.

% An independent organisation could be used as the return address and they could
compile the results.

% Translation costs. If the survey is developed well, it may only need to be
translated once.
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Survey Distributed to Clients by Care Workers

Questionnaire regarding the services received distributed by care
workers, can be collated by Council or by an independent organisation.

Pros

Cons

A survey developed with input from
relevant service providers will only need
to be translated once and can be re-used
in the future

Return rate can be low

Confidentially can be maintained if an
independent organisation is used

Assumes literacy in own language

Limited to set responses in the survey
and additional comments may need to be
translated

Points to Consider

% Pre-paid return address envelopes should be included to encourage participation.
% An independent organisation could be used as the return address and they could

compile the results.
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Surveys

It has been found that CALD clients have responded well to surveys and they are
therefore a useful method of obtaining feedback. They are also a cost-effective method
of obtaining a broad quantifiable overview of the client’s satisfaction with the service.
The following outlines how organisations can tailor their approach to conducting surveys
to suit CALD clients. Questions should relate to the client’s overall satisfaction as well
as more detailed information concerning the client's knowledge of their rights. The
responses to these questions can be analysed in relation to the effectiveness of the
communication techniques used by the organisation and staff.

When conducting surveys:

¢ |dentify your target group and relevant languages.

e Consider the option of using an external agency or consultant to conduct and
compile the surveys. This will ensure greater privacy for clients and possibly
increase their willingness to participate.

e Consider the possibility of offering incentives to increase the response rate. For
example, a monetary voucher or a free service. However, this would make
responses non-confidential.

¢ Include an introductory letter explaining what the survey is for in both English and
in the translated language if necessary. A sample letter is included in the
Translated Information section (page 51).

e Specify a cut off date for the return of the survey.

o Make sure the survey is sent in both English and the translated language if it is
required or preferred by your clients. It is important to ensure that you can
determine which language group the returned surveys are from. Use an identifier
on the English version of the survey, such as ‘C’ for Chinese and ‘I’ for Italian so
that you can compile the results according to the client’s background as well as
which language they have chosen to respond in.

¢ Include return address envelopes.

¢ Inform staff within the organisation when surveys have been sent out so that they
are able to respond effectively to any enquiries.

See the Translated Information section (page 51) for sample surveys in English,
Chinese, Greek, Italian and Viethamese. They have been developed so that they are
generic and can be used by different Councils.

Focus Groups

Conducting focus groups with clients from CALD backgrounds has been found to be a
particularly valuable way to gain feedback. It is also one that client’s enjoy, often
appreciating the opportunity to express their opinions about the services they receive.

Outlined below are strategies that can be used to organise effective focus groups with
CALD clients.
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Planning a Focus Group with a Non-Established Group

1.

Determine which CALD clients to invite.

It should also be expected that there will be a low attendance rate, which is very
useful for a focus group which have 6 — 8° participants. It may be valuable to
invite people from CALD communities who have the largest representation of your
current clients so that there’'s a better change that optimum numbers attend.
Assessment officers may also advise which clients will be most able to attend.

Consider the timing of the event.

It is important to think about the cultural or religious occasions of the CALD
groups invited, such as Chinese New Year or Greek Easter. Also try to hold the
session outside of school holidays, as clients may be involved in family activities.

Invitations to clients.

Invitations should include details of the event and the reason why it is being held.
It is useful for clients if a map of how to get to the venue and parking suggestions
are included.

The invitation should be sent with a return sheet that allows clients to indicate if
they are attending, and if they require an interpreter and transport to the event.
An example of this can be found in the Translated Information section from page
51. It is also important to find out if there are any mobility issues that impact the
location of the venue and transport requirements.

RSVPs from clients should be confirmed by phone.

Checklist when organising the session:

= Organise transportation in advance if it is required.

» Arrange a venue that can be accessed by all participants.

= Consider offering culturally appropriate foods that also take specific dietary
requirements of the group into account, such as if a client is diabetic or needs
softer foods. For example if you are holding a morning or afternoon tea with
elderly Greek people, a Greek salad and fruit platter may be appropriate.
Depending on the differing needs of the clients, offering a range of foods may
be a good idea. Those without specific dietary requirements might appreciate
Greek cakes.

= When working with another organisation, clarify who is responsible for each
task and making which specific arrangements.

» Ring the clients you are expecting the day before to confirm their attendance.

» |f necessary set up signs outside the venue so it can be found easily.

Conducting a Focus Group

The following points outline how to most effectively conduct a focus group. Most of them
can be applied to focus groups in general, as well as to those that are CALD-specific.
However it needs to be remembered that each time a focus group is held it is different.
It is important to be flexible in your approach and to judge the situation accordingly.

Clients need to be aware that their feedback will not affect their service delivery.
If the focus group is being conducted by an independent consultant let the clients

® Victorian Council of Social Service and Yoland Wadsworth, 1997
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know that their feedback will be anonymous to the Council. It is likely that this will
encourage more honest and elaborate feedback regarding the services they are
receiving. One option is to use a consultant or someone independent of the
organisation to hold the focus group.

The ideal number of participants for a focus group is 6 — 8.

It is important to have pre-planned questions in mind before the focus group
session. However, the aim should be that conversation is informal and free
flowing rather than set question and answer. This will allow participants to feel
comfortable and provide the most constructive feedback.

Try and ask a general and non-threatening opening question to encourage clients
to participate in the discussion. Avoid asking questions that can be answered
with yes or no.

Allow extra time if working with an interpreter. This is particularly important if
there is one interpreter for a larger focus group, as each person’s feedback will
need to be interpreted. Extra time is also needed if participants speak different
languages and there is more than one interpreter present.

A focus group should be limited to one issue or one topic to gain the most
relevant and useful information. For example, don’t switch from the topic of home
and personal care services to something unrelated because this may confuse
participants.

It needs to be recognised that there may be more dominant or passive
participants in the focus group and it is up to the facilitator to enable everyone to
have a voice.

Ideally conclude the focus group session by summarising the feedback given and
confirm that it corresponds with the participant’s views.

The conclusion of the focus group may be a good time for a staff member from
the Council to meet with the clients and possibly discuss other service options.
While eligibility criteria will determine service provision to specific clients, clients
may be eligible for services they are not aware of. Discussion around client
needs and services available may lead to the referral of clients to other related
services, such as Meals on Wheels, home maintenance programs or social
groups within the area.

Time with a staff member from the organisation should also be allowed for
answering any questions the clients may have.

It is a good idea for the agency that conducted the focus group to send a thank-
you letter to the clients who attended. Clients are then acknowledged for
providing feedback and can be confident that their details remain anonymous to
the service provider.
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4 RECRUITMENT OF PEOPLE FROM CALD BACKGROUNDS

This section is not about training, which is the responsibility of Registered Training
Organisations (RTOs), but about the recruitment of qualified people from CALD
backgrounds.

The previous two sections on service delivery and feedback mechanisms focused on
enhancing aspects of existing service provision. In order for organisations to further
meet the needs of their CALD clients and encourage the uptake of services by people
from CALD backgrounds, it is important to have care workers from a similar cultural
background. This section aims to assist staff to incorporate the recruitment of people
from CALD backgrounds into existing recruitment processes.

It has been found that clients from CALD backgrounds often prefer to be matched with a
home or personal care worker from a similar background. When the care worker speaks
the same community language as the client, communication difficulties can be
alleviated. It is also more likely that the worker will have a greater understanding of the
client's cultural norms and values which will assist in providing services that are
culturally relevant.

This section provides practical guidelines for service providers to recruit more home and
personal care staff from CALD backgrounds. It has been designed to assist people
responsible for the recruitment of staff.

The following recruitment processes are detailed in this section:

¢ |dentifying your target audience, or cultural group that you want to recruit from. This
will help to determine the best method to use.

e Using ethnic media to inform people from CALD backgrounds that you are looking to
recruit CALD workers. This is particularly beneficial if you want to recruit workers
from a specific cultural background.

e Presenting information at RTOs where people from CALD backgrounds are studying
for their Certificate 11l in Home and Community Care.

While matching clients with a care worker of the same cultural background is often
preferred, be aware that clients and care workers still need to be asked individually if this
is something that is important to them.

Identify Target Audience

It is important to be clear about who your target audience is and who you are looking to
recruit. Whether you are aiming to recruit people from a specific cultural background or
CALD groups in general affects your selection of a strategy.

To appeal to potential workers from a particular background, it is important to find ways
of accessing that cultural group. One of the most effective ways of doing this is by
utilising ethnic media specific to that cultural group. It is also useful to combine this with
using local media outlets for greater information dispersion throughout the community.
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To increase the number of CALD home and personal care staff in general, it may be
more useful to target Certificate Ill in Home and Community Care classes where there
are likely to be CALD students.

Utilising Ethnic Media

Using ethnic media to advertise for more home and personal care workers from CALD
backgrounds is particularly useful if you want to recruit staff from a specific cultural

group.

If you do choose to target one cultural group, it is important to consider their general
understanding of the home and personal care field. Different aspects of working in this
area will appeal to different cultural groups and it is important to be aware of this in your
marketing. For some the caring role and contributing to the health of the community will
be appealing, whereas for other groups it may be better to emphasise the
professionalism of the job and increased employment opportunities.

For detailed information on various ethnic media sources including contact details see
pages 28 to 34.

Presentations and Advertising

In order to effectively inform people from CALD backgrounds about working as a home
or personal care worker, it is important to consider the process of direct recruitment and
actively target those who are currently studying or seeking employment.

If you are able to organise a presentation to a student group, the following information
on presenting information may be beneficial. The MIC developed a recruitment booklet
in April 2004 for people from CALD backgrounds interested in the home care and
personal care field. This can be distributed to participants at the presentations. It is
available at:

http://www.miceastmelb.com.au/documents/pdaproject/Recruitment Info Booklet.pdf

Clarify the following with the institution before the presentation:

o Class size.

¢ Time of the class you are going to present to.

o |If there is flexibility with the time you present, consider the location of the institution
and travel time for students.

e Length of time to present to the class.

e Level of English of the students or participants, as more advanced English is
required for the job.

o |If possible, talk to the specific teacher of the class you are going to present to so that
they are aware of the topics to be presented in advance and can better incorporate it
in their lesson plans.
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The presentation:

Provide clear and realistic information about employment in the home care and
personal care sector.

The role of home care, personal care and respite care workers and what their duties
include should be clearly explained.

Make participants aware of their options when working in the field, including
traineeships and undertaking independent study.

Present realistic information regarding a working level of English. Home care and
personal care workers need to be able to read policy and procedure manuals and fill
in time sheets accurately.

Highlight the importance of being bi-lingual and from a CALD background in this field.
Provide participants with realistic expectations about working in the field as well as
including information on the personal and professional benefits. For example,
include positives about the job such as flexible working hours and personal
satisfaction as well as necessary information relating to the need for a car and
licence and difficulties that may be encountered when working.

Overheads or visual information is also useful.

Have written information available on the day. This can include information on the
service, contact details, business cards, job descriptions and applications.

Frequently Asked Questions by participants at presentations

Am | covered by insurance?

What if a client’s needs are beyond my training and capabilities?
Am | only going to be working with people who speak my language?
Do you always see the same client?

How much does it pay?

Are there guaranteed hours?

How many days a week do | have to be available?

Do we get sick leave and holidays?

Is there night work?

Do you need a drivers licence and would you use your own car?
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5 ACCESSING CALD COMMUNITIES AND BUILDING
RELATIONSHIPS WITH CALD GROUPS

It is important that the services being offered and promoted are culturally relevant and
appropriate for people from CALD backgrounds. The sections on Service Delivery,
Feedback Mechanisms and Recruiting People from CALD Backgrounds provide
guidelines for strengthening current methods of service provision. Similarly when your
service is seeking to consult with, or to promote your services to CALD communities
there are specific processes you can undertake that address cultural factors as well as
encouraging greater communication between organisations and people from CALD
backgrounds. This section is designed to assist people responsible for consulting with
and promoting services to CALD communities. By acknowledging and responding to the
specific cultural factors your work in this area will be more effective.

