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CHAIR’S MESSAGE  
FROM THE FECCA CHAIR, MARY PATETSOS

Amplifying the voice of older  
CALD persons 

Welcome to the 7th edition of the Positive CALD 
Ageing Network Newsletter. The first quarter of 2019 
started a positive momentum for us working together 
in bringing the voices of older CALD persons in crucial 
platforms such as the ongoing Royal Commission into 
Aged Care Quality and Safety.

Submissions in primary language 
and various formats

We commend the Royal Commission for making 
various options available to people from CALD 
communities. In response to FECCA’s inquiry, the Royal 
Commission offered interpreter services for people 
who would like to make a submission over the phone. 
Submissions can also be written in the person’s 
primary language or in short audio or video formats. 

Hearing on home care

On 20th March, I represented FECCA in the Royal 
Commission’s hearing on home care. In consultation 
with the Board, we highlighted the following key 
issues among older people in CALD communities in 
our written statement, submitted prior to the hearing:

 > Accessing appropriate home care remains a 
challenge for older people in CALD communities;

 > Isolation among older persons, both for the 
person receiving care and the unpaid home carer;

 > Low cultural awareness and the cultural 
requirements of people from CALD backgrounds 
not been significantly or consistently addressed;

 > Inconsistent use of interpreters in the 
assessment process to access aged care services;

 > Cost of interpreter services drawn from the 
consumer’s home care package funds effectively 
diminishing their capability to access services;

 > Low knowledge of the aged care system in CALD 
communities affecting their ability to make informed 
choices when selecting a home care provider; 

 > My Aged Care system creating a barrier for 
people who are not confident with online systems 
or cannot use a mobile phone; 

 > Low knowledge of complaints handling  
system among CALD people receiving aged  
care, the protections available and their rights  
to seeking redress;
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 > CALD specific providers struggle to maintain 
their niche as the mainstream aged care system 
streamlines and as aged care consolidates;

 > Marked vulnerability in some CALD groups such 
as among refugees and new arrivals from places 
where they experienced malnutrition; 

 > Casual and institutional discrimination and 
racism from staff to customers, from customers to 
staff, and amongst staff from different backgrounds;

 > Cultural diversity of the home care workforce 
needs to be recognised and service providers must 
respond with appropriate training; 

 > Data is significantly lacking on CALD people’s  
use of aged care services, including home care,  
and on research into ageing, dementia and other 
critical issues. 

CALD engagement toolkit

FECCA will continue supporting the community with 
activities that will ensure effective representation for 
senior Australians from diverse backgrounds. A CALD 
engagement toolkit is being developed to assist frontline 
organisations to have conversations with older CALD 
people and their families and encourage them to make 
submissions about their experience of aged care services.

The tool kit will explain in plain English what the Royal 
Commission is and what it is doing; why it is important 
that CALD people tell them about their experiences; and 
how to do this. We believe it is essential that as many 
CALD people take up this unique opportunity to ensure 
their voices are heard.

Workforce support in aged care 

Recently, the Federal Government has announced plans 
of adopting a scheme that enables aged care providers 
to sponsor aged care workers through a Temporary Skill 
Shortage visa or an Employer Nomination Scheme visa. 
While we welcome this recognition of the diversity in 

aged care workforce, FECCA has expressed caution and 
called for the development of an aged care manpower 
development framework that will take a sustainable 
approach. There is a need to enhance both local and 
overseas streams of labour supply. 

Network of support in the community

The Aged Care System Navigator Trials was launched 
recently to help older Australians and their carers 
access aged care services better. FECCA joined the 
consortium led by COTA Australia to help Navigators in 
CALD communities gather information and insights to 
strengthen the project and understand how it can be 
scaled to reach more older persons and their families 
beyond the trials. 

Empowering diversity

The first Aged Care Diversity Action Plan for CALD 
Australians was launched in February to help create an 
empowering environment for older CALD Australians 
and families. The Action Plan provides older persons with 
useful guidance on how to exercise informed choices 
and effectively access care that is appropriate for their 
needs. Likewise, guidelines are also available to service 
providers. FECCA is working on making the guides widely 
accessible in various translations and formats. 

