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CALD voice at the Royal Commission 
To date, Royal Commission into Aged Care Quality and 
Safety has received more than 6,000 submissions. 
Close to 4,000 telephone calls were made. Most of the 
feedback reportedly focused on “substandard or unsafe 
aged care services.” Without a doubt, many Australians 
want to be heard. 1

FECCA recognises the enormity and significance of this 
undertaking and looks forward to the interim report 
publication on 31 October 2019. 

Are your voices heard? 

On 07 October 2019, I will again, represent FECCA at 
a Royal Commission hearing. Unlike the hearing on 
home care, this is an opportunity to provide a holistic 
view of the aged care system from a multicultural 
lens. More importantly, I will share practicable 
solutions developed by our communities over the 
years. We appreciate the Royal Commission’s 
commitment to hear diverse voices—from older people 
from culturally and linguistically diverse backgrounds, 
older Aboriginal and Torres Strait Islander peoples, 
and lesbian, gay, bisexual, trans and gender diverse 
and intersex elders. 

FECCA continues to encourage older persons 
from multicultural communities and their carers 
to have their voices heard. The Royal Commission 
has extended its deadline and will remain open for 
submissions until end of April 2020. 

Are you part of the solution? 

Message from FECCA Chairperson, Ms Mary Patetsos 
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continued on page 2

Communities must support our  
older people
FECCA calls on multicultural organisations to lend their 
support and make submissions accessible for everyone 
in the community. 

We have a toolkit designed to assist older CALD people, 
their families and carers to share their stories and 
ideas about aged care with the Royal Commission. In 
this issue of the PCAN Newsletter, you will find key 
parts of the toolkit. It can also be downloaded at  
www.fecca.org.au/acrc and copies in print can be 
requested from admin@fecca.org.au 

FECCA members in each state and territory and in the 
regions have copies of the toolkit and will also be able 
to guide submissions. 

Cultural safety
Why is it important for CALD voices to be heard? 

Cultural safety is embedded in the Aged Care Quality 
Standards. It has emphasized the responsibility of 
service providers towards “understanding a consumer’s 
culture, acknowledging differences, and being actively 
aware and respectful of these differences in planning 
and delivering care and services”.2 

Cultural safety in practice means that an older person 
from multicultural background does not experience 
any forms of cultural restraint whether intentional 
or unintentional due to lack of understanding or 
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resources. Cultural restraint includes, from the CALD 
consumer perspective:
1. Limited or no opportunities to speak their own 

language on a daily basis;
2. Being subject to racial discrimination or 

harassment from staff or other consumers;
3. Specific conditions which limit cost-free access  

to interpreters;
4. Lack of essential in-language information to enable 

full participation;
5. Inability to maintain links with local cultural/social 

organisations;
6. Barriers to practising cultural, religious or end of 

life practices and traditions; and
7. Limited provision of cultural or traditional  

food preferences.

Actions to support CALD older persons 
We need to be part of an ongoing conversation for 
aged care to be truly culturally appropriate. The action 
plans, created to put diversity in aged care into practice, 
is a valuable tool to guide older persons from CALD 
backgrounds and their carers engage service providers. 
It is now available in 25 other languages. 

In a recent feature story at the Australian Ageing 
Agenda Magazine, I have emphasised this:  
“Aged care providers need to think about the long-term 
viability of their business. Focusing on the so-called 
mainstream consumers and ignoring the increasingly 
diverse profiles of the ageing population will not  
make good business sense.” The story provides useful 
insights from both mainstream and CALD-specific 
providers and can be accessed here:  
https://www.australianageingagenda.com.
au/2019/09/24/are-you-using-the-cald-action-plan/

New My Aged Care
FECCA also welcomes the recent redesign of the My 
Aged Care website which tuned in to the community’s 
feedback with the use of plain English, explanation of key 
terminology and easier navigation. Your ongoing feedback 
is valuable as we continue to support the Department of 
Health in improving access and navigation. 

My Aged Care is a critical entry point in the system as it 
impacts an older person’s aged care journey. The cost 
of searching for an appropriate service provider and the 
potential of switching to another in the case of a bad 
fit are known to constrain consumers from exercising 
their choice. For many older persons from CALD 
communities who are already facing various barriers, 
these costs are magnified. 

FECCA believes consideration could be given over time 
to including assessment as a specialist provider in the 

accreditation process. In the current listing, a service 
provider can self-identify as multicultural or culture-
specific. An accreditation process is a key enabler 
for older persons and their families trying to make 
informed decisions.

There is a role for FECCA and PCAN in facilitating 
consultations that could support the development of 
CALD-specific accreditation requirements. 

Aged Care System Navigation 
The Australian Healthcare Associates recently sought 
feedback on potential models that could help older 
persons and carers access services and support from 
the aged care system more effectively. 

As the Community of Practice Lead for CALD 
Navigators, FECCA has been initiating conversations 
onsite to understand implementation challenges as 
well as identify best practice initiatives. We believe 
widespread implementation of Aged Care Navigation 
with appropriate bilingual bicultural support and 
multilingual communication resources/strategies is 
critical in multicultural communities. 

Coming out of our consultations are critical insights 
when designing a scaled up Aged Care System 
Navigator that will be relevant to older persons from 
CALD backgrounds. 

1. The Aged Care System Navigator is a key role 
that must be embedded in and approached as a 
system. For one, outreach needs to be a continuing 
initiative for Navigators to find “entry points” and 
partnerships that could bridge relationships in the 
community and develop trust especially among the 
most isolated.

2. Community scoping is a critical process to develop 
an appropriate model and system. An asset-
based community development principle can 
guide a future model that should evolve out of a 
community’s context.

3. Communities are assets and should be co-
designers of a model and system that will work for 
their needs. They are stakeholders in the navigation 
journey that does not and should not exist in a silo 
but in a system with supportive community actors.

4. Capacity building is important. The program need 
not look far—many of the current CALD Navigators 
can be tapped for their experience and expertise.

CALD communities and organisations are well-
placed to implement a system approach to Aged 
Care System Navigators with the support of peak 
bodies such as FECCA, the state-level and regional 
Ethnic Communities Councils (ECCs), and the PICAC 
Alliance. We have the community knowledge, cultural 
expertise and on-the-ground presence and network. 