The need for targeted approaches in consulting and promoting services to CALD
communities is recognised in a number of initiatives. For example, the Culturally
Equitable Gateways Strategy (CEGS) aims to build partnerships between enthnospecific
organisations and Councils to enhance CALD clients access to HACC services
(assessment care management, home care, personal care, respite home and
community, delivered meals and property maintenance). This initiative reflects the need
to create sustainable partnerships between service providers and CALD communities in
the planning, accessing and provision of services for and to CALD clients.

This section aims to assist service providers to establish links with CALD communities
by providing step-by-step strategies that will assist you to promote services to and build
relationships with CALD communities. Specifically, this section provides information on:

e How to effectively promote your services to CALD communities by utilising ethnic
media and ethnospecific organisations. This includes information on how to best
approach ethnic radio and newspapers, as well as the process of filtering information
through other health care workers such as GPs and enthnospecific workers.

e How to contact community groups and successfully tailor an information sharing
approach to suit the group.

e How to conduct presentations with CALD groups and sustain on-going networks.
This includes information on how to plan for and use interpreters for presentations.
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Promoting Services to CALD Communities

In order to effectively promote your service to CALD communities it is important to target
possible consumers as well as their families. This is very valuable as it is often the
families or children of clients who initially suggest using the service.

When widely promoting your service to people from CALD backgrounds it is preferable
to use both ethnospecific media as well as mainstream media. This allows for greater
information sharing between potential clients and their family and friends. Remember to
include information regarding the availability of interpreters where necessary.

The following focuses on how to best utilise ethnic media. Different groups may prefer
to use different media outlets and will respond better to some than to others. (It will
become apparent which are the most effective ways of promoting your service to
different groups.) Building relationships with contacts within the ethnic media and the
leaders of communities and groups can also be very valuable.

A combination of the following options is likely to result in more effective and successful
coverage of the target group. Contact details and information on how to contact your
service using an interpreter should also be given with each approach.

Ethnic Radio Programs

Pros Cons

Access for socially isolated members of | Largely depends on discretion of the
the community producer, so there is no guarantee that it
will be broadcast

Valuable for non-literate older members | Not localised, so there is a possibility that
of communities there will be inquiries from outside of the
service providers catchment area

Popular form of gaining information for | Sometimes information can be edited
many communities without your knowledge i.e. the venue
without the time etc

Points to Consider

Identify the most popular station and program for the identified community.
Prepare a media / press release to fax to stations. Follow up with a phone call.

It is important that the producer recognise the information as a ‘community service
announcement’, rather than an advertisement.

Material that is already translated may have a better chance of being announced.
Depending on the relationship with those responsible, a series of reports /
interviews may be possible.

Bilingual staff can be interviewed.

It is important to give a contact person and phone number in English as well as
how to access an interpreter.

* % k% ok k¥
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Articles in Ethnic Newspapers

Pros

Cons

Identified as a popular medium for

accessing information

In some languages there is more than
one ethnic newspaper. Finding the one
with relevant readership for your target
audience is important. Contact ethno-
specific agencies or community contact

There is generally a wide readership

Frequency of the papers may require
planning. Lead time is very important,
i.e. monthly / fortnightly publications

Translation of short community
announcements may be able to be
negotiated with the newspaper

Sometimes information can be edited
without your knowledge i.e. the venue
without the time etc

Not localised, so there is a possibility that
there will be inquiries from outside of the
service providers catchment area

Cost to have the information translated
as well as the cost to include it in the
newspaper

Points to Consider

Bilingual staff can be interviewed

% % % ok F F

The information needs to be identified as a community service announcement
If well planned it may be possible to arrange a series of reports or interviews

It is important to have a contact person / number and how to access an interpreter
Develop press releases (particularly for events and one off forums)
Local newspapers are an important source of information for second-generation

children who may not read their parent’s language. Having the same information
in English is important so that someone in the family picks up on the information

Articles for Community Newsletters /
Council Newsletters

Pros

Cons

Articles will be aimed at increasing the
knowledge of other service providers,
and / or the children of CALD clients

Articles will only be in English

Generally need articles, so will be able to
accommodate community information

It is important to check the Council news
lead times

Wide audience

Points to Consider

% Confirm the timelines with the contact person.




Articles in Social Club Newsletters

Pros Cons

Can target specific audience Very specific audience. Important to
target relevant group

There is a sense of ownership and | Frequency needs to be considered — how
relevance in their own community | often the newsletters are produced
newsletter

Loyal readership Not every community / club has a
newsletter

Points to Consider

% Contact the President / contact person.

% Confirm the timelines with the contact person.

% Check whether the information needs to be translated.

% Should be combined with a visit to the club, to expand on the information provided
and answer any questions.

Promotion through Religious Leaders and
Places of Worship

Pros Cons

The leader is likely to be held in a| Visiting the place of worship does not
position of respect automatically include the whole
community

Leaders often have a good | To reach more of the community it is
understanding of the community’s needs | important that this strategy be part of a
through regular contact larger campaign, rather than the whole
campaign

If you have a strong relationship with the
leader, then the community is more likely
to put their trust in you as well

Importance of worship — for some socially
isolated people going to worship can be
their only outing of the week

Points to Consider

% It is important not to make assumptions about the religion or faith of communities.
They can encompass many different faiths and attend different Churches. For
example in the Chinese community faiths include Buddhist, Baptist, Christian etc.

% |t is important to consider age group and demographics of the ‘congregation’, to
target the topic (i.e. a young group can be approached by explaining these are
services we can provide to assist you to care for your parents).




Information provided to Bilingual GPs /
Ethnospecific Workers

Pros

Cons

Health professionals and teachers hold
positions of respect for many
communities

The middle person may not have enough
information / knowledge about the
service to accurately inform the client

Points to Consider

future reference and referrals.
Bi-lingual

* kK *

GPs can be found by using

Information can be provided in different formats, such as written information or a
meeting or presentation could be held with ethnospecific workers.

Ethnospecific workers can pass on information to possible clients.

If sending written information, include a cover letter explaining your reason for
writing and what information you wish to pass on.

Information should be linked to health care.

Can be posted on information boards but also provides information to the GP for

the following search engine,

http://vic.serviceseeker.com.au/, and entering the language required.
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Ethnic Media List

Language Press Phone Fax Radio® |Phone Fax TV Phone Fax

African The Ambassador 99264684 99264690

Arabic El Telegraph 9387 1590 9387 9119 3CR 9419 8377 |9417 4472 |Ch 31 [9663 5831 |9660 3100

Arabic An Nahar 9383 7422 9383 7399 SBS 9949 2121 9949 2120 [SBS [9949 2121 9949 2120
3Z2ZZ 94151930 |9415 1818

Arabic Egypt News (02) 9625 8184 |(02) 9675 2248

Cambodian SBS 9949 2121 9949 2120

Chinese Aust Chinese News 9663 8181 9600 0699 2AC (02) 9267 ((02) 9264 |Ch 31 [9663 5831 |9660 3100

7533 4224

Chinese Melbourne Chinese Post 9663 8455 9663 8209 3ZZZ 194151930 |9415 1818 |[SBS 9949 2121 [9949 2120

Chinese The Tide 9329 8686 9329 5088 SBS 9949 2121 9949 2120

Chinese Chinese Australian 9663 1033 3AW 9243 2000 [9690 0630

Chinese Chinese Commercial 9480 1919 9480 1958

Weekly

Chinese Aust Chinese Daily (02) 9261 3033 |(02) 9261 3525

Chinese Pacific Times 9326 6466 9326 7499

Chinese 21° Century Chinese News |9663 6200 9639 0857

Chinese Chinese Herald (02) 9212 7388 |(02) 9281 8328

Croatian Croatian Herald 9481 8068 9482 2830 3Z2ZZ 94151930 |9415 1818 |Ch 31 |9663 5831 9660 3100

Croatian Spremnost Croatian Weekly [(02) 9150 4074 |(02) 9150 4074 |SBS 9949 2121 (9949 2120

Czech/Slovak |[Noviny (02) 9319 6380 [(02) 9319 6380

Dari SBS 9949 2121 9949 2120

Dutch The Dutch Courier 9752 5955 9754 7242 3ZZZ 194151930 |9415 1818

Dutch The Dutch Weekly (02) 9569 4433 SBS 9949 2121 19949 2120

Fijian/Indian |Fiji Tiimes (02) 9718 7522

Filipino Philippine Times 9467 6896 3ZZZ 194151930 |9415 1818 |[SBS 9949 2121 [9949 2120

Filipino SBS 9949 2121 9949 2120

Finnish Suomi 9572 2543 9563 6223

" Check radio guides e.g. the Green Guide for times and days for language programs
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Language Press Phone Fax Radio® |Phone Fax TV Phone Fax
French Le Courrier Australien (02) 4577 6726 |(02) 4577 6725 |SBS 9949 2121 9949 2120 |Ch 31 [9663 5831 |9660 3100
French SBS [9949 2121 |9949 2120
German Neue Heimat und Welt 9521 3366 & 32727 94151930 |9415 1818 |SBS [9949 2121 (9949 2120
9459 3571
German Die Woche in Australien (02) 9792 6645 [(02) 9792 8766 |SBS 9949 2121 9949 2120
Greek 3XY 9495 1422 |9495 1424
Greek Ta Nea (The News) 9495 1422 9495 1422 Ch 31 |9663 5831 |9660 3100
Greek Neos Kosmos (Greek 9482 4433 9482 2962
Times)
Greek Ellinis (02) 9566 0553 [(02) 9660 5736
Greek The Greek Herald 9415 8588 9415 8944
Hungarian Hungarian Life 9521 3366 & 9521 3436 32727 94151930 |9415 1818
9557 2422
Hungarian SBS 9949 2121 9949 2120
Indian Bharat Times 9689 6406 9689 6489
Indian South Asia Times 9893 4947 9893 4947
Indian Indian Voice 9576 5767 9557 7157
Indonesian  |Indo Media (02) 9280 4688 [(02) 9280 4988 |3ZZZ 194151930 (94151818 |SBS [9949 2121 [9949 2120
Indonesian SBS 9949 2121 9949 2120
Italian Il Globo 9481 0666 9486 1412 Rete 9481 0666 |9486 1412 |Ch 31 |9663 5831 (9660 3100
Italia
Italian SBS 9949 2121 [9949 2120
Japanese Japan Australia News (08) 9355 0111 |(08) 9355 0333
Jewish Jewish News Melbourne 9525 8833 9525 9060
Korean Korean Times (02) 9789 0066 |(02) 9879 0022
Lithuanian Muso Pastoge (02) 9790 2319 |(02) 9790 3233
Macedonian |Aust Macedonian Weekly  [0411 136 151 3Z2ZZ 194151930 |9415 1818 |Ch 31 |9663 5831 [9660 3100
Macedonian |Today Denes 9404 2990 9436 5185 SBS 9949 2121 9949 2120
Maltese Maltese Herald 9359 2474 9359 2474 32727 9415 1930 |9415 1818
Maltese SBS 9949 2121 9949 2120
Persian/Farsi SBS 9949 2121 9949 2120
Persian/Farsi |Golchin (published monthly) |9464 2229 9464 2228

" Check radio guides e.g. the Green Guide for times and days for language programs
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Language Press Phone Fax Radio® |Phone Fax TV Phone Fax
Polish Polish Weekly 9362 0128 9362 0108 3Z2ZZ 194151930 [9415 1818 |Ch 31 [9663 5831 [9660 3100
Polish SBS 9949 2121 [9949 2120

Portugese 3277 9415 1930 |9415 1818

Portugese O Portugese Na Australia  |(02) 95685911 9560 6044 SBS 9949 2121 19949 2120

Russian Unification (02) 9618 0108 |9605 4575 3ZZZ 194151930 |9415 1818 |Ch 31 |9663 5831 [9660 3100
Russian Horizon (02) 9369 4122 |9387 1461 SBS 9949 2121 9949 2120 |[SBS 9949 2121 |9949 2120
Russian Panorama 9570 4656 9570 4656