PCAN at work 

Lastly, members of the PCAN Committee, had its first 
meeting for the year in March. The Network has been 
unanimous in its resolve to focus on delivering a strong 
election platform that will amplify the voice of older 
CALD persons. Future Federal Government must deliver 
extensive reforms on ageing and aged care in culturally 
diverse Australia.  

We look forward to continuing these active 
collaborations with all of you.

Mary 

CHAIR’S MESSAGE continued
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Commonwealth Home Support  
Program funding extended

$290,000 funding to support older  
CALD Australians

Royal Commission into the Abuse, Neglect  
and Exploitation of People with Disability

The Federal Government has committed to provide $5.9 million and continue funding the Commonwealth 
Home Support Program (CHSP) for another two years until the end of June 2022. 

FECCA and PCAN had advocated strongly for the CHSP to be extended as the program is critical in helping 
older CALD Australians age safely at home. 

The Federal Government has recently announced it will continue to support FECCA’s work advocating for 
older people from diverse backgrounds so that all Australians can exercise their right to quality aged care.

The more than $290,000 in new funding will be critical in helping overcome the barriers older CALD 
Australians face in accessing aged care services. 

FECCA Chairperson Ms Mary Patetsos highlighted that challenges remain over “awareness of available 
services, language and cultural barriers and issues with accessing technology”.

The Federal Government has announced the formation of a three-year Royal Commission into the Abuse, 
Neglect and Exploitation of People with Disability. This is an opportunity for FECCA to advocate for people 
with disability from CALD backgrounds. FECCA is committed to working with the National Ethnic Disability 
Alliance to raise awareness of the Royal Commission among its members and encourage CALD communities 
to make submissions and participate in hearings.  
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Single Charter of Aged Care Rights

Starting 01 July 2019, the new Charter of Aged Care Rights will take in effect providing rights to all consumers 
receiving Government subsidised aged care, including:

 > Residential care

 > Home care packages 

 > Flexible care 

 > Services provided under the Commonwealth Home support Programme and the National Aboriginal and 
Torres Strait Islander Flexible Aged Care Program.

Charter of Aged Care Rights

I have the right to:

1. safe and high quality care and services

2. be treated with dignity and respect

3. have my identity, culture and diversity valued and supported

4. live without abuse and neglect

5. be informed about my care and services in a way I understand

6. access all information about myself, including information about my rights, care and services

7. have control over, and make choices about, my care, personal and social life, including where 
choices involve personal risk

8. have control over, and to make decisions about, the personal aspects of my daily life, financial 
affairs and possessions

9. my independence

10. be listened to and understood

11. have a person of my choice, including an aged care advocate, support me or speak on my behalf

12. complain free from reprisal, and to have my complaints dealt with fairly and promptly

13. personal privacy and to have my personal information protected

14. exercise my rights without it adversely affecting the way I am treated

When the new Charter takes effect, service providers must provide consumers with a copy and provide 
support to help them understand it. Consumers or their authorised person can sign a copy of the Charter 
to acknowledge that they have received it. It is not a requirement to sign the Charter and opting not to sign 
will not affect consumer’s access to care and services. 

FECCA | Positive CALD Ageing Issue 4Issue 7 2019



Royal Commission hearing on home care
FECCA chairperson, Mary Patetsos, was 
a witness at the March 20 hearing of 
the Royal Commission into Aged Care 
Quality and Safety. Although the focus of 
this hearing was on home care, she gave 
additional evidence on the needs, diversity 
and experience of CALD consumers, based 
on extensive consultations conducted by 
FECCA. In particular, she highlighted the 
need for improved access to interpreting and 
language services, and the importance in the 
sector of the smaller aged care organisations 
set up by local CALD communities.

