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OVERVIEW OF THE PROJECT
The Migrant Information Centre (MIC) received funding from Department of Human Services Eastern Region to manage a project, which would promote access and equity to HACC services by people from Culturally and Linguistically Diverse backgrounds in the Eastern Region.

The aims and objectives of the project were stated as:

· To enhance the capacity of agencies to access funding

· To assist agencies to understand the Home And Community Care sector

· To assist agencies build networks and partnerships in the region.

METHODOLOGY

The project was implemented in 5 stages

Stage 1
Development of a Training Needs Analysis


A Training Needs Analysis (TNA) tool was developed to identify the

needs of 10 ethno-specific agencies. The agencies were chosen by the 

MIC and consisted of both small and large agencies. Not all agencies were

HACC funded.

Stage 2
Implementation of TNA


Individual visits to each of the 10 agencies occurred to implement the

TNA. Interviews were conducted with key people in each agency.

Stage 3
Analysis of data and development of training

The data was analysed for each of the 10 agencies. Training was identified and a proposed training calendar developed for consideration by the project managers.

Stage 4
Delivery of Training Events


The Training Calendar was implemented and evaluation sheets were

 summarised following each training session

Stage 5
Evaluating and reporting


A final report was developed outlining the progress of the project as well 

as recommendations for future action.

1. Training Needs Analysis Tool
Training Needs Analysis Tool

For Eastern Region Ethno Specific Agencies

Agency Name

Address

Telephone 

Email

Contact person

Where does the agency funding come from?

What services does your agency provide?

How many staff are employed?
Full time
Part time 
How many volunteers are employed?

· How do volunteers find out about information / services / supports available?

· What information dissemination method be of value for volunteers? (e.g. newsletters / open days) 

How do you / other workers find out about information / services / supports available?

What information dissemination method be of value for you / other workers? (e.g. newsletters / open days) 

Meeting Client Needs

What are the current needs of your clients?

Have their needs changed in the past five years?

What has your agency implemented to meet these needs?

What different needs do you predict for the future?

Client referral

What if you cannot meet the need/s of a client?

How do you find out how / who to help them? (e.g who do you ask?)

What would help you find out about existing services that may be of benefit to your clients ?

HACC – Funding
Do you have an understanding of the funding requirements of HACC – in order to keep getting funding?
If you lost all your funding, how would you be able to assist your clients?

Which people or agencies would you go to for assistance?

Training

Can you identify any training or assistance that would be useful for your service?

What would prevent you from attending training?

Partnerships

Partnerships with other agencies can sometimes assist clients with other needs; sharing resources may be of benefit to your agency.

Are you aware of service partnerships in your area?

Would you consider developing networks / partnerships with other agencies?

If so, which ones?

If not, please state why.

OTHER COMMENTS

2.
Agencies Nominated and Interviewed

Training Needs Analysis Results 

A.  Agencies Interviewed:

Agency Name
Address
Telephone
Email 
Contact Person
Funding Sources

Lao-Australian Welfare Association Inc.


Level 3, 270 Canterbury Rd.

Forest Hills 3131

(P.O. Box 233, Forest Hills)


9894 3744


lao@netspace.com.au


KOUSOUMA RENDALL

President
HACC, DIMIIA, Whitehorse City Council, DEET

Lao Elderly Association


11 Justina Close

Vermont South 3133


9886 7486


laoelderly@yahoo.com


LYN SOURINTHA

Secretary
HACC

Victorian Multi Ethnic Slavic Welfare Association
Level 2, 313-315 Flinders Lane, Melbourne, 3000
9620 1200
vmeswa@bigpond.com
MIRJANA PILJIC

Friendly Visiting Program Coordinator
HACC, DIMIIA, 

DHS

Cambodian Community Welfare Centre
355 Whitehorse Rd.