Mary 

 
1 Public submissions – fast facts for September 2019. https://agedcare.royalcommission.gov.au/Pages/default.aspx. Accessed 23 September 2019. 
2 Guidance and Resources for Providers to support the Aged Care Quality Standards. https://agedcarequality.govcms.gov.au/sites/default/files/media/Guidance%20
and%20resources%20for%20providers%20to%20support%20the%20Aged%20Care%20Quality%20Standards%20v3.pdf. Accessed 23 September 2019.
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TOOLKIT TO HELP YOU WITH ROYAL 
COMMISSION INTO AGED CARE SUBMISSION

Helping CALD older people  
and their families to tell their stories  

to the Royal Commission
into Aged Care Quality and Safety

A PROJECT FUNDED BY THE AUSTRALIAN GOVERNMENT DEPARTMENT OF HEALTH

A toolkit is now available to guide 
anyone who would like to let the Royal 
Commission into Aged Care know 
about challenges in aged care services 
and share ideas about how things 
could be better. 

It is an opportunity for older persons 
from ethnic or multicultural 
backgrounds, their families and carers 
to be part of this conversation. It is 
important that CALD communities tell 
the Royal Commission what they think! 
It is interested in people’s stories and 
experiences and wants to get as much 
information as possible about what the 
problems are, what is working well, 
and ideas for changes in the future. 

You can tell your story in your own 
language in writing or email, by 
telephone or by sending them a 
recording. The Royal Commission will 
pay for translations into English, it will 
not cost you anything.

The toolkit contains the following: 

Booklet: This tells you about the Royal Commission

Conversation Cards: These help you to tell your story

Submission Forms: Download this form and send it with your story to the Royal Commission. 

 
If you prefer a paper copy of the toolkit, we can send you one free of charge:

Ring us on 02 6282 5755 or email: admin@fecca.org.au

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020

http://fecca.org.au/wp-content/uploads/2019/07/1.-Royal-Commission-BOOKLET_V4-electronic.pdf
http://fecca.org.au/wp-content/uploads/2019/07/2.-Royal-Commission-CARDS_v3.pdf
http://fecca.org.au/wp-content/uploads/2019/07/3.-Royal-Commission-SUBMISSION-FORM-electronic.pdf
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You may need to explain what this Royal Commission is. You could say ….

CONVERSATION	1
Talking to CALD people about the Royal 
Commission into Aged Care Quality and Safety

•	 The	Government	can	set	up	a	Royal Commission	to	look	into	an	important	problem	that						
affects	people	in	Australia.

•	 This	Royal	Commission	wants	to	fi	nd	out	about	the	services	that	look	after	older	people	(this	is	
called	aged care).	

•	 The	Royal	Commission	wants	to	get	as	much	information	as	possible	about	what	the	problems	
are,	what	is	working	well,	and	ideas	for	changes	in	the	future.	They	are	interested	in	people’s	
stories	and	experience.

•	 Anyone	can	write,	telephone	or	send	in	a	recording	to	the	Royal	Commission,	either	in	English	or	
in	another	language	(this	is	called	making	a	submission).

•	 The		Royal	Commission	then	writes	a	report	for	the	Government	telling	them	what	they	have	
found	out	about	aged	care.

•	 In	the	report,	they	will	also	say	how	to	fi	x	the	problems	and	make	things	better	(this	is	called	
making	recommendations).

Many CALD people, particularly older people, may be reluctant to participate in what may 
seem a complicated process. You could explain why it is important that CALD people tell 
their stories.

•	 It	is	sometimes	hard	for	some	people	from	migrant	or	refugee	backgrounds	or	who	do	not	speak	
English	well	to	fi	nd	and	use	aged	care.

•	 The	Royal	Commission	needs	to	know	what	these	problems	are	so	they	can	make	aged	care	
better	in	the	future.

•	 The	Royal	Commission	would	also	like	to	know	if	you	have	found	good	aged	care	services.

•	 The	Royal	Commission	also	wants	to	know	how	you	think	aged	care	could	be	better.

•	 If lots of people do this, aged care can be better for people like you.

	

Helping CALD older people 
and their families to tell their stories 

to the Royal Commission
into Aged Care Quality and Safety

Continued	overleaf...

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020
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The Royal Commission thinks it is important to hear from CALD people. They will accept 
submissions in languages other than English.  You may need to explain how people can 
make a submission and say if you can help.

•	 You	can	tell	the	Royal	Commission	what	you	think	in	English	or	in your own language.

•	 You	can	do	this	by:

–	 Telephone
–	 Writing
–	 Sending	a	recording

•	 The	Royal	Commission	will	pay	for	interpreters	or	translators.	You will not pay anything.

•	 If	you	like,	you	can	ask	a	family	member	or	friend	to	make	a	submission	for	you.

•	 We	can	tell	you	more	about	how	to	make	your	submission,	if	you	decide	you	want	to.

•	 The	Royal	Commission	must	get	your	submission	by	the	end	of	April 2020.

You may need to address the concerns of some people about privacy and/or confidentiality

•	 When	you	make	your	submission	you	do	not	have	to	give	your	name,	address	or	phone	number.	
If	this	is	important	for	you,	you	must	understand	that	the	Royal	Commission	can’t	contact	you	if	
they	would	like	to	ask	you	for	more	information	about	what	you	said.

•	 The	Royal	Commission	usually	makes	submissions	public	on	their	web	site.

–	 If	you	do	not	want	this,	you	can	tell	them	not	to	make	your	submission	public.
–	 You	can	also	tell	them	that	they	can	make	your	submission	public,	but	not	to	give	your	name.

You may need to tell the person how they can get help with the submission if they need it. 
Can you or your organisation do this?

You could finish this conversation by asking if the person is interested in telling the Royal 
Commission about their aged care. If yes, you could proceed with Conversation 2 or make 
another time to talk about next steps. The person may also want time to think about it. 

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020
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If a person decides they do want to make a submission, you may need to help them think 
about the kinds of things they might want to say.

You could also explain to the person that, if they feel uncomfortable to make a submission 
themselves, it is OK for a family member or friend to do it for them instead.