CMCF supports CALD participation in the Royal 
Commission into Aged Care Quality and Safety

The Canberra Multicultural Community Forum (CMCF), the leading multicultural peak organisation in the ACT, 
held a forum on the Aged Care Royal Commission and what it means for people of culturally and linguistically 
diverse background. It was held on April 3 at the Theo Notaras Multicultural Centre. 

A workshop was also facilitated to help participants outline the issues community members face when they 
access aged care services. They also suggested solutions on how older Canberrans can have better outcomes.

The ACT has approximately 9,000 older Australians who are from a culturally and linguistically diverse background 
who would benefit from a greater level of culturally inclusive and respectful aged care services. CMCF will work 
with four other multicultural groups to conduct a similar activity with their respective community members.

For further information contact Chin Wong on 0417 686 096 or Cristina Giusti on 0481 304 333 for 
assistance with writing a submission.
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CALD Aged Care  
Diversity Framework Action Plan 

FECCA was a member of the Aged Care 
Sector Committee Diversity Sub-Group, 
which helped to develop the action plans. 
The Sub-Group discussed matters relating 
to older Aboriginal and Torres Strait Islander 
people, older people from culturally and 
linguistically diverse backgrounds and older 
lesbian, gay, bisexual, transgender diverse, 
and intersex elders, with the expectation of 
more plans to come.

The Aged Care Diversity Framework Action Plans 
will act as a guiding resource that will assist 
government and aged care service providers to 
address specific barriers and challenges faced 
by older people with diverse characteristics 
and life experiences. In addition, action plans 
have been developed for consumers. FECCA is 
advocating with the Department of Health for 
the CALD Consumer Action Plan to be translated 
into a range of languages.

Second PCAN Committee Meeting

The Positive CALD Ageing Network Committee had its second face to face meeting on March 18 in Adelaide. 
It was an opportunity for members to assess recent developments in the sector in particular, the Royal 
Commission into Aged Care Quality and Safety and the new Aged Care Quality and Safety Commission. 
Committee members provided inputs in preparation for PCAN Chair Mary Patetsos’ hearing on home care at 
the Royal Commission. They also defined PCAN’s election platform at the meeting.
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Some of the activities offered by the information 
hubs include:

 > Community workshops and information 
sessions.

 > Help filling in forms.

 > Contacting My Aged Care.

 > Providing fact sheets, handouts and other 
resources.

 > Outreach services to support those who can’t 
come into the centre.

 > Group or individual support sessions. 

Navigating the Aged Care System

The trial project will offer face-to-face, phone and online 
assistance to seniors and their families in every state and 
territory, including selected rural and remote areas. The 
trial is funded by the government and will be delivered 
by a consortium of consumer-focused organisations. 
It includes 32 aged care information hubs, to provide 
locally-targeted information; 21 community hubs where 
members support each other in navigating aged care 
and healthy ageing; and nine specialist support workers 
who will offer one-on-one support, either in person or 
over the phone, for vulnerable people.

Older Australians, their families 
and friends seeking help navigating 
the complex aged care system can 
now access free assistance through 
the roll-out of a new $7.4 million 
national project called the Aged 
Care System Navigator Trials.

Eight (8) organisations implementing the Trials 
specialise in delivering services to CALD communities 
providing access to aged care information 
and services that are sensitive to their cultural 
backgrounds and circumstances

FECCA is the overall coordinator for the CALD 
Community of Practice, assisting implementers in 
CALD communities to understand how the project can 
be effectively adopted and sustained to reach out to a 
greater number of older CALD Australians.  
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Featured Navigator:  
The Umbrella Multicultural Community  

Care Services Inc.

What types of services Umbrella offers under the 
Navigators Trial?

