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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 
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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.   
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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: 
 
• 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. 

 
• 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.   

 
• 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. 

 
• 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.  Identifying 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 
• 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 Guide1 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.   
 

                                                 
1 Source: NSW Transcultural Aged Care Service 
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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.2  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. 
 

                                                 
2 Source: Victorian Interpreting and Translating Service (VITS)  
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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.3 
• 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. 
• 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/guide.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-ROMs.  It is important to remind the client of their 
right to use an advocate (family or friend) should they wish to.   
                                                 
3 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: 
 

• 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: 
 

• 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. 

• 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.  

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

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

• Identify whether other organisations are seeking to translate service information, 
as you may be able to share the costs. 
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• Incorporate a realistic plan into the budget.  For example, translate information 
into one language per year.   

• 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.    

• 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. 
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How to Prepare Materials for Translation4 
 

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.     Don't include too much information.  
 
2.    Use short, easily understood sentences.  
 
3.    Put the main idea first. 
 
4.    Avoid 'inflated' words.  

For example, the word “advantageous” could be replaced with “useful” and the 
word “magnitude” with “size”. 

 
5.    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”.  

 
6.    Avoid metaphors, colloquialisms, and culturally specific humour.  These are 

 usually untranslatable.  
 
7.   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.  

 
9.    Explain concepts introduced which may be unfamiliar to those from other cultural           

 backgrounds, such as Meals on Wheels, assessment, and respite care.  
  
10.      Provide translators with background material, including a glossary of any 

 program-specific or specialist terms used, to assist them in understanding the
 document.  

 
11.  Ensure that the translator has been given a contact within your organisation to   

discuss any issues that arise during the translating process. 
 
 

                                                

 
 

 
4 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 
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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 
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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 
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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: 
 
• 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.   

 
• 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. 

 15 



 

 
 
 
 
 
 

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. 

 
 

 
 
 
 
 

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 I 
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. 

Telephone Interviews 
 

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

 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. 
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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. 

 
 
 

 
 
 
 

P

Individual interview
respond more cand

» Can be conduc
» Organise with th
» Responses can

provide feedbac
 

Involves a s
group, asked

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.    

 

 Individual Interview with Clients in a 
Planned Activity Group (PAG) 

tructured set of questions with individual members of the
 by a worker from Council or independent consultant.    
ros Cons 
 

s may allow clients to 
idly 

Cost of interpreter for individual 
interviews 

Points to Consider 
 

ted either by the service provider or an independent organisation. 
e PAG Coordinator to visit the group.  

 be compiled by the independent organisation and they can 
k to the service provider to use for future planning. 
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A survey develo
relevant service
to be translated 
in the future 
Confidentially c
independent org
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compile the r
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Questionna
worker from

Involves o
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 Invite Existing Clients to a Focus Group, 
‘Morning’ or ‘Afternoon Tea’ 

pen discussion around the services received with a small 
ducted by a worker from Council or independent consultant.   
Pros Cons 
 

unfamiliar with each 
re willing to be open 

riences  

Multiple interpreters may be required if 
clients who speak different languages are 
invited to the same session 

edback may be received 
dent worker 

If larger numbers attend it can make 
obtaining information more difficult 

Points to Consider 
 

ucted either by the service provider or an independent organisation. 
 clients regarding the need for an interpreter.  
an be compiled by the independent organisation and they can 

back to the service provider to use for future planning. 

Pros Cons 
 

ped with input from 
 providers will only need 
once and can be re-used 

Return rate can be low 
 

an be maintained if an 
anisation 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 
 

rn address envelopes should be included to encourage participation. 
ent organisation could be used as the return address and they could 
esults.   
osts.  If the survey is developed well, it may only need to be 
ce. 

Survey Mailed to Clients Homes 
 

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

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.   
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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: 
 

• Identify your target group and relevant languages.   
• 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. 

• 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).   

• Specify a cut off date for the return of the survey. 
• 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 Vietnamese.  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 – 85 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.   

 
2. 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.   
 

3. 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.   
 