Nunawading, 3131
9872 3710
ccwc@iprimus.com.au
BUNNARY SOCH

Social Worker
DIMIIA

Sikh Welfare Council of Victoria
C/o 4 Elaine St

Glen Waverley 3150


9439 1535
supriya.singh@rmit.edu.au
Ass Prof Supriya Singh
Vic Multicultural Comm

Agency Name
Address
Telephone
Email 
Contact Person
Funding Sources

Tamil Australian Friendship Society


C/o 8 Woodleigh Cres.

Vermont South, 3133
9802 0660

Mr Kandiah Thangarajax
Vict Multic Comm

One off – Youth Affairs

Comm Year of Volunteer

Australian Greek Welfare Society


7 Union St,

Brunswick 3056
9388 9998

Jim Wood
HACC

Comm Aged Care

Knox Hungarian Senior Citizens
C/o 2 Ettrick Pl.,

Berwick 3806
9702 1387

Andrew Jones
HACC

VmulitComm

City of Knox, Whitehorse, Monash

Armenian Planned Activity Centre
PO Box 61

Surrey Hills, 3127
9561 1352

ARMINE

KOUCHAYAN

Social Support Worker
HACC

HERA Greek Ladies Club
C/o 16 Pippin Ave,

East Burwood 3151


9802 5430

Renata
HACC

B.  Agency Details:
Agency
Services Provided
Staffing Levels

Lao-Australian Welfare Association Inc.


· Generalist services: advocacy, counselling, case management, with priority on youth, unemployed and aged.

· Family Home Visiting Scheme

· Friendly Home Visiting Scheme

· Respite Care (very limited)

· Community Job Program (CJP)


Paid
1 x full time worker

1 x part time worker

Volunteers
1 x part time office worker

6 x Committee of Management 



Lao Elderly Association


· Activity group
Paid

1 x part time worker

Volunteers

8 x Committee of Management

Victorian Multi Ethnic Slavic Welfare Association
· Settlement work

· Immigration advice

· Trauma counselling

· Domestic violence support


Paid

4 x part time workers

Volunteers

approximately 6

Cambodian Community Welfare Centre
· General Services: advocacy, resettlement, community development, case management, counselling

· Ethno specific consultancy, resourcing agencies
Paid

1 x full time worker

Volunteers

2 x volunteers

Agency
Services Provided
Staffing Levels

Sikh Welfare Council of Victoria
· Sikh Seniors

· Monthly social gatherings

· Information to new migrants

· Youth services in leadership and personal development

· Social welfare services to bridge communities


No staff

Volunteers - many

HERA Greek Ladies Club
· Weekly meetings for friendship

· Trips away


No staff

Volunteers -4

Tamil Australian Friendship Society
· Cultural awareness

· Radio program

· Home tutoring in Tamil


No staff

Volunteers – all members 50

Australian Greek Welfare Society


· Planned Activity Groups

· Social Support

· Respite Care

· Community Visitors Program 


Staff

6 full time

14 part time

Volunteers - 200

Knox Hungarian Senior Citizens
· Fortnightly club day with cooked lunch

· Trips away – self funded
Staff

Cook and kit hand 1 day per fortnight

Volunteers - 15

Armenian Planned Activity Centre
· Focus on Elderly: outings, social support

· Assistance with transport to appointments

· Various social activities
Paid

2 part time

Volunteers

‘Rarely’



3.
Results of the Training Needs Analysis
How do volunteers find out about information / services / supports available?

What information dissemination method be of value for volunteers? (e.g. newsletters / open days)

· Main information gathering is through paid staff

· Paid staff get information from: other services and networks; newsletters; local council; newspapers

· Volunteers go first to the MIC for information or Departmental HACC staff.

· Open days and newsletters would be valuable for volunteers; also:

· Information sessions (about services available) 

· Training on how to access services

How do you / other workers find out about information / services / supports available?