Serbian World Serbian Voice 9521 3366 9521 3436 32ZZ 9415 1930 |9415 1818 |Ch 31 |9663 5831 [9660 3100
Serbian Novosti (02) 9566 0553 |(02) 9660 5736 |SBS 9949 2121 9949 2120

Spanish 3ZZZ 194151930 |9415 1818 |[SBS 9949 2121 [9949 2120
Spanish Spanish Herald (02) 9566 0553 |(02) 9660 5736 |SBS 9949 2121 9949 2120

Sri Lankan Pahana Light and Life 9793 1240 9793 1245

Tamil SBS 9949 2121 9949 2120 |Ch 31 |9663 5831 |9660 3100
Tamil Uthayam 9561 0242 9561 0242 3CR 9419 8377 |9417 4472

Tamil 3ZZZ 194151930 [9415 1818

Turkish Turkish Report 9464 7782 9464 7783 3Z2ZZ 94151930 |9415 1818 |Ch 31 [9663 5831 [9660 3100
Turkish Yeni Valan (02) 9646 3039 |(02) 9643 2361 |SBS 9949 2121 9949 2120

Vietnamese |TiVi Tuan San 9417 1292 9417 0655 PBS 8415 1067 |8415 1831 |Ch 31 |9663 5831 |9660 3100
Vietnamese |Human rights 9419 6793 9416 2920 3ZZZ 194151930 |9415 1818

Viethamese |Dan Viet (02) 9728 1666 [(02) 9728 1600

Vietnamese |Chieu Duong (02) 9725 6444 9725 6446

Vietnamese |TiVi Victoria 9795 2811 9795 2944

* Check radio guides e.g. the Green Guide for times and days for language programs
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Promoting Services and Building Relationships with Established
CALD Groups

Utilising ethnic media is particularly useful in conveying general messages and making
people within CALD communities aware of your service. However, meeting with and
initiating discussion about what you offer, the process of application and eligibility gives
people from CALD backgrounds the opportunity to ask questions and gives you an
understanding of what some of the issues are for them. This also gives service
providers the opportunity to address perceived barriers to accessing services.

It is important to invest time into forming a strong relationship with CALD groups. They
are then more likely to feel comfortable in contacting service providers and accessing
the service. They will also automatically have a link to your service if ongoing
relationships are established.

It is often far more effective to arrange presentations or consultations with organised
CALD groups such as Churches and Senior Citizen’s groups, rather than holding your
own information session and inviting people. That way you already have a guaranteed
audience and members of the group will feel comfortable in a familiar environment.

The following details practical methods of contacting community groups and tailoring
information sessions in accordance with the structure of the group.

Identify Target Audience

Identify which CALD community you would like to promote your service to, possibly
based on the demographics of your catchment area. Decide whether you want to target
Senior Citizen’s groups or wider CALD organisations. The members of Senior Citizen’s
groups often include the most likely consumers for the near future and they are often
interested in information and services that are relevant for them.

Identify CALD Community Groups

e The Ethnic Community Council of Victoria (ECCV) has developed the Muilticultural
Aged Care Service Directory, which is available at www.eccv.org.au.

e The Victorian Office of Multicultural Affairs has produced the Victorian Multicultural
Resources Directory, available for purchase from Information Victoria (1300 366 356)
or to download from www.voma.vic.gov.au/mrd. It contains a section on ‘Ethnic
Elderly Organisations’ which is very useful when sourcing Senior Citizen’s groups.

e The MIC (9873 1666) can also provide contact details of CALD communities within
the Eastern region and advice on who to contact within identified communities.
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Contacting CALD Community Groups

1.

When you have details of the contact person, call initially without using an
interpreter unless you are aware that you need one. Be prepared to call back
with an interpreter if the contact person has limited English skills.

Explain your service briefly and arrange a time to meet to discuss providing
information to the group. Many Senior Citizens’ groups may be involved in such
activities and presentations.

Make a time to meet the community leader or committee members to further
understand the composition of the group and how best to present information.
Find out the most suitable community language for the group. Although people
may be from the same cultural background this does not mean that they
necessarily speak the same language.

Understand the Composition of the Group

1.

Meet the president or committee members before the presentation if you can, or
otherwise gather information about how the group operates over the phone from
the contact person (see attachment section on page 43, for a list of useful
questions).

Use a question sheet as a guide to gather relevant information about the group,
such as how often they meet and where, what areas the members live in and the
faiths of the members.

The composition of some groups or the age of general membership may affect
the emphasis of the information distributed. For example, for some Senior
Citizen’s groups it may be important to stress that the information presented is to
provide them with knowledge about their options for the future. Many of the
people attending the presentation may not presently need home care or personal
care services, but it is still important that they are aware of them for the future.
The initial meeting is aimed at building an understanding of the group you will be
presenting to as well as providing them with the opportunity to get to know a bit
about your organisation. You may also be able to identify some of the perceived
community needs regarding your service. This session does no have to be long;
half an hour may be sufficient, or longer with an interpreter. It is important that it
is used to develop a shared understanding of both the group structure as well as
what you hope to achieve by undertaking the presentations and discussions with
the group.

Tailor Information Sharing Approach to suit Group

1.

The information gathered about the group composition should indicate how the
group usually come together, such as for meetings, recreation or lunch. This
gives some idea about how to best present information to the group.

Information sharing may be formal or informal depending on the group structure.
Some approaches include holding an information forum, hosting a morning tea or
presenting during a regular activity for the group. This option is very useful
because it means that regular members are likely to attend so you have a
guaranteed audience.
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Information and Presentations held with clubs,
For example, Senior Citizen’s Groups

Pros

Cons

Targeted audience

Members may not feel comfortable to ask
questions or discuss certain issues in
front of the group

Direct personal contact can establish
relationships with community members,
giving them a familiar face when they
approach a service

Fluctuating numbers of people, especially
with smaller groups

Direct contact and word of month can be
an effective approach due to limited
literacy in their own language or impaired
vision

Cost of the interpreter

Can be time consuming for the worker,
depending on the length of the session
and the preparation involved

Points to Consider

* % *

Contact the President or contact person to arrange a time and date.
Organise information forums on a club day.
A presenter who speaks the same language of the audience would be ideal. If

someone is not available be sure to book an interpreter — club or group members

should not take this role.

for the participants and their families.

overcome transport issues.

* ** *

Providing written material in both English and the community language is useful

Visual tools can be useful in maintaining interest, ie. posters, pamphlets etc.
Holding forum / information sessions at the regular meeting place is preferred to

Recommended time for the presentation is around 30-45 minutes, to maintain the

interest of the audience. Any longer presentations should be negotiated with the
contact person beforehand and the time it takes for interpreting should also be

considered.

should also be available.

to improve future presentations.

* * ok *

Personalise the information for the audience; consider length of time in Australia,
migration experience, levels of use of services etc.

Distribute translated printed materials if available at the forum. English material
Consider using evaluation forms in English and the community language in order

Reuvisiting the group on at least an annual basis can keep them informed of any

service changes, reinforce the initial information about the service and most
importantly maintain positive relationships.

Consider working with other
complimentary services.

service providers

to promote similar or
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Presenting to a Group with an Interpreter®

Points to consider before the presentation:

Before the presentation takes place, it is important to keep the following points in mind
so that the presentation is clearly understood by all participants and so interpreters can
pass on the information accurately.

¢ Allow for the extra time needed for your presentation to take place, as the interpreter
needs to repeat each sentence. An estimation is usually double the usual
presentation time.

o Before presenting, it is a good idea to read through your notes to ensure that the

presentation is clear and that the message is conveyed in a straightforward and
simple manner. Complicated language is sometimes lost in translation. The real
trick is to be simple and non-patronising.
For example instead of saying "The Council's vision for the next five years is focused
on increasing equity of access to HACC services for people from CALD
backgrounds”, it may be better to say, "Today we would like to talk with you about
the services we have that help people to live at home, who is able to use these
services and how you apply for them.”

e Allow time before the presentation to provide the interpreter with information about
what will be presented along with any written information. If you are holding a
discussion, explain what type of feedback or responses you are hoping for from the

group.

e Professional interpreters will only relay information to the audience exactly in the way
it is stated by the presenter.
For example, if the presenter asks, "Do they understand me?" the interpreter will ask,
"Do they understand me?" in the community language.

e Many services that exist in Australia do not exist in other countries and so there is no
translation available. For example, home care and personal care services are often
unfamiliar concepts. The presenter should explain the nature of the service before
repeatedly using the same word.

e Service philosophy for health service providers also varies in diverse cultures. For
example the western philosophy of aged care / disability services assisting people to
be "as independent as possible" or "empowering people with disabilities" may not be
understood in some cultures. It is a good idea to explain your philosophy and it’s
importance at the beginning of your presentation.

® Source: Action on Disability within Ethnic Communities (ADEC) July 2000
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Points to consider during the presentation:
The following points will assist you in conveying your message clearly and accurately:
e Speak clearly and slowly. Do not shout.

e Say one sentence at a time. Wait for the interpreter to finish before you commence a
new sentence.

e Jargon or complex (service specific) terms should be avoided or simplified.

e Jokes or humorous statements should be avoided as they often do not translate
accurately and become "not funny".

¢ Avoid intonations in your speech. Intonations can sometimes change a statement to
a question.

¢ Do not use "broken" sentences. This makes it confusing for the interpreter and can
sometimes sound patronising.

Ask the audience whether you are speaking at an appropriate pace in the early stages of
your presentation so the presentation can continue effectively.

Points to consider after the presentation:

e Ask the audience if there are any questions or if any clarification is needed for parts
of the presentation.

¢ Allow time with the interpreter when the session and question time is finished. Some
people may feel more comfortable asking for further information individually.

e Thank the audience / interpreters.

Evaluation

Evaluation sheets on the day can provide useful feedback on the participant’s initial
response to the information presented and what knowledge was gained regarding the
service. They may also indicate what areas participants would like more information
about. The sample evaluation in the Translated Information section (page 51) is in
English, Chinese and Macedonian. Revisiting groups in the future is also particularly
useful in addressing further questions that may have arisen, and in establishing ongoing
networks with CALD groups.
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6 USEFUL LINKS

Action on Disability within Ethnic Communities (ADEC)
http://www.adec.org.au/

Adult Multicultural Education Services (AMES)
http://www.ames.net.au/

Australian Department of Health and Aging
http://www.health.gov.au/acc/publicat/multilin.htm
Links to multilingual publications on Aging.

Australian Institute of Health and Welfare
http://www.aihw.gov.au/publications/age/poi/index.html

Provides a link to report, ‘Projections of Older Immigrants - People from Culturally and
Linguistically Diverse Backgrounds, 1996 — 2026, Australia.” The report contains
detailed projections for the 50 most common countries of birth, 34 languages and 30
religions for older immigrants in Australia.

Australian Multicultural Foundation
http://www.amf.net.au

Department of Human Services
Home and Community Care
http://www.health.vic.gov.au/hacc/

Department of Human Services

Statewide Service Coordination Tool Templates and Guidelines
http://www.health.vic.gov.au/pcps/

Scroll down to ‘Service Coordination’ — to ‘Service Coordination Tool Templates and
Guidelines’.

National Accreditation Authority for Translators and Interpreters (NAATI)
http://www.naati.com.au/

Office of Senior Victorians

www.seniors.vic.gov.au

This site includes an extensive list of links to other ‘senior’ sites and a link to ‘A Guide to
Services for Senior Victorians 2002’ which can be downloaded in 13 languages.

Queensland State Government

http://www.health.qld.gov.au/multicultural/default.asp

Multicultural Health page that provides links to various information including, “A Guide
for Working with Interpreters” and “Checklist for Cultural Assessment”.

Victorian Multicultural Commission
http://www.multicultural.vic.gov.au/index.htm
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Victorian Office of Multicultural Affairs

www.voma.vic.gov.au

In the publications section there are links to the ‘Multicultural Resources Directory’,
‘Multicultural Victoria Community Facts Sheet’ and ‘The CALD Report’, which provides
information regarding CALD access to government services.

