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Culturally Safe Support 1 Card
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Why is this topic important?

Victoria is home to one of the most culturally diverse societies in the world 
and is the fastest growing and most diverse state in Australia. Nearly half of 
all Victorians were either born overseas or born to parents who migrated to 
Australia. Many overseas-born Victorians came to Australia as refugees from 
conflicts.	Twenty	six	percent	speak	a	language	other	than	English	at	home	and	
59%	practice	one	of	more	than	130	different	faiths.

Many older people from culturally and linguistically diverse backgrounds 
face barriers in accessing and engaging with the supports and services that 
contribute to healthy outcomes and are less likely to utilise them. 
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Facilitator guide

Question 1
In what ways were culture and diversity valued in this case study?

Discussion prompts
•	 What cultural diversity is in this case study?
•	 How did this or could this impact the way the provider worked with this consumer?

Points to consider
•	 May need an interpreter
•	 May need to understand cultural norms and customs.

Question 2
What might be some of the challenges faced by consumers from culturally and 
linguistically diverse backgrounds when accessing and engaging supports and 
services?

Discussion prompts
•	 How may they be feeling?
•	 What are some of the barriers?

Points to consider
•	 Unfamiliar with the service system
•	 Dealing with system complexity
•	 Language barriers
•	 Lack of culturally and linguistically appropriate aged care providers
•	 Beliefs, behaviours and preferences that are not well understood by the non-CALD population
•	 May have gender preferences and certain views regarding gender roles
•	 Concerns about privacy
•	 A	mistrust	of	authority	figures
•	 Difficulty	in	expressing	their	needs	if	English	is	not	their	main	language
•	 May experience racism or discrimination
•	 Dementia may result in the loss of acquired language skills
•	 Post-traumatic stress disorder (particularly among refugees and asylum seekers) 
•	 Loss of culture and intergenerational culture change.
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Question 3
How	might	access	challenges	influence	the	way	that	this	consumer	
experiences receiving services?

Points to consider
•	 Cautious about accessing services and what is involved
•	 Challenges in understanding how the system works and their rights
•	 Fear of not being accepted or being discriminated against by the provider
•	 Uncertainty about how other people who access the services will treat them.

Question 4
What factors would the team have taken into consideration when setting up 
this consumer’s care plan?

Points to consider
•	 Language needs
•	 Being sensitive to the consumers past experiences 
•	 Gender	of	staff	member	developing	care	plan	with	the	consumer	
•	 Involvement of a trusted person for support if the consumer wants this
•	 Ensuring	care	plan	reflects	the	consumer’s	preferences.

Question 5
What strategies can be considered to best support this consumer’s cultural 
needs?

Points to consider
•	 Gaining an understanding of their cultural norms and customs
•	 Use of interpreters, when needed
•	 Ask the consumer about what is important to them and how best to support them
•	 Matching	staff	with	same	cultural	background	or	cultural	competency	trained
•	 Matching gender preferences
•	 Include cultural, linguistic, spiritual, religious and social needs in the care plan 
•	 Offer	to	link	with	system	navigators	or	other	advocates	
•	 Provide information on services in preferred languages.
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Question 6
How does/could your organisation positively support consumers from culturally 
and linguistically diverse backgrounds to access your services?

Discussion prompts
•	 How can your organisation engage consumers with culturally and linguistically diverse 

backgrounds?
•	 How	can	staff	be	supported	to	be	inclusive?

Points to consider
•	 Explain how to provide feedback and complaints, and how this is used to improve the care 

provided
•	 Encourage a support person to be involved in any decision-making processes, if desired 
•	 Provide	specific	and	clear	information	on	the	cultural	and	linguistic	services	offered	
•	 Facilitate access to external specialist care or services where your organisation does not have 

specific	capability	
•	 Ensure	all	staff	are	familiar	with	translating	and	interpreting	services
•	 Ensure	cultural	competency	and	effective	communication	training	for	staff	
•	 Provide regular opportunities for CALD consumers, their families, carers and representatives to 

provide feedback on the quality of service delivery
•	 Provide accurate and clear information on the cultural and linguistic capabilities and services 

provided by your organisation 
•	 Provide promotional material that includes your commitment to diversity.

Question 7
What improvements could be made at your organisation? 

Discussion prompts
Think about how consumers: 

•	 Find out about your services
•	 Access your services
•	 Receive services
•	 Feedback about their care.
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Question 8
Think about a consumer who has culturally diverse needs that has been well 
supported by your organisation. What supported their access? 

Discussion prompts
•	 What	were	the	small	things	that	made	a	difference?	

Resources
Organisations
Ballarat Regional Multicultural Council 
25-39 Barkly St 
Bakery Hill 
Phone: 5383 0613 
Website: www.brmc.org.au

Other resources
Actions to support older Culturally and Linguistically Diverse people: A guide for aged care 
providers 
https://www.health.gov.au/resources/publications/actions-to-support-older-cald-people-a-guide-for-
aged-care-providers

Intercultural directory 
https://www.ballarat.vic.gov.au/sites/default/files/2019-04/Multicultural%20Directory.pdf

http://www.brmc.org.au
https://www.health.gov.au/resources/publications/actions-to-support-older-cald-people-a-guide-for-aged-care-providers
https://www.health.gov.au/resources/publications/actions-to-support-older-cald-people-a-guide-for-aged-care-providers
https://www.ballarat.vic.gov.au/sites/default/files/2019-04/Multicultural%20Directory.pdf
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"Victoria is home to one of 
the most culturally diverse 
societies in the world and is 
the fastest growing and most 
diverse state in Australia."