As above: 

· Mainly through other services and networks; 

· ‘Word of mouth’; 

· Newspapers in the main for funding opportunities

· From local councils / other services via emails

· Department information and contracts

What information dissemination method be of value for you / other workers? (e.g. newsletters / open days) 

· Open days would be good, however limited paid staff time impacts on ability to attend

· Regular newsletters would be more time and cost effective

· Regular email bulletins would be useful

· A regional database of all organisations – services and eligibility criteria

· An up to date directory of services and eligibility

· Networking with other services, however, limited paid staff time also impacts on ability to attend regularly

Meeting Client Needs

What are the current needs of your clients?

· Home support, e.g. helping elderly to shop, clean, attend medical appointments and social activities

· Support for Carers of elderly relatives and people with disabilities

· Stable housing and employment opportunities (particularly for young people)

· Drug abuse (in young people)

· Social support

· Transport associated with social support – a particular issue for services covering a large geographic area

· General advocacy to access HACC, other government and non government services, e.g. dealing with Centrelink

· General and trauma related counselling

Have their needs changed in the past five years?

Changes include:

· Aging populations: older people who have come from poverty / war who have had their health neglected when younger are now starting to experience significant health problems

· Frailty of clients as there is more care in the home and community

· Increased drug use in younger people

· Increased unemployment in younger people

· Increased difficulty in repatriating family from overseas

What has your agency implemented to meet these needs?

· Work longer hours than funded for

· Increased dependency on volunteers

· Developed a separate organisation for older people (Lao Elderly Association)

· Developed relationships with other services and advocated more strongly

What different needs do you predict for the future?

· Increasingly harder to support people as funding remains ‘static’

· Increased support required for elderly people

· Increased support for older people to access health / medical services

· Maybe increased support for employment opportunities for younger people

· Increased support for younger people to avoid drug abuse if current trends remain    

Client Referral

What if you cannot meet the need/s of a client?

· Try to link them in with generic services, however, cultural barriers make it difficult at times.  For example, accessing Home Help for older relatives may be seen as a ‘failure’ by younger people in supporting them; other members of the community can become judgmental.

· Sometimes people will prefer to struggle by themselves than ask for assistance outside the community

· Make referrals to advocacy services, e.g. ADEC (Action on Disability within Ethnic Communities)

· Ask the community to assist.  This includes volunteers and informal networks

How do you find out how / who to help them? (e.g who do you ask?)

· Local government

· Advocacy services

· Specialist staff in government services, e.g. Social Worker at Centrelink

· Health services

· Migrant Resource Centres

· DIMIIA

What would help you find out about existing services that may be of benefit to your clients ?

· Increased contact from HACC and Project Workers who could come and talk to us about difficulties being faced by both workers and clients

· Regular newsletters from HACC or Migrant Resources

· Regular email bulletins 

· Networking with other services

· Database of organisations – their services and eligibility

HACC – Funding

Without HACC funding, how would you help your members to get social support or other services?

· Try to get funding from other sources, e.g. DIMIIA, however, they do not fund ‘HACC related’ services

· Rely more on informal community networks, however, this could not be sustained: limited English and skills required for this work is not commonly available

· It would make no difference as we have no HACC funding or could run without it (4)    

· Services would be closed down (1)

Which people or agencies would you go to for assistance?

· Migrant Resource Centres

· Local Government

· Peak network bodies

· Advocacy services

· DIMIIA

· Politicians

Partnerships

Partnerships with other agencies can sometimes assist clients with other needs; sharing resources may be of benefit to your agency.

Would you consider developing partnerships or relationships with other agencies in order to provide services to your members?

All emphatically said yes, as an opportunity to:

· Meet and discuss problems / look for solutions / share information and ideas / learn about other services

· Compare, and therefore, improve services.

· Some see that they have relationships with councils and other services

· (Partnership are difficult for statewide services)

If so, which ones?

· Preferably services that are in close proximity: cannot afford too much travel time

· Services that provide the same sorts of services

· Would want assistance from HACC Workers to support partnerships

· Services which compliment the things we do

If not, please state why.