VITS Language Link
Victorian Interpreting and Translating Services
http://www.vits.com.au/

http://www.vits.com.au/publications/quide.pdf
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7

ATTACHMENTS

The attachments included are designed to be used by home and personal care
organisations to assist in providing culturally relevant services.

The following outlines how the attachments can be used within your organisation:

Cultural Assessment Guide — is designed primarily for use by assessment officers in
the initial stages of service delivery. The Guide is ready for use, as space has been
left for assessment officers to write client information. The information obtained from
clients such as best communication methods and which family members need to be
involved in decision-making, can be used to help devise an effective care plan. This
information should be made available to relevant care workers to continue
appropriate service delivery.

How to Access Interpreting Services — is an example of a protocol for the use of
interpreters. It is particularly useful for administration staff or staff who are likely to
be answering external calls. This sheet would be most useful if it were laminated
and placed in relevant rooms particularly where telephone conferencing is available.

Question Sheet to obtain initial information about CALD groups — provides a list of

questions to find out more about the structure of CALD groups, such as Senior
Citizen’s groups, to determine the best information sharing approach.
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Cultural Assessment Guide

This Guide has been developed to assist staff when assessing clients from CALD backgrounds.
Depending of the type of assessment and needs of the client, it may be used in part or as a whole.

Communication

Determine the correct language to communicate with the client: This should be
determined at initial contact by the intake officer. Be careful not to make assumptions
regarding the language spoken. For example, a Chinese person may speak Cantonese,
Mandarin or another Chinese dialect.

Work with the client to decide whether a professional interpreter is required: Either on
the phone and/or on site at the initial assessment visit.

When using professional interpreters:
What are the client’s preferences? For example, would they prefer a male or female
interpreter? If resources allow, try and provide the client with these preferences.

Appropriate way of addressing the client: Always use titles on the first meeting and ask
the client how they prefer to be addressed. In some cultures the given name follows the
family name. The client’'s preference can be asked in the initial assessment and the
information passed on to relevant care worker/s.

Non-Verbal Communication: Be aware that in some cultures direct eye contact and
physical contact, such as shaking hands, may be an unfamiliar custom. The
assessment officer should provide home and personal care workers with information
regarding relevant and appropriate methods of non-verbal communication.

Ethnicity
Which cultural group/s does the client identify with?
Country of Birth: Preferred Language:
Other Languages: Literacy:

Customs

Relationships, Roles and Decision Making: With the client, identify family members who
will be involved in the decision-making regarding the client’s care and therefore who it is
important to consult with. Consider legal implications as well as who may act in an
advocacy role.




Client History

Culture: s there a specific culture that the client identifies with?

Migration History: Reasons and circumstances for the client’s migration to Australia?
How long they have been in Australia? Consider the possibility of traumatic experiences
when assessing mental capabilities but recognise it may not be appropriate to ask
clients directly about this.

Religious Practice

Prayer: Be aware of links of between religion and health. Il health may be seen as a
result of lack of prayer or faith. Is there a time of day that needs to be set-aside for
prayer or other religious activities? Scheduling and rostering should take account of
preferences and needs.

Diet: Ask if there are any dietary restrictions or particular methods of cooking.

Health and Culture

Health Practices: Consider a client’s traditional health practices in relation to home and
personal care services.

Client Expectations: In seeking information about the client’s preferences in relation to
home and personal care services, it may be necessary to explain exactly what your
service entails as it may not have been available in the client’s country of origin.




HOW TO ACCESS INTERPRETING SERVICES

REMEMBER: You can access an interpreter at any time — whether you are about to
phone a client, are in the middle of a call or have a client with you.

& When you are phoning a non-English speaking client:

Call the on and quote the organisation’s pin
number .

You will be asked for your name and organisation.

Explain that you need them to connect you to the client and provide their phone
number.

You will be put through to the interpreter and asked to hold while they call your client.
When the client has been connected the three-way conference will begin.

& When you are in the middle of a call:

Ask your client to hold, then press the flash / recall button.

Call the on and quote the organisation’s pin
number .

You will be asked for your name and organisation.

Speak to the interpreter and let them know you have someone on the line.

Press the flash / recall button, and your three-way conference will begin.

& When your client is with you in person:
NOTE: If possible a hands-free phone is easier to use in this situation.

Call the on and quote the organisation’s pin
number .

You will be asked for your name and organisation.

Once you have the interpreter on line, the three of you can speak by passing the
phone between yourself and your client.

& When you need an ON-SITE interpreter:

If you know of a need for an interpreter to assist with a predetermined appointment
you can book an On-site Interpreter in advance.
It is advisable to book as far in advance as possible.



This page is intentionally blank.



Question Sheet to Obtain Initial Information About CALD Groups

< How many members are there in the Group?

< What is the main language spoken by the members?

@ Is there a need for information to be translated or interpreters to be present? If so,
which languages?

< What are the faiths represented in the Association’s membership?

< Which local government areas do the majority of members live in?

< What type of migration experience do the members have? Including migration
stream and length of time in Australia (Melbourne / the EMR).

< When do you regularly meet (and where)? Clarify meeting times when group is not
available i.e. cultural festivals etc.

< What is the general understanding of the Group about Home Care & Personal Care
and accessing services?

< What is the best way to present the information to the Group?

&® Other issues:
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8 TRANSLATED INFORMATION

The translated information in this section has been specifically designed to be generic
enough for wide usage among personal and home care services providers. Where
appropriate, space has been left for the organisations title and logo.

The translated information includes:

¢ Definitions of home care and personal care:
English, Hindi, Macedonian and Spanish

o Definitions of personal care, home care and property maintenance:
English, Chinese, Greek, Italian, Laotian and Vietnamese

e Home and Community Care Information Forum Evaluations:
English, Chinese and Macedonian

e Letter to be included with the Survey regarding Services:
English, Chinese, Greek, Italian and Viethamese

e Survey about the Services received:
English, Chinese, Greek, Italian and Viethamese

¢ Invitation to meeting and refreshments (focus group):
English, Chinese, Greek, Italian and Viethamese

¢ Reply sheet to focus group invitation:
English, Chinese, Greek, Italian and Vietnamese
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Home Care and Personal Care Services

This services outlined below are to assist frail older persons or
persons with a disability to remain in their homes. They may vary
slightly with every service provider. When a service is required please
contact the local Council, who will provide further information. All
clients are assessed to determine their eligibility for services and
relative needs.

Personal Care

The aim of Personal Care is to enable frail older people and people
with disabilities to live independently at home and in the community.
Paid staff provide support with tasks that because of illness, disability
or frailty, the client can no longer carry out without assistance. Staff
are trained to provide assistance or supervision of tasks such as:

e Bathing, showering, shaving, hair grooming and toileting

e Dressing and undressing

e Mobility in bed and out of bed etc

e Eating and drinking, including cooking and preparation of food
and special diets

e Other duties, as agreed upon at assessment

Home Care

This service supports individuals and families to remain living
confidently in their homes, whilst maintaining a safe and hygienic
environment. The workers are trained to assist with tasks such as:

e General Housekeeping

e Shopping

e Banking / Paying of Bills

e Assistance with Meal Preparation

e Washing / Laundry / Changing bed linen

e Other duties, as agreed upon at assessment



Hindi — Home Care and Personal Care
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Macedonian — Home Care and Personal Care

chyrn 3a nNM4Ha rpuxka 1 nomMoLl goma

[lonyHaBeaeHUTe YyCnyrn ce HaMeHeTH 3a MOMOLL Ha NocTapute, TPOLLUHU nyre
N oHecnocobeHnTe nuua Aa octaHaT BO HUBHUTE AOMOBU. Tve MOXe Ja ce
pasnukyeaaT Marky BO 3aBUCHOCT OF opraHusauujata Koja ja npyxa ycnyraTta.
Kora Bu Tpeba Hekoja o4 OBMWe yCNnyru jaBeTe ce BO BallaTa OnwiTMHa Kage ke
nobuete noseke MHdopmauun. Ce BpLUM NPOLIEHKA HA CEKOj KIMMEHT Kako 6u
ce 0Apeauno WTo My e NOTpeBHO 1 WTo My creaysa.

JlnuHa rpuxa

Llenta Ha oBaa ycnyra e ga UM ce NOMOrHe Ha NocTapute, TPOLLHW nuua unm
OHME CO OHEecnocoBeHOCTM Aa KMBeaT He3aBUCHO BO CBOWUTE JOMOBU U BO
3aegHuuarta. lnateHn nuua um nomaraat BO OHWE paboTu KoM KNUeHTUTe
3apagu 6onecT, MHBanMAUTET WMAM TPOLUHOCT, He MoXaT noBeke da Iw
n3BplyBaat camute. BpaboTteHute ce oby4eHn ga obesbeaysaat noMoLL UIn
HaA30p 3a paboTu Kako LUTO ce:

e Kanetwe, Tywmpare, bpnyere, cpeagyBake Ha kocaTta U NnYHa XurmeHa

e Ob6nekyBare 1 cobnekyBame

e JlerHyBate 1 CTaHyBak€ 04 KpeBeT

e XpaHere U NUere, Kako 1 roTBeHe 1 NOAroTOBKA Ha XpaHa u nocebHa
XpaHa

e [lpyrv OOMKHOCTK, KaKo LUITO € AOrOBOPEHO Ha NpoLeHKaTa

Momow aoma

OBaa ycryra MM rnomara Ha J'nyE.‘TO n CEMEjCTBaTa da npogorkart ga XuBeat
BO CBOMUTE AOMOBHM, a cenak ga ce OoAp:KyBa 66‘368,D,Ha M YNCTta CcpenHa.
Bpa6OT6‘HMTe ce o6yquv1 da nomaraart BO pa60Tv1 KaKko LUTO Cce:

e OnwTOo OApXyBak€e Ha KykaTa

e [lazapyBame

e Pabotn Bo BaHka / nnakawe CMEeTKU

e [lomMOLI BO MOArOTOBKA Ha XpaHaTa

e [lepene / nernawe / npoMeHa Ha NocTenHnHaTa

e [Ipyrn OOMKHOCTW, KaKo LUTO € AOrOBOPEHO Ha NpoLeHKaTa



Spanish — Home Care and Personal Care

Servicios de Atencion en la Casa y de Atencion Personal

Los servicios detallados mas adelante son para asistir a las personas débiles de edad y
a las personas incapacitadas para que puedan permanecer en sus casas. Pueden
variar un poco segun el proveedor del servicio. Cuando se necesite el servicio, pongase
en contacto con el ayuntamiento de su localidad donde le ofreceran mayor informacion.
Todos los clientes son evaluados para determinar si tienen derecho al servicio y para

determinar sus necesidades relativas.

Atencion Personal

Los objetivos de la Atencion Personal son permitir que las personas débiles de edad y
las incapacitadas puedan vivir independientemente en sus casas y en la comunidad.
Personal remunerado provee apoyo para llevar a cabo las tareas que el cliente ya no
puede realizar debido a alguna enfermedad, incapacidad o debilidad. El personal esta
capacitado para proveer ayuda y supervision en la ejecucion de tareas tales como:

e Banharse, ducharse, afeitarse, cuidado del cabello y aseo

e Vestirse y desvestirse

¢ Movilidad en la cama y fuera de ella etc.

e Comer y beber, incluso cocinar y preparar platos y dietas especiales
e Otras funciones, segun se acuerde como resultado de la evaluacion

Atencion en la Casa

Este servicio ayuda a las personas y sus familias para que puedan vivir con confianza
en sus casas al mismo tiempo que se mantiene un entorno seguro e higiénico. El

personal esta capacitado para poder ayudar en las tareas tales como:

e Limpieza general de la casa

e Hacer las compras

e Llevar las cuentas bancarias / Pagar las cuentas

e Preparar las Comidas

e Banhnarse / Lavanderia / Cambiar las sabanas de la cama

e Otras funciones, segun se acuerde como resultado de la evaluacion



Definition of Personal Care

Personal care services are those, which a person
would normally do for themselves, however because
of 1llness, disability or frailty they are unable to
perform without the assistance of another person.
Personal care includes:

Assistance (or supervision) with bathing,
showering, or sponging.