4. 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. 
� If 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 

                                                 
5 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: 
 
• Identifying your target audience, or cultural group that you want to recruit from.  This 

will help to determine the best method to use. 
 
• 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.   

 
• Presenting information at RTOs where people from CALD backgrounds are studying 

for their Certificate III 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 III 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: 
• Class size. 
• Time of the class you are going to present to. 
• If there is flexibility with the time you present, consider the location of the institution 

and travel time for students. 
• Length of time to present to the class. 
• Level of English of the students or participants, as more advanced English is 

required for the job.  
• 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 I covered by insurance? 
• What if a client’s needs are beyond my training and capabilities? 
• Am I 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 I 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: 
 
• 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.  

 
• How to contact community groups and successfully tailor an information sharing 

approach to suit the group.   
 
• 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 
the community  

Largely depends on discretion of the 
producer, so there is no guarantee that it 
will be broadcast 

Valuable for non-literate older members 
of communities 

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

Popular form of gaining information for 
many communities 

Sometimes information can be edited 
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.  
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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 
 

» 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  
» Bilingual staff can be interviewed 
» 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  

 
 
 
 

 
 

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 for Community Newsletters / 
Council Newsletters 

Articles in Ethnic Newspapers 

 29 



 

 
 
 

 
 
 

Pros Cons 
 

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

There is a sense of ownership and 
relevance in their own community 
newsletter  

Frequency needs to be considered – how 
often the newsletters are produced 

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. 
 
 
 
 

 
 

Pros Cons 
 

The leader is likely to be held in a 
position of respect  

Visiting the place of worship does not 
automatically include the whole 
community  

Leaders often have a good 
understanding of the community’s needs 
through regular contact  

To reach more of the community it is 
important that this strategy be part of a 
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. 

» It 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). 

Promotion through Religious Leaders and  
Places of Worship 

Articles in Social Club Newsletters 
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Information provided to Bilingual GPs /  
Ethnospecific Workers 
Pros Cons 
 

nals and teachers hold 
respect for many 

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

Points to Consider 
 

n be provided in different formats, such as written information or a 
sentation could be held with ethnospecific workers.  

 workers can pass on information to possible clients.    
itten information, include a cover letter explaining your reason for 
at information you wish to pass on. 
ould be linked to health care. 
d on information boards but also provides information to the GP for 
ce and referrals. 
Ps can be found by using the following search engine, 
iceseeker.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 
    3ZZZ 9415 1930 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 

7533 
(02) 9264 
4224 

Ch 31 9663 5831 9660 3100 

Chinese Melbourne Chinese Post 9663 8455 9663 8209 3ZZZ 9415 1930 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

Weekly 
9480 1919 9480 1958       

Chinese Aust Chinese Daily (02) 9261 3033 (02) 9261 3525       
Chinese Pacific Times 9326 6466 9326 7499       
Chinese 21st Century Chinese News 9663 6200 9639 0857       
Chinese Chinese Herald (02) 9212 7388 (02) 9281 8328       
          
Croatian Croatian Herald 9481 8068 9482 2830 3ZZZ 9415 1930 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 9415 1930 9415 1818    
Dutch The Dutch Weekly (02) 9569 4433  SBS 9949 2121 9949 2120    
Fijian/Indian Fiji Tiimes (02) 9718 7522        
          
Filipino Philippine Times 9467 6896  3ZZZ 9415 1930 9415 1818 SBS 9949 2121 9949 2120 
Filipino    SBS 9949 2121 9949 2120    
Finnish Suomi 9572 2543 9563 6223    
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∗ Check radio guides e.g. the Green Guide for times and days for language programs 



 

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       9949 2121SBS  9949 2120   
German Neue Heimat und Welt 9521 3366 & 

9459 3571 
 3ZZZ 9415 1930 9415 1818 SBS 9949 2121 9949 2120 

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 

Times)  
9482 4433 9482 2962       

Greek Ellinis (02) 9566 0553 (02) 9660 5736       
Greek The Greek Herald 9415 8588 9415 8944       
Hungarian Hungarian Life 9521 3366 & 