Not Applicable.

OTHER COMMENTS

· That the Coordinator needs lots of support in the field and from HACC supervisors as they are very isolated.  Feedback and support to the coordinator would be appreciated.

· DHS want reporting / other service requirements to be submitted on time, but are often late providing information

· Received Service Agreement four months late - what do we do in the meantime?

· DHS never visit / nobody asks how you are going

· Accountability requirements have gone up, but there is no extra time or funding to do this.  How can we get our job done?

· Part time workers always work over their funded hours. 

Respondents also talked about the need for training opportunities to make them more effective.  Whilst they would like training, this needs to be balanced with their limited availability to attend sessions due to lack of funding for workers.  Training identified includes:

For workers:

· People management

· Submission writing

· Budget design, reporting requirements and management

· How to recruit and supervise volunteers

· Time management

· How to increase own support networks

· Understanding the range of HACC services

· Information technology

· Update of immigration information

· Communication and negotiation skills

· Working with people with dementia

For Volunteers / Committees: 

· Could also take part in some of the above training

· Rights and responsibilities

· Understanding the distinction between committee role and that of the coordinator

· Understanding how services operate

· Understanding of program requirements

· Understanding of funding requirements 

· Understanding the requirements of incorporation

4.
RECOMMENDATIONS FOR TRAINING

Based on Survey results, it is recommended that the Eastern Region MIC Training Calendar concentrate on three main areas:

1.  Working with Volunteers
To include:

· Recruitment 

· Orientation / Induction

· Ongoing support

· Further training opportunities

2.  Committees of Management

To include:

· Roles and Responsibilities

· Understanding / reviewing Constitutions

· Generating Income

· Understanding HACC funding responsibilities and guidelines

· Managing staff

· Differentiating between committee / staff roles

3.  Developing Partnerships

To include:

· Advantages of partnerships

· Sharing resources

· Sharing responsibilities

· Understanding HACC services

· Effective networking

The project management group resolved to provide training in the areas of partnership development. The rational for their decision was that other topics were covered in alternative training available to agencies within the region.

5.
TRAINING PROGRAM SCHEDULE

The program was to be delivered in three phases:

Session One

What are Partnerships? 

Why are they important?





Delivered on 14th October and 23rd October in two 

alternative venues

Session Two

CALD HACC Network meeting



21st November




Outline issues and sensitivities

Session Three
How to activate partnerships




Who to build relationships with




Delivered on the 2nd December

6. EVALUATION OF TRAINING PROGRAM ONE

SUMMARY OF EVALUATION SHEETS FOR 

UNDERSTANDING THE BENEFITS OF PARTNERSHIPS TRAINING

MONDAY 14 OCTOBER 2002

TRAINERS : JOSIE PRIOLETTI/JANET CROPLEY

REGISTRATIONS  17 

PARTICIPANTS  14

NUMBER OF EVALUATION SHEETS  12

SUMMARY

1. Coverage of the topic

*RATINGS   0-7   0=INADEQUATE    7=COMPLETE

Rating  4       8.3%

Rating  5       

Rating  6      16.7%

Ratting 7       83.3%
2. Relevance to your needs

0-irrelevant      7-very relevant

Rating 3        8.3%

Rating 4        16.7%

Rating 5        

Rating 6        25%

Rating 7        50%

3.Quality of the presentation

0-Poor   7-Excellent

Rating 4     8.3%

Rating 5

Rating 6    16.7%

Rating 7    66

4.Best features of the course

8 Very good moderators

9 Clear,precise,detailed presentation

10 Excellent for volunteers type of work

11 Interseting

12 Good topics and resources

13 Presentation style,hand outs

14 A lot of information to take back to the agencies

15 Clear and easy to understand

5. Worst Features of the course

no response

6. How could the course be improved?

16 More practical activities

17 More focus on work application

18 Activities to gain knowledge

7. Would you be interested in further training?

YES  92%

NO   8%

Comments

How to attend to the needs of clients

Health and disability

8. Overall Rating

0-waste of time

7- extremely valuable

Rating 4     8.3%

Rating 5

Rating 6    33.3%

Rating 7    58.3%

9.General Comments

19 well done, very enlightening

20 very informative and interesting

21 beyond my expectations!