CONVERSATION	2
Talking to CALD people about what they 
might want to tell the Royal Commission

•	 You	can	tell	the	Royal	Commission	anything	you	want	about	aged	care.

•	 But,	the	Royal	Commission	will	not	be	able	to	help	you	if	you	have	a	complaint	about	the	
organisation	that	you	use	for	aged	care.	(Information	about	complaints	is	on	the	back	of	this	card).

•	 You	could	tell	the	Royal	Commission	about	fi	nding	the	right	aged	care	for	you
–	 Was	it	easy	or	hard	for	you	to	fi	nd	out	about	aged	care?
–	 Did	they	give	you	information	about	aged	care	in	your	language?
–	 Did	they	arrange	free	interpreters	when	you	needed	them?
–	 Did	they	explain	everything	to	you,	like	costs?
–	 Did	they	ask	you	if	you	had	any	cultural	or	religious	needs?

•	 Aged	care	organisations	should	be	person-centred.	This	means	that	they	need	to	explain	things	
to	you	or	your	family.	They	need	to	help	you	make	decisions	about	your	aged	care,	and	not	decide	
things	for	you	without	asking	you.
–	 Has	your	aged	care	been	person-centred?
–	 When	they	plan	your	aged	care,	do	they	ask	you	what	you	would	like	or	what	is	important	to	

you?
–	 Did	they	explain	how	to	tell	them	if	there	are	problems?
–	 Did	they	explain	that	you	will	not	get	into	trouble	if	you	talk	to	them	about	problems?
–	 If	you	or	your	family	told	them	about	a	problem,	did	they	fi	x	it?

•	 Aged	care	organisations	should	respect	people	from	different	cultures	and	religions,	and	from	
migrant	or	refugee	backgrounds.
–	 Do	the	staff	respect	your	culture?
–	 Have	you	seen	or	felt	any	racial	discrimination	(for	example,	did	they	treat	you	differently	from	

other	people	because	of	your	culture	or	background)?
–	 Do	they	help	you	keep	in	touch	with	any	social	or	cultural	groups	you	belong	to?
–	 Do	they	make	it	easy	for	you	to	do	things	you	must	do	for	your	religion?
–	 Do	any	of	the	staff	speak	your	language?
–	 Do	they	get	an	interpreter	if	you	need	one?
–	 Do	they	provide	things	to	eat	from	your	culture?

•	 If	you	are	happy	with	your	aged	care,	you	could	talk	about	the	things	you	think	are	good.

•	 You	could	also	talk	about	your	ideas	about	how	aged	care	could	be	better	for	people	from	a	
migrant	or	refugee	background.

Continued	overleaf...

Helping CALD older people 
and their families to tell their stories 

to the Royal Commission
into Aged Care Quality and Safety

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020
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INFORMATION ABOUT MAKING A COMPLAINT

The	Royal	Commission	will	not	be	able	to	help	you	if	you	have	a	complaint	about	the	
organisation	that	you	use	for	aged	care.

MY AGED CARE COMPLAINT

•	 If	you	have	a	complaint	about	My	Aged	Care:

–	 Call	My	Aged	Care	on	1800	200	422	(they	will	arrange	an	interpreter)
–	 Use	the	online	feedback	form	located	on	the	website
–	 Fax	(1800	728	174)
–	 Post	(My	Aged	Care	Complaints,	PO	Box	201,	Balwyn	VIC	3103)

•	 If	you	are	not	happy	with	the	response,	send	an	email	with	the	details	of	your	complaint	
and	reference	number	to	myagedcaresuport@healthdirect.org.au

REGIONAL ASSESSMENT SERVICE (RAS) COMPLAINT

•	 If	you	have	a	complaint	about	your	assessment	you	will	need	to	contact	your	RAS	assessor	
or	organisation.

•	 If	you	are	unable	to	resolve	the	issue,	call	My	Aged	Care	on	1800 200 422.

AGED CARE ASSESSMENT TEAM (ACAT) COMPLAINT

•	 If	you	have	a	concerns	about	your	assessment	or	do	not	agree	with	the	outcome	of	your	
assessment,	you	need	to	contact	your	ACAT assessor or manager.

•	 If	you	are	unable	to	fix	the	issue,	you	can	ask	to	speak	to	the	state	or	territory	department	
manager.

•	 You	can	request	a	review	of	your	assessment	decision	by	writing	to	the	Secretary	of	the	
Department	of	Health	within	28	days	of	receiving	your	approval	letter.	

•	 If	you	do	not	agree	with	the	outcome	of	the	review,	you	can	go	to	the	Administrative	
Appeals	Tribunal	(there	is	a	cost	for	this).

SERVICE PROVIDER COMPLAINT

•	 If	you	have	a	complaint	about	the	organisation	that	you	use	for	aged	care,	you	can	talk	to	
your	service	provider	about	the	services	and	care	you	receive.

•	 If	you	are	unable	to	resolve	the	issue	with	your	service	provider,	contact	the	Aged Care 
Quality and Safety Commission	on	1800	951	822	(free	call).	They	will	get	an	interpreter	if	
you	need	one.

•	 Call	the	Older	Person’s	Advocacy	Network	(OPAN)	on	1800	700	600	(8am-8pm,	Mon-Fri)	to	
get	help	with	making	a	complaint	to	the	service	provider.

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020
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•	 You	can	ring	1800	960	711.

•	 The	Royal	Commission	will	get	an	interpreter	if	you	need	one.

•	 You	need	to	tell	the	Royal	Commission	what	your	language	is.	You do not 
have to pay for the interpreter.

•	 The	interpreter	will	write	down	in	English	what	you	say.

•	 You	need	to	say	if	you	don’t	want	your	name	and/or	contact	details	to	
be	used.

•	 The	interpreter	will	contact	you	later	to	confi	rm	that	the	details	they	have	
written	down	are	correct.	

•	 You	can	write	a	letter,	send	an	email,	or	complete	an	online	form.

•	 Your	information	can	be	simple	and	short.

•	 You	can	write	in your own language.

•	 The	Royal	Commission	will	pay	for	the	translation	of	your	submission	into	
English.	You do not have to pay for the translator.