9557 2422 
9521 3436 3ZZZ 9415 1930 9415 1818    

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 9415 1930 9415 1818 SBS 9949 2121 9949 2120 
Indonesian    SBS 9949 2121 9949 2120    
Italian  II Globo 9481 0666 9486 1412 Rete 

Italia 
9481 0666 9486 1412 Ch 31 9663 5831 9660 3100 

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  3ZZZ 9415 1930 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 3ZZZ 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 3ZZZ 9415 1930 9415 1818 Ch 31 9663 5831 9660 3100 
Polish    SBS 9949 2121 9949 2120    
Portugese    3ZZZ 9415 1930 9415 1818    
Portugese O Portugese Na Australia  (02) 95685911 9560 6044 SBS 9949 2121 9949 2120    
Russian Unification (02) 9618 0108 9605 4575 3ZZZ 9415 1930 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 3ZZZ 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 9415 1930 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 9415 1930 9415 1818    
Turkish Turkish Report 9464 7782  9464 7783 3ZZZ 9415 1930 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 9415 1930 9415 1818    
Vietnamese 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 
 
• The Ethnic Community Council of Victoria (ECCV) has developed the Multicultural 

Aged Care Service Directory, which is available at www.eccv.org.au.  
 

• 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.    
 

• 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. 

2.   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.  

3.   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. 

4.  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).   

2.   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.   

3.   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.   

4.   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.   

2.   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 
 

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

onal contact can establish 
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ervice  

Fluctuating numbers of people, especially 
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ct and word of month can be 
 approach due to limited 
eir own language or impaired 

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 
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 information forums on a club day. 
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 is not available be sure to book an interpreter – club or group members 
t take this role. 
 written material in both English and the community language is useful 
rticipants and their families. 
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orum / information sessions at the regular meeting place is preferred to 
e transport issues. 
ended time for the presentation is around 30-45 minutes, to maintain the 
f the audience.  Any longer presentations should be negotiated with the 
erson beforehand and the time it takes for interpreting should also be 
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ise the information for the audience; consider length of time in Australia, 
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 translated printed materials if available at the forum.  English material 
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e future presentations. 
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hanges, reinforce the initial information about the service and most 

tly maintain positive relationships. 
 working with other service providers to promote similar or 
ntary services. 
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Presenting to a Group with an Interpreter6 
 
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.  

 
• 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.” 
 

• 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.   

 
• 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.  
 

• 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.  
 

• 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.  

 

                                                 
6 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:  
 
• Speak clearly and slowly.  Do not shout.  
 
• Say one sentence at a time.  Wait for the interpreter to finish before you commence a 

new sentence.  
 
• Jargon or complex (service specific) terms should be avoided or simplified. 
 
• 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:  
 
• 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. 
 
• 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/guide.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:  Is 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.  Ill 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   (interpreting service)         on (phone number)  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   (interpreting service)              on (phone number)      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   (interpreting service)              on (phone number)      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. 
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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 
 
• Definitions of personal care, home care and property maintenance: 

English, Chinese, Greek, Italian, Laotian and Vietnamese 
 
• Home and Community Care Information Forum Evaluations: 

English, Chinese and Macedonian 
 
• Letter to be included with the Survey regarding Services: 

English, Chinese, Greek, Italian and Vietnamese 
 
• Survey about the Services received: 

English, Chinese, Greek, Italian and Vietnamese 
 
• Invitation to meeting and refreshments (focus group): 

English, Chinese, Greek, Italian and Vietnamese 
 
• 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: 
 

• Bathing, showering, shaving, hair grooming and toileting 
• Dressing and undressing 
• Mobility in bed and out of bed etc 
• Eating and drinking, including cooking and preparation of food 

and special diets 
• 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: 

   
• General Housekeeping 
• Shopping 
• Banking / Paying of Bills 
• Assistance with Meal Preparation 
• Washing / Laundry / Changing bed linen 
• Other duties, as agreed upon at assessment 

  



 

     Hindi – Home Care and Personal Care 

 
 

 
 



 

     Macedonian – Home Care and Personal Care  

 

 
 

 

 

 
 

  



 

Spanish – Home Care and Personal Care  

Servicios de Atención en la Casa y de Atención Personal   

 

Los servicios detallados más 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 según el proveedor del servicio. Cuando se necesite el servicio, póngase 
en contacto con el ayuntamiento de su localidad donde le ofrecerán mayor información. 
Todos los clientes son evaluados para determinar si tienen derecho al servicio y para 
determinar sus necesidades relativas. 