Assistance with dressing and undressing.
Assistance with shaving, hair care and grooming.
Limited nail care, only following appropriate
professional assessment.

Assistance with mobility (in bed and out of bed)
such as to sit up, to turn, to stand and walk, to sit,
to transfer to commode, wheelchair, chair or
vehicle.

Assistance with eating and drinking, including
cooking and preparation of food and special
diets.

Assistance with toileting.
Assistance with prescribed exercise or therapy
program.

Fitting and use of appliances such as splint and
callipers or hoists.

Assistance with hearing aids and communication
devices.

Monitoring self-medication.

Assistance in undertaking the tasks of daily
living.



Home Care and Property Maintenance

The service provides assistance with housecleaning
and home maintenance tasks for frail older people,
people with disabilities and their carers.

Service Aim and Objectives

The aim of home care and property maintenance is
to maintain a safe, secure, healthy home
environment to enable frail older people and people
with disabilities to live independently at home and
in the community.

The Objectives of the Service are to:

e Provide housecleaning services appropriate to
the individual’s level of physical functioning
and their cultural norms;

e Ensure services are provided in a way which
enhance and maintain an individual’s abilities
and independence;

e Undertake home maintenance tasks necessary
to maintain the security and safety of
consumers homes; and

e Support carers of frail older people and people
with disabilities by providing assistance with
tasks necessary to maintain a comfortable,
healthy home environment.
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Definition of Personal Care

[Greek ]
Opiopé¢ Tng MNpoowmkAg PpovTidag =

H rpoowrukr ¢povTida eival KATL TIou ouvrBws avaAaupAavel o
KABEVAC YIa TOV €AQUTO TOU, OUWC AOYW OPPWOTIAC, AvVATMPIOG
1) A0BEVIKOTNTAG UTIAPXOUV AVBPWTITOL TIOU OEV UITOPOUV VA TV
KATAPEPOUV XWPIC va Toug Bonbd kAroto AAAO ATOWO. 2TV
MEOOWTIKA PPOVTIOA CUUTIEPIAQUBAVOVTAL TA £ENC:
e BonBela (1) emiBAeyn) oto Pndvio, vtoul 1) YEVIKO
TAUGCIUO E TO OPOUYYOPAKL.
e BonBela oto vIUoIUO KAl EEVTUCLUO.
e BonBela oto EUplopa, pPovTidoa HOANWY KAl YEVIKN
TePLTIoMmon,.
e Evad neploptopevo 0plo ppovTidag vuxinv, kat povo
EMEITA ATIO TNV KATAAANAN £MAYYEAUATIKY) AELOAOYNOM).
e BonBela yla KivnTikomTa (UnaivovTag Kat ByaivovTag
and 10 KPERBATL) YA TAPABELYUA, OTO ONKWHA OF
KQBLoT) B€0N, oTPiPILo, 0PBOCTACIA KAl TIEPTIATNIA,
KABIOPA KATW, HETAPOPE O€ KOUO, AVATINPIKY) KAPEKAQ,
AUTOKIVNTO 1} OXNHQ.
e BonBela oto paynTto Kal motod, OMwWS TO HAYEIPEUA KAl
ETOILACIA TWV PAYNTWV KAl TWV EBOIKWV JATWV.
e Bonbela oV VIOUOAETTO.
e BonBela pemyv unoxpewTikn ££A0KNON 1) BEPANMEUTIKO
TPOYPAUUA.
e EQapuoyn Kat Xprion €E0MAIOUOU OTIWS TV VAPONKA,
TO KQUMUAOOKEAEG OTHPLYHA KAl avVUPWTAPA.
e Bonbela e ta aKOUOTIKA KAL TIG OUOKEUES ETIKOIVWVIAC.
e [lapakoAouBnon MG AUTOYIATPEUONG HE PAPHAKA.
e Bonbela ota kaBnuepva kabnkovta me (wng.



Definition of Home Care and Property Maintenance

Greek

Oikiakn ®povTidoa Kar Zuvthapnon OiKiag

H urmpeoia mapexel fondela yia 1o kKabApiopa Tou OTuTioU KAal
OOUAELES YL TNV dATAPNON TOU OTITIOU O A0BEVIKOUC
NAKKIWUEVOUC, AVBPWITOUC HE avarmpiec Kat Ta ATOUA TIOU
TOUG PPOVTICOUV.

2T10X0¢ Kal AvTiKelgeviKoi ZKotroi TG Ymnpeoiag

O OTOXO0Q TNE UTNPECIAC OIKIAKNC PPOVTIOAC KAl OUVTHPNONG
eival n dlampnon evOg OKIAKOU TIEPIBAAAOVTOC TTIOU Eival
AOPAAEG KAL UYIEC WOTE Ol A0BEVIKOL KAl NAKIWUEVOL KAL Ol
AvATMPEOL va UIopouyv va Couv aveEapTnTNaA OTO OTITL TOUG
KAl 0NV KOLVOTNTA.

O1 avTIKeIpeviKoi oKotroi TnG Yrnpeoiag sivai:

e H rapoyr urmpeoiwv yia To KaBApLoPa Tou oTuTioU
OUNPWVA HE TIC OWUATIKES IKAVOTNTES TOU ATOHOU KAl
TNV KOUATOUPA TOU.

e Na €EQ0pAANOOUNE OTL OL UTINPEOIEC TIAPEXOVTAL UE
TETOLO TPOTO WOTE VA EMAUEAVOVTAL KAl VA
AlATNPOUVTAL Ol IKAVOTNTES KAl N AVEEQPTNOIA TOU
ATOMOU.

e Na avaAQuBaivoupe TIC dOUAEIEC YIO TNV OUVTIPNON TOU
OTUTIOU OTWC XPelalovTal woTE va dATPOUVTAL T
OTITIA TWV TIEAATWY HAC O€ AOPAAT) KATAOTAON).

e Na unoompiloupe Ta ATOUA TIOU PPOVTICOUV TOUC
A0BEVIKOUC KAl NAKIWUEVOUS KAl AVATTNPOUC e TV
TIAPOXT) PONBELAC YIa TIC OOUAELIES TTIOU Eival
ATMOPAITNTNEC YIA TNV dlATPNON EVOC AVETOU, UYLIEC
OTUTIKOU TIEPIBAANOVTOC.



Italian
Definizione di cura personale
(Definition of Personal Care)

[ servizi di cura personale comportano le attivita di
base che una persona normalmente fa da s¢, ma che a
causa malattia, disabilita o salute cagionevole, non
riesce piu a fare senza I’aiuto di un’altra persona. La
cura personale include:

A1uto (o supervisione) per farsi il bagno, la
doccia, o spugnature.

Assistenza per vestirsi 0 svestirsi.

Assistenza per farsi la barba, lavarsi 1 capelli e
fare toeletta.

Cura limitata delle unghie, soltanto dopo la
valutazione di un professionista medico.
Assistenza con la mobilita (salire e scendere dal
letto) come sedersi, girarsi, alzarsi in piedi e
camminare, sedersi, trasferirsi sulla comoda,
sulla sedia a rotelle, su una sedia o in un veicolo.
Assistenza per mangiare € bere, compresa la
preparazione ¢ la cottura dei pasti e diete speciali.
Assistenza per andare a gabinetto.

Assistenza nello svolgimento di esercizi o
programmi terapeutici.

Montatura ed uso di apparecchiature come tutore
a calibro per la gamba o elevatori.

Assistenza con gli apparecchi acustici e della
comunicazione.

Controllo dei medicinali.

Assistenza per compiere le attivita della vita
quotidiana.



Italian
Servizio di manutenzione e di aiuto domestico
(Home Care)

Il  servizio fornisce pulizia domestica ¢
manutenzione della proprieta agli anziani deboli di
salute, alle persone affette da una disabilita ed alle
persone che hanno I’incombenza di prendersene
cura.

Obiettivi e scopo del servizio

Lo scopo del servizio di manutenzione e di aiuto
domestico ¢ di mantenere I’ambiente domestico in
buone condizioni e privo di pericoli in modo da
consentire agli anziani ed alle persone affette da
disabilita di rimanere a vivere in autosufficienza
nella comunita.

Gli obiettivi del servizio sono:

e Fornire servizi che siano appropriati al livello
di funzionalita fisica dell’individuo ed a1 suoi
costumi culturali;

e Fornire 1 servizi in modo da accrescere
[’autonomia e le capacita dell’individuo;

e Svolgere mansioni che sono necessarie ai fini
della sicurezza degli utenti del servizio; e

e Sostenere le persone che hanno I’incombenza
di prendersi cura di persone anziane ¢ di
persone affette da una disabilita, mediante lo
svolgimento di  mansioni che rendano
[’ambiente convortevole e sicuro.



Definition of Personal Care

Laotian
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Definition of Home Care and Property Maintenance

Laotian
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Definition of Personal Care

Viethnamese

Dinh Nghia sy Chim Soc¢ Ca Nhan

Dich vu chim s6c¢ ¢d nhan la dich vu gidp mot ngudi lam

nhitng cOng viéc ma trong trudng hdp binh thudng ho déu ¢6

th€ lam cho chinh minh, tuy nhién vi 1y do bénh hoan, khuyét

tat hay 6m y€u nén ho khong thé lam dudc n€u khong co

ngudi khac gitp d3. Su cham s6c ¢d nhian bao gdm nhitng

cong viec nhu sau:

Gitip d3 (hay trong coi) viéc tim rira trong bon, tim
voi sen hay lau minh.

Gitip mic va ¢di quin 4o

Gitip cao rau, chim séc¢ dau téc va chdi chudt.

Gitip chim s6¢ méng tay trong gidi han do su thim
dinh cia nhan vién chuyén mon.

Gitip viéc di chuyén va thay doi tu the (khi § trong
givdng va khi ra khoi giudng), nhu ngdi ddy, quay
ngudi, ditng day va di, ngdi xudng, di ra chd dé& bo, ra
xe lan, gh& ngdi hay xe hoi.

Gitip 4n udng, gdm ca viéc nau nudng va chuin bi do
in va nhitng phan an kiéng cf.

Gitp di tieu, tiéu.

Gitip tap tanh theo nhitng chuong trinh van dong va tri
liéu da dudc an dinh.

Gan va st dung nhitng trd cu nhu thanh nep dé kep
chan tay bi thuong, callipers (cdy bing kim loai dé
chong dd chan bi gdy hoidc ¢6 tat) hodc gidy deo dé
nang dd tay bi thuong hay bi gay.

Gitp st dung dung cu trg thinh (mdy nghe) va dung
cu d€ truyén dat y tudng.

Theo doi viée udng thude.

Gilp dd trong nhitng cong viéc sinh s6ng hang ngay.



Definition of Home Care and Property Maintenance

Vietnamese

Cham séc tai gia va Bao tri nha cua

Dich vu con gitip dd ngudi gia y€u, khuyet tat va nhitng ngudi
cO nhiém vu cham soc¢ ho trong viéc lau chui quét don va bao
tri nha cira.

Muc Tiéu Phuc Vu

Muc tiéu cua dich vu cham séc¢ tai gia va bao tri nha ctra 1a
nhim duy tri m6t mdi trudng sach s& va ¢6 an ninh va an toan
& nha cho nguoi gia yéu va khuyét tit hau gidp ho sdng t lap
tai gia va & trong cong dong.

Muc dich cua dich vu 1a nhim:

e Cung cap dich vu quét don, lam sach s& thich hop véi
kha niing thé chat clia tirng c4 nhan va theo tAp tuc vé
vian hod.

e Bio ddm la nhitng dich vu dugc cung cip theo nhitng
phuong cdch d€ phat trién va duy tri kha ning va su
ddc lap cd nhan.

e Thuc hién c¢dng tic bio tri nha clra can thi€t dé duy tri
an ninh va sy an toan tai nha cua ngudi dudc dich vu
gitp da; va

e HO trd ngudi ¢6 nhiém vu chim séc ngudi gia yéu va
khuyét tt trong nhitng cong viéc can thi€t d€ duy tri
mot moi trudng song tai nha thodi mai va sach sé.