The Umbrella Multicultural Community Care Services Inc. 
has partnered with local and interstate organisations 
to deliver the new Aged Care System Navigators Trial in 
Perth greater Metro. They are focusing on Culturally and 
Linguistically Diverse (CALD) communities through the 
following activities:

Multicultural Library and Seniors’ Community Hub 
– drop in

The Community Hub is led by bilingual trained volunteers. 
It has a focus on providing a safe and supportive space 
for seniors from CALD backgrounds and their carers 
to access information about the aged care system in 
their own language.  This project builds on the currently 
existing Multicultural Library services at Umbrella’s 
Belmont Office (39 Abernethy Road, Belmont) and 
award-winning Internet Café program (operating under 
the Commonwealth Home Support Program). The 
Community Hub is set up at Umbrella’s Multicultural 
Library and it includes aged care related information on 
different languages. The Hub is open during Library hours 
since February (10.00 am – 12.00 pm, Monday to Friday). 

Based on the success of Umbrella’s award-winning 
Internet Cafe program that provides a friendly and 
supportive environment to enhance senior’s digital 

literacy skills, the Community Hub also has a drop-in 
style program as an addition to current services. At 
this program, seniors can attend the library for free to 
enhance their digital literacy skills or solve minor IT issues. 
As an additional add on, they will also be informed about 
My Aged Care. Every attending person of these Internet 
Café Drop-In sessions (open on Tuesday, Wednesday, 
Thursday from 12.30 pm – 2.30 pm) will be looked after 
by a trained volunteer who can provide assistance in 
regard to their presented IT query. They will also have an 
initial conversation about the aged care system. 

The Community Hub also hosts information sessions 
and seminars providing individual and group peer 
support activities, such as afternoon tea get-togethers. 
The seminars are held monthly, and there are 
translations to different languages.

Aged care information and support van – outreach

Umbrella’s Mobile Aged Care Information and Support 
Van is packed with helpful resources for seniors and 
their families. The van distributes tailored information 
and provides assistance with filling in a form/application 
processes. The van also provides seminars and 
information sessions to ethnic groups on demand. 
The van visits existing CALD community clubs and 
associations in Perth and attends any relevant events 
within these communities. Umbrella Inc has strong 
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approach is based on hub co-ordinators empowering 
their Champions to be assets for the whole community, 
and getting Champions to ‘take the initiative’ for 
outreach, engagement, and opportunities for promotion. 
Champions are provided with training to deliver 
guidance in a professional manner, including training on 
the aged care system, listening skills and dementia. 

The purpose of these activities is to increase the 
awareness of aged care services within CALD 
communities. The two biggest barriers previously 
identified are low digital literacy skills and language. The 
activities aim to address these barriers by providing 
timely and culturally appropriate information through 
the hub and van and to provide a safe space for seniors 
to learn about digital technology.

For more information: 
Henrietta Podgorska, Communication and Community 
Engagement Manager
Phone: (08) 9275 4411
Email: h.podgorska@umbrellacommunitycare.com.au 

networks with different ethnic clubs and the project is 
building on these existing connections to deliver a more 
tailored approach to increasing aged care literacy within 
CALD communities. Sessions are delivered by bilingual 
staff/volunteers when necessary. 

Community Champion (for aged care navigator)

 This is a new initiative from Umbrella Inc. Part of the 
Aged care information and support van – outreach 
component, Umbrella will establish an innovative 
Community Champions model designed to help CALD 
seniors learn more about Government supported 
aged care programs. Community Champions are local 
people from different CALD clubs and associations that 
volunteer to promote the aged care system through 
the Aged Care System Navigator Trial – acting as a 
bridge between CALD communities and mainstream 
services. They support awareness of and access to local 
services. They also aim to motivate seniors and their 
families to increase their knowledge about the aged care 
system and to access services in a timely manner. The 
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Streamlined Consumer  
Assessment for Aged Care 

In its submission on the “Streamlined Consumer Assessment for Aged Care”, FECCA maintains its 
position, together with PICAC and the broader multicultural aged care sector, that contact centre staff 
should undergo a mandatory cultural competency training. The percentage of older persons from CALD 
background in Australia has grown significantly over the years and will continue to grow. The aged care 
system needs to recognise and respond to this.

The submission also highlighted the resourcing of formal interpreters as well as bilingual bicultural workers. 
For older people from CALD backgrounds with poor proficiency in English, overcoming language barriers 
and facilitating effective two-way communication is paramount to effective triage and assessment. 