•	 Use	the	form	in	the	toolkit	to	tell	the	Royal	Commission
–	 what	your	language	is
–	 if	you	don’t	want	your	name	and/or	contact	details	to	be	used.

	 (If	you	are	using	email,	you	can	fi	nd	an	electronic	version	of	the	form	at	
www.fecca.org.au/ACRC)

•	 You	can	send	your	story

–	 by	post	to:	
Royal	Commission,	GPO	Box	1151,	Adelaide,	South	Australia,	5001

–	 by	email	to:
ACRCenquiries@royalcommission.gov.au

–	 or	you	can	complete	the	online	form	(English	only):
https://agedcare.royalcommission.gov.au/submissions/Pages/default.aspx

•	 The	Royal	Commission	will	let	you	know	in	your	language	when	they	have	
received	your	submission.	

If a person decides they do want to make a submission, you may need give them more detail 
about the different ways they can do this.

CONVERSATION	3
Talking to CALD people about 
how they can make a submission

Continued	overleaf...

Helping CALD older people 
and their families to tell their stories 

to the Royal Commission
into Aged Care Quality and Safety

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020
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•	 You	can	get	someone	to	record	you	talking	in your language	(this	can	be	
on	a	mobile	phone,	by	video	or	by	another	recording	method).

•	 The	Royal	Commission	will	pay	for	the	translation	of	what	you	say	into	
English.	You do not have to pay for the translator.

•	 The	maximum	size	of	your	recording	permitted	is	25MB	(about		
15	minutes).	If	your	story	is	longer	you	can	send	it	in	two	parts.

•	 Use	the	form	in	the	toolkit	to	tell	the	Royal	Commission
–	 what	your	language	is
–	 if	you	don’t	want	your	name	and/or	contact	details	to	be	used.

	 (If	you	are	using	email,	you	can	find	an	electronic	version	of	the	form	at	
www.fecca.org.au/ACRC)

•	 You	can	send	the	recording	by
–	 email	to:	

ACRCenquiries@royalcommission.gov.au
–	 by	post	to:		

Royal	Commission,	GPO	Box	1151,	Adelaide,	South	Australia,	5001

•	 The	Royal	Commission	will	let	you	know	in	your	language	when	they	have	
received	your	submission.

SUBMISSION 

EXTENDED  

UNTIL  

APRIL 2020
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ACTION PLAN NOW ACCESSIBLE  
IN 26 LANGUAGES 

The Department of Health has translated  
the CALD Consumer Action Plan into  
26 languages including languages spoken  
by new and emerging communities: 

1. Arabic
2. Cantonese
3. Croatian
4. Dari
5. Dinka
6. Dutch
7. Farsi
8. German
9. Greek
10. Hindi
11. Hungarian
12. Italian
13. Karen
14. Korean
15. Macedonian
16. Maltese
17. Mandarin
18. Mon
19. Pashto
20. Polish
21. Rohingya
22. Russian
23. Serbian
24. Spanish
25. Tamil
26. Vietnamese

Email Health@nationalmailing.com.au to request 
for printed copies to be posted free of charge. 

Electronic copies can also be downloaded from 
https://agedcare.health.gov.au/actions-to-
support-older-culturally-and-linguistically-
diverse-people
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The July-August issue of the Australian Ageing Agenda magazine featured insights on why cultural awareness 
and culturally-appropriate service is beyond niche marketing. 

FECCA Chair Mary Patetsos, ACH Group CEO Frank Weits and Umbrella Inc. communications and community 
engagement manager Henrietta Podgorska shared their thoughts together with ACH Group client Madam Pon 
Pheng and Umbrella Inc client Madam Krysztina Holub. 

“As the market changes, the perception that it costs more to cater to culture and language specific needs of CALD 
consumers and to invest in hiring and developing bilingual, bicultural staff will no longer hold in the long run,” 
says Mary Patetsos.

Madam Pon Pheng: Every Tuesday I go to ACH Group’s Cambodian 
Day Group to socialise, connect with other members of the 
Cambodian community and exercise by dancing, walking around the 
oval. We meet at the hall next to the temple to enjoy music, share 
lunch, and spend time together. ACH Group helps me with paying 
my bills, someone accompanies me for shopping, banking and 
booking appointments, I have help with transport and support to 
attend medical and dental appointments and some help at home. It is 
important to me to spend time with my community and culture and I 
hope that other people have the same opportunity around Australia.

FECCA AND PARTNERS  
ON THE CALD ACTION PLAN

Madam Krysztina Holub: I never had any issues with the aged care 
system. Everyone seems to be very helpful and I found that the 
services are very useful at keeping me and my husband at home. 
Umbrella Inc is a very inclusive organisation, they accept anyone from 
any background, regardless of what language they speak. Umbrella is 
like a big family and the staff is able to bridge the language barriers 
which helped many people to fully participate in activities and visit 
new places. Everyone in the system would benefit if this action plan 
would be followed, and the service providers would be more proactive 
in providing language support like Umbrella does. 

Read the full story here: https://www.australianageingagenda.com.au/2019/09/24/are-you-using-the-cald-action-plan/
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WITH A LITTLE HELP FROM THE NAVIGATORS

Dr Pia Solberg,  
Marketing and Communications Officer, 
Multicultural Communities Council of Illawarra

Accessing aged care services can be confusing and 
difficult. We could all do with a little help. That is why 
we have the Aged Care Navigators Trial.

“It gives you a mental lift to talk with others about 
what is available and what can be done. Really, it is a 
big thing for me that people understand and support 
me”, says German Carmen Huchatz in Wollongong 
who is caring for her husband and had the Navigators 
assisting her when phoning My Aged Care.

Carmen is looking for someone to help with gardening 
and maintenance, and for respite so that she can have 
a break from caring. When her husband attends the 

social group twice a week, she drives her scooter into 
Warrawong to do some shopping. She would like more 
time for herself.

When visiting Carmen at home, the Multicultural 
Communities Council of Illawarra’s (MCCI) Navigators 
Patricia Laranjeira and Anica Petkovski helped her 
ask the right questions and write down essential 
information when speaking with My Aged Care. 

“People find the aged care system confusing, either 
because of no or limited English or the jargon used. 
We explain words and concepts, how to access services 
and what the process involves”, says Patricia, MCCI’s 
Community and Volunteer Support Coordinator.