EVALUATION FORM

Home and Community Care
INFORMATION FORUM

Thank you for attending today’s session. Please complete this form, as it will help us
better respond to your needs. Your comments will be confidential. Please tick (v') the
boxes most applicable to you or make other comments if you wish.

Q1 lam:

Less than 20 years old 20 -29 years old 30 — 39 years old
40 — 49 years old 50 — 59 years old 60 —69 years old
70 — 79 years old 80 years or more

Q2 lam:

Male Female

Q3 | thought that today’s session overall was:

Excellent Good Average Poor

Q4 |thought today’s speakers were:

Excellent Good Average Poor

Q5 | think the information provided today will be:

Very Useful Useful Not Useful Unsure



Q6 Did you know about any of services we talked about, before today?

No Yes

If yes, which services did you know about before? ............ccccoeeiieiiennains

Q7 Have you, a family member or friend ever used any of the services
mentioned today? No Yes

If yes, Which Services? ... e e

Q8 To help us plan other forums in the future, what type of information
would you like to know about? You can tick (v') more than one box.

Disability services

Centrelink services

Men’s health

Women'’s health

Mental health

Nursing homes

Q9 Other comments?

THANK YOU FOR YOUR TIME AND CONTRIBUTION



Chinese — Home and Community Care Presentation Evaluation Form
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Macedonian - Home and Community Care Presentation Evaluation Form

©OPMYIIAP 3A NMPOLIEHKA

puxa BO 4OMOT U 3aegHMUaTa
NMHOOPMATUBEH ©®OPYM

Bu Bnarogapume Ha geHellHaTa noceta. Be monume notnonHeTe ro chopmMynapoe, Toa
Ke HWM nomorHe nogobpo ga ogroBopvme Ha BawunTe noTpedu. BawmnTe KOMeHTapu Ke
octaHaT pgoeeprnmen. Opdenexetre co 3HakoT (¥) BO KBagpatdukata Kou  Bu
ogroeapaat U AajTe ApYrn KOMeHTapK ako cakaTe.

M1 Jac cym: _

MNomnag og 20 roa. | | 20-29roa. 30 -39 roa.
40 -49 rog. : 50-59 rog. 60 —69 rog.
70 - 79 roga. [ ] 80 roa. n noseke

N2 Jaccymoga:

Mawkn non D >KeHckn non

N3 CwmeTam Oeka geHelHaTa cecuja BO LUenuHa bele:

OpnuyHa |:| Hobpa MpoceyHa D Cnaba

N4 CwmeTtam geka roBopHuLUMUTe Oea:

OnnuynHm D Oo6pu MpoceyHn D Cnabwu

N5 CwmeTtam aeka nobueHnTe UHhopMaLIMK ce:

MHory KopuUcHM KopucHu |:| He ce kopucHu He 3Ham




M6 3HaeBTe nNu NopaHo 3a HEKOW oA YCNyruTe 3a kou 36opyBaBmMme
neHec?

He Ha

AKO e Oa, 3a KOW YCIYyTU 3HAEBTE MOPAHO? ....ovvereaninninneaninnnnes

M7 Oanu BUe, YneH Ha CEMejCTBOTO UMK HEKOj NpUjaTen uMa KOPUCTEHO
HEeKOM of ycnyrute 3a Kom 36opyBaBme AeHec?
He Ha

AKO € [, KOM YCITYTU? L oiiiiiiiiiiiiieiiis st siaasia s s st e s sanm s ansaannannn

M8 3a ga HM NOMOrHe ga rv nnaHupame HapegHuTe bopyMm, Kom Hpopmauumu Be
uHTepecupaat? MoxeTte aa usbeperte (v') noBeke o4 eAHO KBagparye.

Ycnyru 3a oHecncobeHu

Ycnyrute Ha Centrelink

34paBjeTo Ha maxuTe

34paBjeTo Ha XKeHuTe

MeHTanHo 3gpasje

[loMOoBM 3a 3rpuxyBame

.......................................................................................................

BU BJIATO4APUME 3A BPEMETO U 4OMNPUHOCOT



Dear

SURVEY ABOUT SERVICES

As a valued client of
services we would like to know what you think of the services we provide to
you.

Please find enclosed a_survey regarding the Home / Personal / Respite
Care services and assistance that you currently receive from

Your answers and comments will help the agency to improve these
services.

Completing the survey is optional. You may also leave out any questions
you would rather not answer. Your responses will be confidential and your
participation will not affect you receiving the service.

Please complete the survey and return it in the reply paid envelope
provided. You do not need to include a stamp.

This survey is being conducted by

on behalf of
If you have any questions you can contact the
on . If you require an interpreter to talk to

please call TIS on 131 450 and ask them to contact the above number.

Your views are important to us and we look forward to receiving your reply.

Regards
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Ayatrnté / n

AHMOZKOIMNHZH NA TIZ YITHPEZIEZ

Q¢ TTOAUTIHOG TTEAATNG TWV UTTNPETIWY
Ba BéAape va paBoupe TIC QTOWEIC OAG YIA TIG UTTNPECIEG TTOU OOG
TTAPEXOUHME.

20G ETICUVATITOUME pia dNPOOKOTINON OXETIKG HPE Th Pondsia Kal TIg
utrnpeoieg Oikiakng / MNMpoowTrkng / ®povridag AvamauAag Tmou AaBaivere
TWPA ATTO:

O1 atmavtioeic kal tTa oxoANd cag B8a Ponbrijcouv TOV Opyaviopo va
KQAUTEPEUOEI QUTEG TIG UTTNPETIEG.

H ouptmmAnpwaon tng dNUOOKOTINONG €ival TTPOQIPETIKY. MTTOopEiTE £TTIONG VO
NV ATTavTiAoETeE OTTOIAdNTIOTE E£PWTNON TIOU Ba TTPOTIMOUOATE VA PNV
atmmaviioete. O ammavTioelg oag Ba eival EUTTIOTEUTIKES KAl N CUPMETOXI 00G
Oev Ba eTnpedoel TNV UTTNPECIT TTOU AQPAiveTE.

MapakoAEiOTE va CUUTIANPWOETE TN ONUOCKOTINCN KOl VO TNV ETTIOTREWETE
OTOV  TIAPEXOMEVO  @AKEAO amoOTOANG. Aegv  xpeidletal  va  PAAeTe

ypauuaréonuo.

AuUT N dNUOCKOTINON BIEVEPYEITAI ATTO

EK MEPOUG
Av €xeTE OTTOIABNTTOTE ATTOPIA PTTOPEITE VA ETTIKOIVWVNOETE WUE
oT0 . Av xpeialeoTe dlEpUNVE VI VO MIAOETE ME

uTTOpEiTE Va TNAewvNoeTe ato TIS otov apiBuo 131 450 kai
TTECTE TOUG VO KAAEOOUV TOV TTAPATTAVW apIBuo.

O1 amowelg oag gival ONPAVTIKES VIO €MAG KAl TTIPOOHEVOUME va AGBouuE Tnv
QTTAVTNOT OUG.

Me exTipnon
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Gentile

SONDAGGIO SUI SERVIZI

In qualita di cliente dei servizi
vorremmo sapere che cosa ne pensi dei servizi che ti vengono forniti dalla
nostra organizzazione.

Accluso alla presente c’@ un sondaggio che riguarda i servizi di Aiuto
Domestico / Personale / “Respite” e I'assistenza che attualmente ricevi da

Le tue risposte e i tuoi commenti saranno utili allagenzia per poter
migliorare i servizi.

Il sondaggio non e obbligatorio e se ci sono delle domande alle quali non
vuoi rispondere, puoi lasciarle in bianco. Le tue risposte rimarranno
riservate e la tua partecipazione al sondaggio non influira minimamente sui
servizi che ricevi attualmente.

Dopo aver completato il sondaggio spediscilo nella busta pre-pagata. Non
c'e bisogno del francobollo.

Il sondaggio viene condotto da

per conto di
Se vuoi fare domande puoi contattare
Tel. . Se hai bisogno di un interprete per parlare con

chiama il Servizio Interpreti Telefonico (TIS) 131 450 e chiedi alloperatore di
metterti in comunicazione con il numero sopraindicato.

Le tue opinioni e i tuoi commenti sono molto importanti per noi per cui ci
auguriamo di ricevere la tua risposta.

Cordiali saluti
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Kinh gdi

THAM DO Y KIEN VE DICH VU

Vi qui vi la mot khdch hang quan trong cua dich vu
chiing t6i mudn biét 1a qui vi nghi gi vé nhitng dich vu do ching t6i cung cip
cho qui vi.

Chiing t6i xin dinh kém bdn thim do ¥ ki€n vé cac dich vu Chim S6c¢ Tai Gia /
Cham S6c¢ C4 Nhian / Cham So6c¢ Bé Thian Nhian Bude Nghi Ngoi (Home /
Personal / Respite Care) va nhirng sy trg gitip ma qui vi hién dang nhan dugce tir

Nhirng ciu trd 151 va y ki€n cda qui vi s€ gilp ¢6 quan cai ti€n nhirng dich vu
nay.

s

Qui vi khong bit budc phdi dién bin thim do ¥ ki€n nay. Qui vi cling ¢ thé
khong trd 16i bat ¢ cAu hdi nao né€u khong mudn. Tat ca nhitng ciu trd 151 va ¥

ki€n clia qui vi déu dugc gitt kin va viéc tham du clia qui vi sé khong dnh hudng
gi 131 cac dich vu qui vi dugc trg giap.

Ay

Xin dién ban thim do ¥ ki€n nay va gdi lai cho ching 6i bing bao thu di tra
tién tem san. Qui vi khdng can phdi ddn tem.

Cudc thim do y kién nay do
thire hién, thay mat cho
Né&u qui vi c6 bat e thiic miic gi, xin lién lac véi

qua dién thoai so . N€&u cin thong ngdn vién dé€ ndi
chuyén vdi xin goi cho Dich Vu Théng Ngdn Dién

Thoai (TIS) qua s& 131 450 va yéu cau ho lién lac v6i s6 dién thoai trén cho qui
vi.

Quan di€ém ctia qui vi rdt quan trong doi véi ching t6i va chdng t6i mong cho
nhan dugc v kién cta qui vi.

Tran trong

Vietnamese Letter - Survey




Please answer the following questions about the services you receive from

Please tick v the box of the answer most appropriate to you.

1: Service Provision / Satisfaction
No. | Question Yes | No | Not Not
Sure | Relevant
1. | When the agency first visited your home did they
listen to your ideas on type of help you required?
2. | Did you receive clear information about what
help the agency would give you?
3. | Are the services you receive from the agency
reliable?
4. | Does the agency provide you with help in the
way they said they would?
5. | Are your expectations of the service being met?
6. | Does the service use interpreters when
contacting you with important information?
7. | Would you like an interpreter to be used in these
situations?
8. | Is the agency sensitive and responsive to your
culture and traditions?
2: Rights and Information
No. | Question Yes | No Not Not
Sure | Relevant

Are you satisfied that your information kept by the
agency is private and confidential?

2. | Do you know who to contact within the agency for
particular queries or problems?

3. | If you were not happy about the service you
received, would you contact staff at the agency to
discuss your concerns?

4. | Do you know of any other places you can go to
raise concerns about the service you receive?

5. | Have you received any information from the agency

about how you could obtain or use an advocate?

An advocate is a person you can choose to represent your rights, and negotiate on your
behalf. This may be a friend, a family member or an advocacy service.




3. Overall Satisfaction

No. | Question | Excellent | Good

| Average | Poor

Please rate your level of overall satisfaction with:

1. |- the services you receive
- the amount of information provided by
2. the agency
- how easy the information received from
3. the agency is to understand
- the contact you have with staff from the
4. agency (not your care worker)
- the contact you have with your care
5. worker
- the accuracy and timeliness of the bills
6. you receive from the agency
4. Social Contact
No. | Question Yes No
1. | Do you participate in any planned activity groups?
2. | Are you a member of a senior citizen’s group?
3. | Are you aware of social or recreational activities available in your

area?