22 Thoroughly enjoyed the session

23 Helpful in the long term

7. FEEDBACK FROM CALD HACC NETWORK 

21st November

This session followed the first training session on partnership. Participants identified the issues of concern to CALD agencies and mainstream organisations.

Mainstream agencies should provide services to CALD clients and reduce the number of referrals to CALD agencies

Mainstream agencies need to be aware that they need to develop partnerships

Language is the big barrier and lack of interpreters and translators

Trust between CALD and mainstream agencies needs to be improved

As Advocates CALD agencies need to know more about services, access to services and referral processes

Some cultural groups have barriers to service provision and privacy – cultural, historic and political.

Mainstream agencies need to be more aware of CALD issues and develop a greater understanding

Pride invested in the group can be a barrier to sharing and partnerships

Mainstream agencies often have one model of service delivery – this needs to be challenged

Boundaries, which relate to geography as well as staff skills can be a problem

Mainstream agencies are often unsure how to proceed or which CALD groups to engage with

8. EVALUATION OF TRAINING PROGRAM TWO

Evaluations from training 

December 2nd – Partnerships – Making the first step

No of participants

11

Returned evaluations
9

SUMMARY

1. Coverage of the topic

*RATINGS   0-7   0=INADEQUATE    7=COMPLETE

Rating 5
22%

Rating 6
22%

Rating 7
55%

2. Relevance to your needs

0-irrelevant      7-very relevant

Rating 4
11%

Rating 5
33.5%

Rating 6
11%

Rating 7
44.5%

3.Quality of the presentation

0-Poor   7-Excellent

Rating 5
11.%

Rating 6
44.50%

Rating 7
44.50%

Best features of the course

Both trainers presented an excellent session relevant to the current needs

How to build good partnerships

Partnerships

Handouts, material, venue, specific topics and access to information

Presenters’ style (x2)

Worst features of the course

Course leader presentation style

How could the course be improved?

More discussion to improve more for partnerships

More discussion time

More focus on work application

Different emphasis

Provide an actual partnership plan

Courses more often

Interest in further training?

No


11.11%

No comment

22.22%

Yes


66.66%

mid-life

protocols x 2

partnerships

access

referral procedure

advocacy

CALD service delivery policies

Overall rating

0 waste of time – 7 extremely valuable

Rating 4
22.22%

Rating 5
11.11%

Rating 6
11.11%

Rating 7
55.55%

General comments

It has been really very good to refresh and be updated with the development of cultural protocol

Very good discussion about our partnerships in the club and community

The course provided me with a lot of information that I have not thought about and really it opens up opportunities that I could provide further help and advise to my members

Helpful and interesting to find out so much information

Very informative and valuable to me (x3)

9 RECOMMENDATIONS

The feedback from ethno-specific agencies involved in this project was generally positive. For many agencies the idea of partnerships was a relatively new concept. 

As expected there was some fear and reservation. Most of these concerns were discussed and are documented at the CALD HACC Network (see section9).

The low attendance, at the CALD HACC Network, of local government agencies was disappointing and highlighted the need to promote the importance of partnerships within the mainstream of the sector.

Recommendations

Partnerships should be a regular agenda item at the CALD HACC Network both to celebrate success and identify and resolve ongoing issues regarding partnerships.

The MIC should continue to advocate with DHS Regional staff to ensure that the expectation of mainstream agencies to develop partnerships is communicated to mainstream agencies.

The MIC should provide further resourcing to CALD agencies in developing partnerships and protocols, which will enhance partnerships.
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