“Our job is to provide information but also support to 
carers mainly, as they often want help and know what 
they need, but their spouses are not ready for it.”

CARMEN HUCHATZ 
(MIDDLE) WITH 
MULTICULTURAL 
COMMUNITIES 
COUNCIL OF 
ILLAWARRA’S (MCCI) 
NAVIGATORS PATRICIA 
LARANJEIRA AND 
ANICA PETKOVSKI. 

CARMEN HUCHATZ 
WITH MCCI 
NAVIGATORS, PATRICIA 
LARANJEIRA AND 
ANICA PETKOVSKI. 
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CALD Navigators

Organisation Service & Location

New South Wales

Co.As.It. 
Italian Association of Assistance 
Phone: 02 9564 0744

Information hub
Greater Sydney (Inner West Sydney; South West Sydney; 
Western Sydney; South East Sydney; Northern Sydney; 
Western Sydney; Greater Western Sydney)

Multicultural Communities Council of Illawarra
Phone: 04 0052 3356
Phone: 02 4229 7566

Information hub
Community hub
Illawarra Aged Care Planning Region (including the 
Wollongong, Shellharbour and Kiama LGAs)

South Australia

Uniting SA
Phone: (08) 8440 2200

Information hub
Whyalla and Riverland regions (including Renmark 
Painga, Berri, Loxton, Barmera, Waikerie and 
surrounding areas)

Tasmania

Migrant Resource Centre 
(Southern Tasmania) 
Phone: 03 6221 0999

Information hub
Community hub
Greater Hobart (including Hobart, Glenorchy, Clarence 
and Kinborough LGAs), Launceston (including 
Launceston and West Tamar LGAs) and North West 
Tasmania (including Burnie, Central Coast, Devonport 
and Latrobe LGAs)

Victoria

Sunraysia Mallee Ethnic Communities Council
Phone: 03 5022 1006

Information hub
Mildura, Robinvale and Swan Hill

Housing for the Aged Action Group 
Phone: 03 9654 7389

Information hub
Melbourne

West Australia 

Chung Wah Association
Phone: 08 9328 3988

Community hub
Greater Perth (Balcatta and Willetton)

Umbrella Multicultural Community Services
Phone: 08 9275 4411

Community hub
Greater Perth (Metropolitan North, Metropolitan East, 
Metropolitan South West and Metropolitan South East 
Aged Care Planning Regions)

The Aged Care Navigators Trial is delivered as part of a consortium led by COTA Australia and funded by the 
Australian Government. For more information go to www.agedcarenavigators.org.au

FECCA supports the Aged Care Navigators Trial as the Community of Practice Lead for Navigators working with 
older persons from multicultural communities.  
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THANK YOU FOR YOUR INPUT INTO THE 
CALD DEMENTIA RESEARCH ACTION PLAN
Dr Samantha Croy, NNIDR Project Officer & Research Assistant, NARI

The NHMRC National Institute for Dementia Research 
(NNIDR) and the National Ageing Research Institute 
(NARI) would like to thank all the stakeholders 
and community members who we consulted in the 
development of the plan. 

The Action Plan, which we have submitted to the 
National Health and Medical Research Council 
(NHMRC) for approval, will serve as a guide for 
researchers and funders on how research can address 
the dementia-related needs of Australia’s culturally 
and linguistically diverse (CALD) communities. 

The NNIDR and NARI project team developed the 
Action Plan with guidance from an expert steering 
group that included FECCA, as well as other dementia 
and CALD advocates, researchers and consumers. 
Stakeholders identified areas of importance for CALD 
dementia research at a workshop in Melbourne in 
December 2018, and we corroborated these with an 
online survey of service providers, researchers, and 
people affected by dementia. 

We also held 19 ethnic community consultations 
in six major cities around Australia to identify the 
most pressing dementia-related issues facing CALD 
communities. Based on the input from stakeholders 
and communities, the project team drafted a list of 

priorities to be included in the Action Plan. These 
priorities were put to key stakeholders in a second 
workshop in Hobart, June 2019, further fine-
tuned, and then ranked in order of importance by 
stakeholders in an online Delphi-style survey. 

The findings of the extensive process of consultation 
that has been part of the development of this Action 
Plan are contained in a full report, which will be 
available electronically once approved. 

The NNIDR and NARI project team are now embarking 
on a new phase of this project, aiming to develop key 
research infrastructure needed to support dementia 
researchers to engage with CALD communities.

 



15ISSUE 8 2019

MOVING PICTURES:  
RAISING DEMENTIA AWARENESS IN CALD 
COMMUNITIES THROUGH FILM AND MEDIA
Associate Professor Bianca Brijnath, Director of Social Gerontology, NARI
Dr Josefine Antoniades, Research Fellow, NARI

With one in three older Australians being from a 
culturally and linguistically diverse (CALD) background, 
Australia is an increasingly ageing and multicultural 
society. As many CALD Australians reach old age, 
they will require treatment and care for aged-related 
conditions such as dementia. However, lack of 
awareness about dementia and supportive services is 
a major public health concern facing Australia’s CALD 
populations. Adding to this, much of the materials 
available about health concerns such as dementia are 
merely translated from English rather than produced 
for specific CALD groups, which may influence the 
acceptability and indeed impact these materials have 
on raising awareness. 

Through an innovative multimedia project—Moving 
Pictures: Raising dementia awareness in culturally 
and linguistically diverse communities—researchers 
at the National Ageing Research Institute (NARI) in 
collaboration with Curtin University have co-produced 
with CALD communities 15 short films and comics to 
improve awareness about dementia. 

To create the films, we interviewed 57 people who 
were carers for a loved one living with dementia 
as well as 19 key service providers, across three 
major cities – Melbourne, Sydney and Perth. We 
undertook our interviews in English and also in Arabic, 
Cantonese, Mandarin, Hindi, and Tamil, which are 
languages spoken in some of the fastest growing 
CALD communities in contemporary Australia. 
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The interviews were analysed to draw out the themes 
that were most relevant to our aim, and then used to 
design video storyboards with our key stakeholder 
group. We selected clips from the interviews that told 
compelling stories, conveyed important information, 
and supported the aim of the project. Across all the 
languages, the films focus on the importance of a timely 
diagnosis of dementia, the sources of treatment and 
support, and the personal journeys of carers. 