Thank you for your time.

If there is more information you would like to give us please use this space.
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Zog TTaPOKAAOUHE ATTAVTACTE OTIC TTAPOKATW EPWTAOEIS OXETIKA HE TIG UTTNPETIES
TTou Aafaivere atod

BAATE TIK v/ OTO TETPAYWVAKI TNG QTTAVTNONG TToU gival KOTAAANAOTEPN YIQ ECAG

1: Mapoxn Ymnpeoiwv / Ikavotroinon

Ap. | Epwtnon Nai | Oxi Agv Agv
yvwpilw | 1o)Usl
1. | Otav n utnpedia odg eTOKEPONKE I TTPWTN @opd
1O OTIITI 0GG, AKOUCE TIG IOEEC OAG YIQ TO €i00G TNG
BonBelag TTou xpelalocaoTav;
2. 2ag edwaoav Eekabapeg TTANpogopieg yia TN BoriBeia
TToU Ba TTapeiXe N uTTnpEoia;
3. Eival afiémaoTeg o1 utinpeoieg Tou AaBaivete at' Tov
opyaviagpo;
4. | Zag Tapéxel n utrnpecia tn BoriBeia ge Tov TPOTIO
TTOU 0QG €iTrav 0TI B gag TNV TTapeixayv;
5. | IkavoTtroioUvTal ol TIpoodOoKiEG OAg yIa TNV UTTNPECIQ;
6. | Xpnagotrolgi n utinpeaia dieppnveig oTav BEAel va
gag DWOEl ONUAVTIKESG TTANPOPOPIEG;
7. | ©a BeAaTe va xpnoipoTroleiTal dIEpUNVEAS OTIG
TTEPITITWOEIG AUTEG;
8. | AvtamrokpiveTal Kal CEBETTI O OPYAVIOHOG TNV
KOUATOUPA Kal TIG TTapadOoEI§ Odg;
2: AiIKaiwpaTa Kol TTANPOo@Popieg
Ap. | EpwTtnon Nai | Oyi Agv Agv
yvwpilw | 1o0x0sl
1. | EioTe iIkavoTroinpévol 0TI Ta OToIXEIQ TTOU dIATNPEI N
UTTNPECIa Eival TTPOCWTTIKG KOl EMTTIIOTEUTIKG;
2. | IvwpileTte Pe TTOIO0 ATOPO PTTOPEITE VA ETTIKOIVWVEITE
MECQ OTNV UTTNPECIO YIA CUYKEKPIPEVES QTTOPIES N
TTpoBAfHaTa;
3. | Av dev nOQOTAV IKGVOTTOINKEVOI ME TNV UTINPECIA TTOU
AaBaiveTte, Bd TMKOIVIWVOUOOTE PE TO TIPOOCWTTIKG TOU
opyaviopou yia va gudnTaeTe Ta TTPoBARUATd 0ag;
4. | I'vwpidete TTOU aAAOU PTTOPEITE VA TTATE ViA VA

EKQPACETE T TTPORANMATA 0ag OXETIKA YE TNV
uTTnPeaia TTou AaBdiveTe;




5. | 'Exere AGBel KATTOIEG TTANPOPOPIEG OTTO TNV UTINPECIa
yla To TTw¢ Ba yrropoucare va Bpeite i va
XPNOIHJOTIOINOETE £VAV UTTOOTNPIKT JIKAIWPATWY;

Yoo TnpIKTNS OIKAIWUATWY Eival Eva ATOUO TTOU UTTOPEITE va OIaAEEETE yia va utrepaoTrileral T
dIKQuuard oag Kai va diampayuareUeTal EK HEPOUS oag. AUt To dTOUO UTTOPEI va Eivar KATTOI0G
QIAOC, HEAOC TNE OIKOYEVEIAS 1] UTTNPETIA UTTOGTNPIKTWY OIKAIWUATWV.

3. 'evikn IkavoTroinon

Ap. | Epwtnon | E€atpeTikd | Kahd | Mérpio | Kaké
BaBuoAoyeioTe TO £1iTredo TNE YEVIKAC IKOVOTTOINOAC 0O¢ VIA:
1. |- TIg uTInpeaieg TTou AafaiveTe
- TNV TTOCOTNTA TWV TTANPOPOPIWY TTOU
2. | TOPEXEI N UTTNPETIa
- TO TTOOO EUKOAOKOTAVONTEG Eival Ol
3. TTANpoQopieC TTou AaPaivete atmd TV
uTTnPECia
- TNV €MAQI] TTOU EXETE PE TO TIPOOWTTIKO TNG
4. UTTNPECIaS (OX!I TO PPOVTIOTH CQG)
- TNV ETTAQH TTOU EXETE YE TO PPOVTIOTH OAG
5.
- TNV akpifeia kail T TTPoBegpieg Twy
6. Aoyaplagpwy TTou AaBaivete Ao Tnv
uTTNPEdia
4. KoIVWVIKEG ETTOPEG
Ap. | Epwtnon Nai Oxi

1. | ZUMMETEXETE OE OTTOIECONTIOTE OUADBIKES TIPOYPUMUATIOUEVEG
OpaaTNPIOTNTEG;

2. | EioTe pEAOG KATTOI0U GUAAGYOU NAIKIWMEVWV;

3. | N'vwpileTe yia TUXOV KOIVWVIKEG KAl PUXAYWYIKESG OPACTNPIOTNTES TTOU
dlaTiBevTal TNV TTEPIOXN OOGC;

Av B€AeTe va Hag DWOETE TTEPICCOTEPES TTANPOPOPIES YPAWTE TIG TTAPAKATW.

20G EUXAPIOTOUE YIA TO XPOVO 00G.
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Per cortesia rispondi alle domande sui servizi che ricevi da

Spunta v la casella che fa al caso tuo.

1: Servizi / Soddisfazione

No. | Domanda Si No | Non Non
S0 pertinente
1. | Quando gli operatori dell’agenzia ti hanno fatto visita
a casa hanno ascaoltato le tue idee sul tipo di aiuto
richiesto.
2. | Hai ricevuto informazioni chiare sull’aiuto che
I'agenzia ti avrebbe dato?
3. | I servizi che ricevi dall'agenzia sono affidabili?
4. | L’agenzia ti da aiuto nel modo in cui € stato
pattuito?
5. | I servizi rispondono alle tue aspettative?
6. |L’agenzia usa gli interpreti quanto ti contatta per
darti importanti informazioni?
7. | Vorresti un interprete in queste situazioni?
8. | ll personale & sensibile alla tua cultura e alle tue
tradizioni?
2: Diritti e Informazioni
No. | Domanda Si | No | Nonso Non
pertinente
1. | Sei soddisfatto che le informazioni tenute presso
I'agenzia rimangono private e confidenziali?
2. | Sai a chi rivolgerti nellagenzia se hai problemi o
difficolta?
3. | Se non fossi soddisfatto dei servizi che ricevi,
contatteresti il personale dell'agenzia per discutere
della faccenda?
4. | Conosci altri posti dove puoi rivolgerti se non sei
soddisfatto dei servizi che ricevi?
5. | L'agenzia ti ha dato informazioni su come puoi

ottenere o farti rappresentare da un patrocinatore?

Il patrocinatore € una persona scelta da te per poter rappresentare i tuoi diritti, e per poter
negoziare con altre persone per tuo conto. Il patrocinatore puo essere un amico, un

familiare o un operatore di un servizio di patrocinio.

ltalian Surve




3. Grado di soddisfazione generale

No. | Domanda | Ottimo | Buono | Discreto | Scarso

Per cortesia dai un giudizio sul tuo grado di
soddisfazione generale per quanto riguarda:

1. |- |servizi che ricevi

- La quantita di informazioni che ti ha dato
2. 'agenzia

- Se le informazioni che ti ha dato
3. I'agenzia erano facili da capire

- Il contatto che hai con il personale
4. dell’agenzia (non con la persona che si
prende cura di te)

- Il contatto che hai con la persona che si
5. prende cura di te

- L’accuratezza e la puntualita con cui
6. ricevi le bollette dallagenzia

4. Contatto sociale

No. | Domanda Si No

1. | Partecipi a grupi di attivita pianificate?

2. | Sei socio di un circolo per gli anziani?

3. | Sai se nel tuo quartere sono disponibili attivita ricreative?

Se ci vuoi dare ulteriori informazioni usa questo spazio.

Grazie della tua collaborazione.

[talian Surve




Xin tra 16i nhitng cau héi sau diy vé nhitng dich vu qui vi nhin duge tir

Xin ddnh ddu v vao 0 cua ciu tra 16i nao qui vi thay thich hgp nhat.

1: Viéc cung cip dich vu / Su hai long

13 | Cau hoi ’6 | Khéng | Khiong Céuhoi
bié't khéng lién
(uan
1. | Lan d4u khi nhiin vién cd quan dén tham qui vi tai nha, ho ¢
ling nghe ¥ kién qui vi v& nhirng gi qui vi cdn duge gitp do
khéng?
2. | Qui v1 ¢6 nhiin dudc nhitng théng tin ro rang vé nhirng sy giip
dd nao ma ¢ quan s& cung cip cho qui vi khong?
3. | Nhttrng dich vu ma qui vi nhiin dugc tr ¢d quan ¢6 ding tncdy
khoéng?
4. | Cd quan ¢o cung ciap cho qui vi nhimng sy giup dd theo ciach ma
ma ho hia khéng?
5. | Dich vy c¢é dap Gng duge nhiftng mong mudn clia qui vi khong?
6. | Dich vu ¢6 st dung thdng ngdn vién khi lién hé vdi qui vi dé
phd bién nhimg théng tin quan rong khong?
7. | Qui vi ¢6 mudn st dung thdong ngdn vién trong nhitng truding
hgp nay khong?
8. | Cd quan ¢ (&€ nhi va thich (fng dude véi viin hod va truyén
thOng ctia qui vi khdng?
2: Quyén cua qui vi va cic Thong tin
So | Cau hoi Cé | Khong | Khong Cau hoi
biét khong lién
quan
1. | Qui vi ¢6 hai long la cdc thong tin ¢d nhin cda qui vi duge co
quan gitr trong vong kin ddo va rniéng ' khéng?
2. | Khi ¢6 céu hdi didc biet ndo hodc ¢6 khé khin gi, qui vi ¢6 biét
phdilién lac vdiai trong cd quan khong?
3. | N&u qui vi khong hai long véi dich vu nhin duge, qui vi ¢o lién
h¢ vdi nhin vién lam tai cd quan dé néu 1én sy quan ngai clia qui
vi khong?
4. | Qui vi ¢6 bi€t bit ¢ ndi ndo khiac ma qui vi ¢d thé dén dé by 1o

quan ngai ¢ia minh v& dich vu ma qui vi da nhin duge khdng?

1
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5. | Qui vi ¢6 nhiin dugc thdng tin nao ¢ha ¢d quan cho biét la lam
céich ndio dé qui vi ¢6 thé xin hoiic nhd mdt ngudi dé tng hd va

bé&nh vuc quyén Idi cho minh khéng?

Nguoi iing hd va bénh vie la mét nguot gui vi co thé lua chon dé dai dién cho guven loi ciia qui vi va nguoi nay dai
dién qui vi trong nhimg cudc thuong thdo. Ngwoi nay co thé la mot ngudi ban, nguoi thdn trong gia dinh hode la

mot dich vu phu trdach ing hé va bénh vice nhitng nguai nhu qui vi

3. Su hai long téng quat

Sé | Cau hoi | RAl tat Tt Trung binh | Té
Xin cho bi&t nife dd hai long ndi chung eiia qui vi ddi vdi:
1. | - dich vu qui vi nhin dudgc
- 80 lugng thdng tin do ¢d quan cung ¢ip
"
- mdc dd o rang, dé hi€u clia nhitng thong tin do cd quan
3. cung cip
- sy lién h¢ cha qui vi véi nhidn vién cla cd quan (khong
4. phiti v4i ngudi chivm séc¢ qui vi)
- sy lién hé cha qui vi véi ngudi phu trach chim s6c qui vi
5.
- miic do chinh xdc va thdi gian qui vi nhidn dudc cic hod
6. don clia cd quan
y . g A"
4. Giao Tiép
S6° | Cau hoi Co Khong
I. | Qui vi ¢O tham gia vao nhém sinh hoat nao khong?
2. | Qui vi ¢6 phai la thanh vién cta mOt nhém ngudi cao nién niio khong?
3. | Qui vi ¢6 bi€l nhitng sinh hoat xi hdi hodc gidi i trong ving qui vi & khong?