As integration is central to this reform, FECCA advocated that any assessment, subsidy and service delivery 
system needs to fit the individual person. People’s needs can undergo rapid changes over short periods of 
time, therefore greater capacity for flexibility in short-term assessment and re-adjustment of the level across 
the spectrum of care is essential.
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SURVEY NOW OPEN 
Your inputs to the CALD Dementia Research 

Action Plan is important  

UPDATES FROM PARTNERS

The NHMRC National Institute 
for Dementia Research (NNIDR) 
together with the National Ageing 
Research Institute (NARI) and 
key stakeholders is developing a 
Dementia Research Action Plan 
for the Culturally and Linguistically 
Diverse (CALD) communities.

The survey will help researchers develop a specific 
research agenda to address the challenges CALD 
communities have around dementia. 

The survey is open to—

 > CALD people living with dementia 

 > Carers and families of people CALD people 
living with dementia 

 > Aged / dementia care and service providers 

 > Clinicians / allied health workers 

 > Dementia researchers 

 > Interested members of the public

Have your say here:  
https://www.surveymonkey.com/r/CALDActionPlan 
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EveryAGE Counts 

Ask yourself: “Am I ageist?”

To find out, take the quiz here. 

EveryAGE Counts is led by a broad based national coalition of individuals and organisations, including 
FECCA, committed to tackling ageism. The movement will focus on age-based discrimination in health, aged 
care, housing, digital inclusion and economic security.

FECCA staff joined a recent event to gather support in the capital hosted by the cross-party Parliamentary 
Friends of Ageing and Aged Care group, jointly co-convened by Senator Dean Smith and Julie Collins MP. 

You can also take a stand for a world without ageism. Take the Pledge here: www.everyagecounts.org.au 
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Announcements

MOSAIC 51 (AUST VALUES)
FECCA publishes its national magazine, Australian Mosaic, 
three times a year. 

Australian Mosaic is a plain English magazine, which 
presents a wide range of contemporary issues associated 
with multiculturalism, social justice, community harmony, 
and cultural and faith pluralism in Australia. Australian 
Mosaic is intended to be of interest to a wide readership 
and publishes a range of perspectives on selected themes. 

The upcoming issue will be published in April with the 
theme ‘Australian values’. We are currently welcoming 
article submissions and advertisements. By advertising 
in the Australian Mosaic your organisation or business 
will reach a large and diverse migrant community in 
Australia as well as stakeholders and organisations in the 
sector. Contact Dr Janecke Wille on janecke@fecca.org.
au to discuss opportunities and pricing. Submissions and 
advertisements must be sent through by 20 April.  

FECCA 2019 CONFERENCE 
FECCA’s biennial conference will be held from 9 – 11 October 
2019. Save the date and register your interest in attending 
via the button below. FECCA 2019 will bring together an array 
of community leaders, advocates, stakeholders and service 
providers along with culturally and linguistically diverse 
Australians from across the country.

FECCA 2019 will include rich variety of panels, workshops, 
speakers and debates to discuss the experiences of women, 
older people, communities living in rural and regional areas, 
people with disability and new and emerging communities.

The theme for 2019 is
Purpose. Leadership. Progress.
FECCA: 40 years and beyond
Don’t miss out – submit your abstract now  

AUSTRALIANMOSAIC
The magazine of the Federation of Ethnic Communities’ Councils of Australia Summer 2018

50
Issue

50  Celebratory  issue

th
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PREVENTING OVERDIAGNOSIS CONFERENCE
The 7th international Preventing Overdiagnosis scientific conference, hosted by Wiser Healthcare, will be 
held in Sydney, 5-7 December 2019. 

Co-sponsored by the World Health Organization, and bringing some of the world’s leading experts on 
overdiagnosis to Australian shores, this event will be a thought-provoking exploration of what is causing 
overdiagnosis, where and how it is happening, and how health professionals can address it. 

Visit the Preventing Overdiagnosis conference to register and for more information. Abstract submissions 
close 30 April 2019.
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