We selected the medium of film because it has an 
established history in health education as an engaging and 
effective tool to improve health knowledge across cultures 
and settings. Film-making also aligned with the other co-
design methods used in this project and strengthened the 
collaborative process between researchers and community 
members. At the heart of all the Moving Pictures films are 
the voices of the carers. 

To further leverage of the lived experiences of our 
study participants, we converted the storyboards to 
in-language comics that provide easily accessible and 
succinct information about dementia. As we aimed to 
reach as many CALD communities as possible across 
Australia and to ensure that the resources  
were accessible, the mobile-optimised website  
www.MovingPictures.org.au was developed. The website 
hosts all the current Moving Pictures resources in Tamil, 
Hindi, Arabic, Cantonese and Mandarin, and hard-

copies of the comics can be ordered directly from 
the website. While online resources may not reach 
all in the community, research suggest that online 
platforms do provide an accessible platform that 
bypasses barriers related to very low literacy and/or 
low health literacy.

Working with CALD communities and key service 
providers across Australia has resulted in the bottom-
up rather than top-down development of culturally-
salient films and comics. These resources provide 
communities and services an avenue to obtain 
information about dementia in an engaging and easy-
to-understand manner and it is hoped that through 
these stories communities and carers will gain a 
sense of empowerment to how, when and where to 
seek care for the person with dementia as well as for 
the carer and their family. 

Moving Pictures will be making films in Greek, Italian, 
Spanish, and Vietnamese. 

To learn more about the project go to the website or 
email movingpictures@nari.edu.au 
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“YOU ARE NOT ALONE”
HELPING CREATE DEMENTIA FRIENDLY COMMUNITIES 
FOR PEOPLE OF CALD BACKGROUNDS
Dr Lara Jakica, Dementia Friendly Communities Project Manager, AMCS

ONE OF THE CO-DESIGN ACTIVITIES AT AMCS DEMENTIA FRIENDLY COMMUNITY WORKSHOP.

The Australian Multicultural Community Services Inc. 
(AMCS) recently implemented “You are Not Alone”, a 
Community Engagement Program designed to assist 
people living with dementia and their carers access 
support and remain active in their communities. 

With the support of Dementia Australia, the program 
organised interactive workshops that involved clients 
in creating solutions for more inclusive communities. 
It was participated by people living with dementia and 
their carers to share their experiences and identify 
challenges in everyday community engagement. 
Participants were from various cultural and linguistic 
backgrounds, including Spanish, Italian, and Croatian. 

The participants surfaced common challenges 
such as access to information available in their own 
language and assistance in navigating basic services 
and functioning in the community, which can use 
ethno-specific dementia friendly language. 

Workshop participants shared that the word 
“dementia” is not well received by those who are 
diagnosed and their families. They felt labelled in 
their communities and recognise that stigma still 
exists. Many confirmed that this is the point where 
their social isolation begins. The condition itself is 
not a barrier from continuing social engagement, but 
often, there is a change in attitude among community 
members that makes people with dementia and their 
carers feel ashamed and uncomfortable. 

The workshop included a short dancing class to create 
an environment of acceptance and social engagement. 
An enjoyable physical activity, dancing has been found 
to also help slow down cognitive decline. 

AMCS organised a follow-up workshop on the 
6th of September that included participants from 
the first workshop plus key informants from the 
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WORKSHOP PARTICIPANTS AT THE DANCING ACTIVITY.

field of dementia care, nursing and community 
engagement. This facilitated an exchange of 
practical advice from the professionals and insights 
from people with dementia and their carers. AMCS 
hopes this will help inform future work in creating 
dementia friendly communities.

In the next few months, AMCS will organise 
information sessions in various ethnic community 
groups to build more knowledge on dementia and 
reduce stigma in communities. 

If you would like us to conduct an information 
session in your community, please contact Dr Lara 
Jakica: lara.jakica@amcservices.org.au 

AMCS also runs Italian, Greek and Polish community 
engagement programs such as the Senior Wisdom 
and Mobile Information Hub (SWAMIH) Project (to 
reduce social isolation in CALD ageing communities) 
and soon, the Grow Green and Golden Talks initiative 
(to encourage older people to spend more time 
outdoors surrounded by nature).

The Australian Multicultural Community Services 
Inc. (AMCS) is a non-for-profit organisation providing 
support services to seniors from CALD backgrounds, 
including migrant and refugee communities in  
Victoria for the last 35 years. For more info, visit 
https://www.amcservices.org.au/ 
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SURVEY REVEALS AGED 65+ YEARS  
DO NOT FEEL HEARD OR UNDERSTOOD

TERESA SORTINO SHARES HER LOVE 
FOR BOOKS WITH GRANDDAUGHTER 
ALESSIA SORTINO. (PHOTOGRAPHER: 
KRIS REICHL)

A survey by Meaningful Ageing Australia, the nation’s 
peak body for spiritual care and ageing, shows almost 
half of Australian survey respondents (41.8 percent) 
aged over 65 years do not feel their identity is truly 
heard or understood by their loved ones.

The new national online study, comprising 1,000 
Australians aged over 65 years, indicated 55.6 percent 
of respondents would feel more content if asked more 
frequently about their lives and identity, highlighting 
the importance of seeing older people for the whole 
person they truly are. 

Commissioned as part of Meaningful Ageing Australia’s 
recently launched initiative See Me. Know Me., the new 
data supports the campaign’s objective for older people 
to have their stories, beliefs, and experiences heard by 
their closest connections and aged care providers.

FECCA has collaborated with Meaningful Ageing in 
providing translated versions of new resources that 
enable older people to be more empowered than ever 
to begin sharing their stories and be recognised as 
whole people; what gives them joy, their important 
beliefs, and formative life events. 

Useful guides such as the top 10 list of questions for 
aged care providers and conversation starters to talk 
with loved ones, See Me. Know Me will be available in 
Arabic, Greek, Italian, Khmer and Simplified Chinese. 