N¢éu qui vi ¢o thém nhirng thdng tin nao mudn cho ching 16i bi¢t, xin dién vao khoang trong dudi

day.

Cdm on qui vi.
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Dear

INVITATION TO MEETING AND REFRESHMENTS

As a valued client of
services we would like to know what you think of the services we provide to
you.

We would like to invite you to come and tell us what you think of the
services you receive. If you want an interpreter please let us know by
ticking the box on the attached sheet. Your comments will be confidential
and your participation will not affect you receiving the service.

The session will include refreshments and an opportunity to meet talk with
other clients. The time, venue and further details for the session are in the
attached flyer.

This session is being conducted by
on behalf of

If you are interested in participating, please fill out the form on the flyer and
return the letter in the reply paid envelope provided. You do not need to
include a stamp.

If you have any questions you can contact the
on . If you require an interpreter to talk to

please call TIS on 131 450 and ask them to contact the above
number.

Your opinions and comments are important to us and we look forward to
meeting you at this session.

Regards
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Ayarnte / f

NMPOIKAHZH ZE JYNANTHIH KAI ANAYYKTIKA

Q¢ TTOAUTILOG TTEAGTNG TWV UTTNPETIWY
Ba B¢éAape va updBoupe TIC ATTOWEIS OAG VI TIG UTTNPECIES TTOU OOGg
TTAPEXOULE.

Oa BEAaue va oag TTPOOKOAECOUME VO £PBETE KQI v POG TTEITE TI VOUICETE
yld TIG UTTNPECieG TTou AaPaivete. Av XpeldleaTe DIEPUNVEQ EVNNEPWOTE PAG
ONUEIWVOVTAG OTO TETPAYWVAKI OTNV ETTIOUVATITOMEVN QOpUa. O1 atmoyelg
oag Ba eival EUTTIOTEUTIKES KAl n OUMMETOX oag dev Ba eTnpedcel TNV
UTTNPECIa TTOU AGPAIVETE.

2Tn ouvavtnon auty Ba oepBIpIoTOUV AVAWUKTIKA Kal Ba €XETE TNV EUKAIpia
va OUVAVTAOETE KAl va PIANCETE PE AAAOUG TTEAATEG. H wpa, TOo YEPOG Kal
TTEPICCOTEPEG  AETITOMEPEIEG  YIO TN Ouvedpia  ava@eépovial  OTnv
ETTIOUVATITOUEV POPHA.

AuTh n ouvedpia dievepyeital attd
£K HEPOUG

Av evliaQepeaTe va £pOETE, CUNTTANPWOTE TO ATTOKOMMA TNG QOPHAS Kal
ETMOTPEYTE TNV ETTIOTOAR OTOV TIAPEXOMEVO QAKEAO QATTOOTOANG. Agv
XPEIAZETal VA PAAETE YPAMMATOONMO.

Av €XETE OTTOIADNTTOTE ATTOPIC UTTOPEITE VA ETTIKOIVWVHOETE UE

oT10 . Av xpaaleoTe digpUNVEQ YIa VO PIANOETE
ME utropeite  va  TnAepwvnoete ato TIS oTtov apiBuod
131 450 kal TTECTE TOUG VO KAAETOUV TOV TTAPATTAVW apIBuO.

O1 aTrOWEIS 0ag €ival ONUAVTIKES YIA EMAS KAl Ba XapoUupe va oag doUUE aTn
ouvavinon autn.

Me exTipnon
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Gentile

INVITO A UN INCONTRO E A UN RINFRESCO

In qualita di cliente dei servizi
vorremmo sapere che cosa ne pensi dei servizi che ti vengono forniti dalla
nostra organizzazione.

A tale scopo vorremmo invitarti a partecipare ad un incontro per poter
esprimere la tua opinione sui servizi. Se hai bisogno di un interprete ti
preghiamo di comunicarcelo mettendo una crocetta sulla casella nel
volantino ivi accluso. | tuoi commenti verranno trattati con la massima
riservatezza e la tua partecipazione all'incontro non influira minimamente
sui servizi che ricevi attualmente.

Durante l'incontro verra servito un rinfresco e avrai la possibilita di
conoscere e di parlare con altri clienti. L'orario, la sala ed ulteriori dettagli
relativi all'incontro sono inclusi nel volantino accluso.

La sessione viene condotta da
per conto di

Se sei interessato a parteciparvi, riempi il modulo incluso nel volantino e
spediscilo nella busta pre-pagata. Non c’e bisogno del francobollo.

Se vuoi fare domande puoi contattare

Tel. . Se hai bisogno di un interprete per parlare con

chiama il Servizio Interpreti Telefonico (TIS) 131 450 e chiedi all’'operatore
di metterti in comunicazione con il numero sopraindicato.

Le tue opinioni e i tuoi commenti sono molto importanti per noi per cui ci
auguriamo che tu possa partecipare all'incontro.

Cordiali saluti

|Ita|ian Letter - Feedback Session|




Kinh gdi

THU MOI THAM DU BUOI HOP VA TIEC TRA

Vi qui vi la khach hang quan trong cua dich vu ching
t6i mudn Gm hiéu xem qui vi nghi gi vé dich vu do chiing tdi cung cap.

Ching t6i thin mdi qui vi téi du budi hop d€ néi cho chiing 61 bi€t qui vi nghi gi
vé nhitng dich vu ma qui vi di nhian dugc. Néu muén cé thdong ngdn vién, xin
qui vi cho ching tdi bi€t biing cach ddnh ddu vao 0 trén phi€u dinh kém. Nhirng
y ki€n cla qui vi s& dugc gitt kin va viéc qui vi tham gia cudc tham khido ¥ ki€n
nay s€ khong anh hudng gi t6i viéc qui vi dugc dich vu gidp da.

Buoi hop s€ ¢é cdc mén an nhe va gidi khat va sé 1a cd hdi dé qui vi gap gd va
chuyén tro cung nhirng ngudi khac cting st dung dich vu nhu qui vi. Thdi gian,
dia diém va chi i€t khdc ctia bu6i hop dudce ghi trong (5 thong tin dinh kém.

Budi hop nay do diéu hanh
thay mat cho

Né&u qui vi muén tham du. xin dién vio miu don trong (& thong tin dinh kém va
gdi lai cho chiing t6i biing bao thd da tra tién tem do ching tdi cung cip. Qui vi
khong can phai dan tem.

Né&u ¢6 thic mic, qui vi ¢6 thé lién hé vdi

qua dién thoai s6 . N&u can théng ngdn vién dé tiép
xuc vai , xin goi cho SG Thong Ngon Qua Dién
Thoai (TIS) s6 131 450 va yéu cau ngudi thong ngodn lién lac v6i sd dién thoai
néu trén.

Y kién déng gbp ctia qui vi rit quan trong doi v6i chdng 161 va chdng t6i mong
dugc giap g8 qui vi trong budi hop nay.

Tran trong

|\/ietnamese Letter - Feedback Session |




“Tell us what you think
about our services”

We would like to invite you to a session where we can listen to what
you think about our services. Delicious food and drinks will be served.

Date:

Time:

Venue:

Contact Person:

Contact Telephone number:

If you are interested in attending this session or any future activities please
cut this form and return the bottom section in the envelope provided.

Name: Phone Number:

e | would like to attend the session

Yes

| am unable to attend this session. However | am interested in
participating in future sessions

e If yes, do you need transport to the venue

Yes. If yes, we will contact you to arrange transport to the session.

No

e Would you like an interpreter present at the session?

Yes. If yes, which language do you require?

No
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Greek

TIEOTE UXC TIC XTTOWELS OUC YL
TIC UTTNPETLEC UG
Ou GEAoue Vo 0BG TTPOOKXAECOULE O€ UL OUVESPIX YIiX VX

XKOUOOUUE TIC XTTOWELC OC VI TIC UTTHPETLEC uxc. Do ogepfiptorovv
YEUOTIKOTO T paynToX K&t XVOIPUKTIKX.

Hpepopnvia:
Qpa:

Mépog:
Apuodio atopo:

ApI1Opog TNAEPWVOU YIO ETTIKOIVWVIQ:

Av ev3IQQEPEOTE vO £POETE OTN CUVESPIG QUTH | GL£ OTTOIETIATIOTE NEAAOVTIKES
SpooTNPIOTNTEG KOWTE TO TMOPOKATW OIMOKOMMUG KOl OTEIATE TO OTOV TTOAPEXOUEVO
QaKeAO.

Ovopo: Ap1Bpog TnAspwvou :

¢ OanbsAa va £pBw o1n CUVESPIA

Nai

Aev ptropw va £pBw otn guvedpia autrh. Eviiagipopal dpws va Trapw
MEPOG 08 MEAAOVTIKEG TUVEDPIES.

o Av vol, XPEIGJEOTE HETUPOPIKO HECO yia VO £POETE;

Nai. Av var, 8a emkovwviiooue Ladli oac yia va Kavoviooupe LETAQYOQIKO
LETO yia 111 ouvedpia.

O

¢ Qo BEAATE VO TTOPEUPICKETON SIEPUNVENS OTI] CUVEDSPIQ;

Nar, Av val, TTOIX YAWOTOTX MIAATE;

g0 o o Ol

O




Italian

“Comunicaci che cosa
ne pensi dei nostri servizi”

77 invitiamo a prendere parte a uha sessione
per poter sentire cosa ne pensi dei nostri servizi, Verranno
servite bevande e pietanze deliziose.

Data:

Orario:

Luogo:

Persona da contattare:

Numero di telefono di contatto:

Se ti interessa partecipare a questa sessione o a future attivita, stacca questo
modulo e spediscilo nella busta acclusa.

Nome: Numero di telefono:

« Vorrei partecipare alla sessione

Si

Non posso partecipare a questa sessione, ma mi interesserebbe

partecipare alle sessioni future

+ Se si, hai bisogno del trasporto?

Si. Se si, ti contatteremo per organizzare il trasporto.

No

+« Hai bisogno di un interprete?

Si. Se si, che lingua parli?

No




Vietnamese

«Hdy cho chiing toi biét y kién ctia qui vi
vé dich nhiing dich vu do chiing téi cung cap”
Chiing t6i muén moi qui vi t6i duw mét buédi hop dé chiing téi cé thé ling nghe y kién ciia

qui vi vé nhiing dich vu do chiing t6i cung cdp. Chiing t6i sé cung cap nudc gidi khdt va
thitc dn ngon miéng.

Ngay:

Gio:

Pia diém

Nhan vién lién lac:

S6 dién thoai lién lac:

Né&u qui vi muén tham dy buéi hop nay hoiic bit ¢if sinh hoat nio trong tuong lai, xin ciit miu
nay va gdi phin dudi cho chiing toi biing bao thu do chiing toi cung cap.

Tén: S6 dién thoai

e To6i mudn tham du budi hop

Co

Téi khong thé tham du budi hop niy. Tuy nhién i mudn tham du nhitng budi hop nidng ny trong ong
lai.

e Né&u dong ¥ tham du. qui vi ¢6 can phuong tién chuyén chd tdi dia diém
hop khong

C6. Néu cdn, chiing 161 s& lién lac voi qui vi dé sdp xép phuong tién chuxén chd dica qui vi wi dia

. ot
dién hop.

Khong

]

e Qui vi mudn ¢é thong ngon vién trong budi hop khong?

]

C6. N€&u ¢6, xin cho biét qui vi can ngdn nail nao?

Khéng

|Feedback Session [nvitation
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