 
Atención Personal 

 

Los objetivos de la Atención 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 está 
capacitado para proveer ayuda y supervisión en la ejecución de tareas tales como: 
 

• Bañarse, ducharse, afeitarse, cuidado del cabello y aseo 
• Vestirse y desvestirse 
• Movilidad en la cama y fuera de ella etc. 
• Comer y beber, incluso cocinar y preparar platos y dietas especiales 
• Otras funciones, según se acuerde como resultado de la evaluación 
 

Atención 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 está capacitado para poder ayudar en las tareas tales como: 

   
• Limpieza general de la casa 
• Hacer las compras 
• Llevar las cuentas bancarias / Pagar las cuentas 
• Preparar las Comidas 
• Bañarse / Lavandería / Cambiar las sábanas de la cama 
• Otras funciones, según se acuerde como resultado de la evaluación 

  



 

  

 



 

  

 



 

 

 

  



 

  

 



 

                                                                                 Definition of Personal Care 

 

  



 

                                                                                                          Definition of Home Care and Property Maintenance                        

 

 
 



 

 
 



 

 
 



 

                                                                                                       Definition of Personal Care 

 

  



 

                                                                                 Definition of Home Care and Property Maintenance 

 
 



 

                                                                                                                                Definition of Personal Care 

 
 



 

                                                                                          Definition of Home Care and Property Maintenance 

 

  



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 (9) the 
boxes most applicable to you or make other comments if you wish.  

 

Q1 I am: 
 
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  I am:   
 
Male     Female 
 
 
Q3 I thought that today’s session overall was:  

 
Excellent   Good   Average  Poor     

 
Q4 I thought today’s speakers were:  

 
Excellent   Good   Average  Poor   
 
Q5 I 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? ………………………… 
 
……………………………………………………………………………………… 
 
Q7  Have you, a family member or friend ever used any of the services 
mentioned today?   No    Yes     
 
If yes, which services? ……………………..……………………………………. 
 
………………………………………………………………………………………… 
 
Q8 To help us plan other forums in the future, what type of information 
would you like to know about?  You can tick (9) more than one box. 
 

Disability services 
    

 

Centrelink services 
 

 

Men’s health  
 

 

Women’s health  
 

 

Mental health 
 

 

Nursing homes 
 

 

    
Other ………………………………………………………….…………………………… 
 
Q9 Other comments? 
 
………………………………………………………….…………………………………... 
 
………….………………………………………………………….……………………….. 
 
.……………….………………………………………………………….…………………. 
 
………………………….……………………………………………………….………….. 
 
………………………………….………………………………………………………….. 
 
 

THANK YOU FOR YOUR TIME AND CONTRIBUTION 
 

  



 

 

      Chinese – Home and Community Care Presentation Evaluation Form 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

      Macedonian - Home and Community Care Presentation Evaluation Form 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
 
 
 
 
 
Dear      Client’s name 

 
 

SURVEY ABOUT SERVICES 
 
As a valued client of            Organisation’s title 

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  Organisation’s title 

 
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                Independent Organisation title

on behalf of  Organisation’s title 

If you have any questions you can contact the           Independent Organisation title 

on            .   If you require an interpreter to talk to    Independent Organisation title Phone number 

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 

  



 

 
 

Phone number Independent Organisation title 

Organisation’s title 

Independent Organisation title 

Organisation’s title 

Client’s name 

Organisation’s title 



 

 

Organisation title 

Phone number 

Organisation’s title 

Independent Organisation title 

Organisation’s title 

Organisation’s title 

Client’s name 
Independent Organisation title
 

 