CEO of Meaningful Ageing Australia Ilsa Hampton 
stresses the necessity for Australians to begin seeing 
their older loved ones for who they truly are, to empower 
them to feel heard when choosing aged care providers. 

“Seek to know the older people in your life, with all their 
stories, feelings, beliefs and sense of purpose. Not only 
their past experiences, but their hopes, dreams and 
loves that connect them to life today”, she said. 

“Those that are in touch with their spirituality or 
identity and feel truly understood have an increased 
quality of life. It leads to decreased loneliness, better 
mental health and resilience”.

The See Me. Know Me campaign encourages families to 
have conversations with the older people in their lives. 
Teresa Sortino (photo below), a Melbourne grandmother 
who loves spending time with her granddaughter Alessia 
Sortino says, “Spending time with my Grandchildren is 
something I look forward to weekly. It gives me a great 
sense of purpose spending quality time with them”. 

Meaningful Ageing continues its conversation with 
communities and encourages anyone over 65 to share 
their experiences in an online survey:  
https://www.surveymonkey.com/r/ZPYG9RB

For more information on Meaningful Ageing 
Australia’s initiative See Me. Know Me including 
resources for older people, please visit  
https://seemeknowme.org.au
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SUPPORTING CALD COMMUNITIES  
WITH ADVANCE CARE PLANNING
Rebecca Camilleri, Manager, Communications, Advance Care Planning Australia

Did you know that 70% of older Australians are 
without an advance care plan? Within communities 
where English is a second language, this rate is 
even higher. 

Giving people a voice and choice 
regarding their future health care
Advance care planning (ACP) gives people the best 
chance of living life on their terms until the end, by 
preparing the person and their families for a time 
when they are unable to make their own health 
care decisions. As people get older, they rightly 
have expectations that their autonomy will prevail 
into their senior years.

Matters of personal choice and autonomy in aged  
care were identified and brought in to sharper 
focus with the recent Royal Commission into Aged 
Care, the new Aged Care Charter of Rights and 
Aged Care Quality Standards.

Yet despite people’s expectations of greater choice 
and control, most Australians are a still without 
an Advance Care Directive (ACD), leaving them 
vulnerable and potentially without a voice in the 
medical treatment they receive as their health 
declines. 

Free CALD resources
Making sure all Australians have access  
to advance care planning resources in  
their language is important. To address 
this need ACPA has developed a suite of 
translated resources to support Australians 
with culturally and linguistically diverse  
(CALD) backgrounds.

ACPA offers a mix of audio, online and 
downloadable print resources in 16 
languages other than English including: 

1 Arabic
2 Cantonese
3 Chinese simplified
4 Chinese traditional 
5 Croatian
6 Greek 
7 Hindi 
8 Italian

9 Macedonian
10 Mandarin 
11 Polish
12 Russian
13 Serbian
14 Spanish
15 Tagalog
16 Vietnamese
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To access ACPA’s CALD resources please visit the 
ACPA website home page and click on the ‘other 
languages’ button at the top right of the page.

With the understanding that people with CALD 
backgrounds have diverse attributes and needs, 
advance care planning can be adapted to different 
cultural and religious contexts.

ACPA hopes that these translated resources will help 
start important conversations in CALD communities 
and support them to plan their future health care.

Translating and Interpreting Service
In addition to online resources, people from CALD 
backgrounds can access ACPA’s free National Advisory 
Service through contacting the Translating and 
Interpreting Service (TIS). The service operates Mon-
Fri 9am -5pm AEST. Call TIS on 13 14 50, then request 
access to advance care planning support through 
ACPA’s National Advisory Service. 

We’re here to help
Information:  
advancecareplanning.org.au

ACPA Advice:  
Call 1300 208 582, Mon – Fri, 9am – 5pm (AEST)

TIS Supported ACPA Advice:  
Call 13 14 50, Mon – Fri, 9am – 5pm (AEST)

Advance Care Planning Australia (ACPA) is the 
national authority on advance care planning 
in Australia. It is funded by the Australian 
Government, Department of Health under 
the National Palliative Care Projects. ACPA 
provides research, online education, events and 
a free National Advisory Service to support the 
general public and healthcare professionals, 
Australia-wide.

https://www.advancecareplanning.org.au/?utm_source=FECCA&utm_medium=email_marketing&utm_campaign=FECCA_newsletter_2019&utm_term=CALD&utm_content=newsletter
https://www.advancecareplanning.org.au/?utm_source=FECCA&utm_medium=email_marketing&utm_campaign=FECCA_newsletter_2019&utm_term=CALD&utm_content=newsletter
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MY AGED CARE SUPPORT FOR  
PEOPLE FROM CALD COMMUNITIES

My Aged Care has a new 
website designed to provide 
better access to older 
persons from ethnic or 
multicultural backgrounds, 
their families and carers. 
Information are available in 22 
other languages including Arabic, 
Croatian, Dutch, German, Greek, 
Hindi, Hungarian, Italian, Korean, 
Macedonian, Maltese, Polish, 
Russian, Serbian, Simplified Chinese 
(Mandarin), Spanish, Traditional 
Chinese (Cantonese), and Vietnamese.

For more information: 

www.myagedcare.gov.au 
or call 1800 200 422* 
Weekdays – 8 am to 8 pm 
Saturdays – 10 am to 2 pm 
Closed on Sundays and public holidays 

National Relay Service call 1800 555 677* and ask for 1800 200 422* 

Translating and Interpreting Service call 131 450 and ask for 1800 200 422* 

*1800 calls are free from landlines and most Australian mobile phone providers now offer 
free calls to 1800 numbers. Check with your mobile phone provider. 
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MULTICULTURAL RESOURCES ON THE  
NEW AGED CARE QUALITY STANDARDS

Watch the video to see what the Quality Standards mean 
in practice for you:

https://www.agedcarequality.gov.au/resources/
translated-standards-consumer-video

Posters on the Aged Care Quality Standards Consumer 
Outcomes are also available in 25 languages. To 
download the poster in your preferred language(s):  
https://www.agedcarequality.gov.au/resources/quality-
standards-consumer-outcomes-poster-translations

The Aged Care Quality and Safety Commission has a range of resources available for 
download to support service providers and their consumers to understand the new 
Quality Standards.
A short video for aged care consumers, their families and representatives, explaining what the Aged Care Quality 
Standards mean in practice can be accessed online in 25 languages including Arabic, Armenian, Cantonese, Dutch, 
French, German, Greek, Hindi, Hungarian, Italian, Korean, Latvian, Macedonian, Polish, Portuguese, Russian, 
Serbian, Spanish, Tagalog, Turkish, Ukrainian and Vietnamese.



24 Ageing Network Positive CALD

DIVERSITAT AGED SUPPORT 
SERVICE GEELONG RECOGNISED 
AS THE WORLD’S BEST

Diversitat Aged Support Service 
Geelong received the Global 
Enablement Award for  
Most Outstanding Multicultural 
Community Support Group in 
the World 2018 at a gala event 
in London last June. 

They joined fellow nominees from around the world 
to celebrate and reward excellence, innovation and 
exemplary achievements in the housing, disability and 
support services for seniors worldwide. Chair of the 
Global Awards Secretariat Mr. John Petrie-Smythe 
said, “Diversitat (was) the most outstanding provider 
of senior’s health services and social support for 
culturally and linguistically diverse clients, refugees 
and the disability community in the world”. 

The Healthy Living Centre, in Norlane, was officially 
opened in May last year 2018. The $2.3 million 
facility hosts a range of social, cultural and physical 
activities, along with health and service information 
for Geelong’s older migrants. 

“We understand, here at Diversitat, that diversity  
is our strength and it makes great ethical and  
business sense to support a just society that values, 
celebrates and accepts people’s differences”, Robyn 
Martinez said. 

The award is the second major win for the Geelong 
provider in 12 months. In March, Diversitat Aged 
Support Healthy Living Centre was named the best 
aged care facility in Australia as part of the Australian 
Healthcare Week -Excellence Awards. 

DIVERSITAT AGED SUPPORT GENERAL MANAGER 
ROBYN MARTINEZ, TOGETHER WITH DIVERSITAT CEO 
MICHAEL MARTINEZ



25ISSUE 8 2019

AGEING IN A FOREIGN LAND AWARD

Congratulations to Ljubica 
Petrov, Manager, Centre 
for Cultural Diversity in 
Ageing, for receiving the 
inaugural Ageing in a 
Foreign Land Award at the 
5th International Conference 
on Ageing in a Foreign Land 
held at Flinders University. 
The Ageing in a Foreign Land Award 
aims to celebrate the achievements 
and contributions of people from a 
broad range of backgrounds who are 
recognised by their peers, colleagues 
and the community for their services 
to older culturally and linguistically 
diverse Australians. 

The conference is hosted by LOGOS 
Centre at Flinders University and 
sponsored by Emeritus Professor 
Michael Tsianikas (pictured here  
with Ljubica).
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INCLUSIVE APPROACH TO SERVICE 
DELIVERY IN AGED CARE WORKSHOPS

Bookings are open for the Inclusive 
Approach to Service Delivery in Aged 
Care workshops designed to assist 
aged care providers implement an 
inclusive approach to service delivery. 
This approach is in keeping with 
the Aged Care Quality Standards 
expectation that aged care services will 
be inclusive and will not discriminate.
The workshops will be delivered nationally by 
organisations funded under the Partners in  
Culturally Appropriate Care initiative, members of  
the PICAC Alliance.

Aged Care Quality and Safety Commission 
representatives will also be joining these workshops 
across Australia to answer questions and present 
material that supports aged care services to meet  
the Quality Standards through the delivery of  
inclusive care.

By attending this workshop you will learn about:

 > How an inclusive approach supports the 
implementation of the Aged Care Quality Standards;

 > Principles of an inclusive approach to service 
delivery and utilisation of Inclusive Service 
Standards;

 > Implementing the Aged Care Diversity Framework 
and Action Plans; and

 > Practical resources and tools to support the 
implementation of inclusion and diversity strategies. 

Who Should Attend?
This workshop is aimed at senior managers and 
leaders currently working in aged care who are 
responsible for meeting aged care quality standards. 

The workshop is only open to leaders from residential, 
Home Care and CHSP aged services.

Registration
FREE registration however bookings essential. Due 
to limited numbers a there is a limit of 2 people per 
organisation per workshop. 

Please note that ONLY ONE ticket per person can be 
selected at a time.

Morning Tea and Lunch provided. 

Facilitators
The workshops are funded by the Department of 
Health and being delivered nationally by member 
organisations of the PICAC Alliance including: Centre 
for Cultural Diversity in Ageing (Victoria); Council 
on the Ageing NT (Northern Territory; Diversicare 
(Queensland); Fortis Consulting Pty Ltd (Western 
Australia); Multicultural Aged Care (South Australia); 
Migrant Resource Centre (Southern Tasmania); 
Multicultural Communities Council of Illawarra (New 
South Wales). 

Registration still open in the following  
state or territory. 

HOBART: Wednesday 20 November 2019
DARWIN: Friday 13 December 2019
CANBERRA: Thursday 20 February 2020

To register, visit  
http://www.culturaldiversity.com.au/
service-providers/training

https://register.eventarc.net/e/43358
https://register.eventarc.net/e/43277
https://register.eventarc.net/e/43375
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EVENTS

A FESTIVAL FOR  
MODERN AGEING 
14 - 28 October 2019

CELEBRATE | CONNECT | CHALLENGE 2019 PROGRAM

https://fecca2019.com.au
https://zestfestsa.org.au/


28 Ageing Network Positive CALD

The PCAN Newsletter is FECCA’s online quarterly magazine that promotes 
positive ageing and best practice in multicultural aged care in Australia. 

About PCAN 

The Positive CALD Ageing Network (PCAN) is FECCA’s ageing and aged care 
committee. Members identify policy objectives that will address challenges and 
barriers in the aged care system for older persons and aged care workers from 

CALD backgrounds. They help create evidence-based, innovative and holistic 
aged care policy, research and practice through active partnerships with 

communities and stakeholders. 

To subscribe to the PCAN Newsletter, email admin@fecca.org.au

To contribute stories, email maryann@fecca.org.au 

FECCA received funding from the Department 
of Health to produce the PCAN Newsletter.