Independent 



 

 

Client’s name 
 

Independent Organisation titlePhone number 

Independent Organisation title 
Organisation’s title 

Independent Organisation title 

Organisation’s title 

Organisation’s title 



 

 

Client’s name 
 

Independent Organisation title 

Phone number 

Independent Organisation title 

Organisation’s title 

Independent Organisation title 

Organisation’s title 

Organisation’s title 



 

Please answer the following questions about the services you receive from  
 
 
 
Please tick 9 the box of the answer m

1: Service Prov
No. Question 

1. When the agency first visited your h
listen to your ideas on type of help y
 

2. Did you receive clear information ab
help the agency would give you? 
 

3. Are the services you receive from th
reliable? 
 

4. Does the agency provide you with h
way they said they would? 
 

5. Are your expectations of the service
 

6. Does the service use interpreters wh
contacting you with important inform
 

7. Would you like an interpreter to be u
situations? 
 

8. Is the agency sensitive and respons
culture and traditions? 
 

 

2: Rights a
No. Question 

1. Are you satisfied that your informatio
agency is private and confidential? 
 

2. Do you know who to contact within th
particular queries or problems? 

3. If you were not happy about the serv
received, would you contact staff at t
discuss your concerns? 
 

4. Do you know of any other places you
raise concerns about the service you
 

5. Have you received any information fr
about how you could obtain or use a

An advocate is a person you can choose
behalf.  This may be a friend, a f

Organis

 

 
ation’s title 
ost appropriate to you. 
ision / Satisfaction 

Yes No Not 
Sure 

Not 
Relevant 

ome did they 
ou required? 

    

out what     

e agency     

elp in the     

 being met?     

en 
ation? 

    

sed in these     

ive to your     

nd Information 
Yes No Not 

Sure 
Not 

Relevant 
n kept by the     

e agency for     

ice you 
he agency to 

    

 can go to 
 receive? 

    

om the agency 
n advocate? 

    

 to represent your rights, and negotiate on your 
amily 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 

 
 
 

   

 
2. 

-    the amount of information provided by  
the agency                       

 

 
 
 

   

 
3. 

- how easy the information received from 
the agency is to understand 

 

 
 
 

   

 
4. 

- the contact you have with staff from the 
agency (not your care worker) 

 

 
 
 

   

 
5. 

- the contact you have with your care 
worker 

    

 
6. 

- the accuracy and timeliness of the bills 
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? 
 

  

 
If there is more information you would like to give us please use this space. 
..................................................................................................................................
..................................................................................................................................
..................................................................................................................................
.....................................................................……………………………………………
……….……………………………………………………………………………………... 
 
Thank you for your time. 
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Dear  Client’s name       
 
 

INVITATION TO MEETING AND REFRESHMENTS 
 
As a valued client of  Organisation’s title 

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  Independent Organisation title 

on behalf of  Organisation title 

 
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  Independent Organisation title 

on  Phone number         .   If you require an interpreter to talk to Independent 

Organisation title  
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 

  



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

 

Phone number Independent Organisation title 

Organisation’s title 

Independent Organisation’s title 

Organisation’s title 

Client’s name 



 

 
 
 
 
 
 
 

 

Independent Organisation 

Phone number title 
Independent Organisation  

Organisation’s title 

Independent Organisation title 

Organisation’s title 

Client’s name 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
  

Independent Organisation titlePhone number 

Independent Organisation title 

Organisation’s title 

Independent Organisation title

Organisation’s title 

Client’s name 

  



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Independent Organisation title 

Phone number 

Independent Organisation title 

Organisation’s title 

Independent Organisation title 

Organisation’s title 

Client’s name 

  



 

“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:______________ 
 

• I would like to attend the session  
 
Yes 

 
I am unable to attend this session.  However I am interested in 

participating in future sessions 
 
• If yes, do you need transport to the venue   
 
Yes.  If yes, we will contact you to arrange transport to the session. 

 
No 
 
• Would you like an interpreter present at the session? 
 
Yes.  If yes, which language do you require?____________________ 

 
No 
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